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Executive Summary 
Stakeholder engagement is very important for the success of modern organisations, especially in the hospitality industry where service quality and customer satisfaction are key to staying competitive. This report looks at stakeholder engagement at The Dorchester, a five-star luxury hotel in Mayfair, London. The aim of the report is to examine how stakeholders can be managed effectively to support the success of a business improvement project.
The report focuses on a project designed to improve customer experience by using digital technology and new service ideas. It includes a situational analysis using SWOT and PESTLE tools and sets SMART objectives to guide the project. The report also identifies key internal and external stakeholders and explains their roles, responsibilities, and level of influence within the organisation.
In addition, the report uses management tools such as the RACI matrix, stakeholder mapping, and communication planning to show how stakeholders can be involved throughout the project. The 4C’s model—communication, collaboration, consultation, and commitment—is also used to evaluate how stakeholder engagement can be improved. Possible conflicts between stakeholders are discussed, along with ways to manage these challenges.
Finally, the report explains how effective stakeholder engagement can improve business performance, including customer satisfaction, employee performance, and financial results. It also provides recommendations to help The Dorchester improve stakeholder relationships and achieve long-term success.
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Stakeholder Engagement at the Dorchester Hotel
1.Introduction

The Dorchester is a well-known five-star luxury hotel located in Mayfair, London. Since opening in 1931, it has built a strong reputation for its history, high-profile guests, and excellent service. The hotel belongs to the Dorchester collection, which is owned by the Brunei Investment Agency. It operates in the luxury hospitality industry, a highly competitive sector where customer satisfaction is essential.

The hotel has around 250 rooms and suites, along with several high-end restaurants, including a three-Michelin-starred dining option. It also offers spa services and hosts events. The Dorchester focuses on providing high-quality guest experiences, maintaining its prestigious image, and continuously improving its services through upgrades and innovation.

This report will examine how stakeholders are engaged at The Dorchester Hotel. It will begin by explaining the project context and then carry out a situational analysis. The report will identify key stakeholders and assess how they are managed and involved in the hotel’s operations. Different business tools and theories will be used, such as stakeholder theory, SWOT analysis, PESTLE analysis, RACI framework, and the 4C’s model, which includes communication, collaboration, consultation, and commitment.
Finally, the report will evaluate how effective stakeholder engagement is at The Dorchester and how it impacts the hotel’s success. It will also provide recommendations on how stakeholder engagement can be improved in the future to support better performance and long-term growth.
2. Project Overview 
The project in this report is titled “Enhancing Customer Experience through Digital Transformation and Service Innovation at The Dorchester.” Its main aim is to improve the guest experience by using modern digital technologies while still maintaining the hotel’s traditional luxury image. In today’s hospitality industry, digital transformation is becoming essential to meet changing customer needs and expectations. (Gretzel et al., 2020)
The project will introduce tools such as personalised guest systems, mobile check-in, and AI concierge services. These technologies are designed to make services quicker, easier, and more tailored to each guest. The overall aim is to improve customer satisfaction, make hotel operations more efficient, and help The Dorchester stay competitive in the luxury hotel market.
(Buhalis and Sinarta, 2019)
The project is based on SMART objectives. It focuses on developing a digital platform to improve guest experience (Specific), increasing customer satisfaction by 15% (Measurable), using existing technology and staff training (Achievable), aligning with current industry trends (Relevant), and completing the project within 12 months (Time-bound). (Kerzner, 2022)
Overall, many hotels are now adopting digital technologies to improve their services and meet customer expectations. This is especially important for luxury hotels, as they must deliver high-quality, personalised experiences to attract and retain high-value customers while staying ahead of competitors. (Ivanov and Webster, 2020)

3. Situational Analysis 
A situational analysis helps to understand the internal and external factors that could affect the success of the project. In this section, SWOT and PESTLE tools are used to examine the business environment.
3.1 SWOT Analysis
Strengths
One of The Dorchester’s biggest strengths is its strong global reputation. It is well known for its luxury services and high standards. Its location in Mayfair is also an advantage, as it attracts wealthy tourists and business visitors. Another strength is its excellent service, delivered by well-trained staff. Loyal customers and a strong brand image help the hotel stay ahead of competitors. (Kotler et al., 2020)
Weaknesses
Even with a strong reputation, The Dorchester has some challenges. Running a luxury hotel is very expensive, which increases operational costs. Also, some staff may find it difficult to adapt to new digital technologies, especially in a traditional environment. (Kotler et al., 2020)
Opportunities
New digital technologies create chances for the hotel to improve its services. These tools can make operations more efficient and offer more personalised experiences to guests. In addition, the growth of global tourism gives the hotel a chance to attract more international visitors. (Buhalis and Leung, 2018)
Threats
The luxury hotel market is very competitive, especially in London where many high-end hotels target the same customers. Economic problems can reduce demand for luxury services. Rising costs can also affect the hotel’s profits. (Kotler et al., 2020)
3.2 PESTLE Analysis
Political
 Factors such as government policies, tourism regulations, employment laws, and immigration rules can have a direct impact on how hotels operate. Changes in government policies may affect staffing, hire international workers, or attract tourists from other countries. Therefore, hotels must stay updated with political changes to ensure smooth operations. (Page, 2019)
Economic
Conditions play an important role in the hospitality industry. Factors such as inflation, exchange rates, and overall global economic performance can influence how much people are willing to spend on travel and accommodation. During economic downturns, fewer people may choose luxury hotels, which can reduce demand and profitability. (Page, 2019)
Social
 Trends are changing customer expectations in the hospitality industry. Today, customers expect more personalised services, fast digital options, and environmentally friendly practices. They also value unique and memorable experiences. Hotels must adapt to these changing expectations to remain competitive and attract modern customers. (Buhalis and Leung, 2018)
Technological
Technology is rapidly transforming the hospitality industry. Innovations such as mobile apps, artificial intelligence, and data systems allow hotels to improve efficiency and enhance customer experience. For example, technology can be used for online bookings, personalised services, and faster communication. Hotels that adopt new technologies can gain a competitive advantage. (Buhalis and Leung, 2018)
Legal
 Factors require hotels to follow strict rules and regulations. These include health and safety laws, employment regulations, and data protection policies. Failure to comply with these laws can lead to fines, legal issues, and damage to the hotel’s reputation. Therefore, it is essential for hotels to always operate within legal guidelines. (Page, 2019)
Environmental                                                                                                                   Factors are becoming increasingly important in the hospitality industry. Customers and stakeholders expect hotels to adopt sustainable practices such as reducing waste, saving energy, and using eco-friendly products. By focusing on sustainability, hotels can improve their reputation and meet the growing demand for environmentally responsible services.
(Page, 2019)
3.3 SMART Objectives
The project will follow SMART objectives to ensure measurable outcomes.
Specific: Implement a digital guest service platform at The Dorchester.
Measurable: Increase customer satisfaction ratings by 15%.
Achievable: Utilise existing IT infrastructure and provide staff training.
Relevant: Align with industry trends towards digital hospitality services.
Time-bound: Complete project implementation within 12 months.
4. Stakeholder Identification and Analysis
4.1 Stakeholder Identification
Stakeholders are people or groups who can affect an organisation or be affected by its actions (Freeman, 1984). In the case of The Dorchester, stakeholders can be grouped into two main categories: internal and external.
Internal Stakeholders
Internal stakeholders include employees, managers, and owners. Employees are responsible for providing good customer service, while managers handle daily operations and make important decisions. Owners are mainly concerned with making profit and ensuring the business grows in the long term. These stakeholders are directly involved in running the organisation and have a strong impact on how well it performs (R. Edward Freeman, 1984; Johnson, Scholes and Whittington, 2017).
External Stakeholders
External stakeholders include customers, suppliers, government authorities, and the local community. Customers are very important because their satisfaction affects the hotel’s income. Suppliers provide the products and services needed for daily operations, while government bodies make sure the business follows laws and regulations. Although these stakeholders are not part of the organisation, they still have a strong influence on its success and decision-making (Freeman, 1984).
4.2 Stakeholder Roles and Importance
Each stakeholder has a different role in the organisation. Employees are responsible for providing good customer service and using new systems. Managers organise daily operations and ensure the project is completed successfully. Customers also play an important role by giving feedback, which helps improve services and overall performance.
(Aaltonen and Kujala, 2020)
Suppliers provide important goods such as food, technology, and luxury items, and make sure they are delivered on time. Government authorities create and enforce rules related to health, safety, and employment. Owners are responsible for making key decisions and ensuring the organisation performs well financially and achieves long-term success.
(Eskerod and Larsen, 2018)
Stakeholders play a very important role in the success of an organisation. Employees directly affect service quality, which is especially important in the hospitality industry. Customers also have a strong influence, as their experiences and feedback impact the hotel’s reputation and profitability. (Aaltonen and Kujala, 2020)
Managers make sure that business strategies are carried out effectively, while suppliers help operations run smoothly by providing the necessary products and services. Following government regulations is essential to avoid legal issues, and owners focus on maintaining financial stability and business growth. (Eskerod and Larsen, 2018)
4.3 Importance of Stakeholders 
Stakeholders are very important for the success of an organisation. Employees affect the quality of service, which is especially important in the hospitality industry. Customers also play a big role because their experiences and feedback influence the hotel’s reputation and profits.
Managers make sure that business plans are followed properly, while suppliers help operations run smoothly by providing needed goods and services. Following government regulations helps avoid legal problems, and owners focus on keeping the business financially secure.
4.4 RACI Matrix
	Task
	Responsible
	Accountable
	Consulted
	Informed

	Digital platform development
	IT Team
	Project Manager
	Staff, suppliers
	Management

	Staff training
	HR department
	General manager
	Employees
	Owner

	Customer feedback analysis
	Marketing team
	Project Manager
	Customers
	Management

	System implementation
	IT team
	Project Manager
	Managers
	All stakeholder


The RACI matrix is used to clearly show who is responsible for what in the project. It helps make sure everyone understands their roles, improves communication, and avoids confusion.
For digital platform development and system implementation, the IT team is responsible for doing the technical work. The Project Manager is accountable for making sure the work is completed properly and meets the project goals. Staff, suppliers, and managers are consulted when their input is needed, and senior management is informed about progress and updates.
For staff training, the HR department is responsible for organising and delivering training because of their expertise in employee development. The General Manager is accountable for making sure the training supports the organisation’s goals. Employees are consulted so the training matches their needs, and owners are informed about what is happening.
For customer feedback analysis, the marketing team is responsible for collecting and reviewing customer feedback. The Project Manager is accountable for making sure the results are used in decision-making. Customers are consulted because they provide the feedback, and management is informed of the findings.
Overall, the RACI matrix helps make roles clear, improves teamwork, and ensures everyone knows their level of involvement in each task.
4.5 Stakeholder (Power vs Interest)
Stakeholders can be classified based on their level of power and interest.
· High Power / High Interest: Owners, senior management, Project Manager
· High Power / Low Interest: Government authorities
· Low Power / High Interest: Employees, customers, supplier
· Low Power / Low Interest:  General public
This mapping helps prioritise stakeholder engagement strategies. High power stakeholders must be closely managed, while others should be kept informed or monitored.                                                               

                  Source: prepared by the author                                           
 
 4.6 Benefits and Challenges 
Benefits
Effective stakeholder engagement brings many advantages to an organisation. Firstly, it improves communication between different groups such as employees, managers, and customers. When communication is clear, everyone understands their roles and responsibilities, which reduces confusion and mistakes. This also helps managers make better and faster decisions, as they have more information and input from different stakeholders.
Another important benefit is increased customer satisfaction. When customers feel listened to and valued, they are more likely to enjoy their experience and return in the future. Positive customer experiences can also lead to good reviews and recommendations, which are very important in the hospitality industry.
In addition, stakeholder engagement improves employee motivation and performance. When employees feel involved in decision-making and changes within the organisation, they are more engaged and committed to their work. This leads to better service quality, improved teamwork, and higher productivity. Overall, strong stakeholder engagement helps the organisation perform better and maintain a competitive advantage. (Aaltonen and Kujala, 2020)

Challenges
Despite the benefits, stakeholder engagement can also create several challenges. One common issue is resistance to change, especially when new technologies or systems are introduced. Employees may feel unsure or uncomfortable with changes, which can slow down the implementation process.
Another challenge is conflicting interests. Different stakeholders often have different goals and expectations. For example, managers may focus on reducing costs, while employees may want better working conditions. These differences can lead to disagreements and make decision-making more difficult.
Stakeholder engagement can also be time-consuming and costly. Organising meetings, collecting feedback, and managing relationships require time, effort, and resources. If not managed properly, it can delay projects and reduce efficiency.
Overall, while stakeholder engagement offers many benefits, organisations must carefully manage these challenges to ensure successful outcomes.

4.7 Engagement Plan
The engagement plan outlines how stakeholders will be involved throughout the project.
· Employees will be engaged through training sessions and regular meetings
· Customers will be engaged through surveys and digital feedback systems
· Managers will be involved in decision-making and project monitoring
· Suppliers will be engaged through regular communication and coordination
· Government bodies will be engaged through compliance reporting
This approach ensures all stakeholders are actively involved in the project.
4.8 Communication Plan
	Stakeholder
	Information
	Method
	Frequency
	Responsible

	Management
	Project updates
	Meeting
	Monthly
	Project Mgr.

	Employees 
	Training Changes
	Emails, workshop
	Weekly
	HR

	Customers
	Service Updates
	App, surveys
	Ongoing
	Marketing

	Suppliers 
	Delivery update
	Email
	Monthly
	Procurement

	Government
	Compliance report
	Reports
	Quarterly
	Compliance Officer



Effective communication ensures transparency, reduces misunderstandings, and improves stakeholder relationships.
6. Critical Explanation of Stakeholder Engagement and Conflict (4C’s Model)
Stakeholder engagement is essential for project success; however, it requires careful management. The 4C’s model provides a structured approach to engagement.
 6.1 Communication
Communication is very important to make sure all stakeholders understand the project goals and what is expected from them. At The Dorchester, communication can include meetings, emails, digital systems, and customer feedback tools. Clear communication helps build trust, reduce confusion, and keep everyone informed.
Good communication also helps employees feel more confident when changes are introduced, such as new technology. However, poor communication can cause problems. For example, if staff are not properly informed or trained, they may resist digital changes.
(Aaltonen and Kujala, 2020)
6.2 Collaboration
Collaboration means stakeholders working together to achieve shared goals. At The Dorchester, departments such as IT, HR, and management need to work closely to introduce digital systems successfully.
Working together can improve efficiency and teamwork. However, problems can happen when different departments have different priorities, which may lead to conflict. Strong leadership is needed to manage this and keep everyone focused on the same goal.
(Aaltonen and Kujala, 2020)
 6.3 Consultation
Consultation means asking stakeholders for their opinions before making decisions. This can include customer surveys, meetings, and feedback sessions. It helps organisations understand different views and make better decisions.
It also makes stakeholders feel valued and involved. However, too much consultation can slow down decision-making. Managers need to balance listening to others with making quick decisions when needed.
(Aaltonen and Kujala, 2020)
6.4 Commitment
Commitment shows how dedicated stakeholders are to the project. When stakeholders are committed, they are more willing to support changes and help the project succeed. At The Dorchester, this can be improved through staff training, engagement, and strong leadership.
Low commitment can cause problems and may lead to project failure, especially when big changes like digital transformation are introduced.
(Aaltonen and Kujala, 2020)
 6.5 Conflict Management (TKI Model)
Conflicts may arise due to different stakeholder interests. The Thomas-Kilmann model identifies five approaches:
· Competing
· Collaborating
· Compromising
· Avoiding
· Accommodating
Collaboration is the most effective approach as it promotes win-win solutions. For example, management can work with employees to address concerns about new technology.
However, in some cases, compromise may be necessary to resolve conflicts quickly.
7. Impact on Business Performance 
Stakeholder engagement has a strong and direct effect on how well an organisation performs, especially in the hospitality industry. When stakeholders such as customers, employees, suppliers, and managers are actively involved and satisfied, it helps the business achieve better results and long-term success.
One major impact is customer satisfaction. When customers feel valued and listened to, they are more likely to enjoy their experience and return in the future. Engaged customers often provide positive feedback and reviews, which can attract new guests. In a luxury hotel like The Dorchester, high customer satisfaction is essential for maintaining a strong competitive position.
Another key area is financial performance. When customers are satisfied, they are more likely to spend more and revisit the hotel. This results in more rooms being filled, higher income, and better overall profits. Effective stakeholder engagement can also reduce costs by improving efficiency and avoiding mistakes or conflicts.
Employee productivity is also affected by stakeholder engagement. When employees feel involved, supported, and valued, they are more motivated to perform well. This leads to better service quality, improved teamwork, and higher overall performance. In contrast, disengaged employees may provide poor service, which can negatively impact customer satisfaction.
Finally, brand reputation is strongly influenced by stakeholder relationships. A hotel with good relationships with its stakeholders is more likely to build a positive image and strong brand identity. In the luxury market, reputation is extremely important, as customers often choose hotels based on trust and prestige.
Overall, effective stakeholder engagement improves customer loyalty, employee performance, financial results, and brand image, all of which contribute to business success.
(Aaltonen and Kujala, 2020)

8. Recommendations 
Based on the analysis of stakeholder engagement at The Dorchester, several practical recommendations can be made to improve performance, communication, and overall guest experience. These suggestions focus on digital development, employee support, customer feedback, communication, and sustainability.
Firstly, The Dorchester should invest more in advanced digital technology to improve both customer experience and internal operations. For example, systems such as mobile check-in, digital room keys, and AI-based concierge services can make the guest experience faster and more convenient. These tools are widely recognised as part of the “smart hospitality” transformation, where digital innovation enhances service efficiency and personalisation (Buhalis & Leung, 2018; Ivanov & Webster, 2019). These tools can also help staff manage tasks more efficiently, reducing waiting times and improving service quality. However, it is important that new technology is introduced carefully so that it still matches the hotel’s luxury image.
Secondly, the hotel should provide continuous training and development for employees. Staff need to feel confident when using new digital systems, especially during major changes like digital transformation. Research in hospitality human resource management highlights that effective training improves employee performance, motivation, and adaptability (Baum, 2015). Regular training sessions, workshops, and on-the-job support can help employees adapt more easily. When employees are well-trained, they are more likely to provide better service, make fewer mistakes, and feel more motivated at work. This also helps reduce resistance to change, which is a common issue during organisational transformation (Kotter, 1996).
Thirdly, The Dorchester should introduce real-time customer feedback systems. This means collecting guest opinions during or immediately after their stay using digital surveys, apps, or in-room tablets. Service quality research shows that measuring customer perceptions is essential for improving satisfaction and loyalty (Parasuraman, Zeithaml & Berry, 1988). This allows the hotel to quickly identify problems and make improvements. It also shows customers that their opinions are valued, which can increase satisfaction and loyalty (Kandampully, Zhang & Bilgihan, 2015). Fast responses to feedback can significantly improve the overall guest experience.
In addition, the hotel should improve its communication strategies by using modern digital platforms. Clear communication between departments such as management, IT, and customer service is very important for smooth operations. Organisational behaviour research emphasises that effective internal communication improves teamwork, coordination, and decision-making (Robbins & Judge, 2019). Using tools like internal messaging systems, shared dashboards, and email updates can help ensure that all staff receive the same information at the same time. This reduces misunderstandings, improves teamwork, and supports better decision-making.
Finally, The Dorchester should focus more on sustainability and environmental responsibility. Many stakeholders, especially customers and investors, now expect luxury hotels to follow eco-friendly practices. Studies show that sustainability initiatives in hotels not only reduce environmental impact but also improve brand reputation and customer loyalty (Bohdanowicz, 2005; Jones, Hillier & Comfort, 2016). This could include reducing energy and water usage, minimising waste, and using sustainable products. Promoting green initiatives can improve the hotel’s reputation and attract environmentally conscious guests. It also helps the hotel meet long-term environmental regulations and social expectations.
Overall, these recommendations aim to strengthen stakeholder engagement, improve service quality, and ensure long-term success.

9. Conclusion 
This report has shown how important stakeholder engagement is for organisational success, using The Dorchester Hotel as a case study. It highlights that stakeholders such as employees, customers, managers, suppliers, and investors all influence how well the hotel performs. Their involvement directly affects service quality, efficiency, and overall business success in the luxury hospitality industry.
The analysis shows that identifying stakeholders properly and engaging with them effectively leads to better decision-making and stronger business outcomes. When The Dorchester understands the needs and expectations of each stakeholder group, it can adjust its services and operations more effectively. This helps create a more consistent and high-quality guest experience while also building stronger, long-term relationships with stakeholders.
The use of models such as SWOT, PESTLE, RACI, and the 4C’s framework provides a clear and structured way to manage stakeholders. These models help the hotel understand its strengths and weaknesses, identify external opportunities and threats, define roles clearly, and improve communication. Overall, they support better organisation, planning, and responsibility across different departments.
In addition, the report emphasises that communication, collaboration, consultation, and commitment are essential for successful stakeholder management. Good communication helps avoid misunderstandings, while collaboration improves teamwork and encourages new ideas. Consultation ensures stakeholder feedback is considered in decisions, and commitment helps maintain engagement and motivation across the organisation.
In conclusion, stakeholder engagement is essential for maintaining a competitive advantage in the luxury hotel industry. As customer expectations continue to change and competition increases, hotels like The Dorchester must focus on building and maintaining strong relationships with all stakeholders. By using modern strategies, adopting digital technologies, and ensuring consistent engagement, The Dorchester can strengthen its reputation, improve service quality, and continue to succeed in a highly competitive global market.
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