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Executive summary 
The aim of the report is to discuss the importance of the stakeholders' management planning of Hyatt Regency London in successfully running its new service plan, named "StaySmart+". The aim of the services of the Hotel is to develop customer service efficiency with the involvement of different stakeholders. Executive leadership, project manager, hotel employees, technology partners, and guests are the key stakeholders that have to be engaged by Hyatt Regency London during the implementation of the service. The report highlights the use of different theories and models, such as RACI matrices, diffusion of innovation theory, and stakeholder’s matrix, in order to define the key initiatives of Hyatt Regency London to adopt in increasing the engagement of the mentioned stakeholders. Different recommendations have been mentioned here, such as implementation of Agentic AI for predictive analysis, as well as integration of sustainability scorecard, that can help the hotel to execute the positive outcomes of the project and ensure success on a long-term basis. 
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In the current market dynamic, customer satisfaction is becoming an important factor for businesses, which provides an important contribution to building long-term competitive advantage. In the context of the hospitality industry, hotels and restaurants focus on the development of customer relationships by providing those personalised recommendations and innovative services with the integration of advanced technologies. In response to this, an international hotel chain, named “StaySmart+”, aiming to develop customer service efficiency with the involvement of different stakeholders, has launched a service. This report aims to discuss the effectiveness of this project for Hyatt Regency London in terms of developing stakeholder engagement levels. Findings provide informative insights with different theoretical perspectives, ensuring to provide recommendations for future success. 


[bookmark: _Toc227761931]Company overview
Hyatt Regency is an international hotel chain managed by Hyatt Hotels Corporation. It is designed for both business and leisure travellers across over 200 locations in more than 40 countries. 
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Figure 1: Hyatt Regency Hotel London
(Source: Hyatt, 2025)
In London, the Hyatt Regency Hotel operates as a 5-star hotel, offering different types of services, such as premium dining experiences, alongside an award-winning cocktail bar. Based on the current industrial trends, this hotel has implemented advanced technologies within its customer service process (Hyatt, 2025). These ensure to provide advanced services like Digital Check-in via hotel app, high-speed Internet Access, alongside providing proper security to ensure upscale customer experiences. 
[bookmark: _Toc227761932]Explanation of the project
Customer satisfaction improvement is becoming an important aspect in the current hospitality industry. Based on this aspect, the current project, "StaySmart+" focuses on the integration of AI-powered customer interaction tools to improve service efficiency. This project aims to improve customer satisfaction levels by supporting them in personalised travel planning, as well as providing necessary information about sustainability-focused amenities. This project aims to ensure the enhancement of customer comfort as well as efficiency by meeting individuals' expectations, which cannot only help to differentiate the hotel from other competitors but also support the customer satisfaction score. 
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SWOT Analysis
	Strengths 
	Weaknesses

	1. Prime location, Marylebone, has helped the firm to target luxury travellers, seeking premium quality services.
2. The "World of Hyatt" program helps the hotel to strengthen the brand image through the promotion of luxurious benefits (Hyatt, 2025). 
	1. Limited brand portfolios compared to other competitors like Marriott Hotel have limited the brand value.
2. A lower customer satisfaction score (2 out of 5) has reflected hierarchical issues and communication problems with service teams (Tripadvisor, 2026)

	Opportunities 
	Threats 

	1. The technological advancement has provided opportunities to strengthen customer loyalty.
2. The increased customers' demand for wellness-based amenities has provided opportunities to Hyatt Hotels due to its services like luxurious spa experiences and fitness centres (Hyatt, 2026). 
	1. The high-level competition from Marriott and Hilton has raised threats for Hyatt regarding the market share loss, indicating the necessity of portfolio diversification. 
2. Economic fluctuation has increased complexities for the Hotel, regarding increased operational expenses.


Table 1: SWOT analysis
PESTLE Analysis
Political factor
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Figure 2: Political stability index in the UK (1996-2024)
(Source: The Global Economy, 2025)
The lower political stability index in the UK (0.26 in 2024, compared to 0.37 in 2023) has reflected geopolitical tensions (The Global Economy, 2025). In the industrial process of the Hyatt Regency Hotel, political uncertainties have affected operational cost pressures alongside increased investment uncertainties. 
Economic factor
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Figure 3: Inflation rate of the UK (2025-2026)
(Source: Trading Economics, 2025)
The Inflation rate of the UK in 2026 is reported as 3.0% compared to 3.4% in 2025 (Trading Economics, 2025). Due to this fluctuation, the Hyatt Regency Hotel has experienced pressure on managing profit margin, resulting in staff cuts or increased prices of room services. 
Social factor
In the UK, the majority of travellers have shown their interest in wellness activities during their travel times. As per an organisational report, almost 61% of people have reflected their interest in hotel wellness amenities, such as spa treatments (EarthCheck, 2024). Hyatt has strengthened its customer loyalty and brand value by offering luxurious spa services designed for comfort and relaxation. 


Technological factor
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Figure 4: Market report of Artificial Intelligence in the global Hospitality industry 
(Source: Researchandmarkets, 2024)
The AI in the hospitality industry is expected to reach USD 2.28 million in 2030, compared to USD 0.37 million in 2026 (Researchandmarkets, 2024). In response to this, Hyatt Regency Hotel has integrated AI tools for offering personalised recommendations to guests for developing their travel plan, resulting in improved customer retention. 
Legal factor
Strict Government policies, such as HACCP ("Hazard Analysis and Critical Control Points"), have enforced adherence to strict safety and employment compliance in the UK hospitality industry. It indicates that negligence may lead to legal complications and brand reputation loss. 
Environmental factor
The UK Government sets an aim to achieve net-zero emissions by 2050, paying attention to the reduction of waste and enhancement of sustainable sourcing. The Hyatt Regency Hotel has focused on the advanced waste management system to improve customer loyalty.  
SMART Objectives of the project
Objective 1: To improve the guest satisfaction score by 20% regarding sustainable amenities within one year by offering personalised recommendations of local food sourcing and eco-friendly options 
Objective 2: To reduce the single-use plastic utilisation rate by 30% within the next six months by promoting reusable alternatives through the organisational app
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In a project process, stakeholders can provide important contributions by defining the project scope and providing necessary suggestions on the decision-making process. As reflected by Eskerod and Jepsen (2026), stakeholder involvement is important for success as the alignment of stakeholders' needs and organisational goals might be beneficial for achieving positive outcomes successfully. Based on the proposed project, "StaySmart+", in this section, internal and external stakeholders have been identified with the inclusion of Mendelow's Matrix framework in the following section. Mendelow's Matrix is defined as an effective framework that can help an organisation to classify both its internal and external stakeholders based on their power and interest (Yildirim and Yildirim, 2023). This supports the development of a proper engagement plan to meet stakeholders' needs and build a long-term relationship. 
Internal stakeholders:
High Power - High Interest
Hotel Owners, Hotel Managers, and IT developers are identified as core internal stakeholders who have direct power and interest in the new project process. Hotel owners can provide financial resources for the resource allocation; hotel managers can measure guest experience levels, while IT developers can help to develop a personalised engine as per the proposed project objectives. 
Low Power - High Interest
Housekeeping staff and the sustainability team, as internal stakeholders, have been identified for this category. Even if they have no direct contribution and power in the project decision-making process, they have a strong interest in the project outcomes, due to their involvement in the execution. Frontline staff ensures to provide necessary services to customers as per their needs, while sustainability teams can help to monitor sustainability initiatives, such as waste management, alongside energy efficiency. 
External stakeholders 
High power - Low Interest 
In this category, regulatory agencies, government, and hotel guests have been identified as external stakeholders. The government and regulatory agencies can drive the project process by setting legal requirements and policies for ensuring regulatory compliance; however, they have less interest in outcomes. On the other hand, Hotel guests can influence the project decision-making process through their real-time feedback on AI-powered interaction tools. 


Low power - Low Interest
General Public and Casual Travellers have been identified as external stakeholders for this category. This project focuses on providing personalised services to guests of the Hyatt Regency Hotel, which is mainly targeted at luxury and business travellers. The general public has no direct power over this project and is not even interested in the project outcomes. In addition, casual travellers, specifically price-sensitive individuals, also have no direct involvement in this project. 
[image: ]
Figure 5: Stakeholder Matrix
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The launch of "StaySmart+" needs a strategic stakeholder management practice, integrating AI-enabled tools with human-centric hospitality. The key stakeholders, such as employees, leadership, technology partners, and guests (consumers), play significant roles in ensuring the service delivers on its premium promise. 
Key roles and responsibilities of the stakeholders 
An executive sponsor is a senior-level leader of a company who offers strategic direction, resources, and supporting staff members to make final decisions (Tomlinson, 2022). The executive leadership of Hyatt Regency London, such as Sponsors and Board members, has the responsibility to define vision, secure funding, and approve strategic goals of the company. Additionally, their role is to offer resources as well as ensure the service aligns with international brand standards. On the other hand, the project manager refers to a key stakeholder for the service that has been launched by an international hotel chain, named "StaySmart+". In this context, the project managers of Hyatt Regency London have the key roles to manage implementation timelines, technology integration, and cross-functional team coordination across international markets. On the other hand, Attah et al. (2024) stated that a technology partner is an external organisation that collaborates with a specific company to offer specialised expertise, hardware, and software, driving innovation and digital transformation. Hyatt Regency London needs to collaborate with technology partners to achieve success after launching the service named "StaySmart+", such as AI professionals and experts. They have to deliver AI-enabled interaction tools as well as ensure seamless integration with the existing property management systems (PMS). Moreover, guests or consumers are the main stakeholders of Hyatt Regency London as the company aims to launch the service to meet their needs and experiences. In this context, guests have the roles such as testing and using the service and offering crucial information for AI personalisation, leading to increased ability for the hotel to assess their strengths and weaknesses. 


Benefits of key stakeholders 
The respective stakeholders bring the key benefits such as operational efficiency and enhancing guests' experiences. In this context, AI routine tasks decrease manual errors and free employees for high-value consumer communication and involvement. Additionally, "StaySmart+" includes a personalisation engine, which allows for tailored experiences like room settings and travel planning, building loyalty and increasing premium brand value. On the other hand, sustainability goal achievement and competitive differentiation are the two other key benefits. In this context, "StaySmart+" refers to a smart tool that will be launched by Hyatt Regency London, which helps in optimising resource usage, lowering costs, and developing sustainability metrics. StaySmart+ can also position Hyatt Regency London as a leader in innovative, luxury travel and eco-conscious travel. 
Challenging facing stakeholders 
Staff resistance, training, data privacy, and security are the major challenges that would be faced by the stakeholders. The staff members of the hotel may fear technology replacing them, requiring extensive retraining to shift from traditional to AI-powered roles. Additionally, managing AI-driven personal data, such as consumers' data and their personal details, needs global compliance to avoid breaches and build trust. On the other hand, high implementation costs and balancing tech with human touch are the other key barriers that would be faced by stakeholders of the Hotel. The management of AI-enabled tools entails financial investment, creating pressure for rapid ROI. The key issue lies in handling authentic hospitality while leveraging automated tools, which negatively influences the overall integration and management of the service. 
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RACI Matrix 
	Project Tasks/ Deliverables
	Executive leadership (sponsor and board members)
	Project manager 
	Hotel employees 
	Technology partners
	Guests (consumers) 

	AI guest interaction tool or software deployment 
	A/I
	R/C
	C
	R/A
	I

	Personalised travel planning system integration 
	A/I
	R/C
	I
	R/A
	C

	Sustainability-focused amenities strategy 
	A
	R
	R/C
	C
	I

	Employee training and operating procedures 
	I
	A/C
	R/C
	C
	-

	Global market customisation (local laws and languages)
	A
	R
	I
	R
	I

	Pre-launch performance analytics and audit 
	A
	R/A
	-
	C
	I


Table 2: RACI Matrix


The "StaySmart+" service that can be launched by the Hotel represents a high-stakes and technology-driven initiative that needs strict cross-functional alignment. According to the RACI matrix, technology partners have the key roles in improving and integrating the "StaySmart+" tool, and project managers must remain accountable for aligning these platforms with overall hotel workflows. The sustainability-focused amenities refer to a success factor of the hotel, and AI tool implementation by hotel workers is also a successful factor, who have roles in executing these services in real-time. Their early consultation is effective to ensure the operational feasibility of the "StaySmart+" based services. Additionally, the executive leadership may stay informed on technological milestones and remains accountable for budget approval and strategic alignment with industry standards. To reduce the project failure, the consulted roles may be limited to avoid bottlenecks for improvement, while an informed list aims at stakeholders who require updates for managing the "StaySmart+" service successfully. Additionally, the high reliance on responsibility for technology partners and accountability for project managers indicates a high-standard project design and structure targeted at rapid, consistent global deployment. 
Diffusion of innovation theory 
Hyatt Regency London can engage with their stakeholders for the StaySmart Launch by following the key concepts of diffusion of innovation theory, a communication-based theoretical model. Based on the statements of Khan et al. (2022), diffusion of innovation theory mainly focuses on early adoption, clear value messaging, and sustainability to enhance involvement. According to the concept of this model, executive leadership, such as the sponsor or board member of Hyatt Regency London, can highlight RIO by using a digital dashboard and their brand positioning against rivals, securing continued support. Additionally, the project manager and hotel employees can conduct interactive Town Halls and gamify training modules on AI tools, fostering proficiency and ownership. The technology partners of the Hyatt Regency London can involve into the steering committees to use project management software, synchronising AI implementation and sustainability goals. Moreover, the guests can demand personalised and AI-driven marketing that would be managed by StaySmart's comfort and eco-friendly features. The guests can survey during their stay for immediate feedback and perceived value, which encourages early adoption. 
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Critical analysis of stakeholder engagement process
Project Stakeholder Engagement Process
In the context of a project process, it is necessary to focus on the development of an appropriate plan to engage stakeholders. As reflected by Aaltonen et al. (2024), a strong stakeholder engagement plan can help to achieve success with the alignment of diverse stakeholders' needs and preferences. A stakeholder engagement framework covers five steps, including identification, planning, engagement, monitoring, and evaluation. In the first step, the identification phase, it is necessary to identify stakeholders as per their power and interest in the project process, which can help to categorize individuals successfully. In this stage, the utilisation of a power/interest grid might be beneficial for a project manager to identify key stakeholders successfully. After the identification of key stakeholders, the second phase is to develop a plan for engagement. It includes setting clear and realistic objectives alongside defining the project goals and purposes (Ashcroft, 2017). In this step, it is important to conduct different types of methods, such as surveys or workshops, for communicating with different stakeholder groups. 
The third step is to execute the stakeholder engagement, and for this phase, it is important to conduct different engagement activities, such as one-on-one interviews or meeting for understanding their perspectives regarding the project process. As reflected by Kujala et al. (2022), in stakeholder meeting sessions, proper transparency maintenance is necessary to build trust and mutual understanding. The fourth step focuses on making decisions as per stakeholder feedback. In a project process, it is important to integrate stakeholder feedback in a structured manner in terms of modifying project planning as per their needs and preferences (Christopher et al., 2013). The last step of the stakeholder engagement process is to measure the effectiveness of stakeholder engagement with the utilisation of project outcomes. In the context of the proposed project, this structured process might be effective for the Hyatt Regency Hotel to not only meet stakeholders' preferences but also achieve targeted goals successfully. 


Roles and responsibilities of a project manager to manage and eliminate stakeholder conflict
A project manager is responsible for managing stakeholder relationships by addressing conflicts throughout the project process. On one side, a project manager ensures that transparency in the communication process, while on the other hand, focuses on the employment of conflict resolution techniques by setting clear goals. As discussed by Sanyaolu et al. (2023), the majority of the time, project stakeholders have conflicting interests. In such a situation, a project manager needs to take proper responsibility to understand the reasons behind the conflicts and try to figure them out. In the proposed project process, the goal is set to improve the satisfaction levels of guests travelling in the Hyatt Regency Hotel, London. The main purpose of this project is to improve customer service experience by offering them personalised planning recommendations and prompting sustainable amenities, taken by the hotel management. In the initial phase of a project process, a manager must identify key stakeholders based on their interests and influencers that can help to develop a clear project plan (Kerzner, 2025). In response to this, the project manager must take responsibility to create an open communication channel for providing updates on a regular basis in terms of handling misunderstanding issues.
Strong communication skills, alongside active listening skills, are equally important for a project manager to address disagreements in the initial stage. Proper acknowledgment of individuals' concerns might be beneficial for fostering empathy and ensuring that individuals, both internal and external stakeholders, feel valued and empowered. 
Application of the 4C's model of conflict management
Communication
In a project process, for addressing conflict, open communication is defined as an essential factor. The effective and clear dialogue during the communication process can help to understand individuals' needs clearly, leading to the management of misunderstandings and taking necessary steps to handle arguments. 
Collaboration
There is a close difference between communication and collaboration, and proper management can help to handle conflict situations in a project process. As reflected by Dipuja and Wahyuni (2025), communication is defined as a process of information exchange, while collaboration refers to working together to ensure the production of shared outcomes. In the current project process, the project manager needs to motivate individuals to be involved in the decision-making process, supporting the development of group work levels, and helping to eliminate conflicts. 


Compromise
In the context of stakeholder conflict management, compromise is defined as a key strategy that can help to develop mutual understanding to reach an outcome. Compromise can help to generate solutions to complex problems, supporting on resolve disputes (Fousiani et al., 2025). Based on the current project purpose, a better understanding of the hotel's needs and customer preferences, it might be effective to achieve the targeted goals successfully and handle regulatory compliance as well. 
Control 
Control is also defined as consistency, which involves the management of emotions and acts strategically rather than emotionally. In a group project process, it can help to maintain consistency in a project process, supporting the prevention of future conflict situations among key stakeholders. 
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Impact of stakeholder engagement on the performance of the Hyatt Regency Hotel, London
The Hyatt Regency Hotel aims to develop customer satisfaction levels by providing them with personalised solutions with the inclusion of digital technologies. In response to this, the proposed project "StaySmart+" focuses on the integration of AI-powered guest interaction tools to develop customer service efficiency.  In response to this, the stakeholder engagement may provide significant impacts on the organisational performance levels. 
Improved operational performance and guest experiences
The engagement with IT developers can help to install an advanced automation system successfully in hotel rooms, which might be helpful to provide specialised services to customers as per their preferences. In addition, the input on the system regarding water and energy consumption levels may also maintain transparency in the customer service process, leading to improved guest satisfaction. As reflected by Treude and Gerosa (2025), in a software-based project process, clear communication with IT developers is important in order to maximise the project impacts, ensuring that the automated tools enhance operational performance or not. In the current project scenario, regular communication with developers can help to measure the performance of AI algorithms, leading to better performance maintenance. On one side, the feedback of developers can help to customise AI-powered chatbots for handling customer queries, while on the other hand, support to address technical glitches on the smart technologies. 


Positive sustainability impacts
The collaboration with government agencies can be helpful for the hotel to enforce regulations successfully as per government rules, alongside implement sustainable practices in a structured manner. In addition, the communication with guests can also help to understand individuals' needs, helping on the enhancement of brand reputation and build customer loyalty. The communication with regulatory agencies can help to maximise the positive impacts of the project, with the alignment of public policies. Engagement regularly can help to adhere to regulations and standards, helping to boost public trust. 
Enhanced financial performance 
Engagement with business partners and owners can help to make decisions regarding project investments. It not only helps to maintain consistency in the project process but also support to maintain a long-term competitive advantage with the alignment of regulatory policies. The alignment of guest needs with project goals can help to develop data-driven strategies and improve the financial performance of the hotel. In a project process, the communication with a business owner can help to boost profitability levels by focusing on strategic implementation of project outcomes (Braun et al., 2025).  The regular collaboration helps to ensure continuous financial support for allocating resources, while helping to boost productivity by developing staff efficiency levels. 
Future recommendations 
Implementing Agentic AI for Predictive Services
Based on the current automation trends, it is recommended for the Hyatt Regency Hotel to implement AI for predictive services. It might be beneficial for the hotel to boost guest satisfaction by offering them personalised experiences as per their demands. For example, through the analysis of historical data of guests, it can automatically set the room temperature. AI is able to manage room lighting as well as temperature based on prediction, helping in the reduction of energy consumption. Agentic AI utilisation can be beneficial for the hotel to provide innovative guest experiences due to its ability to automate complex tasks. It can identify flight delays of a guest and ensure to update the check-in time automatically based on the guest arrival times. In the current market scenario, the transition from reactive to proactive can easily improve guest experience levels, alongside building long-term customer loyalty, resulting in improved brand value. 


Integrating the Sustainability Scorecard 
In the current market dynamic, the majority of hotels and restaurant focus on the integration of sustainability initiatives to build a strong brand reputation. Often it has been noted that, mostly hotels use sustainability concepts for marketing, resulting in customer distrust and regulatory complexities. In response to this, it is recommended that the Hyatt Regency must integrate integrates a sustainability scorecard in its official reporting to maintain transparency in its regular actions. This app can display environmental savings such as water consumption levels or energy savings levels on a daily activities basis. This might be effective for the hotel to develop trust among guests and handle regulatory compliance issues. The rationale behind the selection of this strategy is that visible data in the official application can make the sustainability initiative engaging for guest experience, leading to improved brand reputation. 
Transitioning to a user-friendly Gust Identity Platform 
The transition to a user-friendly guest Identity platform might be an effective approach for enhancing the service of StaySmart+. The replacement of fragmented data into a unified profile can easily improve guest experience and develop financial performance. The rationale behind this recommendation is that this modern platform can support guests in managing their rooms and dining experiences as per their preferences, supporting the enhancement of guest loyalty, leading to the revenue margin improvement. 


[bookmark: _Toc227761939]Conclusion
AI is becoming an important factor in the global hospitality industry due to its ability to fulfil current market demands on personalised customer experiences and the optimisation of operational costs. Based on the proposed project process, it has come to light that the StaySmart+ project sets a mission to develop guest experience levels of Hyatt Regency Hotel by providing them personalised recommendations and focusing on the reduction of carbon footprints and the improvement of energy efficiency levels. The situational analysis has reflected that, even if the firm has focused on implementing advanced technologies; the government has enforced new regulations for sustainability standards globally, indicating a need to focus on sustainable initiatives. Theoretical frameworks have been applied here to provide a clear outline of the stakeholder engagement process. The evaluation of a project manager's roles and responsibilities has reflected the core responsibilities for the management of conflict situations and the achievement of positive outcomes. Better engagement with stakeholders can help the hotel to not only fulfil targeted objectives but also improve the brand image as a sustainable hotel. The integration of the sustainability scorecard alongside the implementation of Agentic AI might be helpful for the firm to improve business performance on a long-term basis. 
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