Title Page 
University of Wales Trinity Saint David 
Name: Riccardo Sterling 
Student ID: 2334990
Programme: BA (Hons) Leadership and Management 
Module Code: LCLM 5001
Module Title: Understanding and Engaging Stakeholders 
Assignment Title: Component 2 – Understanding the importance of Stakeholder Engagement in the successful commencement and completion of the Project. 
Lecturers:
· Samuel Ofori
· Md Kalam 

Assignment Title 
Evaluating the Importance of Stakeholder Engagement for a Successful Project Start‑Up.

Section 1: Introduction
Whitbread PLC is a leading UK hospitality company specialising in hotels and restaurants. Its flagship brand, Premier Inn, runs in key UK cities including London, Birmingham, Manchester, and Edinburgh. The company also has an international presence in Germany and the Middle East. Whitbread PLC manages over 800 hotels and employs more than 70,000 people, supporting a strong market position and consistently delivering high-quality lodging and services to both business and leisure travellers (Whitbread PLC, 2023).
The StaySmart+ project is an AI-driven initiative designed to enhance guest experiences through personalised interactions, automated travel planning, and sustainable services. The system uses data analytics, including guest preferences and earlier stays, to provide tailored recommendations and improve service efficiency. In addition, StaySmart+ integrates sustainability features such as energy management systems, digital check-ins, and smart room controls, supporting the hospitality sector’s increasing focus on environmental responsibility (Kujala et al., 2022).
This report evaluates the importance of stakeholder engagement in supporting the successful implementation of the StaySmart+ project. Effective stakeholder engagement enables organisations to find risks, align aims with stakeholder expectations, and promote collaboration across internal and external groups (Freeman, 1984; Ashcroft, 2017).
A critical perspective highlights that stakeholder engagement is essential in complex environments were multiple actors influence project outcomes. Mitchell, Agle, and Wood (1997) argue that stakeholders with high power, legitimacy, and urgency must be prioritised to ensure effective resource allocation and minimise delays. Mendelow’s Matrix (1991) further supports stakeholder mapping by showing levels of engagement based on power and interest. Additionally, the Stakeholder Circle model (Bourne, 2010) enables visual identification of stakeholder influence, supporting improved communication and collaboration.
Section : 2: Appraisal of the Company 
SWOT Analysis
Whitbread PLC is well-positioned for Stay Smart+ due to its strong brand, large customer base, and set up operational network across the UK and internationally (Whitbread PLC, 2023). Its existing digital infrastructure supports the integration of AI-driven services, enhancing operational efficiency and customer experience.
However, weaknesses include high implementation costs, extensive staff training requirements, and potential resistance to technological change. The management of AI systems also requires specialised IT ability, which may increase operational complexity.
Opportunities exist in global expansion, innovation in AI and sustainability, and strengthening customer loyalty through personalised services. Stay Smart+ has the potential to enhance guest experiences and differentiate the organisation in a competitive market (Christopher, Payne & Ballantyne, 2013).
Threats include intense industry competition, economic uncertainty such as inflation and fluctuating travel demand, and rapid technological advancements by competitors. Additionally, regulatory changes and cybersecurity risks may affect implementation (Pfeffer & Salancik, 1978).
PESTLE Analysis
Political factors, including health, safety, and employment legislation, significantly influence operations, while post-Brexit policies may affect international expansion (Ashcroft, 2017).
Economic conditions such as inflation, consumer income levels, and travel demand directly affect profitability. Therefore, Stay Smart+ must illustrate cost efficiency and a return on investment (Freeman, 1984).
Social trends show increasing demand for personalised, sustainable, and technology-driven services, requiring organisations to adapt to evolving customer expectations (Neely, 2009).
Technological developments, including artificial intelligence, cloud computing, and digital applications, enable the implementation of Stay Smart+. However, successful adoption depends on aligning technology with staff capabilities and customer usability (Kujala et al., 2022).
Legal factors require compliance with data protection regulations, such as the GDPR, to ensure trust and minimise legal risks (Mitchell, Agle & Wood, 1997). Environmental considerations, including energy efficiency and sustainable practices, are essential for long-term success and corporate responsibility (Christopher, Payne & Ballantyne, 2013).
SMART Objectives for Stay Smart+
• Specific: Launch Stay Smart+ to enhance guest interaction and sustainability.
• Measurable: Increase customer satisfaction by 15% within six months.
• Achievable: Utilise trained staff and IT support for implementation.
• Relevant: Strengthen innovation and market competitiveness.
• Time-bound: Complete rollout within six months.
A critical evaluation highlights that successful implementation requires balancing internal capabilities with external pressures. Resource Dependence Theory emphasises reliance on both internal IT systems and external suppliers (Pfeffer & Salancik, 1978). Prioritising key stakeholders and investing in staff training supports effective adoption, while aligning Stay Smart+ with organisational strategy ensures long-term sustainability (Mendelow, 1991; Bourne, 2010; Kujala et al., 2022

Section 3: Stakeholders 

Internal Stakeholders
Whitbread PLC’s internal stakeholders include managers, employees, IT teams, and marketing teams. Managers oversee strategic decisions and the Stay Smart+ rollout. Employees help service delivery and ensure AI integration improves the guest experience (Ashcroft, 2017). IT teams are accountable for technical implementation, system maintenance, and troubleshooting. Marketing teams promote Stay Smart+ features to customers and drive adoption (Christopher, Payne & Ballantyne, 2013).

External Stakeholders
External stakeholders include customers, suppliers, government and regulatory bodies, investors, and shareholders. Customers use Stay Smart+, give feedback, and shape its effectiveness. Suppliers and AI vendors deliver and support the required hardware and software. Government agencies and regulators ensure compliance with data and operational standards (Mitchell, Agle & Wood, 1997). Investors and shareholders fund the project and expect results that support business growth (Freeman, 1984).
Categorising Stakeholders Using Mendelow’s Matrix
Stakeholders are grouped by power and interest. High-power, high-interest stakeholders—such as senior managers, key investors, and regulatory bodies—require close engagement to secure support and compliance. High-interest, low-power groups, such as employees and frequent customers, need regular updates and opportunities for feedback. Low-interest, high-power groups, such as secondary suppliers or distant investors, need monitoring to ensure their concerns do not affect project success. Low-interest, low-power groups may only need occasional communication (Mendelow, 1991; Bourne, 2010)

A critical evaluation confirms that stakeholder identification is an ongoing process that reflects the evolving context of the Stay Smart+ project. The Stakeholder Salience Model (Mitchell, Agle & Wood, 1997) provides a nuanced framework by classifying stakeholders as latent, expectant, or definitive based on power, legitimacy, and urgency. 
Employees initially considered low power may become expectant stakeholders as their engagement and feedback increasingly affect AI usability and customer satisfaction. Similarly, regulators may transition from latent to definitive status if compliance concerns arise. This dynamic categorisation informs engagement strategies, ensuring that communication and involvement are tailored to each stakeholder group’s influence and interest (Kujala et al., 2022). 

Recognising interdependencies among stakeholders is also essential; IT teams rely on suppliers for AI components, while marketing teams coordinate with customer service to support consistent messaging. Network Theory (Rowley, 1997) suggests that stakeholders exert mutual influence, making effective management of these relationships critical for the successful adoption of Stay Smart+. The identification process thus supports strategic planning, risk management, and resource allocation, underscoring the need for proactive, continuous stakeholder analysis to achieve both project success and organisational outcomes (Neely, 2009; Pfeffer & Salancik, 1978).
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Section 4: Roles, Responsibilities, Benefits & Challenges 

Stakeholder Roles

Managers at Whitbread PLC are accountable for strategic decision-making, resource allocation, and oversight of the Stay Smart+ AI project (Ashcroft,2017). Employees deliver the service, ensuring the AI functions smoothly during guest interactions, while IT teams oversee installation, integration, and technical maintenance (Christopher, Payne & Ballantyne, 2013). The marketing team is tasked with promoting Stay Smart and ensuring customer awareness and engagement. External stakeholders, including customers, provide feedback and interact with the system, influencing adoption rates. Suppliers and AI vendors provide essential technology, software updates, and support. Regulators ensure compliance with data protection, health and safety, and operational standards (Mitchell, Agle & Wood, 1997). Investors and shareholders supply financial resources and monitor project outcomes in alignment with business re (Freeman,1984).

Responsibilities
Each stakeholder group has specific duties critical to project success. Managers are accountable for ensuring the project aligns with strategic goals. Employees undertake operational execution and service delivery. IT teams oversee technical problem‑solving, ensuring AI reliability and cybersecurity compliance. Marketing teams manage customer communications, campaign strategy, and facilitation of adoption. Customers are expected to provide honest feedback and engage with Stay Smart+ features. Suppliers and vendors are tasked with the prompt delivery and maintenance of AI components. Regulators evaluate compliance, while investors and shareholders check financial accountability (Bourne, 2010).

Benefits

Effective stakeholder engagement brings several advantages. Managers can make informed strategic decisions, employees can enhance service quality, and IT teams can keep robust systems. Marketing efforts improve customer adoption, while external feedback supports continuous improvement (Neely, 2009). Suppliers receive help from a long-term partnership, and investors gain confidence through visibility of progress and outcomes. Collectively, engagement increases customer satisfaction, business growth, and competitive advantage (Kujala et al., 2022).

Challenges

Despite the benefits, challenges exist. Resistance to change among employees or managers can hinder AI adoption. Communication barriers across departments, cultural differences in global markets, and misunderstandings between internal and external stakeholders can reduce project effectiveness. Regulatory changes or delays in supplier delivery may also affect project timelines (Pfeffer & Salancik, 1978).


The application of the RACI Matrix (Responsible, Accountable, Consulted, Informed) enhances clarity and accountability in stakeholder roles. 
For instance, managers are both Accountable and Responsible for project planning and approval; IT teams oversee technical implementation and consult on strategic decisions; marketing teams are consulted regarding communications and informed about technical constraints; and customers are informed through updates and consulted via surveys and feedback sessions. This framework clarifies decision-making processes and minimises duplication of effort, thereby supporting smoother project execution. Integrating the Stakeholder Salience model (Mitchell, Agle & Wood, 1997) further enables the prioritisation of stakeholders based on power, legitimacy, and urgency, ensuring that those requiring closer engagement are found. For example, a high-power investor would be considered definitive and require frequent updates and involvement, while occasional customers may be considered low-power, low-interest stakeholders who are informed only periodically. 

Employing these theoretical models supports initiative-taking risk management, strengthens stakeholder relationships, and aligns expectations with project aims. Recognising interdependencies between internal and external stakeholders is also crucial; collaboration between IT teams and suppliers directly affects AI performance, while marketing and customer service teams jointly help customer adoption and satisfaction. By systematically addressing benefits and challenges through theoretical frameworks, the Stay Smart+ project is positioned to achieve both operational efficiency and strategic success (Rowley,
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Section 5 – Stakeholder Frameworks & Models 

Stakeholder Matrix

The Stakeholder Matrix, or power-interest grid, is used to categorise stakeholders based on their influence and interest in the Stay Smart+ project (Mendelow, 1991). High-power, high-interest stakeholders require constant attention and involvement, such as senior managers and investors. High-power, low-interest stakeholders are kept satisfied, while low-power, high-interest stakeholders, such as customers and front-line employees, are kept informed and consulted. Low-power, low-interest stakeholders, such as occasional suppliers or secondary service providers, are checked periodically. Using this framework ensures resource allocation is efficient, and engagement efforts are focused where they are most impactful (Mitchell, Agle & Wood, 1997).

RACI Matrix

The RACI Matrix defines the roles of Responsible, Accountable, Consulted, and Informed. Managers are Accountable and Responsible for project approval and progress; IT teams coordinate technical delivery and provide strategic input; marketing teams are consulted on communication planning and informed of system limitations; and customers are informed through updates and consulted through surveys (Bourne, 2010). Applying RACI improves transparency, reduces overlap, and clarifies decision-making across all project levels.

Communication Plan

The communication plan details what information is shared, with whom, how, and when. Weekly team meetings, monthly progress reports to investors, and quarterly updates to regulatory bodies ensure continuous alignment. Digital tools, such as AI dashboards, instant messaging, and cloud-based collaboration platforms, are used to support the prompt flow of information. Customers are informed via email campaigns, app notifications, and feedback surveys, while suppliers receive technical updates and integration schedules. Regular communication reduces the risk of miscommunication and ensures that all stakeholders are aware of progress, challenges, and next steps (Christopher, Payne & Ballantyne, 2013).

Engagement Plan

The engagement plan outlines strategies for active involvement and relationship building. Stakeholders are engaged through workshops, co-design sessions, and training programs. High-power stakeholders take part in strategy sessions, while customers are involved through usability testing and feedback cycles. Suppliers collaborate on AI technical requirements to ensure smooth integration. This approach builds trust, strengthens mutual understanding, and helps project adoption (Kujala et al., 2022).


Integrating SWANS & OWANS (Neely, 2009) into the engagement plan enables mapping stakeholder wants against organisational goals, helping to find potential conflicts early and guiding prioritisation. For example, customers may seek personalised AI features, while IT teams may prioritise system security and stability. Recognising these differing priorities allows for negotiation and proactive problem-solving, ensuring that Stay Smart+ achieves both user satisfaction and organisational compliance. Additionally, combining the Stakeholder Circle approach (Bourne, 2016) with the power-interest grid provides a dynamic perspective on stakeholder influence and engagement proximity, supporting adaptive strategies as project conditions evolve. For instance, an influential investor may require frequent updates during the first phases, but less engagement once operational stability is achieved. Embedding these frameworks ensures that decisions are evidence-based, measurable, and aligned with organisational outcomes, thereby fulfilling critical project governance requirements. Aligning communication and engagement plans with PESTLE considerations further ensures that external factors, such as regulatory changes or technological trends, are incorporated into stakeholder management strategies (Rowley, 1997). The systematic application of these frameworks minimises the risks associated with disengaged stakeholders and maximises opportunities for successful AI adoption, proving the practical application of stakeholder theory in a complex hospitality environment (Freeman, 1984; Pfeffer & Salancik, 1978).


Section 6: Stakeholder Engagement Process (4C’s Model) 

Communication
· Clear, concise, and frequent updates across all stakeholder groups. 
· Use formal reports, digital dashboards, and email updates to ensure transparency.
Collaboration
· Inter-department teamwork to align project goals.
· Joint problem-solving ensures integration across IT, marketing, and service delivery (Freeman, 1984). 
Consultation
· Actively seek stakeholder input on AI features, sustainability options, and operational adjustments. 
· Surveys, focus groups, and interviews with employees and customers inform decision-making (Neely, 2009). 
Commitment
· Maintain stakeholder engagement through recognition, feedback loops, and milestone achievements. 
· Demonstrates organisational support and accountability for project outcomes (Bourne, 2016). 
Conflict Management
· Show potential conflicts early between departments or between customer expectations and system capabilities. 
· Apply negotiation, mediation, and collaborative problem-solving techniques (Pfeffer & Salancik, 1978). 
· Maintain professional relationships while balancing competing stakeholder needs. 
Project Manager Role
· Facilitate communication, check engagement, mediate conflicts, and ensure project aims align with organisational strategy. 
· Support the creation of engagement frameworks, evaluate stakeholder feedback, and implement progressive improvements.



A deeper critical evaluation of the stakeholder engagement process highlights that effective communication requires creating shared understanding among stakeholders, not simply transmitting information. Kujala et al. (2022) emphasise that engagement is an ongoing process characterised by continuous interaction, feedback, and adaptation. For the Stay Smart+ project, communication should be tailored to the needs of each stakeholder group, with technical information directed to IT teams and user-focused messages crafted for customers to ensure clarity and usability. This approach reflects the application of principles, ensuring that communication strategies are evidence-based and linked to stakeholder outcomes.
Collaboration is essential for aligning organisational goals with stakeholder expectations. Cross-functional teamwork among departments such as IT, marketing, and operations eases knowledge sharing and reduces the risk of project silos. Rowley (1997) sees that stakeholders run within networks, so collaboration enhances interdependence and improves overall project efficiency. Insufficient collaboration can lead to misalignment, resulting in project delays or reduced system functionality.
Consultation is a critical part of stakeholder engagement, particularly for gathering customer and employee feedback. Engaging stakeholders through surveys, pilot testing, and workshops enables the organisation to refine the Stay Smart+ system before full implementation. This approach aligns with the concept of co-creation described by Christopher, Payne, and Ballantyne (2013), where value is generated through interaction between the organisation and its stakeholders.
Commitment is fostered through trust-building and sustained engagement, ensuring stakeholder support throughout the project lifecycle. The project manager plays a key role in supporting this commitment by promoting transparency, accountability, and responsiveness. Initiative-taking conflict management, using negotiation and problem-solving strategies as highlighted by Moore (2014), is necessary to prevent disruptions and support professional relationships. Integrating the 4C’s model ultimately strengthens stakeholder engagement and supports the successful delivery of the Stay Smart+ project.

An added critical perspective emphasises the importance of adaptive stakeholder engagement within dynamic project environments. As the StaySmart+ project progresses, stakeholder expectations may evolve due to technological developments, operational challenges, or external influences such as regulatory changes. Therefore, engagement strategies must remain flexible and responsive. Kujala et al. (2022) highlight that continuous monitoring and feedback loops enable organisations to adjust communication and collaboration approaches in real time, ensuring alignment with stakeholder needs.
Moreover, digital communication tools play a vital role in enhancing engagement efficiency. The use of cloud-based platforms, real-time dashboards, and AI-driven analytics enables project managers to track stakeholder interactions, measure engagement levels, and show potential issues early. This supports evidence-based decision-making and strengthens transparency across all stakeholder groups (Project Management Institute, 2021).
Leadership is also a critical factor in sustaining stakeholder commitment. Effective project managers show strong people skills, emotional intelligence, and the ability to influence diverse stakeholders. According to Bourne (2016), leadership in stakeholder management involves balancing competing interests while keeping trust and credibility. By adopting a proactive and adaptive engagement approach, the project is better positioned to achieve successful implementation, sustained stakeholder satisfaction, and long-term value through improved retention outcomes and operational efficiency.

Finally, the success of the stakeholder engagement process within the StaySmart+ project is dependent on the integration of structured monitoring and evaluation mechanisms. Continuous assessment of stakeholder satisfaction, communication effectiveness, and engagement outcomes ensures that the project stays aligned with organisational goals and stakeholder expectations. Performance indicators, such as feedback response rates, system adoption levels, and service quality metrics, offer measurable insights into engagement success. According to Freeman (1984), organisations that consistently evaluate stakeholder relationships are better positioned to sustain long-term value creation. Furthermore, embedding reflective practices within project management enables lessons learned to inform future initiatives. This reinforces a cycle of continuous improvement, ensuring that stakeholder engagement remains effective, adaptive, and strategically aligned throughout the StaySmart+ project lifecycle.




Section 7: Evaluation of Impact & Recommendations 
Positive Impacts
· Customer satisfaction improved through AI personalisation and real-time interaction (Kujala et al., 2022). 
· Increased operational efficiency, reduced human error, and optimised resource allocation (Ashcroft, 2017). 
· Competitive advantage achieved by being an early adopter of AI-driven hospitality services. 
Negative Impacts 
· Delays in implementation due to misunderstandings or a lack of stakeholder buy-in. 
· Miscommunication leading to operational inefficiencies. 
· Potential financial losses if AI adoption is unsuccessful or customer uptake is low (Pfeffer & Salancik, 1978). 
Recommendations
· Enhance communication systems with collaborative tools and digital dashboards (Bourne, 2010). 
· Conduct regular stakeholder meetings to align and gather feedback. 
· Provide staff training programs to improve AI literacy and reduce resistance. 
· Use digital tools for continuous engagement, including surveys, apps, and performance analytics (Christopher, Payne & Ballantyne, 2013


A critical evaluation of stakeholder involvement presents that effective engagement directly influences organisational performance and project outcomes. Positive impacts include improved customer satisfaction, enhanced operational efficiency, and stronger stakeholder relationships. According to Christopher, Payne and Ballantyne (2013), relationship marketing emphasises that long-term value is achieved through continuous stakeholder interaction, reinforcing the importance of engagement in the Stay Smart+ project. By incorporating stakeholder feedback into system development, the organisation can ensure that services meet customer expectations and improve overall service quality.
Furthermore, effective stakeholder involvement contributes to competitive advantage. Kujala et al. (2022) argue that organisations that actively engage stakeholders are better positioned to respond to market changes and innovation opportunities. In the context of Stay Smart+, the integration of AI and personalised services enhances differentiation within the hospitality sector, strengthening the organisation’s market position. Additionally, internal stakeholders gain from improved communication, collaboration, and skill development, which further supports organisational performance.
However, poor stakeholder engagement can result in significant negative impacts. Miscommunication, unclear roles, and resistance to change may lead to project delays, increased costs, and reduced adoption of the Stay Smart+ system. Pfeffer and Salancik (1978) highlight that organisations depend on stakeholders for resources and support, meaning disengagement can disrupt project success. Similarly, conflicting stakeholder interests may create tension, requiring effective conflict management strategies to mitigate risks.
To address these challenges, it is essential to implement structured engagement strategies, including regular communication, feedback mechanisms, and stakeholder monitoring. The use of digital tools, such as AI dashboards and communication platforms, can further enhance transparency and engagement. Overall, stakeholder involvement must be managed strategically to maximise positive outcomes and minimise risks, ensuring the successful implementation and sustainability of the Stay Smart+ project.

Stakeholder engagement is essential for the success of the Stay Smart+ project at Premier Inn. Integrating theoretical insights from Freeman (1984), Mitchell et al. (1997), and Bourne (2016) ensures that stakeholders are effectively identified, prioritised, and involved. Effective communication, collaboration, consultation, and commitment build trust and mitigate potential conflicts, aligning all parties toward shared targets.
Using frameworks such as Mendelow’s Matrix, RACI, SWANS & OWANS, and stakeholder maps helps clarify roles, responsibilities, and influence. Strategic stakeholder management ensures improved customer satisfaction, operational efficiency, and competitive advantage while reducing risks of miscommunication and project delays (Ashcroft, 2017).
By supporting regular engagement, providing training, and using digital tools, Premier Inn can maximise stakeholder involvement, ensuring the Stay Smart+ project achieves both short-term milestones and long-term sustainability goals. Ultimately, strong stakeholder management not only contributes to the success of the AI initiative but also strengthens the company’s reputation, operational resilience, and capacity for innovation in the dynamic hospitality sector (Christopher, Payne & Ballantyne, 2013; Kujala et al., 2022).

A final reflection highlights that stakeholder engagement is a strategic driver of project success. When stakeholders are actively involved, they contribute to innovation, improve decision-making, and enhance organisational adaptability. Conversely, weak engagement reduces trust and limits adoption. As noted by Kujala et al. (2022), effective engagement creates shared value, ensuring that both organisational purposes and stakeholder expectations are achieved sustainably.

 Section  8  Conclusion

In conclusion, the analysis of stakeholder engagement within the Stay Smart+ project shows that effective stakeholder management is fundamental to achieving organisational success. Stakeholder theory, as proposed by Freeman (1984), emphasises the need to recognise and address the needs of all stakeholders to ensure that organisational areas align with stakeholder expectations. This report has proved that integrating frameworks such as Mendelow’s Matrix, the RACI model, and the Stakeholder Circle provides a structured approach to analysing and engaging stakeholders effectively.
Moreover, applying the 4Cs model—communication, collaboration, consultation, and commitment—reinforces the importance of continuous interaction and relationship management throughout the project lifecycle. By adopting a staged engagement approach, the organisation can build trust, reduce resistance to change, and enhance stakeholders' satisfaction. This is particularly relevant in the implementation of AI-driven systems such as Stay Smart+, where both technological and human factors must be carefully managed.
The report has also highlighted that stakeholder engagement is not without challenges. Issues such as conflicting interests, communication barriers, and resource constraints must be accounted for through strategic planning and effective leadership. The role of the project manager is therefore critical in ensuring that stakeholder expectations are managed, risks are mitigated, and project aims are achieved.
Ultimately, strong stakeholder engagement contributes to improved business performance, increased customer satisfaction, and long-term sustainability. By applying relevant theories and models, the Stay Smart+ project is well-positioned to deliver value to both the organisation and its stakeholders. This reinforces the conclusion that effective stakeholder management is not only beneficial but essential for the successful implementation of innovative projects within the hospitality industry.

Stakeholder Engagement Summary

Stakeholders who feel heard and valued are more likely to champion the project and add to its success. Fostering a culture of open communication and shared ownership builds trust and accountability throughout all project phases.  These practices support sustainable digital transformation in a hospitality sector shaped by worldwide technological advancement. The StaySmart+ app is not just a technological upgrade; it reflects a commitment to putting both guests and staff at the heart of Premier Inn’s digital journey.
Effective stakeholder identification, analysis, and engagement underpin the design and launch of the StaySmart+ service app at Premier Inn. Stakeholders drive project direction, shape key decisions, and secure alignment with organisational priorities. To manage these dynamics, the project team uses stakeholder theory (Freeman, 1984), power–interest mapping, and priority analysis to balance expectations against constraints. These tools clarify stakeholder influence, urgency, and impact.
SWOT, PESTLE, and the RACI matrix clarify capabilities, pressures, and responsibilities. Communication, collaboration, consultation, and commitment enhance transparency during the project lifecycle.
In summary, effective stakeholder engagement reduces three major risks: ill-defined requirements, resistance to digital change, and project delays. Early identification and management of stakeholder concerns help prevent conflicts and allow for smoother delivery and greater satisfaction. Consistent stakeholder involvement also increases innovation, service quality, and user adoption. Key takeaways: Engage stakeholders early to avoid risks, resolve conflicts, and drive project success.
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Table 1: Stakeholder Power-Interest Matrix (Adapted from Mendelow, 1991)
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Table 2 illustrates stakeholder roles and responsibilities using the RACI framework
(Bourne, 2010).

Project Manager X X

Senior Managers X X
IT Team X X X
Marketing Team X X X
Employees X X

Customers X X
Suppliers / Vendors X X
Regulators X X

Investors X X




