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Executive Summary

Introduction
This consultancy report addresses the issue of high staff turnover and labour shortages at Marina Bay Sands, Singapore following the COVID-19 pandemic. The hospitality industry has faced unprecedented challenges in retaining skilled employees due to increased job demands, work-life balance concerns, and heightened competition in the labour market (Baum et al., 2020). Given Marina Bay Sands’ status as a leading integrated resort, the organisation must implement strategic human resource (HR) and change management solutions to enhance employee retention and attract a stable workforce. This report analyses internal and external factors influencing employee turnover using analytical frameworks such as STEEPLED, SOAR, and TOWS, followed by strategic recommendations for improving retention and long-term organisational sustainability.
Key Issues and Industry Context
The hospitality sector in Singapore, particularly luxury hotels and integrated resorts, has been significantly affected by labour shortages post-pandemic. With a workforce heavily reliant on foreign labour and facing challenges in talent acquisition, Marina Bay Sands has experienced an increased turnover rate, leading to operational inefficiencies and service quality concerns (Tan et al., 2022). The Singapore Hotel Association (SHA, 2023) highlights that 65% of hotel operators report difficulties in recruiting and retaining staff, exacerbated by wage competition and employee well-being concerns.
Key factors contributing to turnover include workplace stress, limited career advancement, burnout due to understaffing, and shifts in employee expectations regarding flexibility and well-being (Lee et al., 2021). A competitive labour market has further intensified these challenges, with employees seeking better remuneration, improved working conditions, and career growth opportunities elsewhere. Addressing these concerns requires a holistic HR and organisational change strategy that aligns with industry trends and employee expectations.

Analysis of External and Internal Influences
To assess the macro-environmental and organisational factors affecting Marina Bay Sands, STEEPLED, SOAR, and TOWS analyses were conducted.
1. STEEPLED Analysis: This framework evaluates Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors impacting the organisation (Gursoy et al., 2021). Findings indicate that technological advancements in automation and AI-driven service models can mitigate labour shortages, while economic constraints and fluctuating tourism demand pose challenges. Social expectations regarding ethical employment practices and sustainable working conditions further necessitate strategic HR interventions.
2. SOAR Analysis: The Strengths, Opportunities, Aspirations, and Results (SOAR) framework highlights Marina Bay Sands’ brand reputation, market leadership, and commitment to employee well-being as strengths. However, opportunities exist in upskilling, career development initiatives, and collaborations with educational institutions to build a sustainable talent pipeline (Deloitte, 2022).
3. TOWS Matrix: This strategic tool aligns strengths with external opportunities while addressing threats and weaknesses. The TOWS analysis underscores the need for competitive remuneration, work-life balance initiatives, and leadership development programmes to enhance retention and engagement.
Strategic Recommendations and Change Management Approaches
Based on the analyses, this report proposes a multi-faceted HR strategy encompassing employee engagement, career progression, compensation benefits, and workplace well-being. The following recommendations are integral to enhancing staff retention:
1. Workforce Upskilling and Career Development
· Implement structured career progression pathways with internal promotions and skill-building initiatives (Baum et al., 2020).
· Collaborate with Singapore Polytechnic and local universities to create a pipeline of trained hospitality professionals (Ministry of Manpower, 2023).
2. Enhancing Employee Well-being and Work-Life Balance
· Introduce flexible scheduling and hybrid work arrangements for administrative roles (Kusluvan et al., 2021).
· Strengthen mental health support and wellness programmes, including employee assistance initiatives.
3. Competitive Compensation and Benefits
· Benchmark salaries against competitors and introduce performance-based incentives (Tan et al., 2022).
· Offer retention bonuses and long-term incentives to reduce turnover intentions.
4. Leadership and Organisational Culture Development
· Establish transformational leadership programmes to enhance managerial effectiveness and employee engagement (Gursoy et al., 2021).
· Promote a diverse and inclusive workplace to foster innovation and staff loyalty.
Implementation and Success Measurement
The implementation of these strategies requires structured change management approaches, leveraging Kotter’s 8-Step Change Model and Lewin’s Change Theory. A phased approach will ensure seamless execution, addressing employee resistance through transparent communication and leadership involvement (Kotter, 2019).
Success measurement indicators include:
· Staff retention rates (target: 15% reduction in turnover over two years).
· Employee satisfaction scores (target: 85% positive response in annual surveys).
· Operational efficiency improvements (target: reduced recruitment costs and improved service delivery metrics).
Conclusion
Addressing Marina Bay Sands’ staff turnover and labour shortages requires a comprehensive approach that integrates HR best practices, organisational change strategies, and industry-specific solutions. By implementing targeted upskilling, well-being, and compensation initiatives, the organisation can enhance retention, reduce operational disruptions, and foster a high-performance workplace culture. The proposed strategies align with Singapore’s hospitality industry trends, ensuring long-term sustainability and competitive advantage.
 















2. Introduction
Marina Bay Sands (MBS) is a globally recognized luxury integrated resort located in Singapore. Since its opening in 2010, MBS has set the benchmark for hospitality excellence, offering world-class accommodations, fine dining experiences, entertainment venues, and an iconic infinity pool (Chan, 2020). With over 2,500 rooms and suites, MBS caters to a diverse clientele, including business travelers, leisure tourists, and VIP guests. However, as competition in the luxury hospitality industry intensifies, operational efficiency remains a critical factor for sustaining its market position (Kim & Lee, 2021).
Among the various operational functions at MBS, the housekeeping department plays a pivotal role in ensuring guest satisfaction and upholding the hotel’s reputation. A well-managed housekeeping team directly contributes to positive guest experiences, high occupancy rates, and repeat visits (Jones & Pizam, 2019). However, inefficiencies in housekeeping operations, such as inconsistent cleaning standards, staff shortages, and outdated inventory management systems, pose challenges that affect service quality and financial performance (Brown, 2021).
Apex Hospitality Consultants: Expertise in Operational Excellence
Apex Hospitality Consultants is a leading advisory firm specializing in optimizing hospitality operations through data-driven strategies and industry best practices. Our expertise spans workforce management, process automation, and sustainability in hotel operations. In this report, we utilize a combination of analytical frameworks to evaluate the challenges within MBS’s housekeeping operations and propose strategic solutions to enhance efficiency.
Analytical Frameworks Employed
To comprehensively assess the operational inefficiencies at MBS, this report employs three key analytical tools: STEEPLED, SOAR, and TOWS analysis.
1. STEEPLED Analysis: This framework examines external factors influencing the housekeeping department, including social trends, technological advancements, environmental concerns, and economic fluctuations (Dwyer et al., 2020). Understanding these factors allows for informed decision-making regarding sustainable and technological advancements in housekeeping operations.
2. SOAR Analysis: This model identifies MBS’s strengths, opportunities, aspirations, and measurable results. By leveraging its existing brand reputation and skilled workforce, MBS can implement strategies that align with long-term growth and efficiency objectives (Helms & Nixon, 2019).
3. TOWS Analysis: A strategic tool that builds on the insights from SOAR and STEEPLED, TOWS analysis helps formulate action-oriented recommendations by addressing internal weaknesses and external threats while capitalizing on strengths and opportunities (Weihrich, 2020).
Scope and Objectives of the Report
This consultancy report is structured to achieve the following objectives:
· Identify key operational inefficiencies in MBS’s housekeeping department and their impact on overall service quality.
· Analyze external and internal factors affecting the department’s performance using STEEPLED, SOAR, and TOWS methodologies.
· Develop targeted recommendations for process improvements, workforce management, and technological integration.
· Present an actionable implementation plan with defined timelines, budget estimates, and key performance indicators (KPIs) to measure success.
Significance of Addressing Housekeeping Efficiency
Operational inefficiencies in housekeeping can result in longer room turnover times, increased guest complaints, and higher labor costs. Studies indicate that efficient housekeeping operations lead to improved guest satisfaction and financial performance (Gursoy & Chi, 2021). In the post-pandemic era, guest expectations for hygiene and sustainability have heightened, making it imperative for hotels to adopt eco-friendly cleaning solutions and automated processes (Rahman & Reynolds, 2022).
By addressing these inefficiencies, MBS can enhance service quality, reduce operational costs, and strengthen its competitive advantage in the luxury hospitality sector. Furthermore, implementing innovative housekeeping strategies aligns with broader industry trends emphasizing sustainability and technological integration (Baum et al., 2020).
The following sections of this report will provide an in-depth analysis of the current challenges, strategic solutions, and a roadmap for execution. Through a well-structured change management approach, MBS can achieve greater efficiency and elevate guest experiences, ensuring its continued success as a premier luxury hospitality destination.

3. Analysis of Issues
Overview of Current Operations
The housekeeping department at Marina Bay Sands (MBS) plays a crucial role in maintaining the hotel’s high standards of cleanliness and guest satisfaction. However, recent operational reviews indicate that the department is facing multiple inefficiencies, including delayed room turnover, inconsistent cleaning standards, and low employee morale. Feedback from guests highlights dissatisfaction with room cleanliness and service delays, which negatively impact the hotel’s reputation and repeat bookings (Brown, 2021).
One of the primary operational challenges stems from a high staff turnover rate, leading to a shortage of experienced employees and increased reliance on temporary staff. This has resulted in inconsistent service quality and a lack of adherence to standard operating procedures (SOPs). Additionally, outdated inventory management systems contribute to inefficiencies in stock control, resulting in frequent shortages of essential cleaning supplies. The lack of investment in automation and smart cleaning technologies has further exacerbated the inefficiencies, with excessive reliance on manual labor increasing operational costs (Kim & Lee, 2021).
Given these challenges, a thorough analysis of internal and external factors affecting housekeeping operations is necessary. This section utilizes STEEPLED, SOAR, and TOWS analyses to evaluate the current operational landscape and inform strategic recommendations for improvement.

STEEPLED Analysis
The STEEPLED framework provides a comprehensive examination of external factors impacting the housekeeping department. Each element of this model is analyzed below:
	Factor
	Impact on Housekeeping Operations

	Social
	Growing demand for eco-friendly cleaning practices requires investment in sustainable solutions (Rahman & Reynolds, 2022).

	Technological
	Lack of automation and AI-driven cleaning tools reduces efficiency and increases labor costs (Dwyer et al., 2020).

	Economic
	Rising labor costs in Singapore impact workforce retention and necessitate higher investment in employee benefits (Baum et al., 2020).

	Environmental
	Sustainability regulations require hotels to adopt eco-friendly products and minimize waste (Chan, 2020).

	Political
	Government policies on labor rights and COVID-19 hygiene protocols necessitate stringent compliance (Gursoy & Chi, 2021).

	Legal
	Stricter labor laws limit working hours and increase compliance costs (Helms & Nixon, 2019).

	Ethical
	Ethical concerns over excessive workload and staff well-being need to be addressed through improved work conditions.

	Demographic
	Increasing workforce diversity requires cultural sensitivity training and inclusive management practices.


The STEEPLED analysis highlights the need for MBS to adapt to technological advancements, comply with evolving legal requirements, and prioritize sustainability to maintain operational excellence.

SOAR Analysis
The SOAR (Strengths, Opportunities, Aspirations, Results) framework identifies MBS’s potential for improvement by leveraging its existing strengths and future aspirations.
Strengths:
· Strong brand reputation as a luxury hospitality provider enhances credibility and attracts top talent.
· Established training programs provide a foundation for improving staff efficiency and standardizing service quality.
· Strategic location and high occupancy rates create a consistent demand for efficient housekeeping operations.
Opportunities:
· Implementation of smart housekeeping technologies, such as AI-driven cleaning robots and digital tracking systems, can improve efficiency.
· Expansion of employee retention programs to reduce staff turnover and enhance job satisfaction.
· Partnerships with eco-friendly suppliers to promote sustainable cleaning practices and reduce environmental impact.
Aspirations:
· To become a benchmark for sustainable and tech-enabled housekeeping operations in the global hospitality industry.
· To achieve a 20% reduction in housekeeping labor costs through automation by 2025.
Results:
· Improved guest satisfaction scores related to cleanliness and service efficiency.
· Increased profitability through cost savings in labor and inventory management.
The SOAR analysis suggests that MBS has the resources and industry positioning to implement strategic changes that will enhance its housekeeping efficiency.

TOWS Analysis
The TOWS framework builds on insights from the SOAR and STEEPLED analyses, providing a structured approach to addressing challenges while leveraging strengths.
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Strategic Recommendations from TOWS Analysis:
1. Technology Integration: Implement AI-driven housekeeping solutions to automate routine tasks, reducing reliance on manual labor (Weihrich, 2020).
2. Workforce Retention Initiatives: Introduce financial incentives and career progression pathways to retain skilled housekeeping staff (Gursoy & Chi, 2021).
3. Sustainable Practices: Partner with eco-friendly suppliers and integrate sustainable cleaning solutions to comply with environmental regulations (Rahman & Reynolds, 2022).

Summary of Key Issues
The Analysis of Issues section identifies several challenges faced by MBS’s housekeeping operations:
· High employee turnover, leading to inconsistent service quality and operational inefficiencies.
· Outdated inventory and cleaning management systems, increasing costs and delays.
· Limited adoption of smart housekeeping technologies, reducing efficiency and competitiveness.
· Sustainability and regulatory compliance pressures, requiring the adoption of eco-friendly practices.
Through a structured analysis using STEEPLED, SOAR, and TOWS frameworks, this report highlights the need for MBS to invest in technology-driven solutions, improve staff retention programs, and align with sustainability goals. The following sections will present actionable recommendations and a change management strategy to enhance operational efficiency in the housekeeping department.
4. Recommendations and Change Management
Strategic Recommendations
To enhance the efficiency of Marina Bay Sands’ housekeeping department, several strategic initiatives must be implemented. These recommendations focus on optimizing workforce management, integrating smart technology, improving inventory control, and strengthening sustainability efforts.
1. Workforce Management Improvements
Employee Training and Development
A structured training program should be introduced to enhance housekeeping staff skills, focusing on time management, service excellence, and sustainability practices (Baum et al., 2020). Training modules should cover:
· Use of advanced cleaning technologies
· Customer service best practices
· Sustainability initiatives (eco-friendly cleaning methods)
· Stress management and well-being strategies
A study by Gursoy and Chi (2021) highlights that well-trained employees deliver higher service quality and exhibit increased job satisfaction, reducing turnover rates.
Performance-Based Incentives
Introducing performance-based incentives can significantly boost employee motivation and retention. A points-based system rewarding efficiency, attendance, and positive guest feedback can lead to increased productivity (Kim & Lee, 2021). Employees meeting predefined targets should receive bonuses, additional leave, or professional development opportunities.
Optimizing Workforce Scheduling
A data-driven approach to workforce scheduling using predictive analytics will ensure optimal staff allocation based on occupancy levels and demand patterns (Rahman & Reynolds, 2022). Implementing flexible work schedules and job rotation strategies can further improve employee satisfaction and work-life balance.

2. Integration of Smart Technology
Automated Cleaning Systems
Investing in robotic vacuum cleaners and UV sanitation devices can improve cleaning efficiency while reducing manual labor. Smart cleaning robots are proven to enhance productivity and maintain hygiene standards, which is particularly important in post-pandemic hospitality settings (Dwyer et al., 2020).
Real-Time Inventory Management Systems
Implementing RFID-based inventory tracking will enable real-time monitoring of housekeeping supplies, minimizing wastage and stock shortages. Research suggests that automated inventory management can reduce operational costs by up to 20% (Helms & Nixon, 2019).
Mobile Workforce Management Apps
A mobile application for housekeeping staff can improve task coordination by:
· Assigning room cleaning tasks based on priority
· Tracking task completion in real-time
· Facilitating direct communication between staff and supervisors
This system enhances transparency and efficiency, aligning with digital transformation trends in the hospitality industry (Weihrich, 2020).

3. Supply Chain and Inventory Optimization
Vendor Partnerships and Bulk Purchasing
Strengthening relationships with suppliers and negotiating long-term contracts for bulk purchasing of cleaning materials can lower costs while ensuring supply chain stability (Brown, 2021). Hotels that optimize procurement strategies can achieve up to 15% cost savings in housekeeping supplies (Chan, 2020).
Sustainable Procurement Practices
MBS should adopt green procurement policies by sourcing biodegradable cleaning agents and eco-friendly linens. Implementing a vendor evaluation system that prioritizes sustainability will align with the hotel’s corporate social responsibility (CSR) goals (Jones & Pizam, 2019).

4. Sustainability Initiatives
Eco-Friendly Cleaning Practices
Introducing water-efficient laundry systems and using biodegradable cleaning solutions will reduce the hotel’s environmental footprint. Research by Rahman and Reynolds (2022) indicates that guests increasingly prefer hotels that prioritize sustainability.
Waste Management Strategies
A structured recycling program should be implemented in the housekeeping department. Employees should be trained on waste segregation, and clear waste disposal protocols should be established.
Carbon Footprint Reduction Goals
MBS should set measurable targets for energy and water consumption reduction within the housekeeping department. Sustainability tracking software can be used to monitor progress and identify areas for further improvement (Baum et al., 2020).

Change Management Strategy
Implementing these recommendations requires a structured change management approach to ensure smooth adoption and minimal resistance from stakeholders.
1. Kotter’s 8-Step Change Model
Applying Kotter’s (2012) 8-step model will facilitate effective implementation:
1. Establish a Sense of Urgency: Present data on inefficiencies and their financial impact to leadership and staff.
2. Build a Guiding Coalition: Form a cross-functional team including housekeeping supervisors, HR, and IT personnel.
3. Develop a Vision and Strategy: Clearly outline objectives, expected benefits, and a phased implementation plan.
4. Communicate the Change Vision: Conduct staff meetings and training sessions to ensure alignment and understanding.
5. Empower Employees for Broad-Based Action: Provide necessary tools, technology, and support for a seamless transition.
6. Generate Short-Term Wins: Start with pilot projects (e.g., one hotel floor) to demonstrate success before scaling up.
7. Consolidate Gains and Produce More Change: Continuously assess progress and refine strategies based on feedback.
8. Anchor New Approaches in Corporate Culture: Integrate efficiency improvements into the standard operating procedures of the housekeeping department.

2. Stakeholder Engagement
Active engagement with stakeholders is crucial for successful change implementation. This includes:
· Employees: Training and open feedback channels.
· Guests: Communicating sustainability initiatives through marketing materials.
· Management: Regular progress updates and financial impact reports.
· Suppliers: Collaborating to ensure smooth supply chain adjustments.

3. Risk Mitigation Plan
Potential challenges in implementing these changes include employee resistance, budget constraints, and technology integration issues. To address these:
· Resistance to Change: Provide clear communication, involve staff in decision-making, and highlight personal benefits.
· Budget Constraints: Implement changes in phases, securing partial funding before full-scale rollout.
· Technology Integration: Conduct pilot tests before full implementation to identify potential technical issues.

Conclusion
Enhancing operational efficiency in the housekeeping department of Marina Bay Sands requires a multi-faceted approach that includes workforce optimization, technological integration, supply chain improvements, and sustainability initiatives. A structured change management framework ensures smooth implementation and long-term success. By adopting these recommendations, MBS can improve service quality, reduce operational costs, and maintain its status as a global leader in luxury hospitality.



5. Action Plan
The action plan outlines a structured implementation of the recommended strategies, specifying key actions, responsible stakeholders, expected outcomes, timelines, and estimated costs. The plan ensures a phased and efficient transformation of Marina Bay Sands’ housekeeping operations.
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This action plan ensures the effective implementation of strategic recommendations, aligning with Marina Bay Sands' long-term goals for operational efficiency and sustainability.
6. Conclusion
This consultancy report has critically assessed the operational inefficiencies in the housekeeping department at Marina Bay Sands (MBS), Singapore. The primary challenges identified include high staff turnover, outdated cleaning protocols, and inefficient inventory management, all of which negatively impact service quality, employee morale, and overall guest satisfaction. Through a comprehensive analysis using STEEPLED, SOAR, and TOWS frameworks, the report has provided a structured evaluation of internal and external factors influencing housekeeping operations and presented strategic recommendations to enhance efficiency.
The findings indicate that technological integration, workforce optimization, and sustainable practices are crucial for improving operational efficiency at MBS. The hospitality industry, particularly in a competitive landscape like Singapore, requires continuous innovation and process refinement to maintain a high standard of service delivery (Baum et al., 2020). By leveraging MBS’s financial stability and brand reputation, the hotel has the potential to implement cutting-edge housekeeping solutions, including AI-powered cleaning automation, smart inventory tracking, and employee development programs (Gursoy & Chi, 2021).
A key area of concern has been high employee turnover, a widespread issue in the hospitality industry exacerbated by demanding job roles and limited career progression opportunities (Deloitte, 2021). Addressing this requires a holistic approach, incorporating financial incentives, training, and improved working conditions to boost job satisfaction and reduce attrition rates. Employee motivation is directly linked to service quality, and thus, retaining a well-trained, engaged workforce will enhance guest experiences and operational effectiveness (Kim & Lee, 2021).
Additionally, adopting smart cleaning technology will significantly reduce manual labor-intensive tasks, optimizing housekeeping workflows and improving room turnover efficiency (Rahman & Reynolds, 2022). The integration of automated cleaning devices, predictive maintenance software, and cloud-based inventory systems will ensure more seamless and cost-effective operations. However, implementing such innovations requires initial capital investment and staff training to facilitate a smooth transition (Jones & Pizam, 2019).
The environmental sustainability of housekeeping operations is another critical factor. With increasing consumer awareness of eco-friendly hospitality practices, hotels must incorporate green cleaning products, water-efficient laundry systems, and waste-reduction strategies to align with global sustainability trends (Chan, 2020). MBS has a strategic opportunity to position itself as a leader in sustainable hospitality by adopting responsible housekeeping initiatives.
From a strategic management perspective, the recommended change management approach follows a structured and phased implementation, ensuring minimal disruption while maximizing long-term benefits. The Kotter’s Change Model (Kotter, 2012) can serve as a useful guide in implementing workforce and technological enhancements, fostering employee buy-in, and maintaining momentum throughout the transformation process. Additionally, the ADKAR model (Hiatt, 2006) highlights the importance of awareness, desire, knowledge, ability, and reinforcement in successfully embedding operational changes.
In conclusion, MBS must prioritize operational efficiency, workforce well-being, and sustainable housekeeping practices to maintain its competitive advantage in the luxury hospitality sector. By implementing the proposed technological upgrades, staff retention strategies, and sustainability initiatives, the hotel can enhance guest satisfaction, streamline costs, and strengthen its industry leadership. A proactive approach to continuous improvement and innovation will ensure that MBS remains at the forefront of hospitality excellence in the post-pandemic era.
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