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1.Introduction 
The global hospitality industry has experienced significant transformation in recent years due to rapid technological advancements, changing customer expectations, and increasing emphasis on sustainability. International hotel chains are continuously developing innovative services to enhance guest experiences and maintain competitive advantage in an increasingly dynamic market environment. One of the major players in this sector is Radisson Blu, a premium hotel brand that operates under the Radisson Hotel Group, one of the world’s largest hotel companies with properties across Europe, Asia, Africa, and the Americas (Radisson Hotel Group, 2023).
Radisson Blu is recognised for its modern design, high-quality service standards, and strategic locations in major cities and tourist destinations. The brand focuses on delivering personalised guest experiences while integrating innovative technologies and sustainable hospitality practices. To strengthen its market position and respond to the evolving needs of modern travellers, Radisson Blu is preparing to launch a new premium service called StaySmart+.
StaySmart+ is an innovative hospitality service designed to enhance guest satisfaction through the integration of artificial intelligence-driven guest interaction tools, personalised travel planning systems, and sustainability-focused amenities. The service aims to improve operational efficiency while offering guests a more seamless and customised hotel experience. The rollout of this service is planned within a six-month timeframe and will initially be implemented across selected Radisson Blu hotels in both local and international markets. Innovation and technology adoption have become critical success factors within the hospitality industry (Morrison, 2019).
However, the successful implementation of a new service of this scale requires effective collaboration among a wide range of stakeholders. These stakeholders include internal groups such as hotel management, marketing teams, and operational staff, as well as external stakeholders including technology providers, customers, investors, and regulatory bodies. Stakeholders are individuals or groups that can influence organisational outcomes (Freeman, 1984; Bryson, 2018). According to stakeholder theory, organisations must actively manage relationships with individuals and groups who can influence or be influenced by organisational activities (Freeman, 1984).
Therefore, effective stakeholder engagement is essential for ensuring the successful development, implementation, and adoption of the StaySmart+ service. As highlighted by Ashcroft (2017), building strong stakeholder relationships contributes significantly to organisational performance and long-term sustainability. This report will critically analyse how key stakeholders can be identified, engaged, and managed throughout the project lifecycle using relevant stakeholder engagement frameworks and strategic management theories

2. Company Appraisal: SWOT and PESTLE Analysis 
Before implementing a new service such as StaySmart+, it is essential to conduct a situational analysis to evaluate the organisation’s internal capabilities and external environment. Strategic tools such as SWOT and PESTLE analysis help organisations understand opportunities, risks, and competitive positioning within the global hospitality industry (Johnson, Scholes and Whittington, 2017).
 Strategic analysis tools such as SWOT help organisations evaluate internal capabilities and external market conditions (Griffin, 2017). Linking strategy implementation with operational performance improves organisational competitiveness (Kaplan and Norton, 2008).

SWOT Analysis
	Strengths
	Weaknesses

	Strong global brand recognition
	High operational costs associated with premium hospitality

	Wide international presence
	Dependence on tourism and global travel trends

	Reputation for high service quality and modern design
	Implementation of advanced technology may require significant investment

	Established loyalty programmes
	Staff training required for new AI-driven systems



	

Opportunities
	
Threats

	Growing demand for personalised, digital experiences
	Intense competition from Marriott, Hilton

	Increasing interest in sustainable tourism
	Economic instability affecting international travel

	Expansion of AI technology
	Cybersecurity and data privacy concerns

	Partnerships with technology providers
	Rapid changes in consumer expectations



The StaySmart+ service aligns strongly with Radisson Blu’s strengths in innovation and premium guest experiences. However, the company must also address potential weaknesses such as technology investment and employee training requirements.

PESTLE Analysis
A PESTLE analysis evaluates the external macro-environmental factors influencing organisational strategies (Kotler and Keller, 2016).
Political factors include international tourism policies, visa regulations, and government support for sustainable tourism initiatives. Political stability in host countries directly influences hospitality operations.
Economic factors such as global inflation, exchange rate fluctuations, and consumer spending patterns can significantly affect travel demand and hotel occupancy rates.
Social factors highlight changing consumer preferences. Modern travellers increasingly demand personalised experiences, digital convenience, and environmentally responsible services.
Technological factors are particularly relevant for the StaySmart+ service. Advances in artificial intelligence, mobile applications, and digital concierge services are transforming how guests interact with hotels.
Legal factors include data protection regulations such as GDPR, which affect how guest information collected through AI systems must be stored and managed.
Environmental factors are increasingly important in hospitality. Guests expect hotels to adopt sustainable practices such as energy efficiency, waste reduction, and eco-friendly amenities.

SMART Objectives for the StaySmart+ Project
To ensure effective project implementation, the following SMART objectives have been demanded as:
Specific: Launch the StaySmart+ service across selected Radisson Blu hotels in key international markets.
Measurable: Achieve a 15% increase in guest satisfaction scores within the first year of implementation.
Achievable: Train at least 80% of hotel staff on the new AI-driven guest interaction system before launch.
Relevant: Strengthen Radisson Blu’s competitive position by delivering innovative and personalised guest experiences.
Time-bound: Successfully deploy the service within the six-month project timeline.
These objectives provide clear direction for the project manager and ensure alignment with the organisation’s strategic goals.

3. Identification of Key Internal and External Stakeholders 
The successful launch of the StaySmart+ service at Radisson Blu hotels requires the involvement and cooperation of multiple stakeholders whose interests and actions can significantly influence the project outcome. Stakeholders are individuals or groups that can affect or are affected by an organisation’s activities (Freeman, 1984; Bryson 2018), also he argues that key stakeholders are those who are direct affected by an organisation. Effective stakeholder identification enables project managers to understand stakeholder expectations, manage relationships, and ensure project success.
Stakeholders involved in the StaySmart+ project can be categorised into internal stakeholders, who are directly involved in organisational operations, and external stakeholders, who influence the organisation from outside the company.
Internal Stakeholders
role in the planning, development, and implementation of the StaySmart+ service.
Senior Management
Senior executives within Radisson Hotel Group provide strategic direction and approve investments required for the development and implementation of the new service. Their support is essential for allocating financial resources, setting organisational priorities, and ensuring that the project aligns with the company’s long-term strategy.
Project Management Team
The project manager and the project team are responsible for coordinating all aspects of the StaySmart+ rollout. Their responsibilities include planning timelines, managing resources, overseeing stakeholder communication, and ensuring the project is completed within scope, budget, and schedule.
Product Development and IT Teams
These teams are responsible for designing and implementing the technological components of StaySmart+, including artificial intelligence-driven guest interaction systems and digital travel planning tools. Their expertise ensures the service is reliable, secure, and user-friendly.
Marketing and Sales Departments
The marketing and sales teams play a crucial role in promoting the StaySmart+ service to potential guests. They develop marketing strategies, communication campaigns, and promotional materials to increase customer awareness and encourage customer satisfaction.
Hotel Operations Staff
Front desk employees, concierge teams, and hospitality staff interact directly with guests. Their role is essential in delivering the StaySmart+ experience and ensuring that the technology integrates smoothly with traditional hospitality services.
External Stakeholders
External stakeholders also have a significant influence on the success of the project.
Guests and Customers
Customers are one of the most important stakeholders because the success of StaySmart+ depends on their acceptance and satisfaction with the new service implementation.
Technology Providers
External technology partners are responsible for supplying and maintaining AI systems, software platforms, and digital infrastructure necessary for the service to generate an facile way of reservation.
Investors and Shareholders
Investors expect the project to contribute to increased profitability, brand value, and competitive advantage.
Government and Regulatory Bodies
Regulatory authorities influence hospitality operations through data protection laws, safety regulations, and environmental policies.
Local Communities and Tourism Organisations
Local tourism boards and communities benefit from increased tourism activity generated by innovative hospitality services.
According to stakeholder management theory, organisations must prioritise stakeholders based on their power, influence, and level of interest in the project (Mitchell, Agle and Wood, 1997). Understanding these relationships helps project managers design effective engagement strategies that ensure stakeholder cooperation and long-term project success.

4. Roles, Responsibilities, Benefits and Challenges of Key Stakeholders 
For the successful implementation of the StaySmart+ service, it is essential to clearly define the roles and responsibilities of each stakeholder involved in the project. Stakeholders contribute different resources, expertise, and perspectives that influence the effectiveness of project implementation. According to Ashcroft (2017), organisations that manage stakeholder relationships effectively are more likely to achieve long-term strategic success. Ethical stakeholder management contributes to sustainable business relationships (Carroll and Brown, 2018).
Senior Management
Senior management within Radisson Hotel Group is responsible for providing strategic leadership and ensuring that the StaySmart+ project aligns with the organisation’s overall business objectives. Their responsibilities include approving budgets, allocating resources, and supporting the project manager in decision-making processes.
The benefit of senior management involvement is their ability to provide strategic direction and financial support. However, challenges may arise if there are competing organisational priorities or if decision-making processes become slow due to hierarchical approval structures.
Project Manager and Project Team
The project manager plays a central role in coordinating all activities related to the development and implementation of StaySmart+. Their responsibilities include project planning, stakeholder communication, risk management, and ensuring that the project meets its deadlines and objectives.
The project team provides operational support by managing daily project tasks and collaborating with different departments. The main benefit of this stakeholder group is their ability to ensure efficient project execution. However, challenges may include resource constraints, communication barriers, or resistance to organisational change.
Product Development and IT Teams
The IT and product development teams are responsible for designing and implementing the technological infrastructure required for the StaySmart+ service. This includes AI-powered guest interaction tools, mobile applications, and data management systems.
These teams contribute technical expertise and innovation that enable Radisson Blu to deliver a technologically advanced guest experience. However, potential challenges include system integration issues, cybersecurity risks, and the need for continuous system updates and maintenance.
Marketing and Sales Departments
Marketing and sales teams are responsible for promoting the StaySmart+ service and communicating its benefits to potential customers. Their responsibilities include developing marketing campaigns, managing digital promotions, and supporting customer engagement strategies.
The benefit of these stakeholders lies in their ability to increase customer awareness and generate demand for the new services. However, challenges may arise if marketing messages are not effectively aligned with the service capabilities or customer expectations.
Hotel Operations Staff
Front desk employees, concierge staff, and other hospitality professionals are responsible for delivering the StaySmart+ experience to guests. Their role involves interacting with customers, supporting the use of digital tools, and ensuring service quality.
The main benefit of operational staff is their direct interaction with guests, which influences customer satisfaction. However, staff may face challenges such as adapting to new technologies, increased workload, or insufficient training.
External Stakeholders
External stakeholders such as technology providers, customers, and regulatory authorities also play important roles. Technology partners support system development, customers influence service success through feedback and usage, and regulatory bodies ensure compliance with data protection and hospitality regulations.
Managing these stakeholders effectively helps ensure smooth project implementation while reducing risks associated with technological adoption and regulatory compliance.

5. Stakeholder Engagement Frameworks and Management Tools 
Effective stakeholder engagement requires structured frameworks and management tools that help project managers coordinate stakeholder relationships and responsibilities. Several project management tools can be used to support the successful implementation of the StaySmart+ service.

Stakeholder Matrix (Power–Interest Grid)
One widely used framework for stakeholder analysis is the Power–Interest Matrix, which categorises stakeholders based on their level of influence and interest in the project (Johnson, Scholes and Whittington, 2017).

	Stakeholder
	Power
	Interest
	Engagement Strategy

	Senior Management
	High
	High
	Manage closely

	Project Team
	High
	High
	Manage closely

	IT and Technology Providers
	High
	Medium
	Keep satisfied

	Marketing and Sales
	Medium
	High
	Keep informed

	Hotel Staff
	Medium
	High
	Engage actively

	Customers
	Medium
	High
	Keep informed

	Regulatory Authorities
	High
	Low
	Keep satisfied


This matrix helps project managers prioritise stakeholder engagement strategies and allocate resources effectively.

RACI Matrix
The RACI Matrix is a responsibility assignment tool used to clarify stakeholder roles within a project. RACI stands for Responsible, Accountable, Consulted, and Informed.

	Project Activity
	Responsible
	Accountable
	Consulted
	Informed

	Service Design
	Product Development Team
	Project Manager
	Senior Management
	Marketing Team

	AI System Implementation
	IT Team
	Project Manager
	Technology Providers
	Hotel Staff

	Marketing Campaign
	Marketing Department
	Senior Management
	Project Manager
	Customers

	Staff Training
	HR Department
	Project Manager
	Hotel Managers
	Employees

	Service Launch
	Project Team
	Senior Management
	Marketing Team
	All Stakeholders


This framework improves transparency and prevents confusion regarding stakeholder responsibilities.

Stakeholder Engagement Plan
A stakeholder engagement plan outlines how stakeholders will be involved throughout the project lifecycle. Key elements include identifying stakeholders, understanding their expectations, and selecting appropriate communication strategies.
For example:
Senior management will receive regular progress reports and strategic updates.
Hotel staff will participate in training workshops and feedback sessions.
Customers will be informed through marketing campaigns and digital platforms.
Effective stakeholder engagement improves organisational trust and project outcomes (Bourne, 2016).

Communication Plan
Communication plays a critical role in maintaining stakeholder engagement. A structured communication plan ensures that relevant information is delivered to the right stakeholders at the appropriate time.

	Stakeholder
	Communication Method
	Frequency

	Senior Management
	Project reports and meetings
	Monthly

	Project Team
	Team meetings
	Weekly

	Hotel Staff
	Training sessions and briefings
	Bi-weekly

	Customers
	Marketing campaigns and digital updates
	During launch

	Technology Partners
	Technical meetings
	As required



According to Christopher, Payne and Ballantyne (2013), effective communication strengthens stakeholder relationships and increases the likelihood of project success.

6. Stakeholder Engagement Process Using the 4C’s Model 
Effective stakeholder engagement is critical for the successful development and implementation of the StaySmart+ service at Radisson Blu. The 4C’s Model—Communication, Collaboration, Consultation, and Commitment—provides a structured approach to engage stakeholders throughout the project lifecycle (Bourne, 2015). Effective stakeholder engagement improves organisational trust and project outcomes (Bourne, 2016). Applying this model enables the project manager to align stakeholder expectations, reduce resistance, and facilitate smooth service adoption across multiple international markets.

Communication
Communication is the foundation of stakeholder engagement. It involves delivering timely, accurate, and relevant information to stakeholders to maintain transparency and trust. For the StaySmart+ project, communication strategies include:
Senior Management: Regular strategic briefings and progress reports. Monthly executive meetings will provide updates on project milestones, budget utilisation, and risk assessments.
Project Team: Weekly team meetings, internal newsletters, and project management software (e.g., MS Project, Asana) to ensure clear task allocation and progress monitoring.
Hotel Staff: Bi-weekly briefings, digital newsletters, and hands-on workshops to explain service functionality and expected operational changes.
Customers: Pre-launch digital campaigns, email notifications, and in-hotel communications introducing StaySmart+ features.
Effective communication reduces misunderstandings, builds trust, and ensures all stakeholders are informed about project developments (Christopher, Payne and Ballantyne, 2013). However, challenges may arise from cultural differences in international markets, language barriers, and differing stakeholder priorities. To mitigate these risks, communication must be multichannel, culturally sensitive, and feedback oriented.

Collaboration
Collaboration involves stakeholders working together to achieve shared objectives. For StaySmart+, collaboration is essential between project management, IT teams, marketing departments, and hotel operations. Examples include:
Co-developing AI functionalities with technology providers to ensure system usability.
Marketing and sales teams collaborating with operational staff to design customer-facing promotions and ensure practical service delivery.
Regional hotel managers participating in pilot testing, providing feedback on workflow integration and guest satisfaction.
Collaborative engagement encourages shared ownership, facilitates problem-solving, and increases the likelihood of successful adoption. Potential challenges include coordination across time zones, differing cultural work styles, and competing departmental priorities. A matrix structure and regular cross-functional workshops can address these challenges (Johnson, Scholes and Whittington, 2017).



Consultation
Consultation involves actively seeking stakeholder input to inform decision-making. This ensures the StaySmart+ service aligns with stakeholder needs and expectations. Methods of consultation include:
Surveys and focus groups with guests to understand preferences for personalised and AI-driven services.
Internal feedback sessions with hotel staff to identify operational challenges and training needs.
Technical reviews with IT and external technology providers to address system limitations and security concerns.
Consultation fosters a sense of inclusion and can prevent resistance by allowing stakeholders to influence project design. Ethical considerations, particularly regarding guest data and privacy, must be addressed during consultation to maintain compliance with regulations such as GDPR.
Commitment
Commitment represents stakeholders’ dedication to supporting project goals. For StaySmart+, building commitment involves:
Engaging senior management to champion the project publicly, ensuring organisational alignment.
Recognising and rewarding hotel staff and operational teams for adopting new processes and technologies.
Maintaining consistent service quality and responsiveness to guest feedback, reinforcing customer commitment.
Commitment is strengthened through clear accountability, incentives, and ongoing engagement. Challenges include sustaining motivation during long project timelines and balancing competing stakeholder interests.
Conflict Management
Stakeholder engagement inevitably involves conflict due to differing priorities, interests, or cultural perspectives. The project manager must apply conflict resolution strategies such as:
Proactive identification of potential conflict areas through stakeholder analysis.
Mediation and negotiation to align conflicting interests.
Transparent communication to clarify expectations and responsibilities.
By integrating the 4C’s model, Radisson Blu can ensure that stakeholders are informed, engaged, and committed, thereby increasing the likelihood of successful StaySmart+ adoption across international markets (Ashcroft, 2017).


7. Evaluation of Stakeholder Engagement Impact on Business Performance and Recommendations 
Stakeholder engagement has a direct impact on Radisson Blu’s business performance, particularly when launching innovative services such as StaySmart+. Effective engagement enhances service adoption, operational efficiency, and competitive advantage. Linking strategy implementation with operational performance improves organisational competitiveness (Kaplan and Norton, 2008).
Impact on Business Performance
Enhanced Guest Satisfaction
Engaging customers through surveys, focus groups, and digital communication ensures StaySmart+ meets guest expectations. Research indicates that personalised experiences positively influence guest satisfaction and loyalty (Christopher, Payne and Ballantyne, 2013). Engaged hotel staff who understand and support the service also contribute to improved guest experiences. Customer engagement and digital interaction significantly influence service adoption and brand loyalty (Sigala, 2018).
Operational Efficiency
Collaboration with IT and operations teams ensures seamless integration of AI-driven tools with existing systems. Stakeholders’ proactive involvement in training and process design reduces errors, accelerates adoption, and improves service delivery efficiency.
Innovation and Competitive Advantage
By involving senior management, technology providers, and marketing teams, Radisson Blu leverages stakeholder expertise to introduce innovative features that differentiate the brand from competitors. Engaged stakeholders provide insights that help anticipate market trends and customer needs, strengthening the company’s market position.
Risk Management and Compliance
Consulting with regulatory authorities and IT security teams mitigates potential risks associated with data privacy, system vulnerabilities, and ethical considerations. Proactive stakeholder engagement ensures legal compliance, enhancing organisational reputation.

Recommendations for Future Stakeholder Engagement
Formalised Engagement Frameworks
Adopt structured frameworks such as stakeholder matrices, RACI charts, and the 4C’s model for all future projects to ensure clarity of roles, responsibilities, and communication channels.
Continuous Feedback Mechanisms
Implement ongoing feedback loops with customers and employees to evaluate service performance and inform imperative improvements. Digital platforms and analytics tools can streamline feedback collection.
Cross-Cultural Training
Provide cultural awareness training for project teams managing international hotels. Understanding local business practices and guest expectations ensures effective stakeholder collaboration in diverse markets.
Recognition and Incentive Programs
Encourage long-term stakeholder commitment by introducing recognition programs for employees and partners who contribute significantly to project success. Rewarding engagement fosters motivation and loyalty.
Sustainability Alignment
Incorporate environmental and social sustainability objectives into stakeholder engagement strategies. Aligning project goals with stakeholder values increases buy-in and enhances brand reputation.
Strategic Technology Partnerships
Strengthen relationships with external technology providers to ensure continuous innovation and service scalability. Collaborative partnerships reduce implementation risks and accelerate adoption.
By implementing these recommendations, Radisson Blu can maximise the benefits of stakeholder engagement, enhance business performance, and sustain competitive advantage in the global hospitality sector.





8. Conclusion 
This report has critically examined the role of stakeholder engagement in the development and rollout of the StaySmart+ service at Radisson Blu. The analysis demonstrates that effective stakeholder identification, clear definition of roles and responsibilities, and structured engagement strategies are essential for project success. Internal stakeholders, including senior management, project teams, IT developers, marketing departments, and hotel operations staff, contribute diverse expertise, operational knowledge, and strategic oversight. External stakeholders, such as customers, technology providers, investors, and regulatory authorities, provide critical support, feedback, and compliance assurance.
Applying stakeholder management frameworks such as the Power–Interest Matrix, RACI Matrix, engagement plan, and communication plan allows the project manager to systematically manage stakeholder relationships. Additionally, the 4C’s model—Communication, Collaboration, Consultation, and Commitment—provides a comprehensive approach to maintain stakeholder alignment, mitigate conflicts, and enhance long-term engagement.
The evaluation indicates that effective stakeholder engagement positively impacts business performance, including higher guest satisfaction, improved operational efficiency, stronger brand differentiation, and reduced compliance risks. Strategic engagement also encourages innovation and enables Radisson Blu to respond proactively to market and technological changes.
Finally, the report provides recommendations for enhancing stakeholder engagement, including formalised frameworks, continuous feedback mechanisms, cross-cultural training, incentive programs, sustainability alignment, and strategic technology partnerships. Implementing these strategies ensures that Radisson Blu not only achieves the successful launch of StaySmart+ but also strengthens its capacity for future innovative projects, creating lasting value for the organisation and its stakeholders.
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