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Introduction of the company
         Inter-Continental London Park   
Inter-Continental London Park Lane is one of the most respected luxury hotels in the city and forms part of the world‑renowned InterContinental Hotels & Resorts group. Located in the heart of London, the hotel sits between Mayfair and Knightsbridge, two of the most prestigious areas in the capital. It overlooks Hyde Park and Green Park, providing guests with convenient access to many of London’s most notable landmarks, shopping districts, and cultural attractions.  The central location makes it a popular choice for international travellers, business guests, and visitors looking for a high-quality stay. The hotel is known for its elegant design and warm, professional service. Its rooms and suites are modern, comfortable, and designed to meet the needs of guests from around the world. InterContinental London Park Lane also offers a range of dining experiences, including restaurants led by award‑winning chefs. These restaurants focus on high‑quality ingredients and creative menus, helping the hotel build a strong Reputation for excellent food and hospitality. In addition to leisure stays, the hotel is a key venue for business events, conferences, and special occasions. It provides well‑equipped meeting rooms, event spaces, and personalised support for corporate clients. This makes it a trusted location for international meetings, diplomatic gatherings, and high‑profile events. The hotel also aims to operate responsibly by supporting sustainability initiatives and engaging with the local community. This reflects the wider values of the InterContinental brand, which focuses on delivering luxury while maintaining high ethical and environmental standards. Overall, InterContinental London Park Lane represents a blend of global hospitality and British elegance. Its powerful reputation, excellent service, and prime location make it one of London’s leading international hotels.    (Inter-Continental London Parklane,2024)
Appraisal of Inter-Continental London Park Lane
Inter-Continental London Park Lane is a well‑established luxurious hotel located in one of the most prestigious areas of 3London. As part of the global InterContinental Hotels & Resorts brand, it benefits from strong international recognition and a reputation for high‑quality service. The hotel attracts a mix of business travellers, tourists, and high‑profile guests due to its central location, elegant design, and professional hospitality standards. An appraisal of the hotel helps to understand its current strengths, challenges, and the wider environment in which it operates.
                                                          (Inter-Continental London Park Lane, 2026)
SWOT Analysis
	WEAKNESSES
· High running costs due to its central London location and luxury standards.
· Premium pricing, which may not appeal to budget travellers.
· Reliance on international tourism, which can be affected by global events such as pandemics or travel restrictions

   (InterContinental London Park Lane, 2024)
.
	STRENGTHS
· Excellent location in Mayfair, close to major attractions, transport links, and business centres, making it convenient for both leisure and corporate guests.
· Strong global brand that gives customers confidence and attracts international visitors.
· High‑quality facilities, including luxury rooms, fine dining, and modern event spaces suitable for conferences and special occasions.
· Skilled staff who deliver professional and personalised service, supporting high guest satisfaction.

                                                 (InterContinental London Park Lane, 2024)


	THREATS
· Strong competition from other luxury hotels in London, including The Ritz, The Dorchester, and Four Seasons.
· Economic uncertainty, which can reduce travel budgets and business bookings.
· Changing customer expectations, especially around technology, sustainability, and personalised service.
        (InterContinental London Park Lane, 2024)

	· OPPORTUNITIES
· Increasing demand for luxury experiences, including wellness, fine dining,
· Growing interest in sustainable travel, giving the hotel a chance to expand its eco‑friendly practices.

· Digital innovation, such as mobile check‑in, smart rooms, and personalised online services.
· And exclusive events.

                             (InterContinental London Park Lane, 2024)




PESTLE ANALYSIS
	FACTORS
	SUMMARY

	Political
	• UK political stability supports tourism and business travel. 
• Visa and immigration rules affect international guest numbers. 
• Government pushes sustainability, so the hotel must follow environmental standards. 
• Westminster Council regulations influence planning, waste, and transport.

	Economical
	• Luxury hotel demand changes with the global economy. 
• High operating costs due to the Mayfair location. 
• Exchange rate changes affect international spending. 
• Being part of IHG gives financial 
strength and brand loyalty.

	Social
	• Guests expect personalised, high‑quality service. 
• London attracts diverse international visitors. 
• More guests prefer eco‑friendly hotels. 
• Strong demand for events like weddings and conferences.

	Technological
	• Guests expect fast Wi‑Fi, digital check‑in, and smooth online booking. 
• Modern event technology, such as virtual tours and interactive planning tools. 
• Smart‑room and energy‑efficient systems improve comfort and reduce waste. 
• Technology helps deliver personalised guest experiences.


	Legal
	• Must follow UK laws on health and safety, food hygiene, employment, and GDPR. 
• Accessibility laws require suitable facilities for disabled guests. 
• Alcohol and entertainment licences affect hotel operations. 
• Must meet IHG corporate and brand standards.

	Environmental
			• Expected to reduce waste and save energy. 
• Guests prefer hotels with strong sustainability practices. 
• Location near Royal Parks requires strict environmental compliance. 
• Climate change policies influence heating, cooling, and transport choices.






                                         (InterContinental London Park Lane, 2026)

   




Internal Stakeholders
Senior Leadership
The senior management team and the General Manager guide the project's overall direction. They approve budgets, set priorities, and ensure the project supports the hotel’s long-term goals and brand standards.
Operations and Product Development
This team is responsible for planning and delivering the project. They design new services, improve facilities, and ensure the project is practical, safe, and aligned with guest expectations.                                                (Vrontis et al., 2020)
Marketing Department
Marketing promotes the project to guests, partners, and the wider public. They create advertising campaigns, manage social media, and help build the hotel's positive image.                                                                (Vrontis et al., 2020)
Sales Department
Sales teams work to attract new clients, secure bookings, and communicate the project's benefits to corporate partners, travel agencies, and event organisers.
.                                                                (Vrontis et al., 2020)
Finance Department
Finance manages the project budget, monitors spending, and ensures the project's financial sustainability. They also assess risks and provide financial reports to management.                                              (Vrontis et al., 2020)

Human Resources
HR supports recruitment, training, and staff development. They make sure employees have the right skills and knowledge to deliver the project successfully.
                                               (Vrontis et al., 2020)


Front‑of‑House Teams
Reception, concierge, and guest relations staff interact directly with guests. They provide valuable feedback on customer needs and help implement new services smoothly.
                                               (Vrontis et al., 2020)
Food and Beverage Teams
If the project involves dining, events, or catering, the F&B team plays a key role in menu planning, service delivery, and maintaining quality standards.
                                                        (Vrontis et al., 2020)
Housekeeping and Maintenance
These teams ensure rooms, public areas, and equipment are clean, safe, and ready for use. Their work is essential for the operational success of any project.
                                           (Vrontis et al., 2020)
External Stakeholders
Guests and Customers
Guests are the most important external stakeholders. Their needs, preferences, and feedback shape the project’s success and guide future improvements.
                                                                     (InterContinental Hotels & Resorts, 2026)
Suppliers and Contractors
These include companies that provide equipment and technology specialist services. Their reliability affects timelines, quality, and costs.
                                                                     (InterContinental Hotels & Resorts, 2026)
Travel Agencies and Tour Operators
They help promote the hotel to international travellers and influence booking levels, especially for leisure and group travel.
                                                                     (InterContinental Hotels & Resorts, 2026)
Local Community and Businesses
The hotel’s activities can affect residents and nearby businesses. Strong community relationships support the hotel’s reputation and social responsibility goals.
                                                     (InterContinental Hotels & Resorts, 2026)
Government and Regulatory Bodies
These include organisations that set rules on health and safety, employment, tourism, and environmental standards. The hotel must comply with all regulations.
                                                     (InterContinental Hotels & Resorts, 2026)
IHG Corporate Office
As part of the InterContinental Hotels Group, the hotel follows corporate guidelines, brand standards, and strategic direction provided by the head office.
A project in a large international hotel like InterContinental London Park Lane depends on many stakeholders, each of whom plays a different part in planning, delivering, and supporting the work. The explanation below uses simple, professional English and gives clear details on their roles, responsibilities, benefits, and challenges.
                                                     (InterContinental Hotels & Resorts, 2026)
Internal Stakeholders- ROLES and RESPONSIBILITIES
Senior Management
Senior leaders and the General Manager provide overall direction and approve major decisions. They ensure the project fits the hotel’s goals, brand standards, and financial plans. Their involvement brings authority, resources, and strategic guidance. However, they may face challenges such as balancing multiple priorities, managing budgets, and responding to unexpected change in the market.
Operations / Project Development Team
This team designs and delivers the project. They plan timelines, coordinate departments, and make sure the project is practical and safe. Their benefit is their technical knowledge and understanding of daily hotel operations. Their main challenge is managing tight deadlines, solving operational problems, and working with different teams who may have competing needs.
Marketing Department
Marketing promotes the project to guests, partners, and the public. They create campaigns, manage social media, and help build a strong brand image. Their work increases visibility and attracts customers. Challenges include keeping up with fast‑changing digital trends and ensuring the project stands out in a competitive market.
Sales Department
Sales teams communicate the project to corporate clients, travel agencies, and event organisers. They help secure bookings and generate revenue. Their strength lies in their strong customer relationships. Their challenge is to meet sales targets during slow seasons or periods of economic uncertainty.
Finance Department
Finance manages the budget, monitors spending, and assesses financial risks. They ensure the project is affordable and sustainable. Their benefit is financial control and risk management. Their challenge is balancing cost savings with the need for high‑quality outcomes.                              (InterContinental London Park Lane, n.d.)
Human Resources
HR recruits staff, organises training, and ensures employees have the right skills. They support smooth project delivery by preparing the workforce. Their challenge is managing staff shortages, training needs, and employee well-being during busy periods.
Front‑of‑House Teams
Reception, concierge, and guest relations staff interact directly with guests. They provide feedback on customer needs and help implement new services. Their benefit is real‑time insight into guest expectations. Their challenge is managing an increased workload and maintaining service quality during project changes.

Food and Beverage / Housekeeping / Maintenance
These teams ensure facilities, rooms, and dining services meet high standards. They support the project by preparing spaces and maintaining quality. Their challenge is coordinating tasks while continuing daily operations.
                                             (InterContinental London Park Lane, n.d.)
External Stakeholders ROLES AND RESPONSIBILITIES
Guests and Customers
Guests shape the success of the project through their feedback and satisfaction. They bring valuable insights but may have high expectations that are difficult to meet during project changes.
Suppliers and Contractors
They provide materials, equipment, and specialist services. Their benefit is expertise and resources that the hotel does not have in‑house. Their challenge is meeting deadlines and maintaining quality.
Travel Agencies and Tour Operators
They help promote the hotel and increase bookings. Their challenge is adapting to market changes and competition.        (InterContinental London Park Lane, 2026)

Local Community and Government
The community benefits from employment and local spending, while government bodies ensure legal compliance. Their challenge is ensuring the hotel meets regulations and operates responsibly.
A range of simple, practical frameworks helps a hotel project stay organised and ensures all stakeholders are involved in the right way. In a large hotel like InterContinental London Park Lane, these tools support clear communication, smooth teamwork, and strong decision‑making. The explanation below uses straightforward, professional English and shows how each framework works and why it is useful.
                                               (InterContinental London Park Lane, 2026)
STAKEHOLDERS BENEFITS AND CHALLENGES
	STAKEHOLDERS

	BENEFITS
	CHALLENGES

	Guests
	Luxury experiences, sustainability, modern facilities
	High prices, high expectations

	Employees
	Career growth, inclusive culture, community involvement
	High workload, constant changes


	IHG Corporate
	Strong brand, sustainability data, revenue
	Competitive market, maintaining standards

	Event Planners
	Modern event spaces, sustainability options
	Limited parking, high demands

	Local community
	Environmental actions, economic benefits

	Traffic, environmental pressure

	Suppliers

	Stable business, partnership opportunities

	Strict standards, competitions

	Government

	Tourism revenue, compliance support

	Monitoring regulations

	(InterContinental London Park Lane, 2026)





Stakeholder Matrix
A stakeholder matrix helps the project team understand who has the most influence and who is most affected by the project. It places stakeholders into four groups based on power and interest:
High power, high interest — Senior management, the General Manager, and IHG corporate leaders. They must be closely managed because they make key decisions and approve resources.
High power, low interest — Government bodies and regulators. They do not need frequent updates but must be kept satisfied through compliance and reporting. 
Low power, high interest — Frontline staff, housekeeping, and guests. They are directly affected by the project and need regular communication.
Low power, low interest — Some suppliers or partners who only support small parts of the project.
This framework helps the hotel decide how much attention each group needs and prevents confusion or delays.
                                                    
                                                                                                       (Desklib, 2022)
Mendelow’s matrix
	STAKEHOLDER GROUP
	LEVEL OF INTEREST
	LEVEL OF INVOLVEMENTS 
	LEVEL OF INFLUENCES
	LEVEL IMPACTED BY PROJECTS

	IHG CORPORATE MANAGEMENTS
	LOW
	LOW
	LOW
	MEDIUM

	INVESTORS & SHAREHOLDERS
	LOW
	LOW
	HIGH
	MEDIUM

	MAJOR SUPPLIERS & CONTRACTORS
	MEDIUM
	MEDIUM
	MEDIUM
	HIGH

	HOTEL EMPLOYEES & UNIONS
	HIGH
	HIGH
	MEDIUM
	HIGH

	LOCAL COMMUNITY & ENVIRONMENTAL GROUPS
	LOW
	HIGH
	HIGH
	MEDIUM

	GENERAL TOURISTS & CASUAL GUESTS
	MEDIUM
	LOW
	LOW
	MEDIUM

	TOURISM PARTNERS
	MEDIUM
	MEDIUM
	MEDIUM
	MEDIUM

	VIP GUESTS & CORPORATE CLIENTS
	HIGH
	MEDIUM
	HIGH
	HIGH


                                                   (InterContinental London Park Lane, 2026)





Stakeholder Engagement Plan
An engagement plan explains how the project team will involve each stakeholder group throughout the project. It normally includes:
Who needs to be engaged (e.g., staff, suppliers, management, guests)
Why they need to be involved (e.g., decision‑making, feedback, approvals)
How they will be engaged (meetings, training, surveys, briefings)
When engagement will happen (weekly, monthly, or at key stages)
For example, senior managers may need monthly progress meetings, while front‑line staff may need training sessions before the project launches. This plan ensures everyone feels informed and understands their role.
                                                                                                (Vrontis et al., 2020).
Communication Plan
A communication plan sets out how information will be shared during the project. It covers:
What information needs to be shared (updates, risks, deadlines)
Who needs the information (staff, managers, suppliers, customers)
How it will be delivered (email, meetings, notice boards, digital platforms)
How often communication will happen (daily, weekly, or at milestones)
Clear communication helps avoid misunderstandings, builds trust, and keeps the project on track. For example, housekeeping may receive weekly updates, while suppliers may only need to be notified when deliveries or installations are planned.
                                                                                    (InterContinental Hotels & Resorts, 2026)





STAKEHOLDERS COMMUNICATION PLAN
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                                                                                    (InterContinental Hotels & Resorts, 2026
RACI TABLE
	HOTEL TASK
	GENERAL MANAGER
	FRONT OFFICE MANAGER
	HOUSEKEEPING MANAGER
	HR MANAGER
	FINANCE MANAGER
	ENGINEERING
 MANAGER
	F & B MANAGER
	SALES & MARKETING MANAGER
	
	
	
	
	
	
	

	GUEST CHECK-IN-CHECK OUT
	
Informed
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	HEALTH & SAFETY COMPLIANCES
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	Consulted
	Consulted
	Consulted
	Consulted
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	Informed
	
	
	
	
	
	
	

	MAINTAINANCE & REPAIRS
	Informed
	Consulted
	Consulted
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	Responsible & Accountable
	Informed
	
	
	
	
	
	
	

	GUEST COMPLAINTS RESOLUTION
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	Responsible
	Consulted
	Informed
	Informed
	Consulted
	Consulted
	Informed
	
	
	
	
	
	
	


                                                                                 (InterContinental London Park Lane, 2026).
                                                   
RACI Matrix
A RACI matrix helps define roles clearly by showing who is responsible for each task. It uses four categories:
Responsible — The people who complete the task (e.g., operations team).
Accountable — The person who makes the final decision (e.g., General Manager).
Consulted — People who give advice or expertise (e.g., finance, HR).
Informed — People who need updates but are not directly involved (e.g., front‑line staff).
This framework prevents confusion about responsibilities and ensures every task has clear ownership. 
                                                              (Responsibility assignment matrix, 2025)

Conflict management
A project manager in a large international hotel, such as InterContinental London Park Lane, must work carefully and professionally to keep all key stakeholders engaged. Each group has unique needs, expectations, and priorities, so the project manager must use a clear process to involve them and manage any conflicts that arise. The **4C’s model—Communication, Collaboration, Consultation, and Commitment—**provides a simple and effective way to guide this work.
Communication
Communication is the most important part of stakeholder engagement. As the project manager, the first step is to ensure every stakeholder receives the right information at the right time. Senior managers may need formal reports, while front‑line staff may prefer short briefings or team meetings. Clear communication helps everyone understand the project goals, timelines, and responsibilities.
Excellent communication also prevents many conflicts. In a busy hotel environment, misunderstandings can easily happen when information is unclear or not shared. By giving regular updates, explaining decisions, and being honest about challenges, the project manager builds trust and reduces frustration. When conflict does occur, calm and respectful communication helps resolve issues quickly and professionally.
                                                         InterContinental London Park Lane (2026)
Collaboration
Collaboration means collaborating with stakeholders to achieve shared goals. A hotel project often involves departments—operations, housekeeping, marketing, finance, and more. Each team has different knowledge and experience, so involving them early leads to better decisions and smoother delivery.
As the project manager, encouraging collaboration includes organising joint meetings, creating shared work plans, and promoting teamwork. When people feel included, they are more likely to support the project and less likely to resist changes. Collaboration also reduces conflict because teams understand each other’s pressures. For example, housekeeping may need more time to prepare rooms, while marketing may need early access to information. Working together helps them find solutions that suit everyone.
                                                         InterContinental London Park Lane (2026)
Consultation
Consultation means asking stakeholders for their opinions, feedback, and ideas. This is especially important in a hotel, where many staff members work directly with guests and understand their needs. Consulting front‑line teams, suppliers, and even guests help the project manager make better decisions.
Consultation also helps manage conflict because people feel respected when their views are heard. For example, if a new service is being introduced, consulting staff about training needs or operational challenges can prevent problems later. Consultation should continue throughout the project, not just at the beginning. Regular check‑ins help identify issues early and show stakeholders that their input matters.
                                                         InterContinental London Park Lane (2026)
Commitment
Commitment means ensuring that all stakeholders understand their roles and are motivated to support the project. As the project manager, this involves setting clear expectations, providing the right resources, and recognising the efforts of different teams. When stakeholders feel committed, they are more likely to stay engaged, meet deadlines, and work through challenges.
Commitment also helps reduce conflict. When people feel ownership of the project, they are more willing to compromise and find solutions. The project manager can build commitment by celebrating progress, acknowledging contributions, and showing how the project benefits the hotel, staff, and guests.
                                                 InterContinental London Park Lane (2026)
Managing Conflict Through the 4C’s
Conflicts are normal in any project, especially in a fast‑paced hotel environment. The 4C’s model provides a practical way to manage them:
• 	Communication reduces misunderstandings and keeps everyone informed.
• 	Collaboration encourages teamwork and shared problem‑solving.
• 	Consultation ensures people feel heard and respected.
• 	Commitment keeps stakeholders focused on the project goals rather than personal disagreements.
By applying these four principles consistently, the project manager creates a positive working environment where conflicts are handled professionally, and stakeholders remain engaged throughout the project.
Stakeholder engagement has a major influence on how well a hotel project performs, especially in a large and busy environment like InterContinental London Park Lane. When stakeholders are involved properly, the hotel benefits from smoother operations, better teamwork, and stronger guest satisfaction. When engagement is weak, the hotel may face delays, conflict, and reduced service quality. The evaluation below uses simple, professional English and explains the impact of stakeholder engagement on business performance, followed by clear recommendations for the future.
                                                 InterContinental London Park Lane (2026)
Impact of Stakeholder Engagement on Business Performance
Better Operational Performance
Strong engagement helps internal teams understand their roles and responsibilities clearly. When departments such as operations, housekeeping, front‑of‑house, and maintenance are involved early, they can prepare for changes and adjust their work smoothly. This reduces mistakes, avoids confusion, and keeps the hotel running efficiently. Good engagement also helps teams coordinate tasks better, which is essential in a luxury hotel where timing and quality matter.
                                                           (InterContinental London Park Lane, 2026).
Higher Guest Satisfaction
Guests are the most important external stakeholders. When staff are well‑informed and confident about new services or changes, they can explain them clearly and deliver better service. Engaged employees are more motivated, more attentive, and more willing to go the extra mile. This leads to positive guest experiences, strong reviews, and repeat bookings. In a competitive city like London, high guest satisfaction directly improves business performance.
                                                             (InterContinental London Park Lane, 2026).
Stronger Decision‑Making.
Engaging stakeholders brings together different types of knowledge. Marketing understands customer trends, finance understands budgets, and front‑line staff understand daily guest needs. When these groups are consulted, the project manager can make decisions that are realistic, cost‑effective, and aligned with guest expectations. This reduces the risk of poor decisions that could damage the hotel’s reputation or waste money.
                                                             (InterContinental London Park Lane, 2026).



Reduced Conflict and Faster Problem‑Solving.
When stakeholders feel included, they are more open to sharing concerns early. This helps the project manager identify problems before they become serious. Engaged stakeholders are also more willing to compromise and find solutions. This reduces conflict, saves time, and keeps the project on schedule. In a hotel environment where delays can affect guests, this has a major impact on performance.
                                                             (InterContinental London Park Lane, 2026).
Improved Staff Morale and Retention
Employees who feel valued and involved are more motivated and loyal. High engagement reduces staff turnover, which is important in hospitality, where training new staff is expensive and time‑consuming. Motivated employees deliver better service, which strengthens the hotel’s reputation and supports long‑term success.
                                                             (InterContinental London Park Lane, 2026).
Stronger Relationships with External Partners
Suppliers, contractors, travel agencies, and the local community all play important roles in hotel operations. When these stakeholders are engaged properly, they are more dependable, more supportive, and more committed to the hotel’s success. This leads to better quality, fewer delays, and stronger partnerships.
                                                             (InterContinental London Park Lane, 2026)
Recommendations for Future Stakeholder Engagement
Develop a Clear Communication Strategy
The hotel should create a structured communication plan that includes regular updates, clear messages, and accessible channels such as email bulletins, staff briefings, and digital platforms. Consistent communication helps everyone stay aligned and reduces misunderstandings.
                                                             (InterContinental London Park Lane, 2026).



Encourage Cross‑Department Collaboration
Future projects should include more joint meetings, shared planning sessions, and cross‑department working groups. This helps teams understand each other’s challenges and encourages teamwork. Collaboration also leads to more creative solutions and smoother project delivery.
                                                             (InterContinental London Park Lane, 2026).
Increase Consultation with Front‑Line Staff
Frontline employees interact with guests every day and understand their needs better than anyone. The hotel should involve them more in planning, testing new services, and giving feedback. This will help the hotel design services that truly meet guest expectations and avoid operational problems.
                                                             (InterContinental London Park Lane, 2026).
Provide Strong Training and Support
To build commitment, the hotel should offer clear training before any new project is launched. Staff need to feel confident and prepared. Training also reduces resistance to change and helps maintain high service standards.
                                                             (InterContinental London Park Lane, 2026).
Strengthen External Partnerships
The hotel should maintain regular communication with suppliers, contractors, travel agencies, and the local community. Building long‑term relationships improves reliability, quality, and trust. This also supports the hotel’s reputation and long‑term success.                                                  (InterContinental London Park Lane, 2026).

Use the 4C’s Model Consistently
The hotel should continue to apply the 4C’s—communication, collaboration, consultation, and commitment—as a standard framework for all future projects. This model helps prevent conflict, builds trust, and ensures stakeholders remain engaged throughout the project.                         (InterContinental London Park Lane, 2026).

Monitor Engagement and Collect Feedback
The hotel should regularly measure stakeholder engagement through surveys, feedback sessions, and performance reviews. This helps identify areas for improvement and ensures engagement strategies remain unchanged.
Stakeholder engagement is not just a project requirement; it is a central factor that shapes the hotel’s overall performance by influencing service quality. When stakeholders feel informed, respected, and involved, the hotel benefits from stronger teamwork, better service, and a more positive reputation.
.                                                          (InterContinental London Park Lane, 2026).

    Conclusion
The overall success of a project within a large international hotel such as InterContinental London Park Lane depends strongly on how well its stakeholders are engaged throughout the process. When communication is clear, collaboration is encouraged, and people feel included in decision‑making, the hotel benefits from smoother operations, stronger teamwork, and higher service quality. Effective engagement also helps staff understand their roles, reduces confusion, and creates a more positive working environment. This directly improves guest satisfaction, which is essential for maintaining the hotel’s reputation and competitive position in London’s luxury hospitality market.
Engaging stakeholders also leads to better decision‑making. Each group brings different knowledge and experience—front‑line staff understand guest needs, marketing understands customer trends, finance understands budgets, and suppliers understand technical requirements. When these voices are included, the project becomes more realistic, efficient, and aligned with what guests expect. This reduces the risk of costly mistakes and ensures the hotel delivers services that meet high standards.
Another important impact is the reduction of conflict. When people feel informed and respected, they are more willing to cooperate and adapt to change. Early consultation helps identify issues before they grow, while strong communication helps resolve disagreements quickly. This saves time, protects staff morale, and keeps the project on schedule.
Looking forward, the hotel can continue to strengthen its performance by improving communication systems, encouraging cross‑department teamwork, and involving front‑line staff more actively in planning. Building strong relationships with external partners and offering regular training will also support future projects. Using structured tools—such as stakeholder matrices, engagement plans, communication plans, and RACI charts—will help the hotel stay organised and consistent in its approach.
In summary, stakeholder engagement is not just a supportive activity; it is a key driver of business success. When stakeholders feel valued, informed, and committed, the hotel is better equipped to deliver high‑quality service, maintain impressive performance, and achieve long‑term success.
.                                                          (Inter-Continental London Park Lane, 2026).
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