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1.Management Summary
This report examines the strategic stakeholder engagement required for the successful global implementation of the “StaySmart+” service within The Dorchester and its wider international operations under the Dorchester Collection. StaySmart+ represents an AI-driven, sustainability-led innovation integrating personalized guest interaction tools, intelligent travel planning, and environmentally conscious amenities, with a planned rollout across selected global locations within six months.
The report adopts a stakeholder-centric perspective, grounded in stakeholder theory (Freeman, 1994; Freeman, 2017), resource dependence theory, and contemporary engagement literature (Kujala, Lehtimäki and Freeman, 2022; Dimitriev et al., 2017), to critically analyze how stakeholder engagement—not merely stakeholder management—acts as a key determinant of project success. The distinction between engagement and management is emphasized, recognizing engagement as a relational, trust-based process embedded within organizational culture (Volberda and Van den Bosch, 2010).
Key findings indicate that stakeholder engagement in a global hospitality context is inherently complex due to cultural diversity, regulatory variation, particularly around AI and data privacy, and differing levels of technological acceptance. Internal stakeholders—including leadership, IT teams, and frontline staff—play a critical role in operational delivery, while external stakeholders such as guests, regulators, and technology partners influence legitimacy, adoption, and long-term sustainability (Mitchell, Agle and Wood, 1997).
The report applies structured frameworks including the stakeholder salience model of power, legitimacy and urgency (Mitchell, Agle and Wood, 1997), RACI matrix, and stakeholder mapping tools, alongside the 4C engagement model of communication, consultation, collaboration, and commitment, to develop a comprehensive engagement strategy. Findings demonstrate that effective stakeholder engagement enhances guest satisfaction, employee engagement, brand reputation, and operational efficiency, while mitigating risks associated with technological disruption and ethical concerns (Porter and Kramer, 2011; Christopher, Payne and Ballantyne, 2013).

2.Introduction to the Company and Project 
[bookmark: _Int_Xfzd1ksq]The Dorchester is a flagship hotel within the Dorchester Collection, a globally recognised luxury hospitality group operating premium properties in major cities such as London, Paris, Dubai, Rome, and Los Angeles. Positioned within the ultra-luxury market, the organisation is known for exceptional personalised service, strong brand heritage, and an increasing focus on innovation and sustainability. By combining traditional service excellence with technology-enabled experiences, the Dorchester Collection maintains its position as a leader in experience-driven hospitality (Porter and Kramer, 2011).
In response to changing customer expectations and increased competition, the organisation is introducing StaySmart+, a service innovation that integrates artificial intelligence (AI) and sustainability into the guest experience. This initiative aims to deliver AI-driven personalisation, intelligent travel planning, and environmentally responsible amenities, aligning with growing environmental, social, and governance (ESG) expectations (Porter and Kramer, 2011).
[bookmark: _Int_CgjlkxYw]The rollout of StaySmart+ will take place across selected international hotels within a six-month period, beginning with pilot locations. However, implementing this service across diverse geographical and regulatory environments presents significant challenges. Variations in data protection laws, cultural expectations, and levels of technological acceptance mean that success depends heavily on effective stakeholder engagement (Kujala, Lehtimäki and Freeman, 2022).
From a project management perspective, this initiative requires coordinated involvement from both internal and external stakeholders, making stakeholder engagement a critical success factor. Therefore, this report adopts a strategic approach to examine how stakeholders can be identified, engaged, and aligned to support the successful implementation of StaySmart+ across global markets (Freeman, 2017).

3.Situational Analysis: SWOT, PESTEL and SMART Objectives
The implementation of StaySmart+ at The Dorchester requires a project-specific situational analysis to evaluate internal capabilities and external environmental pressures influencing stakeholder engagement and project success (Johnson, Scholes and Whittington, 2020).
SWOT Analysis 
[bookmark: _Int_Ekk2Jwmz][bookmark: _Int_djpD6Liq]From a strength perspective, The Dorchester benefits from a globally recognized luxury brand, strong customer loyalty, and an established reputation for personalized service. Its existing digital infrastructure and affiliation with the Dorchester Collection provide a solid foundation for integrating AI-driven solutions such as StaySmart+ (Johnson, Scholes and Whittington, 2020). Furthermore, its prime London location attracts an international clientele, offering a valuable testing ground for global rollout.
[bookmark: _Int_UCoHvyx0][bookmark: _Int_RFHE03Hx]However, key weaknesses include potential gaps in staff digital competencies, particularly among frontline employees expected to interact with AI-enabled systems. Resistance to technological change may also emerge, especially where employees perceive AI as reducing the human element of luxury service. Additionally, high implementation and training costs present financial pressures during initial deployment (Kujala, Lehtimäki and Freeman, 2022).
[bookmark: _Int_VUsH0Owb]Opportunities arise from increasing demand for hyper-personalised guest experiences and the growing importance of sustainability in consumer decision-making. StaySmart+ positions The Dorchester to differentiate itself within a highly competitive luxury market by combining advanced technology with ESG-driven services. Moreover, successful implementation in London can act as a benchmark for international expansion (Porter and Kramer, 2011).
PESTEL Analysis (Global Emphasis)
[bookmark: _Int_TSWgcu3k]Politically and legally, the project must comply with stringent data protection frameworks such as GDPR, alongside emerging AI regulations affecting automation and data usage. Economically, inflationary pressures and rising operational costs may constrain investment, requiring careful resource allocation (Johnson, Scholes and Whittington, 2020).
Social factors highlight varying cultural expectations of luxury service, where some markets may resist AI integration in favour of human interaction. Technologically, differences in AI maturity across regions may influence adoption rates. Environmentally, increasing pressure for sustainability reporting reinforces the importance of StaySmart+’s eco-friendly features. Legally, compliance with labour laws and ethical AI usage remains critical to avoid reputational risk (Porter and Kramer, 2011).
SMART Objectives
[bookmark: _Int_PVOSSpra]A key objective of the project is to deploy StaySmart+ across 20 pilot hotels in five global regions within six months, beginning with The Dorchester London as a flagship site. The project aims to achieve at least 80% staff adoption of AI-enabled systems through targeted training programmes, alongside a 15% increase in guest satisfaction scores measured via post-stay feedback. Additionally, the initiative seeks to enhance sustainability performance by reducing resource consumption and improving ESG reporting metrics within the first year of implementation (Johnson, Scholes and Whittington, 2020; Porter and Kramer, 2011).
 Identification and Categorisations of Stakeholders
[bookmark: _Int_9XniTdDd][bookmark: _Int_0PBefPxT]The successful implementation of StaySmart+ at The Dorchester is dependent on the effective identification and categorisation of stakeholders whose interests, influence, and engagement levels directly impact project outcomes. Drawing on stakeholder theory, stakeholders are defined as individuals or groups who can affect or are affected by organisational objectives (Freeman, 1994; Freeman, 2017). In this context, stakeholder engagement extends beyond management, representing a relational and value-driven process (Kujala, Lehtimäki and Freeman, 2022).
Stakeholders can be categorised into internal and external groups, each with varying degrees of power, legitimacy, and urgency, as outlined in the stakeholder salience model (Mitchell, Agle and Wood, 1997).
Internal Stakeholders
Internal stakeholders include the board and senior leadership, who provide strategic direction and resource allocation, and the project manager, my role, responsible for coordinating stakeholder engagement and ensuring alignment across all functions. The IT and AI development teams play a critical role in designing and implementing the StaySmart+ system, while hotel managers and frontline staff are essential for operational delivery and direct guest interaction.
[bookmark: _Int_fydJMwsX]Additional internal stakeholders include marketing and sales teams, responsible for communicating the value of StaySmart+ to customers, the HR and training departments, which ensure staff capability development, and the sustainability team, which aligns the project with ESG objectives. These stakeholders possess high legitimacy and operational influence, making them key players in project success (Mitchell, Agle and Wood, 1997).
External Stakeholders
External stakeholders include guests and customers, whose acceptance of AI-driven services determines overall success, and technology vendors, who provide the necessary infrastructure and expertise. Regulators play a critical role, particularly in ensuring compliance with data protection laws and emerging AI regulations.
Other key external stakeholders include sustainability partners, who support environmental initiatives, local communities, whose perceptions influence brand reputation, and investors or shareholders, who expect financial returns and strategic growth. These stakeholders vary in power and urgency depending on regional and market-specific factors (Freeman, 2017).
Stakeholder Categorisation Tools
To effectively manage these stakeholders, I would apply a power-interest matrix to prioritise engagement efforts, distinguishing between high-power, high-interest stakeholders such as leadership and regulators, and lower-priority groups. Additionally, stakeholders can be classified as primary, directly impacted, such as staff and guests, and secondary, indirectly impacted, such as communities and partners (Mitchell, Agle and Wood, 1997).

5.Roles, Responsibilities, Benefits and Challenges of Stakeholders
[bookmark: _Int_Ny0pvu58]The successful delivery of StaySmart+ at The Dorchester requires clearly defined stakeholder roles and responsibilities, supported by structured coordination mechanisms. As project manager, my role is to ensure alignment across stakeholders while facilitating engagement rather than simply exercising control, reflecting the distinction between stakeholder management and stakeholder engagement (Kujala, Lehtimäki and Freeman, 2022).
Roles and Responsibilities (RACI Application)
The RACI matrix provides a structured framework to clarify stakeholder involvement.
Responsible:
 The IT and AI development teams are responsible for designing and implementing the StaySmart+ platform, ensuring functionality, security, and integration with existing systems. HR and training teams are responsible for delivering staff training programmes to support adoption.
Accountable:
 The project manager, my role, is accountable for overall project delivery, stakeholder coordination, and ensuring that objectives are achieved within the six-month timeline. Senior leadership remains accountable for strategic oversight and resource allocation.
Consulted:
 Hotel managers and frontline staff must be consulted during system design and pilot phases to ensure practicality and service alignment. Technology vendors and sustainability partners are consulted to provide expertise and ensure alignment with ESG goals.
Informed:
 Guests, investors, and regulators are informed of project developments, ensuring transparency and maintaining trust, particularly in relation to AI usage and data protection.
This structured allocation reduces ambiguity and enhances accountability, aligning with resource dependence theory, where organisations rely on stakeholder resources such as expertise, legitimacy, and operational capability (Dimitriev et al., 2017).
Benefits of Stakeholder Involvement
Stakeholders contribute significant tangible and intangible value to the project. Internal stakeholders bring operational expertise, technical capability, and organisational knowledge, while external stakeholders provide legitimacy, innovation, and market insight.
[bookmark: _Int_jeAXOGmm]Guests offer feedback that drives continuous improvement, reinforcing a co-creation approach to value (Christopher, Payne and Ballantyne, 2013).
Challenges and Critical Issues
Despite these benefits, stakeholder engagement presents several challenges. A key issue is skills gaps, particularly among staff required to adopt AI-driven systems, which may lead to resistance or reduced engagement. Additionally, concerns around AI replacing the human element of luxury service may create cultural and emotional resistance within the workforce.
Furthermore, ethical concerns around data privacy and AI usage further complicate stakeholder trust and acceptance (Volberda and Van den Bosch, 2010).
 
6.Frameworks, Models and Engagement Tools
[bookmark: _Int_lFfMcrLc]The successful implementation of StaySmart+ at The Dorchester requires the application of structured stakeholder engagement frameworks that go beyond traditional management approaches. In line with stakeholder theory, engagement must be viewed as a dynamic, relationship-driven process that creates mutual value, rather than a one-way communication mechanism (Freeman, 2017).
Stakeholder Salience Model (Power, Legitimacy, Urgency)
The stakeholder salience model is particularly relevant in prioritising stakeholders based on three attributes: power, legitimacy, and urgency (Mitchell, Agle and Wood, 1997). In the context of StaySmart+, stakeholders such as senior leadership and regulators possess high power and legitimacy, requiring close engagement. 
Stakeholder Engagement Plan
A structured stakeholder engagement plan is essential to ensure consistent and targeted interaction across different stakeholder groups. This plan identifies stakeholder expectations, preferred communication channels, and levels of involvement throughout the project lifecycle.
[bookmark: _Int_2Wl1E6lw]From a strategic perspective, this aligns with moral and strategic stakeholder engagement, where engagement is not only instrumental for achieving project outcomes but also reflects ethical responsibility (Kujala, Lehtimäki and Freeman, 2022). 
Communication Plan
[bookmark: _Int_OSQk1zwY]A communication plan is critical in facilitating two-way interaction, particularly in a global hospitality context where cultural differences influence communication preferences. 
Effective communication supports pragmatic stakeholder engagement, enabling problem-solving in real-world contexts (Dimitriev et al., 2017). 
SWAN / Owen Approach and Stakeholder Typology
[bookmark: _Int_TvSbnEPA]The SWAN, Stakeholder Wants and Needs, or Owen approach emphasises understanding stakeholder motivations, expectations, and behavioural drivers. This approach is particularly valuable in a service-oriented environment such as The Dorchester, where guest expectations and employee attitudes significantly influence outcomes (Christopher, Payne and Ballantyne, 2013).
Integration with Resource Dependence Theory
From a theoretical perspective, these frameworks align with resource dependence theory, which suggests that organisations rely on external and internal stakeholders for critical resources such as knowledge, legitimacy, and technological capability (Dimitriev et al., 2017).
Critical Justification
The integration of these frameworks is particularly suited to the StaySmart+ project due to its complexity, global scope, and reliance on multiple stakeholder groups. By combining analytical tools such as the salience model with relational approaches such as engagement and communication plans, the project can foster trust, collaboration, and commitment, while remaining adaptable to diverse cultural and regulatory environments (Freeman, 2017; Kujala, Lehtimäki and Freeman, 2022).

7. Stakeholder Engagement Process and Conflict Management
[bookmark: _Int_HMW3dDdQ][bookmark: _Int_bCYW0alC]The implementation of StaySmart+ at The Dorchester requires a structured and continuous stakeholder engagement process that reflects both strategic and relational dimensions. As project manager, my role extends beyond coordination to actively facilitating engagement, ensuring that stakeholders are aligned, informed, and committed throughout the project lifecycle. This process is best understood through the 4C framework: communication, consultation, collaboration, and commitment, which collectively support effective stakeholder engagement in complex global environments (Kujala, Lehtimäki and Freeman, 2022).
 Two-Way and Continuous Communication.
Communication forms the foundation of stakeholder engagement and must be two-way, transparent, and culturally adaptive. As project manager, I would establish structured communication channels including digital dashboards, regular progress reports, internal briefings, and cross-functional meetings. These tools enable real-time information sharing while ensuring that stakeholders remain informed of project developments.
[bookmark: _Int_VoL5aQ9R]The Dorchester London’s pilot implementation can be used to refine the StaySmart+ system before global rollout.
In a global hospitality context, communication must also consider cultural differences, adapting messaging styles across regions to ensure clarity and engagement. This aligns with the view that stakeholder engagement is a relational process embedded within organisational culture (Volberda and Van den Bosch, 2010; Kujala, Lehtimäki and Freeman, 2022).
 Consultation (Involving Stakeholders in Decision-Making)
Consultation ensures that stakeholders are actively involved in shaping project outcomes, rather than being passive recipients of decisions. As project manager, I would organise staff workshops, pilot testing sessions, and stakeholder forums to gather input from key groups such as frontline employees, hotel managers, and technology partners.
This approach supports moral and ethical stakeholder engagement, where stakeholders are valued for their contributions rather than treated solely as resources (Freeman, 2017). 
[bookmark: _Int_zI4N342l]Consultation also enhances decision quality by incorporating diverse perspectives, particularly in a global context where local market knowledge is essential (Kujala, Lehtimäki and Freeman, 2022).
 Collaboration 

Partnerships with sustainability stakeholders also enable co-creation of environmentally responsible solutions, reinforcing the ESG pillars of environmental, social, and governance considerations (Porter and Kramer, 2011).
From a theoretical perspective, this reflects resource dependence theory, where organisations rely on stakeholders for critical resources such as expertise, innovation, and legitimacy (Dimitriev et al., 2017). 
 Building Long-Term Engagement
Commitment ensures that stakeholders remain engaged and supportive throughout the project lifecycle. As project manager, I would foster commitment through training programmes, incentives, leadership sponsorship, and performance metrics aligned with project objectives.
For example, staff engagement can be enhanced through targeted training in AI systems and recognition schemes linked to successful adoption. Similarly, leadership commitment is reinforced through visible support and resource allocation, demonstrating organisational alignment.
[bookmark: _Int_8IZd4ISJ]Commitment is particularly important in overcoming resistance to change, as it transforms stakeholder engagement from short-term involvement into sustained participation (Christopher, Payne and Ballantyne, 2013).
Conflict Management
Given the complexity of stakeholder relationships, conflict is inevitable. Conflicts may arise from competing priorities, such as financial objectives versus employee concerns, or technological innovation versus cultural expectations of service.
As project manager, I would adopt an interest-based negotiation approach, focusing on identifying underlying stakeholder interests rather than positional disagreements. This enables mutually beneficial solutions that align stakeholder objectives, consistent with the relational emphasis of stakeholder theory (Freeman, 1994; Freeman, 2017).
Regular stakeholder mapping and monitoring further support conflict prevention by identifying potential tensions early and enabling proactive intervention (Mitchell, Agle and Wood, 1997).
Critical Reflection
[bookmark: _Int_u7B4QCDt]Ultimately, stakeholder engagement in this project is not a linear process but an ongoing cycle requiring continuous adaptation. The integration of the 4C framework enables a holistic approach that balances communication, participation, collaboration, and long-term commitment.

8. Impact of Stakeholder Engagement on Business Performance
[bookmark: _Int_NWftKurL]Effective stakeholder engagement in the implementation of StaySmart+ at The Dorchester has significant implications for overall business performance. From a strategic perspective, stakeholder engagement is not simply a supportive activity but a core driver of organisational success, influencing both tangible outcomes such as financial performance and operational efficiency, and intangible outcomes such as brand reputation, trust, and customer loyalty. This aligns with stakeholder theory, which emphasises that value is co-created through stakeholder relationships (Freeman, 2017).
 Impact on Guest Satisfaction and Loyalty
[bookmark: _Int_uJlouscz]One of the most immediate impacts of effective stakeholder engagement is improved guest satisfaction and loyalty. By actively engaging guests through feedback mechanisms, surveys, and personalised AI-driven services, the organisation can better understand and respond to customer needs.
[bookmark: _Int_xyHFs5VK]The StaySmart+ system enhances personalisation, which is a key determinant of customer satisfaction in the luxury hospitality sector. However, this outcome is highly dependent on stakeholder engagement, particularly with frontline staff who deliver the service. If employees are engaged and trained effectively, they can use AI tools to enhance, rather than replace, the human touch, leading to higher satisfaction levels (Christopher, Payne and Ballantyne, 2013).
 Impact on Employee Engagement and Productivity
Internal stakeholder engagement significantly influences employee motivation, engagement, and productivity. When employees are involved in consultation and collaboration processes, they are more likely to feel valued and committed to the project.
[bookmark: _Int_rE6lJk5F][bookmark: _Int_42LhaY4N]Through training programmes and continuous communication, employees develop the skills required to interact with AI systems confidently, reducing resistance and improving service delivery. This supports the argument that engagement fosters commitment and ownership, leading to improved operational performance (Kujala, Lehtimäki and Freeman, 2022).

 Impact on Brand Reputation 
[bookmark: _Int_uuOGzxV1]Stakeholder engagement plays a crucial role in shaping brand reputation, particularly in the luxury hospitality sector where perception is key. By engaging stakeholders effectively, The Dorchester can position itself as an innovative yet customer-centric organisation that integrates technology without compromising service quality.
[bookmark: _Int_pCUj6350][bookmark: _Int_dCBLX4wJ]The incorporation of sustainability-focused amenities within StaySmart+ also enhances the organisation’s ESG profile, appealing to environmentally conscious consumers. This creates a competitive advantage by differentiating the brand in a crowded market (Porter and Kramer, 2011).
From a critical perspective, reputational risk is also heightened in the digital age. Negative stakeholder experiences, such as data breaches or poor AI implementation, can rapidly damage brand perception, reinforcing the need for robust engagement and risk management strategies (Volberda and Van den Bosch, 2010).
 Operational Efficiency
Effective stakeholder engagement contributes to improved operational efficiency by ensuring alignment between different departments and stakeholders. Collaboration between IT teams, frontline staff, and management enables smoother implementation of the StaySmart+ system, reducing operational disruptions.
[bookmark: _Int_G5f94R4l]For example, feedback from pilot implementations allows for continuous improvement, minimising errors and enhancing system functionality. This reflects a learning organisation approach, where stakeholder input drives ongoing optimisation (Dimitriev et al., 2017).
  Sustainability and ESG Performance
Stakeholder engagement is central to achieving environmental, social, and governance objectives. By engaging sustainability partners and aligning internal teams, the organisation can effectively implement eco-friendly practices embedded within StaySmart+.
This not only improves environmental performance but also enhances social responsibility and governance transparency, which are increasingly important to investors and regulators. Strong ESG performance contributes to long-term organisational resilience and legitimacy (Porter and Kramer, 2011).
 Risk Reduction
A critical benefit of stakeholder engagement is its role in risk identification and mitigation. Engaged stakeholders are more likely to identify potential issues early, enabling proactive responses. Using a balanced scorecard approach, stakeholder engagement can be linked to performance across financial, customer, internal process, and learning perspectives, demonstrating its holistic impact on business performance (Johnson, Scholes and Whittington, 2020).
Critical Evaluation
While stakeholder engagement provides clear benefits, it is not without challenges. It requires significant time, resources, and coordination, particularly in a global context. Additionally, conflicting stakeholder interests may limit the extent to which all expectations can be satisfied.

9.Future Stakeholder Engagement
[bookmark: _Int_yVYQqtZ4]Building on the analysis of stakeholder engagement in the StaySmart+ implementation at The Dorchester, it is evident that sustained and adaptive engagement strategies are essential for long-term success. The following recommendations are designed to enhance stakeholder relationships, improve project outcomes, and support the organisation’s strategic positioning within the global hospitality sector.
 Continuous Stakeholder Feedback Loops
[bookmark: _Int_qhdR1j0I]A key recommendation is the development of continuous stakeholder feedback mechanisms that operate beyond the initial implementation phase. Rather than treating engagement as a one-off activity, The Dorchester should adopt an ongoing engagement cycle where feedback is regularly collected, analysed, and acted upon.
This can be achieved through digital dashboards, real-time guest feedback systems, and regular staff engagement surveys. By embedding feedback loops into daily operations, the organisation can ensure that stakeholder insights directly inform decision-making.
This approach aligns with pragmatic stakeholder engagement, where real-world data is used to solve operational challenges and refine service delivery continuously (Dimitriev et al., 2017).
 Invest in Advanced Staff Training and AI Literacy
Given the identified challenges related to staff resistance and digital skills gaps, it is critical to invest in comprehensive training programmes focused on AI literacy and ethical usage. Training should not only focus on technical skills but also emphasise how AI enhances, rather than replaces, the human element of service.
 Strengthen Long-Term Partnerships with Key External Stakeholders
[bookmark: _Int_qRsNMXiH]The organisation should prioritise the development of long-term strategic partnerships with key external stakeholders, particularly technology vendors and sustainability partners. These relationships should move beyond transactional interactions towards collaborative partnerships focused on innovation and continuous improvement.
 Ethical Governance and Transparency
As AI becomes more integrated into service delivery, ethical considerations around data usage, privacy, and decision-making become increasingly important. The Dorchester should establish clear ethical governance frameworks to ensure transparency and accountability in AI implementation.
 Implement Dynamic Stakeholder Mapping and Monitoring
[bookmark: _Int_jU66muGY]Stakeholder influence and expectations are not static; they evolve over time. Therefore, it is essential to implement dynamic stakeholder mapping processes, where stakeholder power, interest, and urgency are regularly reassessed.
 Stakeholder Engagement with Performance Metrics
To ensure that stakeholder engagement contributes to business performance, it should be integrated into organisational performance measurement systems. This can be achieved by linking engagement activities to key performance indicators such as guest satisfaction scores, employee engagement levels, and sustainability metrics.
Critical Insight
[bookmark: _Int_0WsOz20Y][bookmark: _Int_zwkP8VCI]These recommendations highlight that effective stakeholder engagement is not a static or linear process but a continuous, adaptive strategy that requires investment, coordination, and leadership commitment. By implementing these recommendations, The Dorchester can strengthen stakeholder relationships, enhance organisational resilience, and ensure the long-term success of StaySmart+ (Freeman, 2017).

10. Conclusion
This report has critically examined the role of stakeholder engagement in the implementation of the StaySmart+ service at The Dorchester. It has demonstrated that stakeholder engagement is not simply a supporting activity, but a strategic function that significantly influences project success, organisational performance, and long-term competitiveness within the global hospitality sector.
Drawing on stakeholder theory (Freeman, 1994; Freeman, 2017), resource dependence theory, and contemporary engagement frameworks (Dimitriev et al., 2017; Kujala, Lehtimäki and Freeman, 2022), the analysis highlights the complexity of managing diverse stakeholder groups across international markets. Internal stakeholders such as leadership, IT teams, and frontline staff are essential for operational delivery, while external stakeholders including guests, regulators, and technology partners shape legitimacy, adoption, and strategic direction. However, aligning these competing interests remains a significant challenge, particularly in global contexts where expectations differ.
The application of frameworks such as SWOT, PESTEL, the stakeholder salience model, the RACI matrix, and the 4C engagement model has provided a structured approach to stakeholder identification and engagement. However, these models may oversimplify the dynamic nature of stakeholder relationships, emphasising the need for flexible and context-specific strategies (Johnson, Scholes and Whittington, 2020; Mitchell, Agle and Wood, 1997).
The report also demonstrates that effective stakeholder engagement enhances guest satisfaction, employee engagement, brand reputation, operational efficiency, and ESG performance. At the same time, it acknowledges key challenges, including conflicting stakeholder priorities, ethical concerns surrounding AI, and the need for substantial organisational investment (Porter and Kramer, 2011; Volberda and Van den Bosch, 2010). This suggests that stakeholder engagement should be viewed as a strategic balancing process rather than a universally beneficial solution.
In conclusion, the successful delivery of StaySmart+ depends on adopting a relational and value-driven approach to stakeholder engagement. By prioritising trust, collaboration, and continuous dialogue, The Dorchester can ensure successful implementation while strengthening its position as a leader in innovative and sustainable luxury hospitality (Freeman, 2017; Christopher, Payne and Ballantyne, 2013).
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