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[bookmark: _Toc228038984]INTRODUCTION
Radisson Hotel of Birmingham is a branch of Radisson Hotel Group, an international and dynamic hotel group with ten distinctive brands and more than 1,520 hotels in operation (Radisson Hotel Group, 2026.).
There are currently one people with significant control at RADISSON HOTELS UK LTD. One of the major shareholders of RADISSON HOTELS UK LTD is RADISSON HOTELS APS DANMARK, which owns 32240442 ORDINARY shares, with a total value of 32,240,442 GBP. (global database,2013-2026)
 Radisson hotel of Birmingham is a contemporary 4‑star hotel in a thirty-nine-floor tower in glass, near New Street Station and the Bullring. Its central location places guests within easy reach of Birmingham’s business centre, major shopping centres, cultural attractions and transport links, making it, a convenient base for business and tourists travellers.
The hotel offers 211 modern rooms and suites; all the windows are in glasses and that gives a panoramic view across Birmingham. Interiors have a nice, styled design with comfortable decor furnishings and amenities such as high‑speed Wi‑Fi and air conditioning. Guests can dinner at the Restaurant which serves British and European cuisine. Additional facilities include an 18th‑floor fitness centre with extraordinary views, business services and meeting spaces suitable for company events or small conferences. The hotel’s proximity to venues such as the International Convention Centre, Hippodrome Theatre and major entertainment districts enhances its demand for event and city visitors.
But, for purpose of improving and make easier accessibility and room service to the guests, 
Radisson Hotel of Birmingham is preparing to launch a new project called “smart room. which consists in opening the room door via Bluetooth in the Hotel app in the guest’ smart phone.
In this report, i will give an explanation of the project and make a swot and pestle analysis of Radisson Hotel of Birmingham, identify the relevant stakeholders (internal and external) their role, responsibilities, benefits and challenges, present the stakeholder tools, discuss about the stakeholders engagement, how to manage conflict and see the impact of stakeholders on the project then bring recommendations .


[bookmark: _Toc228038985]RADISSON HOTEL OF BIRMINGHAM ANALYSE OF THE SITUATION
[bookmark: _Toc228038986]THE PROJECT
The hotel company is facing important challenges, from employees’ shortages to rising operational costs and including consumer habits. These factors are redesigning how hotels must operate, pushing them to find innovative solutions to be efficient and enhance guest satisfaction Technology’s implementation in the hospitality industry is driven by three goals: meeting the evolving expectations of guests, increasing operational efficiency, and delivering a more personalized and seamless guest experience (JWU,2026).
The project that is about to be launched, consist in inserting in every hotel’s door, a digital system to open the room with a smartphone by using Bluetooth. After the check in, the guest receives an encrypted digital code and then unlocks the door over a short connection when the guest is nearby., using a mobile app with Bluetooth connection. It is a low energy consume, easy to use and very practice. It is a system that will reduce energy use and staff pressure during high season. This system will reduce operations cost about 10%.  
  

SMART framework of the project  

	SPECIFIC
	MEASURABLE 
	ACHIEVABLE
	RELEVANT
	TIME

	Create an app that guest will download where they will have all the services offer and the code for opening the room door
	Feedback from guests and room staff
	Intervention of a digital company to set up the room doors and a software builder to create the app  
	Offer facilities to guest to enter their room
	Start from 10th April and end by 22nd December 


[bookmark: _Toc228038987]SWOT ANALYSIS
[bookmark: _Toc228038988]Strengths
· Situated near New Street Station, the Bullring, and many business districts, easier to reach and find. The location gives strong probability to be hired for business event and tourists travellers.
· Great Reputation Radisson Hotel is known for consistent quality, modern design, and good service, and good room service which boosts customer trust and experience and repeat bookings.
· Modern Facilities and nice design features such as modern rooms, business meeting spaces, a local for fitness, and an on-site restaurant enhance guest experience.
· Located in a high and nice building Its unique architecture and high visibility help with brand recognition and marketing appeal.
[bookmark: _Toc228038989]Weaknesses 
· Radisson Hotel of Birmingham is situated in the centre of the town, which is very expensive, it faces high operating cost higher maintenance, and utility expenses, which can reduce profit margins.
· Limited parking available in central Birmingham, it can likely discourage guests who travel by car.
· Competition from Newer Hotels in Birmingham
· Perception of Being a high expensive hotel may be less appealing to families or tourists seeking for cheap hotel.
[bookmark: _Toc228038990]Opportunity 
· Growing Tourism in Birmingham many events, concerts, sports, and the city’s cultural growth increase demand for accommodation.
· Create partnerships opportunities to collaborate with local businesses, universities, and event organisers for long‑term contracts.
· Sustainability Initiatives Implementing eco‑friendly practices can attract environmentally conscious travellers and reduce costs.
· Technology upgrades enhancing digital check‑in, mobile concierge services, and smart‑room features can improve guest satisfaction.
· Food and beverage Innovation improving restaurant concepts or partnering with local chefs could attract guests and boost revenue.
[bookmark: _Toc228038991]Threats 
· Economic inflation, rising costs increase hotel spending, reduce consumer spending and this impact on the hotel profit.
· Intense local competition like Hilton, Hyatt, offer strong alternatives, increasing pressure on pricing.
· Growth of Airbnb and short‑term rentals these options are convenient to budget travellers and long‑stay guests, reducing hotel market share.
· Employees shortages in hotel, difficulty recruiting skilled staff can affect service quality and operational efficiency.
· Negative reviews or service issues due to the network, even small service failures can quickly impact reputation and bookings.
[bookmark: _Toc228038992]PESTEL ANALYSIS
[bookmark: _Toc228038993]Political factors 
· UK Hospitality Regulations: There are many laws, regulations and codes to consider before becoming a hotelier (assetsure,2026), Hotels must respect and follow food safety, fire safety, employment law, and health and safety standard.
· Government Tourism Initiatives National and local authorities often promote Birmingham as a business, leisure and touristic destination, that is a big benefit for   hotel demand.
· Political and security stability is generally stable, which supports consistent tourism and business travel.
· Visa and Immigration Policies Changes in visa rules can affect international visitor numbers, especially students and business travellers.
· Local Council Policies of Birmingham developed the Birmingham visitor destination plan 2022-2027 (Birmingham City Council, 2022) decide on transport, city development, and events directly influence positively hotel demand 
[bookmark: _Toc228038994]Economic factors  
· Inflation and rising prices for energy, food, and staffing increase hotel expenses and may reduce profit margins.
· Change in consumer way of spending can reduce leisure travel and encourage price sensitive booking behaviour.
· Business Travel Trends Corporate: travel is a major revenue source; economic downturns can reduce conference and business bookings
· Exchange Rates: a weaker value of pound can attract more international tourists, benefiting city centre hotels like Radisson.
· Competition in Birmingham Strong competition from Hilton, Airbnb, Travel lodge. Travelers enjoy the mass selection of rooms that Airbnb offers. You can quickly and conveniently book your room through an app and it is often less expensive than hotels.
[bookmark: _Toc228038995]Social factors
· Changing traveller preferences, guests nowadays expect personalised service, sustainability, and digital convenience.
· Growth of business and leisure travel increase demand for hotels with good amenities and central locations.
· Cultural diversity in Birmingham population increases demand for inclusive services, multilingual staff, and varied food and drinks options.
· Rise of Experience tourism travellers want unique experiences, pushing hotels to innovate beyond traditional accommodation.
[bookmark: _Toc228038996]Technological factors  
· Digital Check In and mobile services: Guests expect how often digital experiences, from mobile keys to online concierge services.
· Smart room technology automation, energy saving systems, and personalised room controls can improve guest satisfaction.
· Online reviews and reputation management platforms like TripAdvisor and Google reviews can deeply influence booking decisions.
· Booking Platforms and reliance on third party booking sites increases visibility but reduces profit margins due to commission fees.
· Cybersecurity requirements and guest data protection is essential, especially with online payments and digital check in.
[bookmark: _Toc228038997]Environmental factors 
· Guests starts adopting ecofriendly hotels, pushing Radisson Hotel to adopt green practices.
· Hotels use large amounts of electricity and heating, rising energy costs impact.
· Waste management regulations requirements for recycling and reducing food waste influence operational processes.
· Environmental certifications achieving certifications can improve brand image and attract eco travellers.
· Local Weather: Customers want to stay somewhere warm and relaxing. The weather in the local area is a deciding factor for whether someone chooses to stay at a certain hotel. This is not something that hotel owners can control, but they must understand the seasonal differences before pricing their rooms and adjust accordingly. (Makos,2025)
[bookmark: _Toc228038998]Legal factors  
· Employment Law Compliance, minimum wage increases, working hours regulations, and staff rights affect Human resource department operations.
· Health and Safety Legislation require that Hotels meet strict fire safety procedures and equipment, hygiene, and accessibility standards.
· Data Protection (GDPR) Handling guest information requires strong data security and compliance procedures.
· Licensing requirements on alcohol sales, music, and events require specific licences that must be maintained and update.
[bookmark: _Toc228038999]STAKEHOLDERS IDENTIFICATION
To fulfil its project, Radisson Hotel must in first step identify the stakeholders and secondly engage them all along the project ongoing. A stakeholder is the people, groups, and organizations that are impacted by, able to influence, or have an interest in your work, project, or organization (Allison Hendricks, 2026)
The Stakeholders are internal and external.  A good identification of them allows the company to well define their role, responsibilities benefits and challenges. For Radisson Hotel of Birmingham, here are the keys stakeholders

	Internal stakeholders
	External stakeholders

	General manager 
Radisson Hotel group                                                 
Operation manager
IT manager
Finance manager
Employees
	IT supplier
Guest
Local authority
Third party platform


[bookmark: _Toc228039000]KEYS STAKEHOLDER ROLE AND RESPONSIBILITIES
	Stakeholders
	Roles and responsibilities 

	General manager
	strategic oversight the local project and ensure alignment with the company goal, coordinate departments 

	Operation and IT manager
	Ensures smooth implementation. Choose the wright tools and
leads technical integration and ensure cybersecurity measures   

	Finance manager
	 monitors costs and return on investment 

	Employees
	daily system users. Use mobile systems, update room status, report issues

	Radisson Hotel group
	set brand standards, launch the project and establish the budget  

	IT supplier
	provide software, hardware, and support, make the configuration of the software and solve problem  

	Guest
	end users whose satisfaction determines success.

	Local authorities
	Ensure legal requirements are applied  

	Third party platform
	require system integration and maintenance 


[bookmark: _Toc228039001]KEYS STAKEHOLDERS’ BENEFITS AND CHALLENGES
	Stakeholders
	Benefits 
	Challenges

	General manager
	Better operational efficiency and guest experience
	Balancing project work with daily hotel operations

	Operation and IT manager
	More reliable systems, automation, better reporting
	Legacy system integration, technical complexity, training needs

	Finance manager
	Better cost control, improved billing, more accurate reporting
	Budget pressure, hidden implementation costs

	Employees
	Faster room turnover, better coordination, less paperwork
	Devise adoption, process changes, inconsistant usage

	Radisson Hotel group
	Return on investment, occupancy rates, revenue earn per occupied room growth, profit, be more competitive
	High upfront cost, uncertain ROI, risk of delays

	IT supplier
	Prompt payments, long-term collaboration Access to modern tools and expert support
	Deadline and customer expectations, support delays, software customization 

	Guest
	Better, quick and easy experience and automation
	Privacy and usability issues, preference for face-to-face service

	Local authorities
	Keep guests protected  
	Privacy policies are respected

	Third party platform
	More profit 
	Avoid system failure, dependency on third parties 


[bookmark: _Toc228039002]STAKEHOLDER ANALYSIS TOOLS
[bookmark: _Toc228039003]Stakeholder map
	Power/ Interest
	High interest
	Low interest

	High power
	Radisson hotel group
Managers
	Local authorities
IT supplier

	Low power 
	Employees
guest
	Third party platform



Radisson Hotel group and managers have high interest and high power because they are the centre of the project, the implementation and the project success depend on them.
Local Authority and IT suppliers have high power and low interest because they can impact on the implementation of the project and the success of the project have no impact on them.
The employees and the third-party platform hove low power and high interest because they cannot change nothing in the implementation of the project but are more affected by the project.
[bookmark: _Toc228039004]Stakeholder mapping  
high
	KEEP SATISFIED
	MANAGE CLOSELY

	Local Authority
IT suppliers
	Radisson Hotel Group
Managers

	MONITOR
	KEEP INFORMED

	Employees
Guest
	Third party platform






Power   



   Low                                                                                   Interest                                                                      high  
[bookmark: _Toc228039005]STAKEHOLDER ASSESSMENT
	Stakeholder
	Level of interest
	Level of involvement 
	Level of influence
	Level impacted by the project

	Radisson Hotel Group
	High
	High
	High
	High

	Managers
	High
	Medium
	Low
	Low

	Employees
	High
	High
	Medium
	Medium

	IT supplier
	Medium
	High
	Low
	Low

	Guests
	High 
	Medium
	Medium
	High

	Local Authority 
	Low
	Low
	High
	Low

	Third party platform
	high
	medium
	low
	medium



The level of interest indicates how important the project is for each stakeholder.
The level of involvement indicates how important their actions and participation in the project are required.
The level of influence indicates how important their decision and behaviour can change the project
The level of impacted by the project indicates how much the project can affect the stakeholder
[bookmark: _Toc228039006]STAKEHOLDERS ENGAGEMENT PLAN
[bookmark: _Toc228039007]LEVEL OF ENGAGEMENT
	stakeholders
	unaware
	resistant
	neutral
	supportive
	leading

	Radisson Hotel Group
	
	
	C
	D
	D

	Managers
	
	
	
	C
	D

	Employees
	
	
	C
	
	D

	IT supplier
	
	
	C
	D
	

	Guests
	
	
	
	C
	D

	Local Authority 
	
	
	
	C
	D

	Third party platform
	
	
	C
	D
	


C= current      D= desire
[bookmark: _Toc228039008]COMMUNICATION PLAN
	
	Every two days
	weekly
	Monthly 

	Radisson hotel group
	
	email
	Report

	Managers
	VC
	F2F
	email

	IT supplier
	 
	F2F meeting
	report

	Employees
	
	email
	

	Guest
	
	
	email

	Local authorities 
	
	
	email

	Third party platform
	
	
	email



VC= video call    F2F= face to face

The communication plan indicates the different channels and frequencies use to be in contact with the stakeholders. It is very important and necessary to communicate with the stakeholders involve in a project.
The Radisson Hotel group will be informed weekly by email and monthly by a report on the ongoing of the project.
The different managers will have a face to face meeting every two days to talk about eventual issues, changes and a face-to-face meeting weekly to have the indications on the next week. They will receive an email monthly to be informed on the progression.
IT supplier, a face to face meeting every week to determine the objectives of the next week and essential progress and issues of the week, and present a report monthly to define the work done  
Every week an email will be sent to the employees to notify them about progress and eventual training.
Guest third, party platform and Local Authority will be informed monthly by email about the progress.  
[bookmark: _Toc228039009]RACI MATRIX 
A RACI Matrix is a simple matrix that clarifies who is Responsible, Accountable, Consulted, and Informed (RACI) for every task in a project. It helps teams avoid confusion, streamline 
communication, and ensure that nothing falls through the cracks (Brett Harned,2025)

	
	Radisson Hotel group
	managers
	IT supplier
	employees
	Guest 
	Local Authority 

	Project define
	C
	R
	C
	I
	I
	I

	Approve budget
	R
	C
	I
	I
	I
	I

	System configuration
	I
	A
	R
	C
	I
	I

	Test and feedback 
	I
	I
	I
	R
	R
	I


Responsible: The person in charge of the work to complete the task.
Accountable: The person who answers for the correct completion of the task.
Consulted: Person who provide input and feedback before the work is completely delivered.‍
Informed: People who need to be kept up to date on progress or decisions.
[bookmark: _Toc228039010]MANAGEMENT OF CONFLICTS 
Implement a project ask the intervention of many people, group or structure, which have different objectives, different ways of doing or understanding. Manage all these people or group at the same time for one goal is certainly subject to conflict. Conflict has always existed in any workplace, but how we face it can make the difference. Conflict management is a necessary skill in the workplace that managers may have to foster a more productive and harmonious work environment. Conflicts are opportunities for growth and learn, managers can transform conflicts into a positive way for change. It is so important to identify the different eventual sources of conflict and be prepared to handle them.
[bookmark: _Toc228039011]CAUSE OF CONFLICTS 
· Schedule conflict which is when an individual has two or more work-related priorities at the same time and is unable to attend both, which could cause colleagues to put pressure onto the individual, causing unwanted discussions, 
· Conflict of priorities which is when someone is unable to commit to different tasks given all at the same time. 
· Resource conflict which is a dispute over the ownership and competing over the same limited resources.  
· Technical conflict is when problems happen because of systems or technology not working properly or not working together, such as not being able to check guests in.
· Conflict over administration is when disagreements occur because of management decisions, policies or how the hotel is supposed to be organised. 
· Personality conflict in a hotel environment is when colleagues don’t get along because of differences in their attitudes and ways of working. 
· Cost conflict, this is when there are disagreements over spending, budgeting, or how money should be spread around the job.
[bookmark: _Toc228039012]CONFLICT MANAGEMENT   
For a manager to avoid or resolve these situations, they would have to be able to listen and practice active listening, allowing the worker to finish without any interruptions involved. The manager should also be able to respond appropriately with one or more solution option, they should also have the ability to ask questions to get a deeper understanding of the entire situation, showing a willingness to solving the problem. Lastly the ability to evaluate whether the objection is handled or whether it should be escalated any further. It is also important to build trust with all the stakeholders, by creating a good relationship, show interest to them and respect their culture and never hesitate to ask for help. Conflict management must incorporate the 4C’s model: communication, collaboration, consulting, commitment.

· Communication: effective communication is the foundation of conflict management. By communicating openly and honestly, you can express your thoughts, opinions, and concerns while also actively listening to others. Be mindful of your non-verbal cues and choose your words carefully to avoid misunderstandings. Encourage a culture of open dialogue, where everyone feels comfortable sharing their viewpoints without fear of judgment or repercussions (Rawat,2024).
· Collaboration: Collaboration is an important tool when it comes to resolving conflicts. Set up collaboration working together, you can put out the power of diverse point of view and find mutual benefit solutions. Create an environment that encourages brainstorming, active participation. By involving all parties in the decision-making process, you can increase possibilities to find resolutions that address everyone's needs and interests.
· Consulting: For eventual changes in the project, consulting the stakeholders involve is crucial. The stakeholders feel important and really involved in the project process. They become more susceptible to participate, understand and tolerate certain changes.
· Commitment: Stakeholders involvement is important to be known at every step of the project. This permit to know which person or group to talk to in case of conflict.
[bookmark: _Toc228039013]CONFLICT RESOLUTION   
Despite all the strategies used to avoid conflict, it can probably happen. A good approach to solve conflict is to use Thomas and Kilmann conflict model.
[image: ](Mishra,2021)

· Competing: At the top left end of the chart, we find competing at the right, this means that we use competition to solve conflict. At the same time, we become uncooperative. However, this strategy is not bad, this strategy is more appropriated when we need speedy conflict resolution.
· Avoiding means passivity in conflict management. It is a situation where confrontation is best avoided. This approach does not resolve the conflict, but the cost of confrontation and resolution is less important than the cost of living with the conflict. However, the conflict may appear 
· Accommodating: Accommodating mode it is being able to be okay with giving up your position. We sacrifice our own problems and situations to let the other party be happy and satisfied.
· Collaborating We use collaborating mode when we are on the same level of understanding a situation with the opposing party. Both parties have similar power and authority and are ready to work together for their benefit.
· Compromising: In this situation, we approach the conflict as a compromise, which is when each conflicting party gets something and give up something they want. It is a winner/winner situation.

[bookmark: _Toc228039014]IMPACT OF STAKEHOLDERS
Stakeholders can impact a project through various channels, by communication, advocacy efforts, feedback and regulatory pressure. Recognizing these influences, businesses can adapt strategies to deal with stakeholder recommendations, suggestions while achieving their objectives. Engaging stakeholders in a business brings more efficiency and avoid difficulties before and during the project implementation. For instance, Local Authority may impose requirements that impact business operations, it is so necessary to involve them in your project.                                                                                                                                         The Radisson Hotel group can impact the project by avoiding adding more finance in the project.                                                                                                                                                  The employees all together can be resistant to a change in their ways and habit in the workplace, so taking them in consideration may turn easier the accomplishment of the work.
[bookmark: _Toc228039015]CONCLUSION   
To build up a business successfully, it is necessary to identify and engage keys stakeholders. If you know who your stakeholders are, you are in a better position to manage and engage them and turn them into supporters (Hendricks,2026). Identifying the wright stakeholders is important, this determine how classify them from important, influential and powerful. Engaging stakeholders can help inform decisions and provide the support you need for long-term sustainability, bring important issues to light and encourage your organization to develop corporate social responsibility. Stakeholders can be a valuable source of information for your organization. Establishing a good engagement and communication plan and collaborating with stakeholders will help the business reach success and growth.
[bookmark: _Toc228039016]RACOMMENDATIONS  
· Be always in contact with Local Authority to get up to date on the legal requirements 
· Keep the employees informed about changes progress and feedback received from guests and provide right training for them.
· The Radisson Hotel group must receive regular report on the ROI (return on investment), the progress and guest feedback.
· Be in contact with the IT suppliers in case of failure or up to date of the system. Be ready to improve the system in case of news technology available.
· Contact previous guest to have feedback and eventual suggestions                                                                                                                       
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