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Introduction 
Mandarin Oriental Hotel Group is a leading international luxury hospitality organisation headquartered in Hong Kong. Established in 1963, the group has developed a strong global reputation for delivering high-quality personalised service, refined luxury experiences and distinctive brand positioning. The organisation operates more than 30 luxury hotels, resorts and residences across major global destinations, including London, Paris, New York, Bangkok, Dubai and Singapore (Mandarin Oriental Hotel Group, 2024). Mandarin Oriental Hyde Park in London represents a strategically important location for innovation and premium service development within the United Kingdom market.
The core operational activities of Mandarin Oriental are luxury accommodation, spa and wellness services, fine dining, and highly personalised guest experiences. The group's mission is to deliver excellent service, exceptional staff training and long-term sustainability. According to Mandarin Oriental Group (2025), sustainability initiatives include reducing single-use plastics, minimising food waste and lowering carbon emissions.
To remain competitive in a rapidly evolving hospitality environment, Mandarin Oriental must integrate technology, personalisation and sustainability into its service model. Artificial intelligence and smart technologies are transforming hospitality by enabling hybrid service models that combine digital efficiency with high-quality human interaction (Kumar, Talukder and Pego, 2024). The StaySmart+ initiative reflects this strategic orientation and provides a suitable context for analysing stakeholder management in a complex global project environment. 
Situational Analysis: SWOT, PESTLE & SMART Objectives 
A situational analysis supports strategic decision-making by evaluating internal capabilities and external environmental factors (Brnjas and Tripunoski, 2016). This analysis informs the implementation of the StaySmart+ project within a competitive and technology-driven sector.
 The luxury hospitality is increasingly shaped by sector artificial intelligence and digital innovation, which enhance personalisation and operational efficiency (Kumar, Talakder and Pego, 2024). At the same time, guest expectations and competitive pressures continue to intensify globally.
SWOT Analysis 
Strengths
Strong brand reputation established service culture and existing digital infrastructure provide a solid foundation for integrating artificial intelligence into guest experiences (Buhalis and Sinarta, 2019). 
Weaknesses 
A digital gap among employees and significant financial inventory requirements may challenge global implementation (Ivanov and Webster,2019). 
Opportunities 
Growing demand for personalised services and sustainable hospitality practices creates competitive differentiation opportunities (Tussyadiah,2020; Jones, Hiller and Comfort, 2016). 
Threats 
Data protection regulations, cybersecurity risks and cultural differences across markets may affect technology adoption and guest trust.
PESTLE Analysis 
	Political/ Legal
	Environmental
	Social
	Technological
	Economic 

	The organisation must comply with GDPR, AI governance frameworks and various labour laws across the international portfolio. Guest data collection processed and stored.
	Increasing sustainability pressures align with the project’s eco-friendly features: energy-efficient room controls and personalised sustainability recommendations. 
	Careful adaptation of AI services because some guests prefer traditional-centred activities, while some welcome digital convenience.
	To achieve the benefits of StaySmar+ consistent implementation of team readiness is essential. Maturity of AI adaptation will vary across Mandarin Oriental properties.
	Inflation, rising operational costs and fluctuating travel demand may affect financial resources available for technological investment.



SMART Objectives 
StaySmart+ initiative will be implemented across selected Mandarin Oriental properties to enhance digital personalisation and service efficiency. Project success will be measured through:
1. Seventy percent staff training completion
2. Ten percent improvement in digital services satisfaction 
3. Twenty percent reduction in service response times
The rollout will be completed within a six-month implementation window. 
Stakeholders 
Stakeholders are individuals or groups that can influence or are influenced by the achievement of an organisation's objectives (Freeman, 1984). Within a project context, stakeholders affect decision-making, implementation processes, and overall outcomes. They are commonly categorised as internal, meaning directly involved in the project, or external, meaning affected by the project but not directly responsible for execution. 
Internal Stakeholders
Internal stakeholders in the StaySmart+ project include senior leadership, project manager, IT and artificial intelligence development teams, hotel managers, front-line staff, marketing and sales team, the sustainability team and human resources departments. These stakeholders contribute to governance, system development, operational delivery and strategic alignment.
External Stakeholders
External stakeholders include hotel guests, technology suppliers, sustainability partners, regulatory authorities, local communities and investors. These groups influence brand reputation, service adoption, compliance requirements and long-term organisational value. Technology suppliers, for example, contribute specialised expertise and system integration capabilities. Strategic partnerships can generate mutual value by supporting innovation while strengtheninglong-term stakeholder relationships (Bourne, 2015).
	Stakeholder
	Internal / External
	Relevance to StaySmart+

	Senior Management
	Internal
	Strategic approval and resource allocation

	Hotel Managers
	Internal
	Local implementation and coordination

	IT & Digital Teams
	Internal
	System development and maintenance

	Front-line Staff
	Internal
	Service delivery and guest interaction

	Guests
	External
	Adoption and satisfaction

	Technology Suppliers
	External
	AI systems and digital platforms

	Sustainability Partners
	External
	Eco-friendly amenities and compliance

	Regulators
	External
	Legal and data protection compliance



 Roles, Responsibilities, Benefits and Challenges of Key Stakeholders 
Senior management plays a critical strategic role in the StaySmart+ project by providing direction, approving investment decisions and ensuring alignment between project objectives and organisational strategies. Their responsibilities include resource allocation, governance oversight and risk management across international operations. The primary benefit that they provide is strategic legitimacy and access to financial and organisational resources. However, they also face challenges relating to return on investment and the need to balance competing priorities across global markets (Bourne, 2015). 
Hotel managers are responsible for the local implementation and operational integration of StaySmart+ systems. They coordinate staff, manage service delivery standards and oversee day-to-day adoption of new technologies integrate new technologies. Their contextual knowledge of local markets supports effective implementation across diverse cultural environments. A key challenge involves managing employee resistance while maintaining service consistency. Cultural resistance may occur where artificial intelligence is perceived as conflicting with established service norms, highlighting the need for trust-based engagement approaches (Ashcroft,2017).
Technical stakeholders, including internal IT teams and external technological suppliers, design, implement and maintain the digital infrastructure underpinning StaySmart+. Their expertise enables system integration, innovation and regulatory compliance. However, they must manage cybersecurity risks, interoperability challenges and cross-jurisdictional data protection requirements. Effective stakeholder coordination and transparent governance are therefore essential to maintain trust and legitimacy. 
External stakeholders such as guests, sustainability partners, regulators, and local communities significantly influence project success. Guests determine service adoption and brand perception, while regulators shape compliance obligations. Sustainability partners contribute to environmental performance and reputational value. Challenges include varying regulatory standards, data privacy expectations and ethical considerations across regions (Harrison and Wicks, 2013).
When allocating responsibilities, it is necessary to consider stakeholder salience. Mitchell, Agle and Wood (1997) identify power, legitimacy and urgency as determinants of stakeholder influence. In the StaySmart+ context, senior management and regulatory authorities exhibit high salience due to formal authority and decision-making power. Front-line staff and technology suppliers may demonstrate high legitimacy and urgency but possess comparatively less formal power, requiring active managerial advocacy.
In addition, Resource Dependence Theory provides further insight into stakeholder influence. This theory argues that organisations depend on external actors for critical resources such as technology, regulatory approval and legitimacy. Consequently, stakeholder engagement becomes a strategic mechanism for managing dependencies and reducing environmental uncertainty. Within StaySmart+, collaboration with technology suppliers and regulators is essential not only for operational success but also for securing resources and is required for sustainable competitive advantage.  
Stakeholder influence also varies geographically in the international hospitality context. Regulatory bodies exert a stronger influence in regions with strict data protection regimes, while employee groups or local communities may hold greater normative influence in markets where social responsibility expectations are high. Therefore, stakeholder engagement strategies must be differentiated rather than standardised. Ethical engagement practices grounded in transparency and fairness support trust, legitimacy and long-term project success. 
Stakeholder Engagement Frameworks, Models, and Tools
Contemporary project environments are characterised by complex and evolving stakeholder networks that require structured management approaches. Traditional informal engagement methods are insufficient in large-scale innovation projects. Therefore, formal stakeholder management tools enhance coordination, prioritisation, and governance throughout the project lifecycle (Rocha et al., 2025). This section applies a power interest matrix, a stakeholder engagement plan and an RACI matrix to demonstrate a systematic approach to stakeholder engagement within the StaySmart+ project.
Stakeholder Matrix (Power Interest)
 The power-interest matrix is a widely used framework for prioritising stakeholders based on their level of influence and interest and degree of interest in a project (Mendelow, 1991). It enables project managers to tailor engagement strategies to the significance of stakeholders. 
Within the StaySmart+ project, senior management and hotel managers are classified as high-power, high-interest stakeholders, requiring close management due to their authority and direct impact on implementation. Regulatory bodies hold high power but comparatively lower operational interest and must therefore be kept satisfied through compliance and reporting mechanisms. Frontline staff and guests exhibit high interest but lower formal power, indicating the need for continuous communication and involvement to encourage service adoption and minimise resistance. The matrix, therefore, supports structured and appropriate stakeholder engagement.
Stakeholder Engagement Plan 
A structured stakeholder engagement plan ensures that interactions with stakeholders are purposeful, timely and aligned with project objectives. Effective engagement requires clear goals, appropriate methods and differentiated approaches tailored to stakeholder characteristics (Hollmann et al., 2022).
In the StaySmart+ project, senior management requires strategic briefings to support governance and oversight. Hotel managers benefit from implementation workshops that facilitate operational coordination. Front-line staff require training sessions and consultation opportunities to support system adoption and capability development. Guests are engaged through post-day feedback mechanisms that inform continuous service improvement. This structured approach strengthens trust, collaboration and commitment across stakeholder groups.

Stakeholder Engagement Plan Table
	Stakeholder 
	Engagement Method
	Frequency
	Purpose 

	Senior Management 
	Steering meetings 
	Monthly 
	Strategic oversight

	Hotel Managers 
	Implementation workshops 
	Bi-weekly
	Coordination and alignment 

	Frontline staff
	Training sessions 
	Pre-launch
	Adoption and capability building 

	Technology Suppliers 
	Technical meetings 
	Weekly 
	System integration 

	Guests 
	Surveys and feedback
	Post stay 
	Service improvement 


 
Communication Plan 
Effective communication is central to successful stakeholder engagement, particularly in projects involving significant organisational and technological change. A structured, purpose-driven communication plan ensures that information is delivered through appropriate channels and aligned with stakeholder expectations (Reed, 2020). Within the StaySmart+ project, formal communication mechanisms support transparency, coordination and trust.
Senior management requires progress reports and risk updates to enable governance oversight and strategic decision-making. Hotel managers benefit from regular meetings and operational updates to coordinate implementation activities. Frontline staff require clear guidance and feedback mechanisms to support system adoption and service delivery adjustments. Guests should be informed of new service features through digital platforms at launch to encourage awareness and engagement. This structured communication approach strengthens alignment across stakeholder groups and reduces the risk of misunderstanding during implementation. 
Stakeholder Communication Plan 
	Stakeholder 
	Communication Channel 
	Frequency

	Senior Management 
	Progress reports 
	Monthly 

	Hotel Managers 
	Meetings and emails 
	Weekly 

	Frontline Staff 
	Workshops and newsletters 
	Bi-weekly 

	Guests 
	Digital platforms 
	At launch 



RACI Matrix 
The RACI matrix clarifies roles and responsibilities by identifying who is responsible, accountable, consulted and informed for each key activity. Clearly defining these distinctions reduces ambiguity and enhances coordination among stakeholder groups (PMI, 2021). 
Within the StaySmart+ project, senior management remains accountable for strategic approval and oversight, while the project manager assumes responsibility for coordination and delivery. IT and AI teams provide technical expertise, and hotel managers and front-line staff contribute to operational execution. The RACI framework strengthens accountability, supports collaboration, and ensures structured governance throughout project implementation.
RACI Table 
	Activity 
	Senior Management 
	Project Manager 
	IT / AI Team
	Hotel Managers 
	Frontline Staff

	Project approval
	A 
	R
	I
	I
	I

	System design 
	C
	A
	R
	I
	I

	Staff training 
	I
	A
	C
	R
	R

	Pilot implementation 
	C
	R
	A
	R
	R

	Full rollout 
	A
	R
	C
	R
	R




Key:
R = Responsible 
A = Accountable 
C = Consulted 
I = Informed 
Source: Project Management Institute (PMI,2021)
Stakeholder Engagement Process and Conflict Management (4Cs Framework)
Effective stakeholder engagement is essential to the successful delivery of the StaySmart+ project due to its reliance on artificial intelligence, service innovation, and global implementation across culturally diverse hotel operations. As Project Manager, my responsibility is to coordinate engagement activities that align stakeholder expectations, reduce resistance, and proactively manage conflict. The 4Cs framework, consisting of communication, consultation, collaboration and commitment, provides a structured model for managing stakeholder relationships throughout the project lifecycle.
Communication 
Communication forms the foundation of stakeholder engagement, enabling transparency and shared understanding. In complex projects, ineffective communication is a major cause of delay and misalignment. Schumacher and Schumacher (2023) emphasise that inconsistent information flows significantly increase performance shortfalls in project organisations. Accordingly, structure and reliable communication systems are required.
Within StaySmart+, two-way communication mechanisms ensure stakeholders can both receive information and provide feedback. Digital dashboards provide senior management with visibility into milestones, risks and performance indicators. Communication must also be culturally sensitive to reflect regional service expectations. is important, especially due to Mandarin Oriental’s international operations. Frontline staff receive regular briefings and training updates, while guests are informed through digital platforms regarding service enhancements and data protection practices. Consistent and inclusive communication reduces uncertainty and minimises conflict.
Consultation 
Consultation ensues, stakeholder input informs decision-making and enhances project outcomes. Early and meaningful consultation reduces resistance in technology-enabled initiatives (Hollmann et al., 2022). 
Workshops will gather feedback on system usability and training needs. Pilot hotel feedback will refine digital features before wider rollout, reducing implementation risk. Guest surveys assess expectations regarding personalised services. Engagement with regulators and sustainability partners ensures compliance and alignment with external requirements. Proactive consultation, therefore, mitigates conflict by addressing concerns before escalation. 
Collaboration 
Collaboration extends beyond consultation by involving stakeholders directly in implementation activities. Collaborative engagement enhances innovation and reduces conflict in complex project environments (Prebanić and Vukomanović, 2023). 
Within StaySmart+, co-design initiatives with frontline staff ensure artificial intelligence systems complement existing service practices. Partnerships with technology suppliers support integration and technical resilience. Sustainability co-creation promotes the adoption of energy-efficient technologies. Shared ownership strengthens alignment and collective accountability.
Commitment
Commitment reflects sustained stakeholder support throughout the project lifecycle. It is reinforced through communication, consultation and collaboration. In projects that require behavioural change and technology adoption, commitment is critical.  
Employee commitment is strengthened through structured training and skill development initiatives. Leadership sponsorship ensures continued resource allocation and strategic alignment. Performance metrics linked to service quality, adoption rates and sustainability outcomes reinforce accountability. Ethical engagement practices, particularly regarding data protection and employee well-being, further support long-term trust.   
Conflict Management
Conflict may arise due to competing interests, technological developments and cultural differences across international operations. In multicultural project environments, differences in communication styles and leadership expectations may intensify disputes. Research indicates that leaders’ conflict management is particularly important in culturally diverse teams (Lundula, 2024). 
Interest-based negotiation will be applied to focus on shared goals rather than positional disagreement. Where necessary, structured escalation pathways will ensure issues are addressed transparently. Through culturally informed leadership and structured conflict resolution, stakeholder alignment can be maintained, and disruption minimised.
Leadership skills required for effective stakeholder engagement 
Effective stakeholder management in the StaySamrt+ project requires strong leadership capability. As a project manager, the following competencies are essential: 
· Strategic communication and transparency 
· Cultural intelligence and capability 
· Ethical decision-making and governance awareness 
· Interest based negotiation and conflict resolution
· Collaborative relationship building 
· Change management capability 

Impact of Stakeholder Engagement on Business Performance 
Business performance impacts are evaluated using key performance indicators aligned with customer, internal process, learning growth and financial perspectives.
Guest satisfaction and loyalty 
Stakeholder engagement directly influences guest satisfaction and long-term loyalty. Structured communication and consultation ensure that digital innovations align with customer expectations. Artificial intelligence enhances satisfaction most effectively when it complements high-quality employee service rather than replacing it (Prentice, Dominique Lopes and Wang,2020). The StaySmart+ hybrid model reflects this balance.
Engaging guests through structured communication and consultation enables Mandarin Oriental to tailor digital features such as personalised room settings and a digital concierge. At the same time, engaging frontline employees through training and feedback ensures that service quality remains aligned with the brand’s luxury standards. 
The impact of stakeholder engagement on guest satisfaction and loyalty can be determined using key performance indicators, satisfaction scores, repeat booking rates, Net Promoter Score and digital adoption levels. From a customer perspective, improved satisfaction drives loyalty and long-term growth. Effective stakeholder engagement, therefore, enhances service quality while strengthening sustainable financial performance within the luxury hospitality sector.
Employee Engagement 	
Stakeholder engagement also significantly influences employee engagement, particularly during technology-driven change initiatives. Clear communication, consultation and collaboration reduce uncertainty, strengthen confidence in new systems and minimise resistance to change.
Within the StaySmart+ project, involving front-line staff in training, workshops, training programmes, and pilot testing supports skill development and role adaptation. Employee engagement can be measured through training completion rates, survey results and staff turnover indicators. From a learning and growth perspective, higher engagement improves service quality and strengthens long-term organisational capability.
Brand Reputation 
Stakeholder engagement influences brand reputation within the hospitality sector, where trust, service excellence and ethical conduct are essential. Transparent communication with guests, responsible data management and collaboration with sustainability partners strengthen brand perception.
For Mandarin Oriental, proactive engagement with stakeholders reinforces the organisation’s image as innovative, responsible and customer-focused. Brand reputation can be evaluated using key performance indicators such as online ratings, sentiment analysis and trust metrics. From a customer perspective, a strong reputation supports customer acquisition, loyalty and sustained profitability.
Operational Efficiency 
Effective stakeholder management improves coordination and reduces implementation errors. Clear role definition and structured consultation enable smoother system integration and service delivery (PMI, 2021).
Efficiency improvements can be measured through response times, system downtime and service error rates. Engaged stakeholders facilitate the faster resolution and more efficient use of resources, which supports cost control and service consistency. 

Sustainability Performance 
Stakeholder engagement has a significant impact on sustainability performance as it enables collaboration with environmental partners and encourages responsible guest behaviour. Successful engagement practices with stakeholders for sustainability result in positive outcomes, such as embracing energy-efficient technologies, waste reduction initiatives and environmentally responsible service practices. Recent studies about hospitality have shown that sustainability challenges are most effectively addressed when organisations work collectively with other stakeholders to implement practical solutions (Khatter, 2023). 
In the instance of StaySmart+ project, sustainability performance can be evaluated using key performance indicators, for example, energy consumption per guest, waste reduction levels and engagement of guests with sustainability activities. From a long-term strategic perspective, effective sustainability engagement supports enhancing regulatory compliance, operational efficiency and alignment with evolving customer demands for responsible tourism. This highlights how the engagement of stakeholders can help produce long-term value for the luxury hospitality sector.
Risk Reduction 
The role of stakeholder engagement in the mitigation process of a project risk is to enable the early identification and management of potential issues throughout the project lifecycle. Engaging key stakeholders allows regulatory, technological and cultural risks to be addressed proactively rather than reactively. To be able to detect early risk and prevent misunderstandings that may escalate into significant project challenges, clear communication and structured engagement are needed.
In connection with the StaySmart+ project, risk reduction can be evaluated using key performance indicators such as compliance audit results, frequency of data security issues and number of stakeholder complaints. As a result, proactive engagement contributes to organisational resilience and supports the successful delivery of the project. 
Recommendations for Future Stakeholder Engagement 
Building on the stakeholder analysis, engagement framework and evaluation of business performance impacts, this section proposes a set of prioritised recommendations to strengthen future stakeholder engagement for the StaySmart+ project. The following recommendations have been included to improve aspects such as guest satisfaction, employee engagement, sustainability and risk management while supporting long-term strategic value creation for Mandarin Oriental Hotel Group. Each recommendation is actionable and aligned with issues identified in earlier sections of the report.
Recommendation 1: Establish continuous stakeholder feedback loops (High priority)
The first and highest priority recommendation is the adoption of the continuous stakeholder feedback loop. Earlier analysis highlighted that guest satisfaction, employee engagement and operational efficiency are strongly influenced by ongoing communication and consultation. Feedback mechanisms such as guest surveys and staff workshops, though noted as effective under the implementation phase, should be embedded as permanent features of operations rather than one-off activities.
Mandarin Oriental should introduce integrated digital feedback systems that capture real-time guest insights, employee suggestions, and operational issues across all StaySmart+ enabled properties. As project manager, I would be responsible for overseeing the design governance of the feedback mechanisms. This recommendation is a direct representation of earlier findings on guest satisfaction and risk reduction, as continuous feedback enables early identification of service gaps, technology issues and stakeholder concerns.
Recommendation 2: Introduce advanced staff training in artificial intelligence ethics (high priority) 
Furthermore, the second high-priority recommendation involves the introduction of advanced staff training regarding artificial intelligence ethics, data privacy and the responsible use of technology. Earlier sections have identified employee resistance, data protection concerns, and ethical governance as key challenges associated with the StaySmart+ project. Without adequate training, these risks may have a significant potential to weaken employee engagement and trust.
Mandarin Oriental should develop structured training programmes that go beyond technical system use to address ethical decision-making, data handling responsibilities and guest privacy expectations. The actual delivery of the training will be facilitated by human resources and legal teams, whom I would coordinate as a project manager to ensure alignment with regulatory requirements and organisational values. This recommendation supports earlier analysis on employee engagement and reduction of risk since ethical awareness enhances confidence and diminishes resistance to technology adoption in trust from both the employees’ and guests’ standpoints. 
Recommendation 3: Implement localised stakeholder engagement strategies (medium priority)
Given Mandarin Oriental’s global operating environment, a medium-priority recommendation would be the implementation of localised stakeholder engagement strategies. As identified in earlier analysis, cultural differences are a potential barrier to consistent adoption of artificial intelligence-enabled services. Uniform engagement approaches may be unable to address regional expectations, service norms and communication preferences. 
The local hotel manager should be allowed to customise engagement strategies while maintaining overall project objectives. This includes the customisation of the communication style, training approaches and consultation methods to reflect cultural contexts. I would be the project manager to set the global engagement standards while allowing flexibility in local execution. This directly relates to earlier findings on cultural intelligence and conflict management that suggest a higher acceptance of StaySmart+ features and reducing implementation risk across international markets.
Recommendation 4: Develop long-term sustainability partnerships (medium priority)
The fourth recommendation focuses on strengthening long-term partnerships with sustainability stakeholders. Earlier analysis demonstrated that stakeholder engagement significantly influences sustainability performance and brand reputation. Although sustainability initiatives were found in the StaSmart+ project, further added value could be created through long-term collaboration rather than short-term compliance strategies. 
Recommendation 5: Strengthen leadership sponsorship and performance measurement (lower priority) 
The final recommendation targets further improving leadership sponsorship and incorporating stakeholder engagement outcomes into existing performance measurement approaches.  Prior sections highlighted the importance of senior management support in driving commitment and accountability. While leadership involvement was evident, its impact can be enhanced through clearer performance linkages.
In addition, for the organisation to take into consideration and fully advantage of the benefits that come with stakeholder engagement, the organisation's management performance would be linked with other key stakeholder engagement metrics like service quality score cards and sustainability indicators. With this role as project manager, I would ensure that the organisation's stakeholder engagement performance is regularly tracked and reported to the management. Although lower priority than earlier recommendations, this action supports long-term commitment and reinforces the strategic importance of stakeholder engagement across the organisation.
Conclusion
This report has examined the strategic role of stakeholder engagement in assisting Mandarin Oriental Hotel Group in the implementation of the StaySmart+ initiative. This analysis demonstrated that structured stakeholder management is essential for delivering digital innovation while maintaining luxury service standards, sustainability commitments and global operational alignment. 
Through stakeholder identification, salience analysis and models of structured engagement, how communication, consultation, collaboration and commitment strengthen alignment and reduce resistance in complex project environments. This evaluation also illustrated how stakeholder management could improve satisfaction with incoming guests, employees, operational efficiency, sustainability and risk management. 
By acknowledging organisational dependency on critical external resources such as technology expertise and legal legitimacy, stakeholder engagement becomes a strategic capability rather than a procedural requirement. The development of ethical engagement practices within project governance strengthens organisational resilience and competitive positioning.
In conclusion, the key to the success of StaySmart+ is not just technology innovation but the effective management of stakeholder relationships that enable sustainable long-term value creation.
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