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Introduction.

I will be doing a report on the UK hotel company Malmaison. With 18 locations which has expanded across the UK including London, Birmingham, Liverpool and Manchester. Malmaison was established in 1994, by Scottish hotelier Ken McCulloch with the first hotel being opened in Edinburgh that same year. Malmaison operates in historic buildings transformed into boutique, luxury accommodations. Malmaison rate themselves as the pioneers of the modern metropolitan townhouse hotels with chic, high quality surroundings across their range of eclectic lifestyle hotels. Malmaison also offer great hospitality part of the Frasers hospitality group, with food and drink being the heart and soul of each hotel with their popular Chez Mal Brasseries and bars within their local town areas.  Malmaison differ themselves having iconic buildings with a rich story telling history. Malmaison vision is to be first choice in hospitality for their people and their guests. 
As the project manager for the business, it will be my responsibility to engage with key stakeholders whose involvement and dedication are vital and essential for the business.  With design, launch and adoption of the service across diverse markets. I will be Identifying the key internal and external stakeholders involved in the project within all departments. Carefully analysing the importance of their roles and responsibilities evaluating the potential benefits, challenges and ethical considerations involved in stake holder engagement. 
The hospitality industry is experiencing high transformation with benefits of technological innovation which changes guest expectations and increases global competition. Malmaison must continually improve the services they offer to remain competitive and satisfy modern travelling customers who demand personalised experience and sustainable service. Recently technology advancements like Artificial intelligence, smart rooms and concierge services have significantly influenced the way hotels interact with guest and manage operations (Yan et al, 2024)
Sustainability has become an essential element in the hospitality industry. Travellers prefer hotels that demonstrate environmental responsibility through waste reduction, energy efficiency and eco-friendly services.  Hotels are integrating technology with sustainability initiatives to provide smarter and more responsible hospitality services. (Hotel Management International 2025).
This report will be based on a new premium called stay smart at the Malmaison Hotels the service will provide AI guest interaction, travel planning and sustainability focus designed for guest comfort and operation efficiency. Stay smart will help the guest to communicate with AI concierge and receiving personalised travel recommendations with access to environment friendly facilities whilst staying with Malmaison Hotels (Sharma, et al. 2026). We plan to have the service in operation within six to eight months. However, implementing these services will require effective engagement with many stakeholders this will include employees, management, technology partners, our customers and regulators. Stake holder engagement is essential to ensure that the project is designed successfully and implemented across the market.
Stakeholder theory founded by Freeman in 1984, suggests that organisations must consider the interests of all groups affected by their activities and not only shareholders (Freeman, 2020).  Stakeholders are groups or individuals that by virtue of their legitimacy Successful stake holder engagement builds trust, improves decision-making which should likely increase Malmaison Groups success. Stake holders in the hospitality sector influence brand reputation, financial performance and customer satisfactory. The company will first be introducing and evaluate Malmaison’s business environment through SWOT and PESTLE analysis. By doing so it will identify internal and external stakeholders and examine their roles, responsibilities, challenges and benefits. This will then apply the relevant frameworks and theories to support the engagement of our stakeholders.  Implementing a range of appropriate frameworks and theories like stake holders matric and RACI matrix.  (Ma’arif , et al., 2023) With a leading project manager approach of trust, commitment and different cultural context.
 And finally evaluating the impact the stake holders have within the organisation. Looking at business performance reviews such as KPI records to provide future recommendations and Improvements to ensure the success of the Malmaison hotels and hospitality across the country. The Purpose of this report should result in analysis of key stake holders involved in launching stay smart to develop strategies to engage them effectively.





Malmaison Hotel Appraisal with SWOT and PESTLE Analysis.

Malmaison is a hotel is a hospitality establishment that is service driven focused on eclectic accommodation and outstanding guest experience. Offering leisure, food and beverages. Their performance is shaped for travel trends, technological innovations and overall shifting high customer expectations. It is highly competitive in the industry with it being labour intensive and exposed to environmental factors. Malmaison focuses on providing premium experiences for their leisure and business travellers. With services including luxury rooms, spa facilities, conference meeting rooms and bar and restaurants all which are based on a combining luxury with a relaxed atmosphere.
The Malmaison group is in an industry of central global pillar of tourism with their sector significantly contributing to the economic growth, international inability and employment. Malmaison is in the industry where performance will be shaped by complex interplay of factors that will influence the operation, stability and any future long term strategic plans the company would implement to launch. Understanding any influences is important for Malmaison looking to enhance the quality of their service and maintain competitiveness while responding effectively to any challenges.
Malmaison's Food and beverages (F&B) department typically include fine dining restaurants with bars and lounges delivering customer care, consistency and passion. Operating with room service, in room dining and catering for corporate events and conferences. The food and beverage department at Malmaison plays a critical role boosting revenue and driving guest experience. Which reinforces the brand identity so analysing an evaluated performance review looking at the challenges faced and strategic approach of the food and beverage department can consider market trends, our consumers expectations and any operational dynamics that will shape the success of Malmaison food and dining services ( Cousins, et al., 2019)  F&B is experience defining and both revenues generating. Generally accounting between 20-40% of revenue depending on the property type.  
The hospitality industry has become increasingly competitive over the years with hotels chains competing not only with bookings but also with online booking platforms and alternative accommodation providers such as Air BNB. To remain competitive Malmaison will need to innovate, improve and update their future services. Understanding the internal and external environment of the organisation is vital before considering launching a new project (Law et al., 2013)





SWOT Analysis
Malmaison hotels do hold strong strategic approach with our in demand-built brand and in diversified revenue stream. But may face significant financial and operational pressures making workforce development and sustainability key for long term success of the business (Teoli et al., 2019).
By implementing this swot analysis, it will evaluate Malmaison Hotels strengths and weaknesses. 
	Strengths 

· Strong brand reputation.
· Focus on premium guest experiences.
· Digital marketing and promotion.
· Global expansion.
· Positive reviews and strong guest experience feedback.
	Weaknesses

· Hospitality high cost.
· Major UK location limited experience with AI systems.
· Frasers Hospitality resistance to organisation change.

· High costs of technology implementation.
· Limited technology experience among staff
· Food waste Challenges


	Opportunities

· Growth of smart hotel technologies.
· AI operation efficiency.
· Employee training investment.
· Partnership with local suppliers.
· Menu engineering to increase profitability.
· Banqueting expansion and corporate events.

	Threats

· Competition from global hotel brands.
· Technology system failures.
· Cyber security and data protection risks.
· Increased competition in the hospitality company. 
· Economic downturns.
· Rising Food and beverage costs.













PESTLE Analysis
By implementing the Pestle Analysis this will examine the political, Economic, social, technology, legal and social factors that affect and influence Malmaison's performance.
	P
	E
	S
	T
	L
	E

	POLITICAL
	ENCONOMIC
	SOCIAL
	TECHNOLOGY
	LEGAL
	ENVIROMENT

	Labour Laws
Gov tourist Policies.
Health and Safety.
Trading agreements.

	Competition
Exchange Rates.
Inflation and operation costs.

	Cultural diversity.
Workforce expectations
Demographic shifts
	Cyber and media security
Data and AI Analytics
Impact investments
Online digital booking platforms


	Licencing require-ments 
Data protection law
Employment law
	Waste Management
Environment changes
Sustainability expectations




Factor Impact on stay smart, international travel regulations, political tourism policies can all influence the way Malmaison operates economic conditions, and economic inflations may influence travel demands and Malmaison's Revenue (Abela 2025). Our social customers have a high demand for personalised and technology enabled services. AI and digital platforms encourage smart hospitality with an environmental growing demand for sustainable hotel practice.
Legal data protection regulations can affect how Malmaison's guest personal data is managed. These allow how hotels deliver personalised services automotive processes and improve operational efficiency (Hospitality Technology Report, 2025).
Hotels are adapted to sustainable practices including energy efficiency and waste reduction programmes to reduce their environmental impact and meet customer expectations (Ronson, 2024) 


Key Stakeholders Internal and External Involved & Explained

It is important to engage with stakeholders to make our process more efficient, once a year they communicate with shareholders with an annual report
 Understanding the engagement of stakeholders for Malmaison and Frasers hospitality group is essential. Relying on a complex set of networking, organisations and groups that will have service quality, target driven revenue and a long-term success service impact.
 Our internal stakes holders are Malmaison's individuals and groups who are already within the organisation and currently contribute to our daily operations, services and will be contributing to the project.


Malmaison Hotels internal stake holders are our employees in each department include:
Front of house
Hotel Operations
House keeping
Restaurant and brasserie (F&B)
Kitchen staff
Maintenance
Spa department
Admin / IT Manager
Product development/ marketing team
We all play a role of maintaining service standards and having an impact on operation efficiency within Malmaison ensuring that we directly shape our guest's experience.

Malmaison Department Managers include:
Front of house and Reception manager
Housekeeping and domestics manager
Food and beverage manager
Head chef manager
IT manager
Maintenance manager
Spa manager 
HR managers
They all have the importance of ensuring compliance with standard operating procedures and policies meanwhile overseeing departmental performances whilst managing staffing levels, training and budgets.
Head leadership
General manager
Project Manager,
Will have a strategic approach ensuring alignment with Malmaison's brand standards and overall guest experiences are met. Including overseeing the financial performances.

Malmaison owners and Investors
These are individuals or investment groups that provide capital and will expect financial return they will influence Malmaison's long term strategy, expansion or any renovations required in the business.

HR department
Influencing recruitment and retention along with Malmaison's staff training and development needs, ensuring compliance and employee and guest wellbeing.

Malmaison Hotels External stakeholders
Hotel guest and visitors
Travel agents and online booking agencies
External traders and suppliers
Regulation and government bodies
The local clientele and community
Event organisers and corporate clients
Our competitors
Having external stakeholder's influences Malmaison regulations, operation and current supply chains that will have an impact on our customer demand.

Stay Smart Project Internal and external stakeholders will include:
Internal stakeholders:
General manager
Project manager
FOH manager
Product development
IT Manager and Marketing
HR department
Hotel operations and customer service
These stake holders are responsible for manging the project planning and implementation of the stay smart system.

External stakeholders:
Hotel guest and customers
Technology suppliers / external engineers
Government regulators
Online travel agencies
Brand Franchisors
External stakeholders provide expertise and resources with a regulatory oversight that supports the success of the implantation.

Stakeholder roles table
	Stakeholder group
	Key role in Project
	Area impact

	GM & Managers

	Oversee implantation with
alignment
	Guest experience & operations

	Investors

	Strategic approach, approve funding
	Long term competitive

	IT department

	Integrate secure tech systems
	Cyber security

	Maintenance

	Maintain lot devices
	Safety and reliability

	FOH

	Monitor digital check in and out
	Guest satisfaction

	House keeping

	 occupancy data
	Efficiency, Labour optimise

	Guests

	Use new smart features
	Adoption success

	Vendors

	Prove technical support
	System performance

	Government
	Regulate compliance
	Safety and data protection

	Suppliers

	Support smart chain supply
	Quality and continuity



All managers provide a strategic leadership role that approves the funding for the stay smart project. Their contribution supports the alignment of the service using organisational objectives and a long-term business strategy plan.
Project managers coordinate the projects planning with the planning process and implantation. Ensuring that all tasks are completed within the project time frame while maintaining Quality and standards.
IT and development team will design and implement modern AI driven technology that will be used in stay smart, including developing digital platforms that will integrate smart room systems and maintain cyber security.
Marketing will promote the new service by communicating the benefits to Malmaison's guests and new potential customers. This will also collect customer reviews and feedback that will analyse the current market trends, which should improve the hotel group service.
Hotel employees and customer service represents delivering the service directlly to Malmaison guests. By interacting with our guests this will encourage guest satisfaction and positive review feedback. Malmaison customers influence the success of the service their satisfaction will determine the system is Widley adopted.
External stakeholders also play an important role, technology suppliers will provide the new AI software and any digital infrastructure required. Collaboration with these partners ensures reliable technology solutions.
Government and regulatory bodies focus on compliance within the project, ensurin that legal requirements are in place such as GDPR data protection laws and environmental regulations. 










Appropriate frameworks, Theories and RACI matrix project.
(Responsible, Accountable, consulted, Informed)
To enable the project stake holder engagement requires effective structured frame works models and theories. Stake holders suggest that businesses and organisations should create value for all stake holders and not just focusing on shareholders only (Freeman, 2020) Having this approach will encourage the organisations to consider their employees, customers and partners whilst making these decisions.
There is the Mendelow's matrix stakeholder matrix which looks at the power interest of stakeholders identifying all interest and involvement and influence on the project. The stakeholder Category strategy looks at the high and low interest of managing, satisfying, informing and monitoring helping to prioritise all engaging stake holder's activities. This model helps project managers prioritise stake holder engagement.
Communication Plan
The communication plan is important because it ensures that all stakeholders up to date and accurate information about the project.  It demonstrates clear communication, transparency and reduces misunderstandings.
communication methods include:
Meetings
Email updates
Stakeholder business workshops
Progress Reports

 
Then there is the RACI matrix model which we will be using to define the roles and responsibilities needed within this project. The RACI matrix will look at the possible upgrades that may be needed to install the new stay smart project. The project will look to include smart check in and check out system that will enable Malmaison guests to do so via an online platform. Along with technology guest room upgrades, enhanced digital key system for advanced security, energy efficient solutions that will save in rising inflation costs. With the expected refurbishments required for brand standards once all is in operation, we will be also doing the relevant employee training needed to use the new system.

RACI Matrix Project
Using this framework helps clarify responsibilities within the project.
R = Responsible  A = Accountable C = Consulted I = Informed
	
ACTIVITY
TASKS
	GENERAL MANAGER
	PROJECT MANGER
	FRONT OF HOUSE MANAGER
	IT MANAGER
	MAINTENANCE MANAGER 
	HOUSE KEEPING MANAGER

	Project planning & scope definition
	A
	R
	C
	C
	C
	C

	Technology smart systems
	C
	R
	C
	A/R
	C
	I

	Budget approval and fundings
	A
	C 
	I
	I
	I
	I

	 Vendor procurement and contracting
	A
	R
	I
	C
	C
	I

	Guestroom technology Installation

	I
	R
	I
	A
	C
	I

	Upgrade Wi-Fi, Energy systems
	I
	R
	I
	C
	A/R
	I

	Front office integration smart 
	I
	R
	C
	AR
	I
	i

	System staff training
	C
	R
	A/R
	C
	R
	R

	Guest roll out plan
	C
	R
	A/R
	C
	 C
	C

	Quality testing and assurance
	I
	R
	C
	A/R
	C
	C

	Compliance and health and safety checks
	A
	R
	I
	C
	A/R
	I

	Go live system implementation
	A
	R
	R
	C
	R
	R

	Post implementation review and reporting
	A
	R
	C
	C
	C
	C



4C’s model provides structured approach for engaging all stakeholders during the project process.
Communication
Communication ensures that all stakeholders understand the project objectives, responsibilities and time frame. By having regular meetings and keeping up with progress reports this will remain transparency and alignment with the stakeholders.
Consultation
Consultation provides collecting all feedback from the stakeholders during the planning and development stages of the project. Where emplyees can have an input into operational challenges while customers share their preference.
Collaboration
This encourages the stakeholders to work together to achieve common goals. Coomunicating with all departments involved. Collaberating with IT department. Marketing, and the operation hotel staff this is essential for integrating new technology with guests.
Commitment
Commitment refers to building long term support. Stakeholders who feel involved and valued are most likely to gain trust and contribute to the project's success. However, conflicts may arise, so conflict management is also an important part of stakeholder engagement when stakeholders have different views or priorities and expectations. Having effective conflict management compromising and focusing on shared valued goals 


Evaluation of Malmaison Stakeholders

Stakeholder engagement should have a positive impact on Malmaison's project performance. Engaging with stakeholders contribute knowledge, support and the resources needed that will improve the project outcome. Effective stakeholder engagement improves customer service and satisfaction.
Using digital services enables Malmaison to provide more efficient experiences for Malmaison's guest. Stay smart system will enhance guest experience and encourage revisits. Stakeholder engagement supports innovation and collaboration with Malmaison employers, technology suppliers and all management teams. This enables the hotel group to develop innovative solutions to improve Malmaison service quality. It enhances branding reputation and companies that are involved with stakeholder decision making demonstrates transparency. This will likely build trust and positive relationships with Malmaison customers and local communities.
However, stakeholders can also have challenges managing multiple stakeholders across the Uk and internationally this can be complex and time consuming. Cultural differences may also influence challenges with communication differences and expectations, ethical challenges are important and should be considered. Stay smart technology should be used responsibly to protect Malmaison's customer privacy and avoid being bias when making decisions.

List of Recommendations
Develop comprehensive stakeholder engagement plan that will clearly define communication strategy and responsibilities. 
Providing training programmes for all employees, this will improve their digital and technological skills ensuring confidence with stay smart.
Establish strong partnerships with technology providers to ensure innovative and reliable systems. Collecting continuous  customer feedback via surveys and digital platforms. Integrate sustainability initiatives into stays smart to enhance Malmaison brand reputation to attract economic conscious customers.
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