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1. Introduction 
1.1 Overview of the hotel and StaySmart+ Project
Radisson Blu Hotel London Stansted Airport is part of the Radisson Hotel Group, which is one of the leading international hotel companies in the world. The company operates many hotels in Europe, Asia, Africa and the Middle East. It is well known for providing high-quality services, comfortable accommodation, and a good customer experience.
The Radisson Blu Hotel London Stansted Airport is located close to London Stansted Airport, which makes it a convenient choice for both business and leisure travellers. Many guests choose this hotel because of its location near the airport, comfortable rooms, and professional service. Because the hotel serves international customers, it is important to provide fast, personalised, and high-quality services to meet guest expectations.
To improve customer satisfaction and stay competitive in the market, Radisson Hotel Group is planning to introduce a new service called StaySmart+.
The proposed StaySmart+ service is a digital guest experience platform designed to improve the check-in process and provide personalised hotel services to guests staying at Radisson Blu Hotel London Stansted Airport. The service will be available via the hotel’s mobile app.
Before arrival, guests will book their room online and complete a digital check-in process no later than 24 hours before arrival. During this process, guests will provide personal details, passport details, payment details, and facial recognition, similar to the online check-in process used by airlines. The system will automatically remind guests to complete this process before arrival.
When guests arrive at the hotel, they use a self-service kiosk instead of a traditional check-in counter. The guest scans a QR code received during online check-in, and the system verifies their identity using facial recognition. After verification, the kiosk immediately provides the room key and room information. This process reduces waiting times, increases efficiency, and creates a more comfortable check-in process.
The StaySmart+ platform will also support guests during their stay by providing useful information and personalised services. Guests can check breakfast times, pay for breakfast through the app if it is not included, and view menu options with calorie information. The app can suggest meal combinations based on dietary needs such as vegetarian, vegan, or low-calorie diets. Guests can also use the platform to view hotel facilities such as the gym, spa, and pool, including opening hours and availability.
This service improves guest convenience while helping the hotel reduce the reception workload and improve operational efficiency. At the same time, staff will remain available to assist guests who require support using the digital system.
2. Situational analysis of the company
2.1 SWOT analysis
A SWOT analysis helps to identify the internal strengths and weaknesses of the organisation, as well as the external opportunities and threats that may affect the implementation of the StaySmart+ project at Radisson Blu Hotel London Stansted Airport.

		Strengths


· strong international brand reputation as part of the Radisson Hotel Group.
· location near London Stansted Airport, which creates high demand from both business and leisure travellers.
· financial resources and technological capability to invest in innovative digital services such as StaySmart+.
		Weaknesses


· high implementation cost. Developing the digital platform, installing self-service kiosks, and introducing facial recognition technology require significant investment.
· guests may not feel comfortable using digital systems, such as older customers who may prefer face-to-face service
· Employees feel worried that automation could reduce their job roles, which may create resistance to the new system.

		Opportunities


· opportunities for the hotel to improve customer satisfaction through faster and more personalised service.
· reduce waiting times at reception and improve operational efficiency.
· digital innovation can help the hotel stand out from competitors by offering a modern guest experience.
· growing customer demand for contactless and convenient services, especially in international travel.
		Threats


· risk of data security problems because the system will store personal and facial recognition data. 
· damage customer trust.
· technical problems such as system errors or kiosk failures.
· Competitors may also introduce similar technologies, reducing the competitive advantage of StaySmart+.




2.2 PESTEL analysis 
P – Political 
The hotel operates in the area of Uttlesford, Essex, where local business activities are influenced by the Uttlesford District Council and Essex County Council. These local authorities support tourism and business development in the area, especially because of the economic importance of London Stansted Airport. At the same time, the hotel must follow government policies related to employment, health and safety, and data protection, especially when implementing digital systems like StaySmart+.
E – Economic 
The hotel benefits from its location close to London Stansted Airport, which creates a steady demand from business travellers and tourists. However, inflation and rising operating costs may increase labour costs and investment in technology. Although StaySmart+ requires a high initial outlay, it can reduce staff costs and improve efficiency in the long term.
S – Social 
Customer expectations in hospitality are changing, and many guests prefer fast and convenient digital services. International travellers especially value speed and flexibility during check-in. However, some guests may still prefer a personal service, so the hotel needs to support staff along with new technology.
T – Technological 
By implementing digital tools such as mobile apps, self-service kiosks and artificial intelligence systems, Radisson creates an opportunity to improve guest service and operational efficiency with StaySmart+, doing so quickly and with fewer staff. However, the hotel must ensure the reliability of the technology and provide technical support as needed.
E – Environmental
 Hotels are under pressure to reduce their environmental impact. StaySmart+ can support sustainability by reducing paper use through digital check‑in and digital guest information. Radisson’s participation in global sustainability initiatives also supports eco‑friendly practices.
L – Legal 
The hotel must follow data protection laws when collecting personal and biometric data, especially for features like facial recognition in StaySmart+.
Radisson also follows the EN 301 549 European accessibility standard for digital services. Not following these rules could lead to fines and damage to the hotel’s reputation.



2.3 SMART objectives for StaySmart+
The SMART objectives for implementing StaySmart+ at Radisson Blu Hotel London Stansted Airport are:

	Objective 
	Deadline
	Expected achievement 

	Present the StaySmart+ proposal to hotel management and the IT department for approval
	July 2026
	Project approved and stakeholders agree to proceed
Develop the mobile application, website integration, and self-service kiosks

	Develop the mobile application, website integration, and self-service kiosks
	December 2026
	Digital system and kiosks are fully developed


	Complete system testing and provide staff training
	January 2026
	System tested and staff prepared for launch

	Update hotel procedures and officially launch StaySmart+
	February 2027
	New service launched and is available for visitors

	Reduce guest check-in time by 50% and improve customer satisfaction by 20%
	May 2027
	Faster check-in process and higher guest satisfaction 




3. Identification of key stakeholders
 The following table identifies the key stakeholders involved in the implementation of StaySmart+ at Radisson Blu Hotel, together with their roles and responsibilities in the project.





	Stakeholders 
	Roles
	Responsibilities 

	Internal 

	Owner/investor 
	Provide financial support and approve major investments 
	Fund the project, review expected returns, and support strategic decisions 

	Hotel management team 
	Approve the StaySmart+ project and provide strategic direction
	Approve budgets, allocate resources, and monitor project progress

	IT department 
	Develop and manage the digital platform, kiosks, and facial recognition system
	Ensure the system is secure, functional, and integrated with hotel operations

	Front desk staff
	Support guests during the new digital check-in process
	Assist guests with kiosk use and solve customer service issues

	Marketing department 
	Promote the StaySmart+ service to customers
	Update the website and app, communicate benefits, and support customer awareness

	Operation team 
	Integrate StaySmart+ into daily hotel activities
	Ensure smooth operation of the digital service during implementation

	External 

	Customers 
	Use the StaySmart+ self-check-in and personalised services
	Provide accurate information, use the system, and give feedback

	Suppliers 
	Provide software, kiosks, and facial recognition technology
	Deliver reliable systems, provide maintenance, and technical support

	Payment service provides 
	Manage secure online guest payments
	Ensure safe and efficient processing of digital payments

	Government 
	Ensure legal compliance for digital and biometric systems
	Monitor compliance with privacy, security, and data protection laws



The table shows that each stakeholder plays a role in the successful implementation of StaySmart+. The owner and investors provide financial resources and expect positive business results from the project. Internal stakeholders, such as management, IT staff, and front desk staff, are responsible for planning, operating, and supporting the system. External stakeholders, such as customers, suppliers, and regulators, influence customer acceptance, service quality, and regulatory compliance. Effective collaboration between all stakeholders is essential to achieving the project goals and ensuring the successful launch of StaySmart+.
4. Roles, responsibilities, benefits, and challenges of stakeholders
	Stakeholders 
	Benefits 
	Challenges 

	Owner/investor 
	Provide funding and support for business growth
	Concern about high costs and return on investment

	Hotel management team 
	Provide leadership and decision-making support
	Managing budget, deadlines, and staff resistance

	IT department 
	Providing technical expertise and system integration
	Technical failures, cybersecurity risks, and service issues

	Front desk staff
	Supporting guests and improving customer service
	Fear of job change and adapting to new technologies

	Marketing department 
	Raising customer awareness and promoting the service
	Communicating the benefits effectively to customers

	Operation team 
	Ensuring smooth daily implementation
	Managing service disruptions during the transition

	Customers 
	Using the system and providing feedback for improvement
	Privacy issues and difficulties with digital systems

	Suppliers 
	Providing reliable technology solutions
	Delivery delays or system performance issues

	Payment service provides 
	Ensuring secure and fast payment transactions
	Security risks associated with digital payments

	Government 
	Ensuring compliance and customer protection
	Strong legal requirements for biometric data processing

	Media 
	Promote awareness of StauSmart+ and improve brand visibility 
	Negative publicity may damage the hotel’s reputation 



The table shows that each stakeholder makes an important contribution to the StaySmart+ project, but may also face different challenges. For example, owners provide the financial resources needed for implementation, but may be concerned about the cost of investment. Employees such as front desk staff and IT teams are essential to service delivery, but they may face challenges related to technology implementation and changes in their work. Customers may face difficulties in using a modern system, especially older age groups, as well as concerns about privacy. It is the end user who provides feedback that is very important in the development of new technologies, making it clear what needs to be improved to ensure that the quality of services is at a high level and deserves more trust. Understanding these benefits and challenges helps the project manager plan effective stakeholder engagement strategies and reduce risks during implementation.





















5. Stakeholder engagement frameworks and models
5.1 RACI Matrix
	Project activities
	Owner/
Investors
	Hotel management
	IT
	Front desk staff
	Marketing 
department 
	Team 
	Customers 
	Suppliers 
	Payment service provides
	Government
	Media 

	Project approval
	
A
	
R

	
I

	
I

	
I

	
I 
	
I

	
I

	
I
	
I

	
I


	Budget allocation
	
A
	
R
	
C

	
I

	
I
	
I

	
I
	
I
	
I

	
I
	
I


	System development
	
I
	
A

	
R
	
I
	
I

	
C

	
I
	
R

	
C

	
I

	
I


	Kiosk installation
	
I

	
A

	
R

	
I
	
I

	
R

	
I
	
R

	
I
	
I

	
I


	Payment integration
	
I
	
A

	
R

	
I
	
I
	
C

	
I

	
C
	
R

	
I
	
I


	Compliance approval
	
I
	
A

	
C

	
I
	
I
	
I
	
I
	
I

	
I

	
R

	
I


	Staff training
	
I

	
A

	
R

	
R

	
I
	
R

	
I
	
C

	
I

	
I
	
I

	Marketing activities
	
I
	
A

	
I

	
I
	
R

	
I

	
I
	
I

	
I
	
I

	
C


	System testing
	
I
	
A

	
R

	
C
	
I

	
C

	
C
	
R

	
C

	
I

	
I 


	Official launch
	
I
	
A

	
R

	
R
	
R 
	
R

	
I
	
C

	
I

	
I

	
C 

	Customer support after launch
	
I
	
A

	
C
	
R

	
I 
	
R

	
C

	
C
	
I
	
I

	
I



	R = Responsible
	A = Accountable
	C = Consulted
	I = Informed


The RACI matrix shows the role of each stakeholder in the StaySmart+ project at Radisson. It helps to clearly identify who is responsible for each task and who needs to be informed during the project.
The owner/investors approve the project and provide the financial support necessary for its implementation. The hotel management team manages the project and ensures the successful implementation of all activities.
The IT department and technology vendors are responsible for developing the digital system, installing self-service kiosks and testing the technology before launch. The front desk staff and operations team help guests use the new system and support the daily operations of the hotel.
The marketing department is responsible for promoting StaySmart+ and informing customers about the benefits of the service. Payment service providers support secure online payments, and regulators ensure that the hotel complies with legal requirements for customer data protection.
Customers are the main users of the system and their feedback is important for improving the service. The media helps to promote the new service and raise customer awareness.
Overall, the RACI matrix helps the hotel clearly organize responsibilities, improve teamwork, and support the successful launch of StaySmart+.











5.2 Stakeholder map


	Meet Their Needs

Goverment 
Payment Service Providers
Media
	Key Players

Owner / Investors
Hotel Management Team
IT Department

	Least Important

Suppliers
Marketing Department
	Show Consideration

Customer 
Front Desk Staff
Operations Team


	High 
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                    Low 	                                                                        Interest                                            High 

The stakeholder map helps identify which stakeholders need the most attention when implementing StaySmart+ at Radisson Blu Hotel.
Key players such as the owner/investors, hotel management team and IT are the most important as they make decisions, secure funding.  The “Meet Their Needs” group includes stakeholders such as regulators, payment service providers and media. They are not involved in the day-to-day work but are important. The “Show Consideration” group includes guests, front desk staff and the operations team. These stakeholders are directly dependent on the project and need regular information and support. The least important group includes technology suppliers and marketing, who have less influence on the project but still need to be monitored.
 The Mendelow Matrix is ​​a useful tool for analyzing stakeholders based on their level of power and interest in the project. As Mendelow (1991) stated, “The stakeholder matrix identifies stakeholder expectations and power and helps to understand political priorities.” This helps the project manager decide which stakeholders need to be carefully managed, kept satisfied, informed, or monitored during the implementation of StaySmart+.

	Stakeholders 
	Level of interest (H/M/L)
	Level of involvement
(H/M/L)
	Level of influence
(H/M/L)
	Level of impacted by project  (H/M/L)

	Owner/investor 
	High 
	High

	High

	High


	Hotel management team 
	High

	High

	High

	High


	IT department 
	High 

	High

	High 

	High


	Front desk staff
	High

	High

	Medium 
	High


	Marketing department 
	Medium 
	Medium 
	Medium 
	Medium 

	Operation team 
	High

	High

	Medium 
	High


	Customers 
	High

	Medium 
	Low 
	High


	Suppliers 
	Medium 
	High
	Medium 
	Medium 

	Payment service provides 
	Medium 
	Medium 
	Medium 
	Medium 

	Government 
	Medium 
	Low 
	High

	Medium 

	Media 
	Medium 
	Low 
	Medium 
	Low 



This stakeholder table helps determine the importance of each stakeholder in the StaySmart+ project by analyzing their level of interest, involvement, influence, and impact. The owner/investors, hotel management team, and IT department have the highest levels in all categories as they are directly responsible for funding, decision-making, and implementation of the new digital system. Their support is essential for the success of the project.
The front desk staff and operations team also have a high level of involvement as they will be working with the system on a daily basis and supporting customers during the implementation phase.
Customers have a high interest and are highly impacted by the project as they are the primary users of StaySmart+, but have less influence over project decisions.
Regulators have a high level of influence as they ensure compliance with legislation, especially regarding biometric data protection, even though they are not directly involved in the day-to-day implementation.
This analysis helps the project manager understand which stakeholders need close management and regular communication during the implementation of StaySmart+.
5.3 Communication plan
The communication plan outlines how information will be communicated to key stakeholders during the implementation of the StaySmart+ program at Radisson Blu Hotel to ensure effective coordination and stakeholder engagement.
	Stakeholders 
 
	Meeting
	Reports

	
	Weekly 
	Monthly 
	Stage gate 
	Weekly project status 
	Monthly highlight
report
	Monthly newsletter 
	Exception
Reports  

	Internal to project

	Project manager
	F2F 
	F2F
	F2F
	PIP
	E
	
	E

	IT department 
	F2F 
	VC
	VC 
	PIP
	E
	
	E

	Front desk staff
	F2F
	F2F
	
	PIP
	
	
	E

	Internal to organisation 

	Hotel management team  
	F2F
	F2F
	E
	E
	
	
	E

	Marketing department
	
	VC
	
	E
	E
	E
	

	Operation team 
	F2F
	F2F
	
	PIP
	E
	
	E

	External to organisation 

	Customers 
	
	
	
	E
	
	E
	

	Suppliers 
	VC
	VC
	VC
	E
	E
	
	E

	Payment service provides 
	
	VC
	VC
	E
	E
	
	E

	Government 
	
	E
	VC
	
	E
	
	E

	Media 
	
	
	
	
	E
	E
	



F2F – Face to Face 
TC – Teleconference 
VC – Video conference 
PIP – Project Intranet Page 
E –Email
This communication plan identifies the most appropriate communication methods for each stakeholder group during the implementation of StaySmart+ at Radisson Blu. Internal stakeholders, such as the project manager, IT department, and front desk staff, primarily use face-to-face meetings and the project intranet for regular updates. External stakeholders, such as suppliers, payment providers, and the government mainly informed through video conferencing and email. As Bourne (2015) states, “Communication is key to effective stakeholder management.” This communication approach helps ensure that all stakeholders receive the right information in an effective way and supports the successful implementation of the project.
6. Stakeholder engagement strategy and conflict management
6.1 Application of the 4C’s model 
The successful implementation of StaySmart+ at Radisson Blu Hotel requires effective stakeholder engagement throughout the project lifecycle. Stakeholder engagement is important because it helps build trust, improve collaboration, and reduce resistance to change.
According to Born (2015), “Stakeholder engagement is the process of developing appropriate relationships with stakeholders to achieve successful outcomes.” This means that project managers must ensure that stakeholders are informed, engaged, and committed to the project goals. To achieve this, the 4C model can be applied: communication, consultation, collaboration, and commitment. 
Communication
Communication is the first step in stakeholder engagement. The project manager must ensure that all stakeholders clearly understand the project’s goals, timelines and benefits.
For example, the hotel management team needs regular updates on the project’s progress, and customers need clear instructions on how to use the new digital check-in system. Without effective communication, misunderstandings can arise, which can lead to delays or resistance.
However, communication alone is not enough if it is one-way. It needs to be clear, regular and tailored to the different stakeholders.
Consultation
Consultation involves soliciting feedback and opinions from stakeholders. This is important because stakeholders have different knowledge and experiences.
For example, front desk staff can provide feedback on customer needs, while the IT department can suggest technical improvements. Stakeholder consultation helps identify issues early and improves decision-making.
A limitation of consultation is that it can slow down the project if too many opinions are considered. Therefore, the project manager must balance feedback with the project timeline.
Collaboration
Collaboration means working together with stakeholders to achieve common goals. In the StaySmart+ project, collaboration is required between the IT department, operations team, and technology vendors.
Collaboration improves teamwork and problem-solving. For example, technical issues can be resolved more quickly when stakeholders work together.
However, collaboration can be challenging when stakeholders have different priorities. For example, management may focus on cost, while IT may focus on system quality.
Commitment
Commitment is the final stage of engagement. It ensures that stakeholders support the project and remain engaged.
For example, employees must adopt the new system, and guests must be willing to use it. Commitment can be achieved through training, support, and clear communication of benefits.
Lack of commitment can lead to project failure, especially if employees resist change.
6.2 Levels of stakeholder engagement
Different stakeholders require different levels of engagement depending on their role in the project.
	Stakeholders 
	Engagement level

	Owner/investor 
	Leading 

	Hotel management team 
	Leading

	IT department 
	Leading

	Front desk staff
	Supportive 

	Marketing department 
	Supportive

	Operation team 
	Supportive

	Customers 
	Supportive

	Suppliers 
	Supportive

	Payment service provides 
	Neutral

	Government 
	Neutral 

	Media 
	Low 



Stakeholders such as the Owner, Management, and IT Department have a leading role because they are directly responsible for project success. Other stakeholders, such as staff and customers, are supportive because they are affected by the project but do not control decisions. Stakeholder engagement must be adapted to each group to ensure effective project implementation.
6.3 Role and responsibilities of the project sanager
The project manager plays a key role in managing stakeholder engagement and his/her responsibilities include: ensuring clear and regular communication, involving stakeholders in decision-making, monitoring stakeholder expectations, managing risks and stakeholder concerns, ensuring that project objectives are met
The project manager must also balance the interests of different stakeholders. For example, investors may focus on profit, while customers may focus on service quality.
Strong leadership is essential to ensure that all stakeholders are working towards the same goal.
6.4 Conflict Management
Conflicts are common in projects because stakeholders have different interests, expectations, and priorities. In the StaySmart+ project, potential conflicts include:
· staff resistance due to fear of losing jobs and fear that AI will replace human activities
· concerns about data privacy from guests
· concerns about the budget from investors
· technical challenges faced by IT teams
The project manager must effectively manage conflicts to avoid delays and project disruption.
This can be achieved by encouraging open communication, listening to stakeholders’ concerns, finding compromises between different interests, and providing clear explanations and solutions. For example, staff concerns can be reduced by training and reassurance that the technology will support their work. Guest concerns can be addressed by explaining data protection policies. Effective conflict management helps maintain trust and ensures the smooth execution of the project.
The 4C model provides a useful framework for stakeholder engagement because it ensures communication, involvement, and commitment. However, it also has limitations. For example, engaging all stakeholders at a high level can be time-consuming and delay the project. Furthermore, conflicting interests among stakeholders can make it difficult to achieve full agreement. Therefore, the project manager should prioritize stakeholders and use appropriate engagement strategies based on their level of importance.
7. Impact of stakeholder engagement on business performance 
Successful stakeholder engagement has a significant impact on the business performance of the StaySmart+ hotel at Radisson Blu Hotel London Stansted Airport.
First, effective stakeholder engagement increases customer satisfaction. When guests understand and trust the digital check-in system, they are more likely to have a positive experience, which can lead to repeat visits and positive reviews.
Second, stakeholder engagement increases operational efficiency. Close communication between IT, management, and staff helps reduce errors and ensure the system runs smoothly. This results in faster check-in times and better service quality.
Third, it promotes better decision-making. By involving stakeholders, such as employees and suppliers, the project manager can identify risks early and improve the system before launch.
However, stakeholder engagement also has some challenges. It can be time-consuming and slow down decision-making. In addition, conflicts between stakeholders, such as cost issues and technical requirements, can affect the progress of the project.
Overall, successful stakeholder engagement has a positive impact on business performance, as it improves service quality, efficiency, and customer experience.

8. Recommendations for future stakeholder engagement
To improve stakeholder engagement in the future, I offer the following recommendations:
· develop clear communication strategies for different stakeholder groups
· provide regular training for staff to support new technologies
· collect and use customer feedback to improve services
· ensure data protection and privacy to build customer trust
· use digital communication tools to improve information exchange
· regularly monitor stakeholder satisfaction
· encourage collaboration across departments
These recommendations will help improve stakeholder relationships and support long-term business success.

Conclusion
This report examines the role of stakeholder engagement in the implementation of StaySmart+ at Radisson Blu Hotel London Stansted Airport. The project aims to improve customer experience through digital self-check-in and personalised services. The report identifies key stakeholders and analyses their roles, responsibilities and levels of influence. It also applies important tools such as the RACI matrix, stakeholder mapping and communication planning.
The use of the 4C model has demonstrated that effective stakeholder engagement requires communication, consultation, collaboration and commitment. The role of the project manager is important in managing stakeholders and resolving conflicts.
Stakeholder engagement has a strong positive impact on business performance, including improving customer satisfaction and operational efficiency.
In conclusion, successful stakeholder engagement is essential for the effective implementation of StaySmart+ and long-term success in the hospitality industry.
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