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[bookmark: _Toc189056474]Executive Summary
This consultancy report, prepared by Visionary Solutions, analyses the operational challenges The Dorchester Hotel, specifically its Events and Banqueting Department, is experiencing and recommends a strategic plan to help improve the problems identified. This report is essentially a call for Dorchester to achieve more operational efficiency and enhance client satisfaction as well as lead in the event management market that has stiff competition. These will be key findings, recommendations, and an action plan that can help the hotel play on its strengths while fixing its weaknesses. Visionary Solutions will be the guiding light that leads Dorchester through the hurdles by proposing unique strategies meant to last in the long run.
Problem or Issue at Stake
The Dorchester Hotel experiences serious operation inefficiencies across the Events and Banqueting Department, thus affecting how events are undertaken and overall client satisfaction. The main causes of these problems include lack of communication, ambiguous roles, and poor coordination, which all cause delays and make room for even mistakes in an event experienced by clients. External factors such as how rapidly technology advances, economic challenges, and increased demand for sustainability have also added to these inefficiencies. All these factors necessitate a strategic approach in the pursuit of optimising processes, boosting staff engagement, and adopting new formats of events such as hybrid and sustainable events.
Findings
1. Operational Inefficiencies: Poor communication, unclear roles, and lack of coordination are the main reasons for delays in addition to errors within the Events and Banqueting Department. These inefficiencies are drawbacks that show the ability of the hotel to deliver better events by meeting the clients' expectations.
2. External Pressures: Technological improvements, economic burdens, and even sociological transformations-the growing call for hybrid events, for instance-and the more demand for going green are now being added burdens for the operation of the hotel. The competitive challenge for a hotel is now, therefore, rapid adaptation to these forces-especially those requiring new technology or sustainable ways.
3. Untapped Opportunities: Even as the hotel faces issues, The Dorchester Hotel offers many opportunities in innovating new event offerings. Hybrid and virtual events are new trends, thereby giving the opportunity to tap into different markets and acquire more clients for the hotel. Similarly, there is an influx of sustainability for events, an opportunity that competes with the hospitality industry.
4. Need for Change Management: The hotel needs to develop an organisational culture that is more adaptable and resilient in the face of change. This means it has to inculcate among its employees an ability to accept new technologies, processes, and ways of doing things. Therefore, the organisation needs to invest in training the staff on new tools, processes, and ways of working.
Analysis of Findings
The operational inefficiencies within The Dorchester are actually a result of aged processes and no communication. Due to this, the coordination breakdown and frequent errors that occur during execution have become increasingly common. Analysing the workflows of the department, as well as the communication structure, will therefore be critical to bringing about improvements and ensuring smooth executions of events.
Other external challenges and opportunities involve the increase in demand for hybrid events and growing demands for sustainability. In response to this, the hotel has the potential for an expansion in events to offer virtual and hybrid events. This will capture a broader client base, with clients becoming more selective and increasingly wanting flexible and remote event options. Besides, the sustainability orientation of the hotel can be exploited to attract green clients and boost the reputation of the hotel as a progressive, socially responsible brand.
Another key finding of the research would be the requirement for change management. The strategic and operational change that Dorchester is experiencing makes it essential that employees buy into the change as well. Such change management practice will be an important requirement for creating an environment of motivation for new technologies, new processes, and organisational changes.
Recommendations
1. Restructure the Events and Banqueting Department: Reorganisation of the Events and Banqueting Department Clearly define who reports to whom within the organisation, define channels of communication, and employ standard procedures for event execution A better structure by then will reduce mistakes, coordination, and speedy execution of the event.
2. Adopt Advanced Event Management Technology: Engage in event management software to facilitate easier coordination, track and record progress, and simplify the shipment of logistics while attending the event. Also, invest in technology, especially hybrid event formats, as demand is increasing for virtual and hybrid events.
3. Implement Sustainability Initiatives: Introduce eco-friendly practices for events, which include sustainable material usage, waste minimisation, and carbon-neutral event packages. This will be appropriate to the current trends of the hospitality industry and attract environmentally conscious clients.
4. Foster a Culture of Change Management: Implementing training and development programs to adequately equip employees for the new ways of doing things, technologies, and systems being implemented. Have a culture driven by feedback with employees supported and encouraged to identify areas of opportunity for continuous improvements during the transitional period.
5. Expand Event Offerings: Introduce new events packages with hybrid and sustainable options which will enable The Dorchester to reach new markets and fulfil changing client demand.
Conclusion
It was sensible to incorporate an overview of the issues the report describes as being faced by The Dorchester Hotel and an overall set of strategic recommendations to address these problems. Implementing the changes suggested herein, such as restructuring the Events and Banqueting Department, using event management technology, focusing on sustainability, and the overall creation of an adaptable culture within the hotel will best prepare it to improve operational efficiency, increase client satisfaction, and maximise opportunities from new market potential. The strategies are proposed to ensure the hotel's operations are brought into line with the industry and enhance its competitiveness in the market.


[bookmark: _Toc189056475]Introduction
The Dorchester is one of the most iconic luxury hotels in London. It has marked excellence in the hospitality industry since 1931 and has been built into a prestigious establishment within the esteemed Mayfair district of London. With excellent service, timeless elegance, and the hosting of high-profile events, this place has become very popular. With more than 250 rooms, including 49 suites, and a world-class banqueting hall that can seat up to 1,000 guests, The Dorchester has become the preferred destination for celebrities, dignitaries, and corporate clients seeking unmatched luxury. Even so, even institutions with such a stellar reputation are not immune to operational challenges. The Events and Banqueting Department of the hotel had one issue it was trying to overcome: poor coordination among event planning teams, which occasionally caused disturbances in high-profile events and further frustrated the clients. Visionary Solutions sought to help Dorchester obtain actionable insights and strategies that could help solve such inefficiencies so that prestigious events were carried out without disruptions and improved both client satisfaction and operational efficiency (Dorchester Collection (2025).
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Source: (www.e-architect.com, 2021)
The Dorchester faces a grave problem in terms of inefficient coordination, as the Events and Banqueting Department is not only a revenue-generating arm of the hotel but also the touchpoint for the brand image of the hotel. Success in high-profile events directly impacts the reputation of the hotel and the retention of its customers.
Miscommunication, event setup delays, and last-minute errors compromise not only the quality of service but also the hotel's position as a leader in luxury hospitality. For an industry that is heavily dependent on word-of-mouth and client testimonials for future bookings, minor lapses in service can lead to significant fallouts. In such a scenario, as the hospitality industry continues to grapple with the aftermath of the COVID-19 pandemic, it becomes even more essential to address these challenges to maintain and improve Dorchester's competitive advantage (Ababa, 2024).
The consultancy report has been compiled and drawn by Visionary Solutions- a professional consultancy firm specialising in the provision of strategic as well as operational solutions to luxury hotels all over the world. Our team consists of experience-rich experts from the hospitality sector offering customised approaches to derive suitable solutions to meet the unique challenges of clients. Our mission is to optimise the operations of luxury hotels and facilitate client satisfaction, and sustainable growth. We, in this report, try to provide solutions which are actionable so that the Events and Banqueting Department at The Dorchester becomes more coordinated and efficient.
SOAR will be applied in the form of identifying strengths, opportunities, aspirations, and results of the department. It will explain what the Events and Banqueting Department is good at and how those strengths can be used to solve the present issues. It will also provide for innovation and growth opportunities, creating a clear vision of the department's future aspirations and outcomes.
The STEEPLED framework will look into factors outside the event planning arena for The Dorchester; these include such factors as the economic landscape, how the technology world is advancing, and social trends. This analysis shall highlight external threats and opportunities, for instance, changes in client expectations post-pandemic, or event management technologies that may be advanced for better operational capabilities (Hums and Wolff, 2017). 
SOAR will be applied in the form of identifying strengths, opportunities, aspirations, and results of the department. It will explain what the Events and Banqueting Department is good at and how those strengths can be used to solve the present issues. It will also provide for innovation and growth opportunities, creating a clear vision of the department's future aspirations and outcomes.
The TOWS framework finally uses all that has been achieved in STEEPLED and SOAR analysis to work out a proper, actionable strategy that converts challenges to opportunities by matching a department's strengths with an available opportunity to the left while looking down at the weaknesses or threats on one's side. For instance, this might present how enhanced interdepartmental coordination can enhance the streamlined execution of the event or how event management software developed could eliminate inefficiency in this manner.
Utilising these frameworks, this report will deepen the understanding of the issues Dorchester's Events and Banqueting Department is currently facing and provide strategic recommendations to address those issues. The long-term goal is to continue improving operational efficiency, enhance customer satisfaction, and maintain a reputation as a global luxury hospitality leader.

[bookmark: _Toc189056476]Analysis
The Events and Banqueting Department of The Dorchester holds an important place in the hotel as the department makes huge revenues, bringing the house more fame on an international scale. However, there is one crucial problem regarding the ineffective coordination of teams in planning events. In this section, the causes behind the issue, its implications for the house, and contributory factors are analysed with the STEEPLED, SOAR, and TOWS framework.
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Source: (www.edition.cnn.com, 2023)
Issue Identified: Inefficient Coordination in Event Planning
The lack of proper coordination among event planning teams within The Dorchester has resulted in several operational inefficiencies. These include a lack of effective communication between departments, failure of last-minute changes to be communicated clearly, and an overall delay in event setup. The following aspects illustrate how this affects the hotel.
Client Satisfaction
Poor coordination of such high-profile events leads to so many errors in services for clients, which include delayed services and improper setups. Such mistakes earn unfavourable feedback from clients, lower their trust and loyalty, which hurts repeat business, as well as bring low-ranking clients instead of high-profile ones for the hotel (Jawabreh, Al Fayoumi, and Bareya, 2022).
Reputation
Poor event execution results in lost revenue, as disappointed clients may go to competitors. Poor client experiences also discourage potential customers, which decreases bookings. Inefficiencies in operations also increase costs, thereby reducing profitability. The combined effect of lost clients and increased costs is a significant threat to financial stability (Lai, 2019).
Revenue and Income
Poor event execution results in lost revenue, as disappointed clients may go to competitors. Poor client experiences also discourage potential customers, which decreases bookings. Inefficiencies in operations also increase costs, thereby reducing profitability. The combined effect of lost clients and increased costs is a significant threat to financial stability (Vives, Jacob, and Payeras, 2018).
Employee Morale
Disorganised workflow and unclear channels of communication cause frustration among employees with more stress and burnout. Overworked employees fail to deliver in most cases and suffer from low job satisfaction and productivity. Low morale under these circumstances creates a vicious cycle that further hampers the quality of execution of events (Faozen, 2023).
Scope and Scalability
These inefficiencies limit the scale at which it can deal with large or several events concurrently. Given the growing demand for the services at Dorchester, such limitations bar scaling and potentially hold back revenues from expansion. Unless dealt with, it risks holding up the expansion of event activities at the hotel (ZHAI and Kerdpitak, 2024).
Causes of the Issue
1. Lack of Unified Communication Tools
An event management system lacking integration prevents real-time coordination and communication among teams. Major updates, changes in schedules, and other things are mostly conveyed through disintegrated modes of communication such as emails or through casual conversations that cause delays in deadline fulfilment and mistakes. This leads to inefficiency and a poor execution process of an event (Gaisbauer et al., 2017).
2. Undefined Roles and Responsibilities
Poor assignment of tasks and double duty cause employee confusion when designing or implementing the events. Many workers do not know exactly what their roles are. As a result, it can lead to wasted time, repetitive work, and overlooked tasks. Unclear assignments will disturb workflow processes and more the chances of error while performing a critical event (Mijatov et al., 2018).
3. Insufficient Training
Event planning staff are not adequately trained to use the latest event management tools and techniques, which are required to handle complex requirements effectively. Poor knowledge of digital platforms hampers the team's ability to optimise workflows, causing delays, poor coordination, and suboptimal client experiences. This knowledge gap hampers adaptation to industry developments (Ushakov et al., 2020).
4. Limited Feedback Mechanisms
The lack of designed feedback mechanisms does not enable the institution to identify and correct repeated problems. Clients and employees have no formal mechanism by which to express constructive feedback. Improved best practices fail to develop due to this lack of mechanism. This can create inefficiencies and prevent long-term process operations (Akhtar et al., 2022).
5. External Factors
The COVID-19 pandemic has magnified various challenges, from reduced staffing levels and shifting client expectations on hybrid and virtual events to disrupted supply chains and regulations around health and safety. As such, a new approach would be needed to handle changing demands, while maintaining the excellence of service offered (Buttrick, 2009).
STEEPLED Analysis
The STEEPLED framework highlights external factors influencing Dorchester's Events and Banqueting Department:
1. Social
The expectations post-pandemic have been that the clients are demanding more hybrid and virtual event formats, which challenges the traditional setup of events. The department is required to integrate digital solutions with such luxury as the requirements of clients' ever-evolving needs are manifested without compromising the guest experience (Sorooshian et al., 2016).
2. Technological
The lack of sophisticated event management software also prevents real-time coordination and operational efficiency. Current technologies like automatic scheduling and communication tools play a vital role in promoting teamwork across and improving the quality of an event (Georgiadou et al., 2021).
3. Economic
Increased operation costs fueled by inflation require cost-effective methods for sustaining profitability. Luxury service delivery needs to be brought into line with budget constraints to continue to be competitive in an inflationary environment where the luxury hospitality industry is becoming increasingly sensitive to price.
4. Environmental
Customers have grown more environmentally conscious, compelling the hotel to reduce their waste and local sources as well. Adopting these sustainability practices benefits not only from meeting clients' demands but also the enhancement of its reputation by showcasing that the hotel is indeed responsible and environment-conscious (Siakas et al., 2023).
5. Political
Such drawbacks as disruption to international bookings and the reliability of supplying goods, Brexit-related, require interaction and correlation between regulatory and complex hotel environments for normal operations and attractiveness to international clientele.
6. Legal
Compliance with severe health and safety standards after the pandemic has created layers of complexity in event planning. Compliance guarantees the safety of the client but requires more resources and careful implementation.
7. Ethical
Meeting these ethical demands means that the hotel stands as a socially responsible venue for diverse clienteles. Inclusivity and accessibility are becoming critical in events.
8. Demographic
A younger demographic expects event experiences to be innovative and technology-driven. This means incorporating modern technologies and creating experiential events that will appeal to, and keep up with, the growing segment (Lomas and McLeod, 2020).
Positive Performance
Despite facing challenges, The Dorchester maintains several strengths that position it as a leader in luxury hospitality:
1. Brand Strength
Dorchester's brand is worldwide in recognition, symbolic of luxury and prestige. Such a brand attracts high-profile clientele, such as celebrities, dignitaries, and business leaders. This reputation boosts trust among clients, making the hotel a favourite to host exclusive events (He and Calder, 2020).
2. Prime Location
The Dorchester, located in the heart of Mayfair, London, boasts the status and privilege of its very prime location; it is accessible yet exclusive for international and local clients. Its proximity to such famous landmarks and transportation links further enhances its appeal to a global audience seeking luxury (Valentin and O’Neill, 2019).
3. Exceptional Service
The workforce at the hotel is highly trained and celebrated for their exceptional personalised service. It delivers experiences ranging from fine attention to detail and accommodating requests by unique clients that exceed the expectations of those experiences. This repeats business and yields word-of-mouth recommendations (Kwan and Tong, 2023).
4. Diverse Facilities
The Dorchester features several flexible venues that range from intimate meeting rooms to grand ballrooms. Each venue is specifically designed to accommodate many types of events, such as weddings, corporate events, and red-carpet galas. It helps the hotel serve diverse clientele needs while leveraging the maximum space it can have for events (Pavia and Floričić, 2017).
These strengths support Dorchester in its efforts at overcoming operational hurdles, sustaining leadership, and ultimately continuing to fulfil the luxury services that have driven its reputation through the years.
SOAR Analysis
The SOAR framework evaluates Dorchester’s strengths, opportunities, aspirations, and results.
	Strengths
	Opportunities

	1. Iconic brand and reputation
	1. Adopt advanced event management tools for efficiency.

	2. Prime location
	2. Expand into hybrid and virtual event formats globally.

	3. Skilled and experienced staff
	3. Implement sustainability-driven initiatives for events.

	4. Diverse and versatile facilities
	4. Form partnerships with high-profile clients for growth.



	Aspirations
	Results

	1. To become a global leader in event excellence
	1. Enhance client satisfaction, retention, and loyalty.

	2. Set industry benchmarks for innovation and service
	2. Increase revenue, reputation, and market recognition.

	3. Foster long-term client relationships
	3. Increase client engagement and strengthen business ties.

	4. Develop a reputation for sustainability and responsibility
	4. Capture a larger market share and competitive edge.
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TOWS Analysis
		Strengths
	Weaknesses

	Leverage brand reputation to attract high-profile clients.
	Invest in staff training programs to address skill gaps.

	Use a skilled workforce to implement modern event tools.
	Introduce clear task allocation to eliminate overlaps.

	Capitalise on prime location to secure premium clientele (Kulshrestha and Puri, 2017)
	Develop feedback mechanisms for continuous improvement (Pasaribu, Shalsabila, and Djatmiko, 2023). 

	Utilise versatile facilities to offer tailored solutions for diverse events.
	Address communication inefficiencies by adopting unified tools and systems.




		Opportunities
	Threats

	Embrace sustainability to appeal to eco-conscious clients.
	Address competition by enhancing service differentiation.

	Invest in hybrid event capabilities to capture new market segments (Fitriani, 2022).
	Mitigate rising costs through operational efficiency.

	Forge partnerships with technology providers for innovative solutions.
	Adapt to changing client expectations post-pandemic.

	Expand into underserved markets for unique, themed events.
	Navigate uncertainties related to supply chains and international bookings.
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Key Findings
Operational Inefficiencies: The Events and Banqueting Department faces several challenges because of bad communication and indeterminate roles. Such inefficiencies bring about poor coordination, postponement of events, and opportunities that never live up to expectations main performance destroyer and source of dissatisfaction among clients. This calls for better processes and internal communication (Burnes, 2014).
External Influences: Technological, economic, and social factors are compounding these operational inefficiencies. Rapid technological advancement calls for adaptability, while economic factors often demand cost-effectiveness. Social trends like sustainability and hybrid events pose greater additional obstacles but also present possible growth areas if harnessed proficiently.
Untapped Opportunities: The Dorchester has huge innovation potential in events. Using the iconic brand and prime location combined with experienced staff, it will be able to diversify and expand its service to meet current demand, specifically in hybrid and sustainable events.
Need for Change Management: These issues need a strategic approach- operational change and a culture change to organisational needs, hence the need to focus on change management to succeed in the long term (Noordzife, 2014).
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Introduction
An in-depth analysis has been conducted for Dorchester Hotel iconic name in luxury hospitality, that would bring into light the cause of inefficiencies in the operational system, factors of external influences, opportunities which could not be fully exploited, and the requirement for change management. The identified problems are vital in maintaining the premier position of the hotel in the market. With successful change management and operationally improved changes, Dorchester would surely overcome the said problems and again set new milestones for excellence. This report details recommendations, how they will be implemented, strategies for managing change, and how success will be measured (Whittington et al., 2020).
Key Findings Recap
The analysis has revealed four major categories of issues:
Operational Inefficiencies: The Events and Banqueting Department faces problems caused by poor communication, undefined roles, and lack of coordination. All these problems lead to delay, and confusion, and ultimately result in poor service delivery, thus impacting the experience of the events for the clients (Poldrugovac, Tekavcic, and Jankovic, 2016).
External Influences: Technological, economic, and social pressures are exacerbating the already operational inefficiencies. Rapid technological advancement necessitates speedy adaptation, whereas economic pressure requires cost-effective strategies. In addition, social trends are also changing, with growing demands for sustainability and hybrid event formats that are challenging the hotel's operations (Kirima, Makopondo, and Mutungi, 2017).
Untapped Opportunities: The Dorchester has vast, untapped potential despite the mentioned challenges. It can innovate in event offerings, especially with the embracing of hybrid and sustainable formats of events. This will be a means through which it will cater to increased demand for flexible, eco-friendly events while reaching new markets (Bilgihan and Ricci, 2024).
Need for Change Management: More than operational change, this is about a cultural change in the organisation. Change management is therefore very important for the acceptance of new roles, technologies, and processes across the hotel by employees to drive growth and adaptability (Cameron and Green, 2019)
The following recommendations aim to address these issues comprehensively, with a focus on operational changes, technology adoption, and culture transformation.
Recommendations
1. Enhancing Operational Efficiency
a. Implementing a Clear Organisational Structure
The Events and Banqueting Department lacks defined roles. Overlaps in duties are identifiable, and the responsibility between them is unclear. A new organisational structure clearly defining the roles and reporting lines is recommended for the hotel. This would reduce communication breakdowns and prevent delays often caused by it (Funminiyi, 2018).
Action Plan:
· Restructure Department: Create distinct roles for event coordinators, managers, and support staff, and clarify reporting relationships.
· Develop Standard Operating Procedures (SOPs): Implement detailed SOPs for event planning, coordination, and execution (Hollmann et al., 2020).
· Staff Training: Provide training sessions for staff to familiarise them with new roles and expectations.
Cost Estimate:
· Restructuring costs, including consultation and restructuring of roles, will be around $20,000–$30,000 depending on the scope.
· Staff training could cost approximately $10,000 for external trainers and the development of materials.
Expected Benefits:
· Reduced confusion and delays in event planning.
· Improved coordination, leading to smoother event execution (Dounavi et al., 2022).
· Increased employee satisfaction due to clear roles and responsibilities.
2. Technological Integration
a. Adopting Event Management Software
To address the inefficiencies and provide better services to customers, Dorchester needs to consider advanced event management software. Advanced EMS will streamline all the different departments' communication processes, follow event progress in real-time, and help efficiently manage resources (Furness, 2021).
Action Plan:
· Selection of Software: Evaluate and choose an EMS that best fits the needs of the hotel. Popular options include Social Tables, Cvent, and Eventbrite.
· Integration with Existing Systems: Ensure the software is compatible with current hotel management systems.
· Training and Onboarding: Train relevant staff members on how to use the EMS effectively.
Cost Estimate:
· The EMS software can range from $10,000 to $50,000 depending on the features, customisation, and subscription model. Training costs may add another $5,000.
Expected Benefits:
· Streamlined communication between departments.
· Greater visibility and control over event progress.
· Enhanced customer service through faster response times and real-time updates.



3. Expansion into Hybrid and Virtual Events
a. Leverage Existing Facilities for Hybrid Events
The Dorchester can take advantage of the increasing popularity of hybrid and virtual events. The hotel offers a variety of facilities that are easily adapted for such events, and it should promote this feature to its clients (He-Kiis, 2022).
Action Plan:
· Invest in Virtual Event Infrastructure: Set up live streaming equipment, video conferencing tools, and high-quality audio-visual setups.
· Develop Hybrid Event Packages: Create flexible packages that allow clients to host both in-person and virtual components seamlessly.
· Market the Offering: Promote hybrid and virtual event capabilities through digital marketing and sales efforts.
Cost Estimate:
· Initial setup for live streaming and video conferencing equipment could range from $25,000 to $50,000.
· Marketing and promotion could cost an additional $5,000–$10,000.
Expected Benefits:
· Capture new market segments that prefer virtual or hybrid formats.
· Increase revenue by offering flexible event solutions.
· Position The Dorchester as a leader in event innovation.
4. Focus on Sustainability
a. Implementing Sustainability-Driven Initiatives
Sustainability is becoming paramount in the events industry. Considering that consumers would demand environmentally sensitive services, sustainable practices should form an integral component of Dorchester's events operations (Metz et al., 2016).

Action Plan:
· Eco-Friendly Event Materials: Shift to using reusable, biodegradable, or recyclable materials for event setups (e.g., tablecloths, cutlery, decorations) (Leochico, Di Giusto, and Mitre, 2021).
· Energy-Efficient Solutions: Install energy-efficient lighting, heating, and cooling systems in event spaces (Ekim, Mattsson, and Bernardo, 2023).
· Sustainable Catering: Offer sustainable catering options, such as locally sourced and organic food (Lopez, Teufel, and Gensch, 2019).
Cost Estimate:
· Initial investment in sustainable materials and energy-efficient systems may range from $15,000 to $25,000.
· Transitioning to sustainable catering could incur additional costs, but it can also lead to savings in the long term.
Expected Benefits:
· Attract environmentally conscious clients, enhancing the hotel's reputation.
· Align with industry trends and government regulations regarding sustainability.
· Cost savings from energy efficiency and waste reduction.
5. Cultural Change and Employee Engagement
a. Building a Culture of Adaptability
Such changes would require the development of a new organisational culture in which people are expected to respond to the change, accept new technologies, and work more collaboratively. Change management practices that focus on constructing a supporting and adaptable work environment shall be implemented (Monira, Ola, and Khan, 2024).
Action Plan:
· Employee Engagement Programs: Initiate regular feedback sessions, workshops, and open forums for employees to voice concerns and suggestions (Chandani et al., 2016).
· Change Champions: Appoint key staff members to act as “change champions” to lead the adoption of new processes.
· Clear Communication: Maintain open and transparent communication channels through the implementation process. Ensure the employees are made aware of any change and why such a change was made (Lamontagne, 2023).
Cost Estimate:
· Employee engagement and change management programs may cost around $10,000–$15,000, including materials, facilitator fees, and incentives for engagement.
Expected Benefits:
· Reduced resistance to change.
· Higher employee morale and retention.
· A more flexible and innovative workforce.
Change Management Strategy
To ensure the successful implementation of the above recommendations, Dorchester must follow a structured change management process.
1. Assessment and Planning: First of all, there is a need for assessment of the existing processes; feedback from the employees and planning for change on a comprehensive level with timelines, roles, and responsibilities for all concerned (Equenot, 2024).
2. Communication: There should be clear and consistent communication throughout the transition process. Management needs to make the employees understand how these changes will benefit them and the hotel in general (Mirhabibi, 2017).
3. Training and Support: Engage employees on the new system, roles and technologies through adequate training and the provision of related resources. Keep providing support, and guidance, to help them find solutions to specific problems and obstacles (Barreto and Mayya, 2023)
4. Feedback and Adjustment: Regularly solicit staff feedback to ensure that the changes work effectively and better. Adapt the implementation plan if necessary to facilitate optimal integration (Francis and Baum, 2018).
Measuring Success
To evaluate the success of the implemented recommendations, The Dorchester should use a combination of quantitative and qualitative metrics:
Operational Metrics: Improvement in event coordination and execution will be tracked. Key indicators include delays reduced, operational errors decreased, and efficient handling of event logistics. Event set-up and teardown timeliness and coordination across departments will give a sense of how effective the changes in operations have been (Kaiser et al., 2023).
Financial Metrics: Revenue growth from new offerings of events, for example, hybrid and virtual events as well as from sustainability-driven initiatives, should measure financial performance. The introduction of new event packages and services shall be tracked as a way to measure their influence on overall revenue and profitability (Gładysz and Kuchta, 2022). 
Employee Feedback: Regular feedback would be gathered through surveys and focus groups that could establish employee satisfaction. The result would try to understand whether employees have responded well to new roles, systems, and processes and are more engaged and empowered because of the change (Auh et al., 2019).
Client Satisfaction: Client feedback will be collected regularly, covering issues such as quality of service, hybrid event experience, and sustainability. In this way, Dorchester will find out whether the clients consider changes to be improvements or not (Nobar and Rostamzadeh, 2018).
Cost-Benefit Analysis
Though restructuring, embracing the use of innovative technologies, implementing sustainability measures, and educating employees may be a large investment upfront, the long-term benefits are well worth those costs at The Dorchester Hotel: larger gains in operating efficiency and an array of new events. A more flexible and more innovative workforce will be at the disposal of customers. Such factors would lead to measurable increases in revenue, satisfaction, and brand reputation in the competitive hospitality industry market, positioning Dorchester as a leader (Sunstein, 2017).
The size of the investment would be approximated to be anywhere between $90,000 and $150,000. This will cover the change in technology, employee education, sustainability efforts, and reorganisation of the organisation. At this point, it might look like a pretty penny, but the ROI is going to be huge. Events from clients will increase, and there will be better retention of clients while staying ahead of competitors and all of this bodes well for the hotel (Koopmans and Mouter, 2020).
Dorchester will reap the results of the positive impact in ROI that can be perceived within 12-18 months due to the improved operational efficiency more satisfying customer service and expanded offer. The said investment is no longer a repair to current situations but rather building the future, keeping industry trends and client expectations with long-term profit growth (Flyvbjerg and Bester, 2021).
Conclusion
Thus, the strategic recommendation to enhance operating efficiency, offering more events to reach a wider set of customers and engendering culture innovativeness that is sustainable is what will push The Dorchester Hotel to effectively overcome its weaknesses. Effective and meaningful change management together with open communication shall be the secret to the negotiation of these change conditions. The effective application of these plans will bring enhanced operational performance from the hotel to great financial success with satisfied customers to reaffirm Dorchester's top-tier status within luxury events and hospitality.
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Operational Inefficiencies
	Restructure the Events and Banqueting Department, defining clear roles and improving communication (Invernizzi, Locatelli,  and Brookes, 2018).
	Streamlined event coordination, reduced delays, and increased efficiency.
	3 months
	30/04/2025
	£25,000

	2
	External Influences (Technological & Social)
	Implement event management software to streamline operations and adopt hybrid event formats.
	Improved operational efficiency and the ability to host hybrid events, increasing market appeal.
	4 months
	31/05/2025
	£40,000

	3
	Lack of Sustainability Focus
	Introduce sustainable event practices, such as using eco-friendly materials and energy-efficient systems.
	Enhanced brand reputation, attracting environmentally-conscious clients and reducing operational costs (Álvarez Jaramillo, Zartha Sossa, and Orozco Mendoza, 2019).
	6 months
	31/07/2025
	£20,000

	4
	Employee Engagement and Change Management
	Implement change management strategies, including staff training, feedback mechanisms, and cultural shifts.
	Higher employee satisfaction, better adaptability, and smoother transition during operational changes (Beijer and Gruen, 2016).
	4 months
	30/06/2025
	£15,000

	5
	Client Feedback and Event Satisfaction
	Regularly collect client feedback on hybrid and sustainable events to monitor satisfaction and identify areas for improvement (Lambert and Shimokawa, 2016). 
	Enhanced client retention and improved event quality through continuous feedback and service refinement.
	Ongoing
	N/A
	£5,000


[bookmark: _Toc189131509]Table 3 Action Plan 
Source:(Self-created)
This action plan will indicate the key steps that The Dorchester Hotel must undertake in order to respond to the problems and implement recommended changes. The budget estimates are provided for all initiatives such as technology adoption, department restructuring, sustainability efforts, and employee engagement. This is an operations-smoothing plan to increase client satisfaction and build a more flexible workforce.
Every action item is classified on time, which ranges between 3 to 6 months. Examples of desired outcomes include improved coordination, an ability to host hybrid events, and further sustainability efforts. The use of event management software and the restructuring of the Events and Banqueting Department will lead to efficient operation as well as client satisfaction by the hotel. Sustainability initiatives will portray a strong brand image, attracting eco-friendly clients, while employee engagement strategies ensure the smooth transition and higher satisfaction of its employees (Pinjari and Nur, 2016).
Regular assessments and feedback would be used to monitor progress and ensure the long-term success of these initiatives, contributing to Dorchester's sustainable growth and competitive edge (Cunningham-Nelson et al., 2018).


[bookmark: _Toc189056479]Conclusion
In a nutshell, this report has brought together the challenge facing The Dorchester Hotel and, in this case, within the Events and Banqueting Department. Having outlined key issues on operational inefficiencies, external pressures, untapped opportunities, and the need for effective change management, we can now suggest strategic solutions that are going to alleviate these challenges, position the hotel for long-term growth, and ensure the hotel's survival. Visionary Solutions is confident that these tactics will increase productivity, improve client satisfaction, and make sure Dorchester remains the luxury hospitality market's top segment. The analysis demonstrates that the main operational inefficiencies arise from inadequate communication, unclear roles, and poor coordination within the Events and Banqueting Department. These deficiencies contribute to the hotel's inability to comfortably carry out events and deliver results to clients. Technological and social factors like increased demands for hybrid events and sustainable practices create additional complexity in dealing with these issues for an organisation, thereby forcing it to re-strategise its approach to be more competitive in this fast-changing market. Nevertheless, concerning hybrid events and sustainability initiatives, there lies vast untapped opportunity for The Dorchester. For instance, it can not only attract new customers but also improve its brand image as a pace-setter for innovation and sustainability by embracing the latest technologies and adopting environmentally friendly practices. On the other hand, an innovative culture of change and employee involvement will be assured to support change and promote growth in the long term. These are recommendations regarding the restructuring of the Events and Banqueting Department, introducing event management software, sustainable events practices, and the implementation of change management initiatives to address operational problems as well as contribute toward long-term strategic goals. In addition, clear steps and timelines plus an estimated cost have been drawn out for the actions planned, expecting improvement in terms of operational efficiency, higher client satisfaction, and eventually new revenue derived from new events offered. However, such strategies and ideas can only work if they are followed up with ongoing review and feedback. Periodic analysis and updates will ascertain whether the projected outcome is realised and whether any control measures need to be taken to keep the hotel on the right track towards its objectives. Investment in such changes might be substantial, but it would bring multifold returns in the form of high bookings, retention of good clients, and a more solid position in the market. The Dorchester Hotel has a good chance of overcoming the present challenges and leading the events industry if the changes proposed are implemented. The enhancement of operational efficiency, embracing new event formats, and fostering an innovative and sustainable culture will better prepare the hotel to meet the ever-changing needs of its clients while staying ahead of industry trends. The team at Visionary Solutions wants to take this opportunity to thank The Dorchester Hotel for the privilege of being able to work with them on this project. These insights gained through this analysis are invaluable, and they are convinced that the strategies recommended will keep the hotel on track for further success. They appreciated the fact that the hotel puts trust in the team. Perhaps one of their biggest achievements together awaits down the line as their team collaborates once more for another hotel property. They felt a real thrill to work closely with The Dorchester during trying moments, and all are hopeful this will usher much good onto and into the long-term for The Dorchester operation.
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