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1.0 Introduction
The InterContinental London – The O2, located in Greenwich, London, is a luxury hotel and part of the InterContinental Hotels Group (IHG), a global hospitality leader. IHG operates in more than 100 countries and is recognized for its commitment to high-quality service, innovation, and exceptional guest experiences (InterContinental Hotels & Resorts Unveils Brand Evolution, Creating Incredible Occasions for Guests, 2023).
Situated adjacent to The O2 Arena, one of London’s leading event venues, the hotel attracts a diverse clientele, including business travellers, tourists, and event attendees. With premium accommodation, fine dining, conference facilities, and leisure services, it maintains a strong competitive position within the luxury hospitality sector.
The hospitality industry is undergoing rapid transformation driven by technological advancements and evolving customer expectations. Contemporary guests increasingly demand expedited services, personalised experiences, and seamless digital interactions. Consequently, hotels must continuously innovate to remain competitive and to meet these emerging requirements (Dang & Nguyen, 2023).
To address these industry trends, the hotel has initiated the StaySmart+ project, a strategic programme that integrates smart technologies to enhance operational efficiency and elevate customer satisfaction. Key features of this project include mobile check-in and check-out, digital room keys, automated communication systems, and personalised services enabled by data analytics and artificial intelligence.
StaySmart+ advances sustainability by reducing paper consumption and improving energy efficiency through smart systems. This initiative aligns with IHG's broader strategy to promote environmental responsibility and to drive digital transformation.
Moreover, increasing competition in London’s hospitality market compels organisations to differentiate themselves through innovation and superior service. The StaySmart+ initiative enables InterContinental London – The O2 to establish a competitive advantage by further personalising and streamlining the guest experience. Overall, the organisation exemplifies a modern, innovative hotel that adapts to industry changes through digital transformation. The StaySmart+ project demonstrates its commitment to enhancing service quality, operational performance, and sustainability, making it an appropriate case study for analyzing stakeholder engagement in the hospitality industry.






2.0 Objectives of the Project (SMART) 


	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Improve Guest Experience
	Implement digital services
	Increase satisfaction by 15%
	Use existing systems.
	Customer retention: 
	6 months

	Improve efficiency
	Automate operations
	Reduce check-in time by 30%
	Staff training
	Improve productivity: 
	3 months  

	Sustainability
	Reduce energy usage.  
	Reduce waste by 20%
	Smart tech
	Environmental goals: 
	12 months

	Engagement
	Develop an engagement plan. 
	Feedback surveys.
	Assign a team
	Project success: 
	4 months



3.0. Identifying Key Stakeholders
 3.1 Identification of Stakeholders  
	Type
	Stakeholder
	Role and Responsibilities

	Internal
	Employees
	Deliver daily operations, interact with guests, and implement StaySmart+ technologies.

	
	Management
	Oversee project implementation, make strategic decisions, and ensure operational efficiency.

	
	Owners / Investors
	Provide financial resources and monitor return on investment (ROI).

	External
	Guests (Customers)
	Use hotel services and provide feedback on their experience.

	
	Technology Providers
	Supply, install, and maintain digital systems and smart technologies.

	
	Regulatory Bodies
	Ensure compliance with legal, safety, and data protection regulations.

	
	Local Community
	Benefit from employment opportunities and are affected by environmental and social impact.









3.2 Benefits and Challenges

	Stakeholder Group
	Benefits
	Challenges

	Employees (Hotel Staff)
	Improved efficiency through automation; development of digital and customer service skills; reduced repetitive tasks
	Resistance to change; need for continuous training; adaptation to new technologies

	Management
	Enhanced decision-making through data analytics; improved operational control; increased efficiency
	High implementation costs; managing organisational change; balancing service quality with automation

	Owners / Investors
	Increased profitability; improved return on investment (ROI); strengthened brand value
	Uncertainty of ROI in the early stages; financial risks associated with technology adoption

	Guests (Customers)
	Faster and more convenient services; personalised experience; improved overall satisfaction
	Data privacy concerns; reduced human interaction; potential technical issues

	Technology Providers
	Long-term partnerships; continuous revenue opportunities; innovation development
	High expectations for system performance; integration challenges; ongoing support requirements

	Regulatory Bodies
	Ensures compliance with legal and safety standards; promotes trust and credibility
	Strict regulations may limit innovation; complex compliance requirements

	Local Community
	Job creation; economic development; enhanced corporate social responsibility (CSR)
	Environmental concerns; impact of increased tourism; need for sustainable practices




3.3 Stakeholder Analysis Tools
	Power / Interest
	High Interest
	Low Interest

	High Power
	Management and Owners: These stakeholders have a high level of authority and a strong interest in the success of the StaySmart+ project. They are responsible for strategic decisions, budget approval, and ensuring the project aligns with organisational goals. They must be closely managed through regular communication, meetings, and involvement in key decisions.
	Regulatory Bodies: These stakeholders have significant power due to their ability to enforce legal and regulatory requirements. Although their interest in daily project activities is low, failure to comply with regulations could delay or stop the project. They should be kept satisfied through compliance and regular updates when necessary.

	Low Power
	Crucial role in project success. They should be kept informed and engaged through training, communication, and feedback systems.
	Local Community: This group has limited power and low direct interest in the project but may be indirectly impacted, especially regarding environmental and social factors. The Project Manager should monitor this group and ensure that the project follows sustainable and ethical practices to avoid negative impacts.














Stakeholder Mapping – InterContinental London – The O2


	
	LOW INTEREST
	HIGH INTEREST

	HIGH POWER
	KEEP SATISFIED: Regulatory Bodies,
Local Authorities,
Suppliers
	MANAGE CLOSELY: Management
Board/ Owners,
IT Team,
Project Manager

	LOW POWER
	MONITOR: Communities,
NGOs,
General Public
	KEEP INFORMED: Employees,
Guests,
Marketing Team



Power ↑
Interest →
.
3.3.2 Stakeholder Assessment Table
	Stakeholder
	Level of Power
	Level of Interest
	Key Expectations
	Engagement Strategy

	Senior Management
	High
	High
	Project success, ROI, service quality improvement
	Manage closely through regular meetings, reports, and decision involvement

	Board / Owners
	High
	High
	Profitability, brand reputation, strategic alignment
	Continuous updates, performance reports, strategic reviews

	Project Manager
	High
	High
	Successful delivery within time and budget
	Daily coordination, progress tracking, direct communication

	IT & Digital Team
	High
	High
	Effective system implementation, innovation success
	Active collaboration, technical meetings, and agile updates

	Regulatory Bodies
	High
	Low
	Compliance with laws, safety, and data protection (GDPR)
	Keep satisfied with formal reports and compliance updates

	Local Authorities (e.g. Greenwich Council)
	High
	Low
	Legal compliance and community standards
	Periodic communication and formal documentation

	Suppliers / Technology Vendors
	High
	Low
	Contract fulfilment, long-term partnership
	Maintain relationships, clear contracts, and performance monitoring

	Employees (Staff)
	Low
	High
	Job security, training, and ease of use in the new system
	Keep informed through training, meetings, and feedback

	Guests / Customers
	Low
	High
	Improved experience, personalised service
	Surveys, feedback systems, and clear communication

	Marketing Team
	Low
	High
	Brand enhancement and customer satisfaction
	Regular updates and involvement in the rollout strategy

	Local Communities
	Low
	Low
	Minimal disruption, sustainability
	Monitor and provide occasional updates if needed

	NGOs / Environmental Groups
	Low
	Low
	Environmental responsibility
	Monitor and engage if issues arise

	General Public
	Low
	Low
	Brand perception and social responsibility
	Passive monitoring through media and public feedback




This stakeholder assessment table complements the Power–Interest Matrix by providing a more detailed analysis of each stakeholder group. It identifies their level of power and interest, clarifies their expectations, and defines appropriate engagement strategies. This structured approach enables InterContinental London – The O2 to manage relationships effectively, ensuring that key stakeholders are prioritised while maintaining balanced communication with all groups. As a result, the organisation can reduce risks, improve stakeholder satisfaction, and support the successful implementation of the StaySmart+ project. (Gable & Shireman, 2005)



 4.0 Roles of the Manager in Engaging Stakeholders
 4.1 Communication Plan 
	Stakeholder
	Meeting
	Reports

	
	Weekly meeting
	Monthly meeting
	Weekly project status
	Monthly highlight report
	Monthly newsletter
	Exception reports

	Internal to project
	
	
	
	
	
	

	Employees
	X F2F
	X (Internal App)
	
	
	
	

	Management
	X VC
	X F2F
	X (Dashboard)
	X VC
	
	X (Urgent Issues)

	Board of Directors
	
	X F2F
	
	X VC F2F
	X E
	X (Strategic Risks)

	External to organisation
	
	
	
	
	
	

	Shareholders
	
	
	
	X VC F2F
	X E
	

	Customers (Guests)
	
	
	
	
	X E (App/Email)
	

	Technology Providers
	
	X VC
	X (System Reports)
	
	
	X (Technical Issues)

	Suppliers
	
	X F2F E
	
	
	
	

	Regulatory Bodies
	
	
	
	
	
	X (Compliance Reports)

	Local Community
	
	
	
	
	X E VC
	



The communication plan for the StaySmart+ project engages all stakeholders using tailored communication methods aligned with their influence and involvement. High-power stakeholders, including management and board members, receive structured updates through meetings and formal reports. Operational stakeholders, such as employees and technology providers, are engaged through regular updates and issue reporting. External stakeholders, including customers and regulatory bodies, are informed via digital communication and formal reporting as necessary. This systematic approach enhances transparency, facilitates informed decision-making, and mitigates project risks (Gable & Shireman, 2005; PMI, 2021).


4.2 Level of Engagement 
	Stakeholder
	Unaware
	Resistant
	Neutral
	Supportive
	Leading

	Employees
	
	
	C
	
	D

	Management
	
	
	
	C
	D

	Board of Directors
	
	
	
	
	C

	Shareholders
	
	
	C
	
	D

	Customers (Guests)
	
	
	
	C
	D

	Suppliers
	
	C
	
	D
	

	Regulatory Bodies
	
	
	C
	
	D

	NGOs
	
	
	
	C
	D

	Communities
	
	
	C
	
	D



The table outlines the current and target levels of stakeholder engagement for the StaySmart+ project at InterContinental London – The O2. Currently, most stakeholders are either neutral or supportive. The aim is to increase their engagement to supportive or leading levels. Achieving this progression is anticipated to strengthen collaboration, improve communication, and enhance commitment to the project's success (Freeman, 1984).



3 RACI Matrix
	"""Task / Activity
	Employees
	Management
	Owners / Investors

	StaySmart+ Implementation
	R
	A
	I

	Strategic Decision-Making
	I
	R/A
	C

	Technology Setup & Integration
	R
	A
	I

	Staff Training & Development
	R
	A
	I

	Customer Experience Improvement
	R
	A
	I

	Performance Monitoring
	I
	R
	A

	Financial Oversight
	I
	R
	A

	Compliance & Risk Management
	I
	R
	A




The RACI matrix is used to define roles and responsibilities by categorizing stakeholders as Responsible, Accountable, Consulted, or Informed. In the StaySmart+ project, the Project Manager and IT team are responsible for implementation, while senior management is accountable for overall success. Employees are consulted to provide operational insights, and external stakeholders such as customers and regulatory bodies are informed of progress. This approach improves clarity, accountability, and communication, supporting effective project delivery (PMI, 2021; Freeman, 1984).





5.0 Importance of Stakeholder Engagement
Stakeholder engagement is a fundamental element of organisational success, particularly in complex and technology-driven projects such as the StaySmart+ initiative at InterContinental London – The O2. It involves the systematic identification, communication, and involvement of individuals or groups who influence or are affected by a project (Freeman, 1984). Effective stakeholder engagement ensures that expectations are aligned with organisational objectives, thereby reducing risks and enhancing overall performance.
One of the primary benefits of stakeholder engagement is the promotion of transparency and trust. When stakeholders are actively informed and involved in project developments, they are more likely to support organisational initiatives. In the hospitality industry, trust is essential, as customer satisfaction and service quality directly influence business performance. Engaging guests through feedback systems and digital platforms demonstrates the organisation’s commitment to continuous improvement and customer-centric service delivery.
Furthermore, stakeholder engagement enhances decision-making processes. By incorporating the perspectives of various stakeholders, including employees, management, customers, and technology providers, organisations can make more informed and balanced decisions. Employees provide valuable operational insights, while customers contribute feedback on service experiences. This collaborative approach ensures that decisions are practical, effective, and aligned with stakeholder needs (Bourne, 2015).
Another significant advantage of stakeholder engagement is risk reduction. Early and continuous engagement allows organisations to identify potential challenges, such as resistance to change, technological issues, or compliance risks. For example, involving employees in training programmes reduces resistance to new systems, while collaboration with technology providers ensures system reliability. Similarly, maintaining strong relationships with regulatory bodies helps ensure compliance with legal requirements, minimising the risk of penalties and operational disruptions.
In addition, stakeholder engagement fosters innovation and continuous improvement. Through collaboration and knowledge sharing, stakeholders contribute ideas that can lead to improved processes and services. In the context of StaySmart+, feedback from guests can enhance digital services, while partnerships with technology providers support the adoption of advanced solutions such as automation and artificial intelligence. This continuous improvement enables the organisation to remain competitive in a rapidly evolving market.
Stakeholder engagement also plays a critical role in improving employee motivation and performance. When employees feel valued and involved in organisational processes, they are more likely to be engaged, productive, and committed to delivering high-quality service. This is particularly important in the hospitality sector, where employee performance directly impacts customer experience.
Moreover, effective stakeholder engagement strengthens the organisation’s brand reputation and corporate image. By demonstrating transparency, ethical practices, and a commitment to sustainability, the organisation builds trust with stakeholders, including customers, regulatory bodies, and the local community. A strong reputation enhances customer loyalty and supports long-term business success (Bourne, 2015).
In conclusion, stakeholder engagement is not merely a supporting activity but a strategic necessity. It improves communication, supports better decision-making, reduces risks, and drives innovation. For the StaySmart+ project, effective stakeholder engagement enables InterContinental London – The O2 to deliver high-quality services, meet stakeholder expectations, and maintain a strong competitive position within the luxury hospitality industry (Freeman, 1984; Bourne, 2015)

5.1 Justification of the Statement

The statement that “stakeholder engagement is a process and a systems approach to doing business, and therefore transformative rather than merely tactical” highlights the strategic importance of integrating stakeholder relationships into organisational operations. In the context of the StaySmart+ project at InterContinental London – The O2, this perspective is highly relevant.

Stakeholder engagement is not limited to isolated communication activities; instead, it involves a continuous and structured process that influences decision-making, operations, and long-term strategy. By adopting a systems approach, the organisation ensures that stakeholders’ needs are embedded across all aspects of the project, including technology implementation, customer experience, and operational management.
For example, the integration of StaySmart+ technologies requires collaboration between employees, management, and technology providers. Employees must be trained and supported to adopt new systems, while management must align these changes with organisational objectives. At the same time, guest feedback plays a crucial role in shaping service improvements. This interconnected process demonstrates how stakeholder engagement operates as a system rather than a one-time activity.
Furthermore, stakeholder engagement is transformative because it drives organisational change. Through continuous interaction with stakeholders, the organisation can identify emerging trends, improve service delivery, and enhance innovation. For instance, guest feedback may lead to the development of personalised services, while collaboration with technology providers can introduce advanced digital solutions. These changes not only improve operational efficiency but also redefine the overall guest experience.
Additionally, stakeholder engagement supports long-term sustainability and competitiveness. By maintaining strong relationships with regulatory bodies and the local community, the organisation ensures compliance and promotes responsible business practices. This contributes to a positive brand image and strengthens stakeholder trust.
In conclusion, stakeholder engagement at InterContinental London – The O2 is a dynamic and integrated process that influences all aspects of the StaySmart+ project. It is therefore transformative, as it enables continuous improvement, innovation, and sustainable organisational growth.


5.2 Impact of Sustainable Stakeholder Engagement on Organisational Performance
Sustainable stakeholder engagement drives organisational performance, especially in the hospitality industry, where service quality, efficiency, and customer satisfaction are key. At InterContinental London – The O2, the StaySmart+ project harnesses stakeholder participation to deliver financial, operational, and managerial gains.

Impact of Stakeholder Engagement

	Financial Performance
	Revenue growth, ROI, occupancy rate
	Increased bookings and profitability driven by an enhanced guest experience and repeat business

	Operational Efficiency
	Check-in time, service speed, and productivity
	Streamlined processes through automation and improved coordination among stakeholders

	Customer Satisfaction
	Feedback scores, online reviews, and loyalty rate
	Higher satisfaction through personalised services and seamless digital interactions

	Employee Engagement
	Retention rate, training participation, and performance levels
	Improved motivation, productivity, and service quality through involvement and upskilling

	Brand Reputation
	Online ratings, brand perception, and customer trust
	Stronger market positioning through transparency, innovation, and service excellence

	Sustainability Performance
	Energy consumption, waste reduction, and carbon footprint
	Reduced environmental impact through efficient resource use and stakeholder collaboration



Stakeholder engagement aligns services with customer expectations, boosting financial performance. Engaged guests return more often, provide positive feedback, and recommend the hotel. StaySmart+ introduces automated check-in to reduce costs and enhance ROI.
Stakeholder engagement boosts business efficiency by building connections among employees, management, and technology providers. This collaboration enables seamless system integration, ensures consistent performance, and reduces bottlenecks. As a result, staff can deliver personalised service more efficiently.
Stakeholder engagement drives satisfaction and loyalty by supporting ongoing feedback and adaptive service design. These elements create tailored guest experiences, while personalisation and convenience at StaySmart+ further boost satisfaction and repeat business.
Sustainable stakeholder engagement boosts employee performance. Involving staff and providing targeted training builds confidence, improves service quality and productivity, and reduces turnover.
Engaging stakeholders strengthens brand reputation by demonstrating transparency, innovation, and sustainability. These actions build trust among customers, regulators, and the community, leading to increased guest attraction and sustained organisational success.
Stakeholder engagement drives sustainability objectives by connecting energy and waste reduction to reduced environmental impact, advancing CSR goals, and responding to growing demand for responsible business practices.

6 Recommendations Table
	Recommendation
	Explanation (Specific Action)
	Expected Outcome (Impact)

	Develop a Strong Communication Strategy
	The Project Manager should establish a clear and structured communication plan, including regular meetings, progress reports, and digital communication tools such as emails and dashboards. Communication should be adapted to different stakeholders to ensure clarity and transparency.
	This will improve stakeholder alignment, reduce misunderstandings, and increase trust and engagement throughout the project lifecycle.

	Invest in Staff Training and Development
	Training programmes should be organised to help employees understand and effectively use AI tools and the new StaySmart+ systems. This may include workshops, practical sessions, and continuous support.
	This will increase staff confidence, reduce resistance to change, and improve service delivery, leading to higher customer satisfaction.

	Strengthen Stakeholder Collaboration
	The Project Manager should encourage collaboration between departments (e.g., IT, Operations, Marketing) and external partners, such as technology providers. Teamwork and shared objectives should be promoted.
	This will enhance innovation, improve problem-solving, and ensure smoother project implementation across all areas of the organization.

	Implement Continuous Feedback Systems
	Regular feedback should be collected from both employees and customers using surveys, digital platforms, and direct interactions. The data collected should be analyzed and used to improve services.
	This will allow continuous improvement, ensure services meet customer expectations, and increase stakeholder involvement and satisfaction.

	Ensure Ethical and Sustainable Practices
	The project should comply with data protection regulations (e.g., GDPR) and ensure transparency in the use of AI technologies. Additionally, eco-friendly practices should be integrated into operations.
	This will protect customer trust, enhance the company’s reputation, and ensure compliance with legal and environmental standards.

	Use Stakeholder Analysis Tools Effectively
	Tools such as the Power–Interest Matrix and RACI Matrix should be regularly updated and applied to monitor stakeholders’ influence and engagement levels throughout the project.
	This will iprove decision-making, ensure proper stakeholder prioritization, and enhance project control and efficiency.




Effective stakeholder engagement is a critical factor influencing organisational performance in the StaySmart+ project at InterContinental London – The O2. When stakeholders are actively engaged, the organisation benefits from improved decision-making, as key groups such as management, employees, and technology providers contribute valuable insights. This leads to more informed strategies and a higher likelihood of project success.
Furthermore, strong stakeholder engagement enhances communication across all levels of the organisation. Clear and structured communication reduces misunderstandings, ensures alignment with project objectives, and facilitates smoother implementation of new technologies. For example, involving employees through training and feedback mechanisms improves system adoption, while engaging customers helps refine service delivery and enhance user experience.
Stakeholder engagement also plays an important role in risk management. By maintaining regular communication with regulatory bodies, suppliers, and external partners, potential issues can be identified early and addressed proactively. This minimises disruptions and supports project continuity.
In addition, effective engagement increases stakeholder commitment and trust, which are essential for long-term organisational success. When stakeholders feel valued and involved, they are more likely to support the project and contribute positively to its outcomes.
Therefore, it is recommended that InterContinental London – The O2 continues to implement structured stakeholder engagement strategies, including regular communication, feedback systems, and performance monitoring, to ensure sustainable business performance and a competitive advantage (Freeman, 1984; PMI, 2021).
Conclusion 
Stakeholder engagement is a critical factor in the successful design, implementation, and adoption of the StaySmart+ service at InterContinental London – The O2. Identifying and categorising key internal and external stakeholders enables the organisation to understand their roles, expectations, and influence on project outcomes, ensuring effective alignment throughout the project lifecycle.
The application of analytical tools such as SWOT, PESTLE, stakeholder mapping, communication planning, and the RACI matrix supports a structured and strategic approach to stakeholder management. In particular, the RACI framework clarifies roles and responsibilities, improving coordination, accountability, and communication across departments. This contributes significantly to the efficiency and effectiveness of the StaySmart+ project implementation.
Furthermore, the use of engagement frameworks such as the 4C’s model—communication, collaboration, consultation, and commitment—ensures that stakeholders remain actively involved and supportive. This approach promotes transparency, reduces resistance to change, and strengthens relationships, which are essential for managing complex projects in the hospitality sector.
The evaluation of stakeholder engagement highlights its strong impact on organisational performance, including enhanced financial results, improved operational efficiency, higher customer satisfaction, increased employee engagement, and a stronger brand reputation. These outcomes are particularly important in a competitive, technology-driven hospitality environment.
The recommendations emphasise the importance of continuous staff development, investment in reliable technologies, enhancement of customer experience, and the integration of sustainable practices. Immediate actions, such as stakeholder meetings, employee training, and feedback collection, will support a smooth transition from planning to execution.
In conclusion, effective stakeholder engagement is both a managerial responsibility and a strategic necessity, enabling organisations to adapt, innovate, and maintain a competitive advantage in the global hospitality industry.
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