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Introduction

The hospitality industry has changed a lot in recent years, mainly because of technology and the way customers now expect faster, easier, and more digital services. Traditional hotel processes are slowly becoming outdated, especially in large cities where competition is high and customers have many options.

London is a major international tourism and business destination, creating a highly competitive hospitality market. Customers increasingly expect convenient, fast and digitally supported services when booking and staying in hotels. Therefore, hotels need to adapt their services to changing customer expectations and technological developments.

This report examines Hotel & Stay Smart, a proposed London-based hotel concept that combines traditional accommodation services with a mobile application. The application would allow guests to manage key aspects of their stay digitally, including room bookings, check-in and check-out, room settings and communication with hotel staff.
. The aim is to make the customer experience more simple, faster, and more efficient by allowing guests to manage most of their stay through an app.

With this system, customers can:
· Book rooms online
· Check in and check out digitally
· Control room settings like lighting and temperature
· Contact hotel staff instantly through the app

This reduces the need for physical interaction and improves convenience.

The purpose of this report is to analyse the business idea in detail. It will look at the internal and external environment, evaluate strengths and weaknesses, and explore opportunities and threats. It will also set clear objectives for the business using the SMART framework.

Situational Analysis

SWOT Analysis

A SWOT analysis helps understand the internal strengths and weaknesses of the business, as well as external opportunities and threats that may affect its success.

Strengths

One of the main strengths of Hotel & Stay Smart is its use of digital technology to improve the customer experience. The proposed mobile application would allow guests to complete processes such as booking, digital check-in and check-out, room control and communication with hotel staff from their smartphones. This could reduce waiting times and provide greater convenience for guests, particularly those who prefer self-service options.

Another strength is efficiency. Because many processes are automated, such as check-in and service requests, the hotel can reduce the need for large numbers of staff. This helps reduce operational costs over time.

The business is also designed to be affordable while still offering modern features. This makes it attractive to a wide range of customers, including tourists, students, and business travellers who want convenience without paying high luxury prices.

Weaknesses
A major weakness of Hotel & Stay Smart is the high initial investment required to develop and maintain the mobile application and smart hotel infrastructure. Costs could include app development, smart locks, room-control systems, cybersecurity, software maintenance and technical support. For a new hotel business, these costs could place pressure on cash flow during the early stages of operation.
.

Another issue is dependency on technology. If the app stops working or there is a system failure, it could directly affect the customer experience. Unlike traditional hotels, where staff can quickly solve problems, this system relies heavily on digital infrastructure.

Since the business is new, another weakness is lack of brand awareness. Customers usually trust well-known hotel brands, so it will take time to build reputation and trust in the market.

Opportunities

There are strong opportunities for this type of business, especially in London where tourism is always high. Millions of people visit the city every year for holidays, business, and education, creating constant demand for accommodation.

Another opportunity is the growing use of smartphones and apps. Most people now prefer to manage services digitally, which fits perfectly with the idea of a smart hotel system.

There is also potential for partnerships with travel companies, airlines, and corporate businesses. These partnerships could help increase bookings and brand visibility.

Threats

The biggest threat is competition. Large companies such as Airbnb and premier inn already dominate the market and have strong customer trust and recognition.

Economic conditions are another risk. If inflation rises or people have less disposable income, they may reduce spending on travel and accommodation.

Cybersecurity is also a major threat. Since the business uses a digital app that stores customer data, any data breach could seriously damage trust and reputation.

 PESTLE Analysis

The PESTLE analysis looks at external factors that could affect the business.

Political Factors

The UK government supports tourism, which benefits the hospitality industry. However, changes in laws, taxes, or regulations could increase operating costs or create restrictions.

Economic Factors

Economic conditions such as inflation and cost of living directly affect how much people spend on travel. When the economy is weak, people often choose cheaper accommodation or travel less.

Social Factors

Modern customers prefer convenience and speed. Most people are comfortable using apps for daily tasks such as banking, shopping, and travel. This makes the idea of a smart hotel app very relevant.

Technological Factors

Technology is the core of this business. Mobile apps, automation, and smart systems all improve customer experience. However, constant updates and improvements are needed to stay competitive.

Legal Factors

The business must follow data protection laws such as GDPR because it will collect and store personal customer information. Failure to comply could lead to legal penalties and loss of trust.

Environmental Factors

Customers are increasingly aware of environmental issues. Businesses are expected to reduce waste, use energy-efficient systems, and adopt sustainable practices.

SMART Objectives

To guide the business clearly, the following SMART objectives are set:
· Increase customer bookings by 20% within the first 12 months
· Achieve an average app rating of 4.5 stars within 6 months
· Reduce check-in and check-out time by 50% within 12 months through automation
· Establish at least 5 business partnerships within 12 months
· Reduce operational costs by 15% within 18 months through technology use

Stakeholder Analysis

Stakeholders are the people or groups who can affect a business or are affected by it. For Hotel & Stay Smart, managing stakeholders properly is very important because the business depends heavily on both technology and customer satisfaction. If stakeholders are managed well, the business can grow faster, avoid unnecessary problems, and improve long-term success.

Stakeholders are usually divided into two groups: internal stakeholders and external stakeholders.

Internal Stakeholders

Managers

Managers are responsible for planning, organising, leading, and controlling the daily operations of the hotel. They make important business decisions, monitor staff performance, and ensure that the hotel runs smoothly.

Their role is extremely important because they guide the direction of the business and make sure every department works together properly. Without strong management, the project could fail because of poor organisation and weak decision-making.

The main benefit managers bring is leadership and strategic planning. However, one of the biggest challenges they face is balancing the different expectations of customers, employees, and investors at the same time.

Employees

Employees are responsible for the day-to-day running of the hotel. This includes customer service, housekeeping, maintenance, front desk support, and helping guests during their stay.

They are very important because customer satisfaction depends a lot on the quality of service employees provide. Even with a smart mobile app, customers still value human interaction and good service.

The biggest benefit employees bring is service quality and customer trust. One major challenge they may face is adjusting to new technology and automated systems, which may require regular training and support.

IT Team

The IT team is responsible for developing, managing, and updating the mobile application and all smart hotel systems.

They are highly important because the entire Hotel & Stay Smart business model depends on technology working properly. If the app fails, customer satisfaction and business operations could be seriously affected.

The main benefit they provide is system reliability, innovation, and technical support. Their biggest challenge is managing cybersecurity risks and solving technical problems quickly before they affect customers.

External Stakeholders

Customers

Customers are the most important external stakeholders because they bring revenue and directly affect the success of the business.

They expect affordable prices, convenience, and a smooth digital experience. Their feedback is also very valuable because it helps the business improve services and customer satisfaction.

The biggest benefit customers bring is income and reputation through positive reviews and recommendations. One challenge they may face is frustration if the app fails or if services do not meet their expectations.

Investors

Investors provide the financial support needed to start and grow the business.

They are very important because without funding, the hotel cannot develop the app, install smart systems, or expand operations.

The main benefit investors bring is capital investment and sometimes business advice. However, a common challenge is that investors often expect quick profits and strong financial returns, which can create pressure for management.

Suppliers

Suppliers provide the resources needed for daily operations, such as furniture, cleaning products, hotel equipment, and technology systems.

They help ensure the hotel runs smoothly and customers receive good service.

A common challenge suppliers may face is delays in delivery, rising costs, or supply chain problems, which can affect hotel operations.

Government

Government bodies are responsible for regulating the hospitality industry. They control areas such as health and safety, taxation, licensing, and data protection laws.

They are important because the business must follow legal requirements to operate successfully and avoid penalties.

The main benefit government provides is legal structure and support for tourism growth. A challenge is ensuring the business stays fully compliant with changing regulations.
RACI Matrix


Task / Activity         Project Manager.      IT Team        Employees      Customers.     Investors
App Development             A                                  R                     I                        C                  I
Hotel Operations.              A                                 C                    R                       I                     I
Marketing Strategy            A                                 C                    R                      C                     I
Customer Service               A                                 C                     R                      C.                   I
Financial Planning.              A.                                I.                      I.                      I.                  C
Mendelow's Stakeholder Matri


                                                               Low Interest.                                      High Interest
High Power            Keep Satisfied government, Regulators.                             Manage Closely Investors, Senior Managers


Low Power              Minimal EffortGeneral Public, Wider Community.             Keep Informed.    Customers, Employees




Stakeholder Engagement Plan

Stakeholder engagement means building strong relationships and making sure important people feel involved in the business.

According  R.Edward Freeman’s Stakeholder Theory, businesses should not focus only on profit. They should also consider the needs of employees, customers, investors, and all other stakeholders.

There are four main levels of stakeholder engagement:
· Inform
· Consult
· Involve
· Collaborate

Each level helps improve communication and trust.

Engagement Levels

Inform

This is the basic level of engagement where stakeholders are simply given updates and important information.

For example, employees may be informed about new company policies, schedule changes, or hotel updates.

This helps keep everyone aware of what is happening.

Consult

This means asking stakeholders for their opinions, feedback, and suggestions before making decisions.

For example, customers can leave app reviews and feedback about their hotel experience.

This helps management understand customer needs and improve services.

Involve

This level means allowing stakeholders to take part in discussions and decisions.

For example, employees may be involved in suggesting ideas for improving customer service or hotel operations.

This helps people feel valued and increases motivation.

Collaborate

This is the highest level of engagement where stakeholders work directly with management on major decisions.

For example, investors may work closely with managers when planning business expansion or new investments.

This creates stronger trust and long-term business support.

Role and Responsibilities as a Manager

The manager plays one of the most important roles in stakeholder engagement and overall business success.

A manager is responsible for:
· leading the team
· making important decisions
· solving business problems
· managing communication
· resolving conflict
· balancing stakeholder expectations

A good manager makes sure all departments work together and that stakeholders remain satisfied with the business.

For Hotel & Stay Smart, the manager must also monitor app performance, customer satisfaction, employee productivity, and daily hotel operations.

Strong leadership improves teamwork, trust, and business stability. Without effective management, even a strong business idea can fail.

Conflict Management

Conflict happens when stakeholders have different goals, expectations, or priorities.

For example:
· Investors usually want higher profits
· Customers want lower prices and better service
· Employees want better pay and working conditions
· Suppliers may want higher payments or faster contracts

These differences can easily create tension inside the business.

Managing Conflict

A manager must handle conflict carefully because unresolved problems can damage relationships, reduce productivity, and negatively affect overall business performance. In a business like Hotel & Stay Smart, where both customer satisfaction and teamwork are very important, conflict can quickly become a serious issue if it is ignored.

Conflicts often happen because different stakeholders have different goals and expectations. For example, investors may focus on making higher profits, while customers want lower prices and better service. Employees may want better working conditions and fair pay, while management may be focused on reducing costs. Suppliers may also expect faster payments or better contract terms. Because everyone has different priorities, disagreements are normal in business operations.

The role of the manager is not to avoid conflict completely, because conflict is a natural part of business, but to manage it in a professional and fair way before it becomes a bigger problem. A good manager listens carefully, stays neutral, and works towards solutions that support both the business and the people involved.

Negotiation

Negotiation means finding a fair and practical solution where both sides feel they have gained something. It is one of the most common and effective ways of managing conflict in business.

For example, management may need to balance customer affordability with investor expectations for higher profits. Customers may want lower room prices and better offers, while investors may want prices to remain high to increase revenue. Through negotiation, management can find a middle ground, such as offering seasonal discounts while maintaining overall profitability.

Negotiation is also useful when dealing with employee concerns, supplier contracts, or partnership agreements. It helps reduce tension because both sides feel heard and respected. Instead of creating winners and losers, negotiation focuses on compromise and long-term relationships.

When done properly, negotiation improves trust and helps the business move forward without damaging important stakeholder relationships.

Mediation

Mediation involves using a neutral third person to help solve disagreements between two sides. This method is especially useful when direct communication has failed or when emotions are making the situation worse.

For example, if there is a serious disagreement between employees and management about working conditions, schedules, or responsibilities, a neutral HR manager or external mediator can help both sides discuss the issue fairly.

The mediator does not take sides but helps both parties communicate clearly, understand each other’s concerns, and work towards a reasonable solution. This is important because sometimes people are more willing to listen when a neutral person is involved.

Mediation helps prevent small disagreements from turning into larger workplace problems. It also improves fairness and reduces stress, especially in situations where trust has already been damaged.

In a hotel business, where teamwork is essential every day, mediation can help protect staff morale and maintain a positive working environment.

Clear Communication

Many business conflicts happen simply because of misunderstandings, poor communication, or unclear expectations rather than serious disagreements.

For example, if employees are not clearly informed about schedule changes, new hotel policies, or technology updates, they may feel frustrated or confused. Similarly, if customers are not given clear information about bookings, payments, or app services, complaints can quickly increase.

Regular meetings, honest updates, and open discussions can prevent many of these problems before they become serious. Managers should make sure that staff understand their responsibilities, customers receive accurate information, and investors are updated on business performance.

Clear communication creates transparency, which helps people feel respected and included. It also builds trust because stakeholders know they are being informed honestly rather than being left uncertain.

In Hotel & Stay Smart, where much of the business depends on digital systems and customer experience, communication is even more important. A simple misunderstanding about app services or customer support can quickly lead to negative reviews and reputational damage.

Strong communication improves teamwork, reduces stress, and helps the business operate more smoothly.

Effective conflict management is essential for the long-term success of Hotel & Stay Smart. By using negotiation, mediation, and clear communication, managers can reduce tension, solve problems quickly, and protect strong stakeholder relationships. When conflicts are managed well, the business becomes more stable, employees feel more supported, customers remain satisfied, and investors have greater confidence in management. This creates a healthier working environment and supports long-term business growth.

Evaluation of Stakeholder Engagement

Successful stakeholder engagement has a strong impact on business performance.

When stakeholders feel respected, listened to, and involved, they are more likely to support the business. Customers become more loyal, employees work more effectively, and investors trust management decisions.

This leads to:
· better decision-making
· higher customer satisfaction
· stronger business reputation
· fewer operational problems
· increased profitability

However, poor stakeholder management creates serious risks.

If customers feel ignored, they may leave negative reviews and stop using the service. If employees feel unsupported, motivation and productivity can fall. If investors lose confidence, funding and future growth may become difficult.

This shows that stakeholder engagement is not optional—it is a necessary part of business success.

For Hotel & Stay Smart, strong stakeholder management is especially important because the business depends heavily on customer trust and technology performance.

 Conclusion

Hotel & Stay Smart represents a modern approach to the hospitality industry by combining traditional hotel services with smart technology to improve both customer experience and business efficiency. In today’s fast-moving world, customers expect services to be quicker, easier, and more convenient, especially in a city like London where competition in the hotel industry is extremely high. The idea of using a mobile application to manage bookings, digital check-ins, room controls, and customer support helps the business meet these modern expectations and creates a stronger competitive advantage.

The overall analysis shows that the business has strong potential for success, particularly because London continues to attract millions of tourists, business travellers, and students every year. This creates a consistent demand for accommodation services. In addition, the increasing use of smartphones and digital services means that customers are more comfortable using technology for everyday tasks, including travel and hotel bookings. This makes the Hotel & Stay Smart concept highly relevant and realistic for the current market.

At the same time, the business also faces several important challenges. Strong competition from large and well-established companies such as Airbnb and premier inn means that building trust and brand recognition will take time. High setup costs, technology dependence, and cybersecurity risks are also serious concerns that must be managed carefully. If the mobile application fails or customer data is not protected properly, it could damage both customer satisfaction and the company’s reputation.

One of the most important findings of this report is that effective stakeholder management plays a major role in the success of the business. Internal stakeholders such as managers, employees, and the IT team are responsible for ensuring smooth operations and service quality, while external stakeholders such as customers, investors, suppliers, and government bodies all influence the business in different ways. Without strong stakeholder relationships, even a good business idea can struggle to succeed.

Using management tools such as the RACI Matrix, Mendelow’s Matrix, and a clear communication plan helps the company organise responsibilities, improve decision-making, and reduce misunderstandings. These tools make it easier to identify who should be involved in each task, which stakeholders need the most attention, and how communication should be handled. This improves teamwork, increases trust, and helps prevent unnecessary conflict between different groups.

Conflict management is also a key part of long-term success. Since stakeholders often have different goals—for example, investors wanting higher profits while customers want lower prices—managers must be able to balance expectations fairly. Strong leadership, clear communication, negotiation, and problem-solving skills are essential to maintain positive relationships and ensure business stability.

In conclusion, Hotel & Stay Smart has the potential to become a successful and competitive hospitality business in London if it focuses on innovation, customer satisfaction, and strong stakeholder engagement. Technology alone is not enough for success; effective management and good relationships with stakeholders are equally important. By continuing to improve service quality, protecting customer trust, and managing stakeholder expectations properly, the business can achieve long-term growth, stronger market position, and sustainable success in the hospitality industry.

Recommendations

To improve stakeholder engagement and overall business performance, the company should:
· continue improving the mobile application regularly
· collect customer feedback through surveys and app reviews
· provide employee training for new technology systems
· strengthen cybersecurity protection
· build strong partnerships with travel agencies and business organisations
· improve sustainability practices to attract modern customers
· maintain regular communication with investors and staff

These actions will improve trust, service quality, customer satisfaction, and long-term business success.
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