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Executive Summary 
Project manager of Travelodge we are implementing a new service called Stay Smart which is an AI driven guest interaction tool. This tool is designed to enhance comfort, efficiency to stand out from other brands and organisations.  Project stakeholder I will identify the involvement and cooperation of stakeholders and how essential they are to the success of the Stay smart launch. The approach being implemented will be strengthening customer engagement and feedback. Stakeholders will hold a big part to play in the project success finding out what satisfies the customers, meanwhile finding out what could be improved. 

Travelodge is the UKs first budget hotel which was first founded in 1985. Most likely known for its affordable accommodation. There are over 630 hotels across the UK, Ireland and Spain. The hotels are located for convenience in places such as Airport, City centres and Holiday resorts.  Travelodge offer easy access to key attractions while maintaining value for money.  Travelodge has an impressive history spanning over 40 years. We became the UK’s first budget hotel chain in 1985 with the opening of our first hotel in Barton-Under-Needwood. Today, we operate 630 hotels across the UK, Ireland, and Spain, employing over 13,000 colleagues who welcome more than 22 million guests annually. In 2024, we opened five new leasehold hotels and acquired a prime freehold office building in St Paul’s, London, for hotel conversion. In 2025 we will open at least 15 new UK hotels, through our traditional leasehold model as well as further freehold acquisitions and rebrand/development opportunities. We acquired nine hotels on a freehold or long leasehold basis to be rebranded as Travelodge, and four new leasehold hotels set to open later this year. In Spain, we doubled our presence by acquiring six hotels which we rebranded in 2024 and signed deals for three new build hotels in San Sebastian, Cadiz and Alicante.

SWOT analysis
1. AI- Powered personalised Experience (Stay smart app)
A Stay Smart system could use AI through mobile app to improve their guest experience, introducing recommendation on room sizes and bonus, dining options and travel activities based on guest experiences. This boosts customer satisfaction and boosts the likelihood of returning customers, which could also lead to positive reviews shared with family and friends. On the other hand, having advanced technology could lead to privacy concerns leaking person information or servers going down due to technical errors / WIFI. 
· Strengths – Customer gets to specify their needs 
· Weakness – Maintenance cost 
· Opportunity – Growing demand for contactless service in hospitality
· Threat – Competition from other hotels / Data privacy risk 

PESTLE application 
· Political – Data protection regulation 
· Economic – investment costs for AI technology, potential to increase venue 
· Social – guests’ expectations to rise 
· Technological – Fast development and mobile use
· Environmental – Reduction in paper usage
· Legal – Follows privacy and protection laws 
2.
AI Dining experiences (Create your own meal)
Stay Smart can introduce personalised dining experiences through placing orders from your phone. Create your meal your own meal from scratch making your meal very specific. This improves customer satisfaction and attracts all food lovers who have different diet.  This adds a whole new experience to dining out feeling like you’re at home. This may cause issues with expectations to how well done or food proportions are given.
Swot application 
· Strengths – Enhances customer experience through personalised meals.
· Weakness – Unsatisfied customers holding higher expectations for food.
· Opportunity – Growing demand for service 
· Threat -Technology failure might not meet customer standards.

Identification & categorisation of Stakeholders 
Internal Stakeholders
· HR & Training – HR and training play a huge role and must have clear communication together within the business because they are giving out guidelines with rules and regulations to follow to how the hotel business should be run. Training needs must be met otherwise this could lead to health and safety causing hazards to yourself, customers or staff effecting business reputation.
· Marketing & Sales - Marketing and sales need to have clear communication for the business because this is the mainstream source of advertisement to gain sales, exposure and expand in popularity. 
· Project manager – Needs clear communication with the business to know the sense of direction the company is going in and what goals they are trying to achieve.
· Board & Senior leadership – Need clear communication because long term goals need to align with the vision and direction the company are heading in. Decision making needs to be accurate. 

External 
· Guests/Customers - need clear communication within the business because ultimately guests build the reputation and success of a business through sales. 
· Local communities – the relationship between local communities needs to be good because good feedback can lead to more sales of people staying in your hotel.
· Investors / shareholders – Building trust and ensuring transparency through decision making decides if your business is going to be successful.
· Sustainability partners – They avoid greenwashing and legal risks, engage stakeholders (internal and external), driving action and innovation. 


Stakeholders’ roles and responsibilities RACI

Hotel Manager 
· Responsible – The hotel manager is one of the head figures in the hotel being responsible for overseeing daily tasks, managing staff and guest satisfaction.
· Accountable – They are accountable for making sure laws and regulations are met, standards being met and finances (achieving targets and controlling expenditure to maximize profit.)
· Consult – Hotel managers must have clear communication with all management, staff, stakeholders and guests. This will build trust with all parties and defers problems from arising.
· Inform – They must inform to regional managers, Investors, owners regarding performance. Staff regarding performance based, safety protocols daily tasks 

Benefits of being a Stakeholder

Being a Stakeholder is a huge positive, being an engaged stakeholder, it gives you a voice to influence your opinion directly over your project’s decision. Being honest with your opinions and thoughts will build great relationships and trust. Leading to a good core understanding to your team being on the same page.  Engaged stakeholders promote corporate social responsibility boosting sustainability. Financially they can provide security with new idea’s without having to worry about costs. If successful, this can add value to your business. The traditional definition of a stakeholder is “any group or individual who can
affect or is affected by the achievement of the organization’s objectives” (Freeman
1984).

Challenges of being a Stakeholder

Stakeholders may face a few problems, as technology Fastly advances AI may in the future have advancements and obtain information and resources stakeholders have access to. With Stakeholders being reliant on resources from manufacturers it creates an imbalance of power leading to more joint ventures, board meetings this reduces independency.  Resource dependency theory explains how stakeholders are relying on companies and having to build partnerships. (Aldrich & Pfeffer, 1976; Emerson, 1962; Pfeffer & Salancik, 1978).
Another issue that could be affected is conflict; there might be different opinions and ideas resulting in unsatisfied outcome. Inconsistent communication within project can lead to issues with another stakeholder not feeling included. Power dynamic can be affected with unequal influence having some Stakeholders have more of a significant say.

Framework, Models & Engagement tools

Stakeholder salience model 
Being a Stakeholder there are 3 crucial sectors Power, legitimacy, and urgency. Stakeholder salience model identifies and prioritises stakeholders based on the attributes above given. It puts them into categories based on how many of these skills they have if they identify to having 1 = Latent 2= Expectant and 3 = definitive.  Stakeholder salience model shows that managing a hotel it’s better to be an expectant and definitive stakeholder because they add more value. 
Reasons: 
· Helps prioritise decisions under pressure (Guest want a good experience, Owners want to see profit) 
· Strengthen relationship with stakeholders, better relationship with stakeholders provides more success 
· Satisfied guests – guests hold the reputation of the hotel 






Engagement plan 


Identify Stakeholders & communication

Identifying stakeholders and there communication how frequent, form of contact:

Internal Stakeholders 
· Owners / Shareholders (Face to face, SMS and meetings) Daily / Weekly
· Hotel managers – (Face to face, SMS) Daily / weekly
· Department mangers – (Board meetings, Face to face) Daily / Weekly
· Employee’s / Staff - (Face to face) Daily 

External Stakeholders 
· Guest / Customers (Emails, SMS, Face to face, Customer feedback) Daily 
· Suppliers – (Email, Phone) Monthly 
· Local communities – SMS, Email, Face to face (Monthly)
· Travel agents – ( Email ) whenever necessary.
· Investors / banks (Emails, Face to face, SMS) – (Weekly)
· Competitors – Social media platforms (Monthly) 

RACI Metrix

Raci Metrix is a method to support this project because every party involved from the most crucial down to least important are all given direct clarity knowing their job roles and are made accountable to choices and decisions being made which eliminates divide and argument not having everyone on the same page. This method promotes trust in ways of stakeholders building strong bonds together going through the motions of togetherness and tough times when problems arise, giving honest opinions and thoughts. collaboration takes place a lot during a numerous of exercises, team building brings mutual respect.  Collaboration between stakeholders and the business owners needs to have a high level to have success involving decision making, accountability. Collaboration with various teams such as Shareholders, department managers, Employee’s, guests, suppliers and investors. Commitment will be the main key to success if all party’s play their roles completing all tasks given with deadlines. When everyone commits to there roles it builds confidence. Adaptation across global markets is beneficial through this project. It’s able to bring different cultures together from employees to guests, this shows that your business is muti cultural. It bridges the gap of communication. Having multi cultures with different languages helps with team members ensuring accountability for tasks is never lost in translation. When promoting the hotel having multi market this is effective and gives your hotel a reputation for being global.

Stakeholder Engagement process & Conflict management 

Communication 
· Two-way communication is one of the most important forms of communication. 
It avoids misunderstanding of both people and deters more accidents and arguments from occurring.  Cross – Cultural messaging is likely to happen with many different background and languages in the business, this supports inclusion not having anyone feel left out if they speak of a different language with translators able to translate the correct information.
Digital Dashboard is a positive it allows all stakeholders to see visually data and statistics of how well the company is doing and it highlights the area which could be improved on.

Consultation
· Staff work shops are key in the engagement process because it increases employee engagement including productivity boosting self-development through skills training and it allows employees to ask questions and get feedback directly. Receiving feedback from shareholders is important because it allows time of analysation on the project to see if your’ on track to see what’s going well and what could be improved on and if targets are being met in all aspects. Feedback from customers especially is important because their an important stakeholder that holds your reputation up to the public.

Collaboration
· Co-design with staff is important and is beneficial to the project because when problems arise you want to find ways for it to be resolved with the people who its involved. Empowerment takes place were there is a shift of power from mangers to it being staff driven. Diverse perspectives are shared from different departments this is good because opinions from people who may feel unheard get to give their views and unbiased opinions are ruled out. Vendor partnerships require strategic plans between hotels and suppliers to deliver the best experience for guests and profitable purposes. This partnership builds reliability, innovation and efficiently. Partnering with local vendors such as food suppliers and maintenance teams boosts local reputation. Another benefit with working with vendors is Cost saving, the longer you work with the same suppliers often they will reduce their pricing on food chain. Vendors will provide updated technology training, software to make sure the hotel is not outdated. Sustainability and co creation involve guests moving them from passive consumers to prosumers. This is a good investment for the Stay smart launch because ultimately is the guests that build the reputation. Co creation involves collaborative sources such as time, knowledge and effort with hotels, guests, staff and vendors to achieve goals and social goals. 

Commitment 

· Training incentives are rewards given to employees financial or role advancements. Both these forms of incentives promote commitment based of performance metrics. Having the chance to finically gain or progress in career motivates high value / potential staff to want to do well. Not just feeling like you can’t elevate at your job. This can boost the work ethic, quality and morale in the hotel and result in healthy competition to do the best you can. Leadership sponsorship will benefit Stay smart because it builds talent retention without having to have a high spend to find quality staff. Strong relationships engagement boosts profit.


Conflict management 
· When conflicts arise between guests or staff or any sector, as a Project manager my role is to identify what’s happened and why do each party feel the way they do. The important thing is not to pick sides and act neutral as possible so no party can say I’m being biased. To resolve the matter, I’ve got to come up with the most logical solution for both parties involved.

· Having a hotel with many different cultures there’s going to be different believes, styles of communicating and behaviours. In the hotel guests and staff will have different ways of communicating. Misunderstandings can take place to a few reasons such as language barrier, body language or expectations. This can impact a guest’s experiences. My job is to ensure staff are made aware of cultural differences and different ways of communicating making sure they are displaying politeness and being respect if so give out training on how to handle different situations with customers. 

· Escalation pathway is inevitable involving staff who are not satisfied with the service which was given or if a mistake has happened which has led to this. My job is to protect the company’s reputation and protect guest experience. I’ve got to go above and beyond in resolving the issue by monitoring conflicts and step in when they are looking like there going to escalate out of hand. Another important stage is having clear communication on the resolution steps.
Impact of Stakeholders on business performance 

Guest satisfaction & Loyalty 
· Stronger stakeholder engagement this involves actively listening to guests on their experience. Receiving and acting on feedback this improves quality of service and specific qualities liked or disliked can be improved on. The impact this causes for loyalty is returning customers, more profit, good reputation 
KPI – Maintain 100 repeated customers, and good reviews online.

Employee engagement 
· Having engaged employees this boosts morale with them feeling valued in their job role this leads to motivation wanting to provide good service showing pride in the job. Sustainable in jobs provide less money in having to hirer continuous staff that leave the job.  The effect of this is better customer experience, better sense of inclusion in the workplace with support to one another.
KPI- Employee meeting guidelines and standards. 


· Brand reputation
The impact brand reputation has on stakeholders is they improve positive engagement with customers and guests; this builds a bond between customers leading it to be strong and gaining trust. The effect this has on the hotel is receiving good reviews on social media and google sites such as TripAdvisor and more bookings = more profit. 
KPI – Positive reviews online. 

Operational Efficiency 
· Internal stakeholders like staff and other stakeholders being engaged reduces margins to fail and errors. Business improves by appearing more structured and professional with everyone knowing their roles. The effects of this are less misunderstandings, smoother operation and saving costs of things going wrong.
KPI – Profit turnover monthly £5000

Sustainability Performance 
· Engaging stakeholders encourages cohesion (good work environment), boosts brands reputation. Proactive sustainability will reduce wastage providing less costly spend while saving money. The effect of this Stakeholders is being made aware of energy consumption, and it affects the environment less.
KPI – Lower wastage consumption 

Risk Reduction 
· The impact of being an engaged stakeholder they get to identify problems that arise before they become out of hand (guests and staff) Being engaged will protect the image of hotel and further risks that could be caused to guests or staff. Effective communication deters problems from escalating and are faster resolved. 
KPI – Less hazards & fewer bad feedback from guests 30%

Recommendations for future Stakeholder engagement 

My advice for future Stakeholders would consist of being an engaged stakeholder be involved as much as possible with the project plan, building a good foundation of trust and communication are key fundamentals as stakeholder theory states (Freeman 1984).  When theirs gaps in communication leading factors such as misunderstandings between stakeholders and owners can arise, Shareholders might feel unheard / opinions not valid, Roles and responsibilities might not be made clear. RACI Metrix ensures that accountability improves communication. RACI Matrix assigns each team member to specific job role, while having to meet expectations (Edmond F. Sheehan 1950s)

Structure and organisation are key to success, implementing surveys to different shareholders and guest feedback panels like suggestions and guest forums. This displays to shareholders that stakeholders are showing transparency and care about their opinions and can also find out deep rooted problems that staff and other departments might be facing. 

Investing in staff training that will be beneficial to their specific job roles, this will ensure staff have the right skills and ability to do their job correctly. Introducing AI to staff training in key areas such as customer service, conflict resolution and additional help to people who are struggling in skills. The benefits to this staff gain independence not relying so much on management and lowers the chance of conflict between staff because having the right equipment. 

Building Long-Term partnerships with stakeholders / vendors and suppliers are a good way to be a good Stakeholder this forms trust and as a collective it can be very beneficial finically, increased market value and business growth. 
Continuous evaluation, conducting annual reviews of how effective engagement has gone. 

Adjusting strategies to how successful plans and how feedback was given. Having clear KPI’s this ensure all daily activities and departments are meetings standards & it tracks data which can be transferred to analyse for better operational and financial decision making .



Conclusion 
In conclusion as a project manager my main aim was to identify, analyse and engage key Stakeholders whose involvement and cooperation are essential for the success design, launch and adoption of this new service across diverse markets. Ensuring Stakeholders are effectively engaged, informed and aligned throughout the project lifecycle from planning to implantation. Stakeholder engagement is the most crucial role in having a successful business launch for stay smart having them engaged throughout each process from implementing strategies to carrying out the process to guest feedback. All these stages need stakeholder engagement to see what’s having a positive influence and what’s having a negative. Strategic value is important, having different ways to impact your growth and long-term sustainability.  It enables companies to differentiate themselves by sales, values and goals.
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