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1. Introduction 
Novotel is a globally recognised midscale hotel brand founded in 1967 and operating across more than 60 countries, catering to both business and leisure travellers. It forms part of Accor, one of the largest hospitality groups worldwide, with over 5,700 hotels and a strong presence in Europe (Accor, 2024; Novotel, 2024).
In the UK, Novotel hotels are in major cities such as London, Birmingham, and Manchester, offering services that blend business efficiency with family-friendly and wellness-focused experiences. The brand emphasises innovation, flexibility, and sustainability, aligning with modern hospitality trends such as AI integration and eco-conscious operations (Accor, 2024; Ivanov and Webster, 2019).
This report focuses on the proposed launch of a new premium service called Stay Smart+, designed to enhance guest experience through AI-driven tools, personalised services, and sustainability initiatives. As the Project Manager, the responsibility lies in ensuring effective stakeholder identification, engagement, and alignment throughout the project lifecycle.
Stakeholder engagement is critical in hospitality projects, particularly in global organisations where diverse interests, expectations, and cultural contexts must be managed. According to stakeholder theory (Freeman, 1984), organisations must create value for all stakeholders, not just shareholders.
2. Project Overview (Stay Smart+)
The Stay Smart+ project is a strategic initiative designed to transform the guest experience across selected Novotel hotels in the UK by integrating advanced digital solutions with sustainable practices. The platform combines AI-powered guest interaction tools, personalised travel planning systems, and eco-friendly amenities to deliver a seamless, modern, and responsible hospitality experience (Accor, 2024; Ivanov and Webster, 2019). Guests will benefit from intelligent chatbots and virtual assistants that provide real-time support, tailored recommendations, and efficient service throughout their stay. In addition, the personalised travel planning system will use data insights to curate bespoke itineraries, enhancing convenience and satisfaction (Ivanov and Webster, 2019).
A strong emphasis is placed on sustainability, with the introduction of environmentally friendly products, energy-efficient technologies, and waste reduction strategies. These efforts align with broader industry trends and corporate social responsibility goals (Accor, 2024; United Nations, 2023).
The project will be implemented over a six-month period, beginning with pilot locations in London and Birmingham, allowing for testing, feedback, and refinement before wider rollout. Key SMART objectives include increasing customer satisfaction scores by 20% within 12 months, improving operational efficiency by 15%, reducing the environmental footprint by 10%, and achieving 80% stakeholder engagement satisfaction (Kerzner, 2022). Overall, Stay Smart+ aims to position Novotel as a leader in innovative and sustainable hospitality.
The Stay Smart+ project is a strategic initiative designed to transform the guest experience across selected Novotel hotels in the UK by integrating advanced digital solutions with sustainable practices. The platform combines AI-powered guest interaction tools, personalised travel planning systems, and eco-friendly amenities to deliver a seamless, modern, and responsible hospitality experience (Accor, 2024; Ivanov and Webster, 2019). Guests will benefit from intelligent chatbots and virtual assistants that provide real-time support, tailored recommendations, and efficient service throughout their stay. In addition, the personalised travel planning system will use data insights to curate bespoke itineraries, enhancing convenience and satisfaction (Ivanov and Webster, 2019).
A strong emphasis is placed on sustainability, with the introduction of environmentally friendly products, energy-efficient technologies, and waste reduction strategies. These efforts align with broader industry trends and corporate social responsibility goals (Accor, 2024; United Nations, 2023).
The project will be implemented over a six-month period, beginning with pilot locations in London and Birmingham, allowing for testing, feedback, and refinement before wider rollout. Key SMART objectives include increasing customer satisfaction scores by 20% within 12 months, improving operational efficiency by 15%, reducing the environmental footprint by 10%, and achieving 80% stakeholder engagement satisfaction (Kerzner, 2022). Overall, Stay Smart+ aims to position Novotel as a leader in innovative and sustainable hospitality.
3. Situational Analysis: SWOT and PESTLE
The Stay Smart+ project operates within a dynamic hospitality environment, requiring a comprehensive understanding of both internal capabilities and external influences. A combined SWOT and PESTLE analysis provides insight into the strategic positioning of Novotel and the broader factors affecting project success.
3.1 SWOT Analysis
Novotel benefits from several key strengths that support the implementation of Stay Smart+. As part of the Accor group, it enjoys a strong global brand reputation and established credibility within the UK market. This brand strength is reinforced by existing digital infrastructure and technological capabilities, which provide a solid foundation for integrating AI-powered tools. Additionally, the ALL-Accor loyalty programme enhances customer retention and enables the collection of valuable guest data to support personalisation.

However, there are notable weaknesses. The high cost associated with implementing AI systems and upgrading infrastructure may strain financial resources, particularly during the initial rollout phase. Staff resistance to technological change also presents a challenge, as employees may require training and reassurance to adapt to new systems. Furthermore, managing operations across multiple locations can increase complexity, especially when ensuring consistent service delivery and system integration.
In terms of opportunities, the growing demand for personalised hospitality services aligns directly with the Stay Smart+ concept. Guests increasingly expect tailored experiences, creating a competitive advantage for early adopters of such technology. There is also a rising emphasis on sustainability in travel, allowing Novotel to strengthen its brand image through eco-friendly initiatives. Expanding digital guest experiences further enhances convenience and engagement.
Threats include strong competition from major hospitality brands such as Hilton and Marriott International, which are also investing in technology and customer experience innovation. Additionally, strict data privacy regulations like General Data Protection Regulation (GDPR) may limit how customer data is collected and used. Economic uncertainty, including inflation and reduced consumer spending, may also impact travel demand.
3.2 PESTLE Analysis
From a political perspective, UK data protection regulations, particularly GDPR, significantly influence how AI systems handle guest data. Post-Brexit travel policies may also affect international tourism flows and operational planning.
Economically, rising inflation can reduce discretionary spending on travel, while fluctuating exchange rates may influence the number of international visitors and their spending power. These factors can impact occupancy rates and revenue projections.
Social trends show a clear shift towards personalised, seamless, and contactless services. Modern travellers increasingly value convenience, digital integration, and sustainability, making Stay Smart+ highly relevant to current market expectations.
Technologically, rapid advancements in AI and automation create opportunities for innovation but also require continuous investment. At the same time, cybersecurity risks pose a significant threat, requiring robust data protection measures.
Legally, compliance with data protection laws and employment regulations is essential, particularly when introducing new technologies that may alter staff roles. Proper training and adherence to labour laws are critical for smooth implementation.
Environmentally, there is growing pressure on the hospitality industry to reduce its carbon footprint. Sustainable practices, such as energy efficiency and waste reduction, are becoming essential for maintaining competitiveness and meeting customer expectations.
4. Stakeholder Identification and Categorisation 
Effective stakeholder identification and categorisation are essential for the successful implementation of the Stay Smart+ project within Novotel UK. Stakeholders are individuals or groups who have an interest in or are affected by organisational activities, and their involvement can significantly influence project outcomes (Freeman, 1984). For effective management, stakeholders are typically divided into internal and external categories based on their relationship with the organisation.


4.1 Internal stakeholders are those involved in the operations and decision-making processes of the organisation. The hotel management team plays a central role in strategic planning, resource allocation, and overall project supervision. Their leadership is critical in aligning the Stay Smart+ initiative with organisational goals. Front desk and operations staff are responsible for delivering the enhanced customer experience, making them key actors in ensuring service quality and customer satisfaction. Their daily interaction with guests provides valuable insights into customer needs and expectations.
The IT and digital teams are responsible for developing, implementing, and maintaining the technological infrastructure required for AI-driven services. Their expertise ensures that systems operate efficiently and securely. Similarly, marketing and sales departments play a vital role in promoting the Stay Smart+ service, attracting customers, and enhancing brand visibility. Senior executives within the Accor group provide strategic direction and financial support, ensuring that the project aligns with broader corporate objectives (Accor, 2025).
4.2 External stakeholders, on the other hand, operate outside the organisation but still exert considerable influence. Customers, including both business and leisure guests, are among the most important stakeholders, as their satisfaction directly impacts revenue and brand reputation. Suppliers, such as technology providers and eco-friendly product vendors, support the operational aspects of the project by delivering essential resources and services.
Government bodies and regulatory authorities play a crucial role in ensuring compliance with legal requirements, particularly in areas such as data protection and employment law (UK Government, 2024). Local communities are also significant stakeholders, as hotel operations can affect local economies, employment opportunities, and environmental sustainability. Finally, investors and shareholders are primarily concerned with financial performance and return on investment.
Stakeholder categorisation can be further enhanced using models such as Mendelow’s matrix, which evaluates stakeholders based on their power and level of interest (Mendelow, 1991). This approach enables organisations to prioritise engagement strategies effectively. Overall, understanding stakeholder roles and influence is fundamental to achieving successful project outcomes and long-term organisational sustainability.
Stakeholder Matrix (Power vs Interest)
	Stakeholder
	Power
	Interest
	Strategy

	Manager
	High
	High
	Manage closely

	Customers
	Medium
	High
	Keep satisfied

	Staff
	Medium
	High
	Engage actively

	Suppliers
	Low
	Medium
	Keep inform

	Regulators
	High
	Low
	Monitor



5. Roles, Responsibilities, Benefits and Challenges 
The successful delivery of the Stay Smart+ project within Novotel UK depends on clearly defined roles and responsibilities among key stakeholders. Effective coordination ensures that each stakeholder contributes to the achievement of project objectives while maintaining alignment with organisational strategy.
The Project Manager plays a central role in overseeing the implementation process, ensuring that project timelines, budgets, and objectives are met. This role also involves coordinating stakeholders, managing risks, and facilitating communication across departments. Strong leadership is essential in guiding the organisation through change and ensuring stakeholder alignment (Kotter, 2012).
The IT team is responsible for designing, developing, and maintaining the AI-driven systems that underpin the Stay Smart+ service. Their role is critical in ensuring system reliability, data security, and seamless integration with existing hotel operations. Given the increasing reliance on digital technologies in hospitality, the IT function is a key driver of innovation and efficiency (Johnson, Scholes and Whittington, 2020).
Hotel staff, particularly those in front-line roles, are responsible for delivering the enhanced customer experience. Their interaction with guests directly influences customer satisfaction and perceptions of service quality. As such, staff must be adequately trained and supported to adapt to new technologies and service expectations.
The marketing team is tasked with promoting the Stay Smart+ initiative, communicating its value to customers, and strengthening brand positioning. Their efforts are essential in attracting new customers and retaining existing ones. Suppliers, including technology providers and eco-product vendors, support the project by delivering the necessary tools and resources required for implementation.
Stakeholder engagement provides several important benefits. Firstly, it enhances communication and builds trust among stakeholders, which is essential for effective collaboration. When stakeholders are well-informed and involved in decision-making, they are more likely to support project initiatives (Bourne, 2015).
Secondly, strong engagement increases the likelihood of project success by reducing misunderstandings and aligning stakeholder expectations. It also contributes to improved customer satisfaction, as services are designed with customer needs in mind. Furthermore, effective engagement strengthens brand reputation, particularly in a competitive industry such as hospitality (Freeman, 1984).
Despite these benefits, several challenges may arise. Resistance to change is a common issue, particularly among employees who may feel uncertain about adopting new technologies. Change management strategies are therefore essential to support staff and reduce resistance (Kotter, 2012).
Cultural differences across international markets can also create challenges, as stakeholder expectations and communication styles may vary. This requires organisations to adopt culturally sensitive approaches to engagement.
Communication barriers, including language differences and organisational silos, may further complicate stakeholder interactions. Additionally, conflicting stakeholder interests can create tension, particularly when priorities differ between financial performance, customer satisfaction, and operational efficiency.
In conclusion, clearly defined roles and effective stakeholder engagements are critical to the success of the Stay Smart+ project. While challenges exist, they can be addressed through strong leadership, strategic planning, and continuous communication, ultimately contributing to improved organisational performance and long-term sustainability.
6. Frameworks and Models: 
6.1 Stakeholder Engagement Plan 
A structured stakeholder engagement plan is essential for ensuring the effective implementation of the Stay Smart+ project within Novotel UK. This plan provides a systematic approach to identifying, analysing, and managing stakeholder relationships throughout the project lifecycle. According to Edward Freeman, organisations must actively manage stakeholder interests to achieve sustainable success (Freeman, 1984).
The first stage involves identifying all relevant stakeholders, both internal and external, who may influence or be affected by the project. This step ensures that no critical stakeholder group is overlooked. Following identification, stakeholders must be analysed based on their level of influence and interest. Tools such as Mendelow’s matrix allow organisations to prioritise stakeholders and determine appropriate engagement strategies (Mendelow, 1991).
The next stage focuses on developing tailored communication strategies. Effective communication ensures stakeholders are informed, engaged, with project objectives. Different stakeholders require different communication methods, ranging from formal reports for senior management to interactive feedback sessions for employees and customers (Bourne, 2015).
Finally, monitoring engagement levels is crucial for maintaining stakeholder support. This involves regularly assessing stakeholder satisfaction, addressing concerns, and adapting strategies as necessary. Continuous monitoring enables organisations to respond proactively to challenges and maintain strong stakeholder relationships.
Overall, a well-structured stakeholder engagement plan enhances collaboration, reduces risks, and contributes to the successful delivery of the Stay Smart+ project.
6.2 RACI Matrix
	Responsible
	Accountable
	Consulted
	Inform

	Project planning
	Director
	IT Marketing
	Staff

	Implementation IT
	Project planning
	Suppliers
	Management

	Marketing
	Marketing team
	Customers
	Staff


Responsible: The team who does the work.
Accountable: The person who is in charge to make the final decisions.
Consulted: People who are asked for input or advice.
Informed: People who are kept updated on progress or development.
6.3 Communication Plan 
An effective communication plan is critical to the success of the Stay Smart+ project within Novotel UK, as it ensures that all stakeholders remain informed, engaged, and aligned with project objectives. Clear and consistent communication reduces uncertainty, supports collaboration, and enhances stakeholder trust (Bourne, 2015).
Weekly team meetings form a key component of internal communication. These meetings provide an opportunity for project teams to discuss progress, address challenges, and coordinate activities. Regular interaction promotes transparency and ensures that all team members are aware of their roles and responsibilities. In addition, monthly stakeholder reports are used to communicate project updates to senior management and executives within the Accor group. These reports typically include performance metrics, risk assessments, and key achievements, supporting informed decision-making (Johnson, Scholes and Whittington, 2020).
Customer feedback surveys are another essential element of the communication plan. By collecting and analysing customer opinions, the organisation can identify areas for improvement and ensure that services meet evolving expectations. This aligns with stakeholder theory, which emphasises the importance of considering stakeholder perspectives in organisational decision-making (Freeman, 1984).
Digital communication platforms, such as internal messaging systems and customer-facing applications, further enhance communication efficiency. These tools enable real-time information sharing and facilitate interaction between stakeholders across different locations.
Overall, a structured communication plan supports effective stakeholder engagement, reduces the risk of misunderstandings, and contributes to the successful implementation of the Stay Smart+ project.
7. Stakeholder Engagement Strategy (4Cs Model) 
The successful implementation of the Stay Smart+ project within Novotel UK depends on the development of an effective stakeholder engagement strategy. The 4Cs model—communication, collaboration, consultation, and commitment—provides a structured framework for managing stakeholder relationships and ensuring alignment with project objectives. This approach reflects the principles of stakeholder theory, which emphasises the importance of creating value for all stakeholders (Freeman, 1984).
7.1 Communication
Effective communication is fundamental to stakeholder engagement, as it promotes transparency, clarity, and trust. Within the Stay Smart+ project, communication must be tailored to meet the needs of different stakeholder groups. Internal communication methods include emails, internal digital platforms, and regular staff briefings. These tools ensure that employees are informed about project developments, expectations, and changes in operational procedures.
Customer-facing communication is equally important. Digital applications and mobile platforms can be used to inform guests about new features, personalised services, and sustainability initiatives. This enhances customer awareness and encourages engagement with the Stay Smart+ service. Additionally, clear communication reduces uncertainty and helps manage expectations, which is essential for maintaining stakeholder confidence (Bourne, 2015).
Furthermore, communication must be consistent and timely to avoid misunderstandings. Ineffective communication can lead to confusion, reduced productivity, and stakeholder dissatisfaction. 
7.2 Collaboration
Collaboration involves fostering teamwork and cooperation among stakeholders to achieve shared objectives. In the context of Stay Smart+, collaboration is particularly important due to the cross-functional nature of the project. Departments such as IT, marketing, and operations must work together to ensure successful implementation.
Cross-functional teams provide a platform for integrating diverse skills and expertise. For example, IT teams develop technological solutions, while operations staff ensure that these solutions are effectively delivered to customers. Workshops and training sessions further support collaboration by enabling stakeholders to share knowledge, develop skills, and align their efforts with project goals.
Collaborative approaches also enhance innovation, as stakeholders contribute different perspectives and ideas. This is particularly valuable in a rapidly evolving industry such as hospitality, where organisations must continuously adapt to changing customer expectations (Johnson, Scholes and Whittington, 2020).
7.3 Consultation
Consultation refers to the process of seeking input and feedback from stakeholders to inform decision-making. This is a critical component of stakeholder engagement, as it ensures that stakeholder perspectives are considered and valued.
Customer surveys are an effective tool for gathering feedback on service quality, preferences, and expectations. This information enables the organisation to tailor services to meet customer needs and improve overall satisfaction. Similarly, staff feedback sessions provide valuable insights into operational challenges and opportunities for improvement.
Supplier meetings are also essential, as suppliers play a key role in delivering technological and sustainable solutions. Regular consultation with suppliers ensures that expectations are aligned and that any issues are addressed promptly.
By actively involving stakeholders in decision-making processes, organisations can build trust and strengthen relationships. This aligns with the principles of stakeholder management, which emphasise the importance of inclusivity and responsiveness (Freeman, 1984).
7.4 COMMITMENT
Is the willingness to stay dedicated to a person, goal or task over time, even when challenges arise. It involves consistency loyalty and effort. Being committed means not giving up easily despite difficulties.
7.5 Conflict Management
 Is the ability to handle disagreements in calm, respectful and constructive way, to find a solution to prevents small issues from turning into bigger problems.
8. Evaluation of Stakeholder Engagement Impact 
The evaluation of stakeholder engagement is a critical component in assessing the overall success of the Stay Smart+ project within Novotel UK. Effective stakeholder engagement not only influences project outcomes but also contributes to long-term organisational performance and sustainability. This section critically examines both the positive and negative impacts of stakeholder engagement, as well as the key performance metrics used to measure its effectiveness.
8.1 Positive Impacts
One of the most significant positive outcomes of effective stakeholder engagement is increased customer satisfaction. By actively involving customers in the development and improvement of services through feedback mechanisms, organisations can better understand their needs and preferences. This customer-centric approach leads to more personalised services, which are highly valued in the modern Inhospitality industry (Freeman, 1984). As a result, customers are more likely to have positive experiences, leading to repeat business and enhanced brand loyalty.
Another important benefit is higher employee engagement. When employees are involved in decision-making processes and feel that their contributions are valued, their level of motivation and commitment increases. Engaged employees are more productive, provide better customer service, and are more willing to embrace organisational change (Bourne, 2015). This is particularly important in the Stay Smart+ project, where staff must adapt to new technologies and service delivery methods.
Improved operational efficiency is also a key outcome of effective stakeholder engagement. By fostering collaboration between departments such as IT, marketing, and operations, organisations can streamline processes and reduce inefficiencies. Clear communication and well-defined roles help to minimise errors and ensure that resources are used effectively (Johnson, Scholes and Whittington, 2020).
8.2 Negative Impacts
Despite these benefits, stakeholder engagement can also present several challenges. One of the primary concerns is the high cost associated with engagement activities. Implementing advanced technologies, conducting training programmes, and maintaining communication platforms require significant financial investment. These costs may impact profitability, particularly in the short term.
Implementation delays are another potential issue. Engaging multiple stakeholders often requires extensive consultation and coordination, which can slow down decision-making processes. Delays may occur when stakeholders have conflicting priorities or when additional time is needed to address concerns and reach consensus.
Resistance to change is also a common challenge. Employees may be hesitant to adopt new technologies or processes, particularly if they feel uncertain about their ability to adapt. This resistance can hinder project progress and reduce the effectiveness of stakeholder engagement initiatives. Change management strategies are therefore essential to address these concerns and support employees throughout the transition (Kotter, 2012).
8.3 Performance Metrics
To evaluate the effectiveness of stakeholder engagement, it is essential to establish clear performance metrics. Customer satisfaction scores are a key indicator, as they reflect the extent to which services meet customer expectations. Surveys and feedback tools can be used to measure satisfaction levels and identify areas for improvement.
Employee engagement levels are another important metric. These can be assessed through surveys, performance reviews, and retention rates. High levels of employee engagement indicate that staff are motivated and committed to organisational goals, which contributes to overall project success (Bourne, 2015).
Sustainability metrics are increasingly important in the hospitality industry. These may include reductions in energy consumption, waste management improvements, and the use of eco-friendly products. Monitoring these metrics ensures that the Stay Smart+ project aligns with environmental objectives and enhances corporate social responsibility.
8.4 Conclusion of Evaluation
In conclusion, stakeholder engagement has a significant impact on the success of the Stay Smart+ project. While it offers numerous benefits, including improved customer satisfaction, employee engagement, and operational efficiency, it also presents challenges such as high costs and resistance to change. By using appropriate performance metrics, organisations can effectively evaluate engagement strategies and make informed decisions. Ultimately, strong stakeholder engagement contributes to sustainable growth and long-term competitive advantage for Novotel UK.
9. Recommendations 
To ensure the successful implementation of the Stay Smart+ project within Novotel UK, several strategic recommendations are proposed to enhance stakeholder engagement and overall project effectiveness.
Firstly, the organisation should enhance digital engagement platforms to improve communication and interaction with stakeholders. The use of advanced digital tools, such as mobile applications and integrated communication systems, can facilitate real-time information sharing and improve customer experience. Digital platforms also enable efficient coordination among internal teams, supporting collaboration and decision-making (Johnson, Scholes and Whittington, 2020).
Secondly, providing comprehensive staff training and support is essential. Employees play a critical role in delivering the Stay Smart+ service, and their ability to adapt to new technologies directly impacts project success. Training programmes should focus on both technical skills and customer service excellence. Additionally, ongoing support mechanisms should be established to address challenges and build employee confidence (Kotter, 2012).
Thirdly, adopting culturally adaptive strategies is important given the diverse nature of stakeholders in the hospitality industry. Understanding cultural differences in communication styles, expectations, and behaviours can improve stakeholder relationships and service delivery. This approach enhances inclusivity and ensures that services meet the needs of a global customer base (Freeman, 1984).
Furthermore, strengthening data security measures is critical, particularly when implementing AI-driven systems that handle sensitive customer information. Compliance with regulations such as GDPR must be prioritised to protect customer data and maintain trust (UK Government, 2024).
Finally, implementing continuous feedback systems allows the organisation to monitor stakeholder satisfaction and identify areas for improvement. Regular feedback from customers, employees, and suppliers enables proactive decision-making and supports continuous improvement (Bourne, 2015).
10. Conclusion
Stakeholder engagement is essential for the successful implementation of Stay Smart+ in Novotel UK. By applying stakeholder theory and strategic frameworks, organisations can effectively manage relationships and ensure project success.
The report demonstrates that strong communication, collaboration, consultation, and commitment (4Cs) are critical to aligning stakeholder interests. While challenges exist, particularly in technology adoption and cultural diversity, these can be mitigated through strategic planning and continuous engagement.
Ultimately, effective stakeholder management enhances organisational performance, strengthens brand reputation, and ensures long-term sustainability.
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