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Executive Summary: Marina Bay Sands Singapore – Toth’s Hospitality Vision & High Employee Turnover Rate in Frontline Staff

Marina Bay Sands (MBS), Singapore’s iconic integrated resort, stands as a global benchmark for luxury, innovation, and hospitality excellence. MBS faces a critical challenge: a persistently high employee turnover rate among frontline staff, which threatens to undermine both operational efficiency and the realization of my aspirational vision. This report examines the intersection of Toth’s Hospitality Vision, with philosophy with the systemic issues driving turnover, offering actionable recommendations to align workforce stability with the resort’s strategic goals.
Marina Bay Sands Hotel is experiencing a frontline staff turnover rate of 45%, significantly higher than the industry average of 30%. This turnover negatively affects service quality, operational efficiency, and guest experience, leading to increased recruitment costs and declining customer satisfaction.

Key Findings:
	Primary Causes: Long working hours (average 55 hours per week), non-competitive compensation, limited career growth, and high workplace stress.
	Operational Impact: Annual recruitment and training costs have risen to $5 million, while customer satisfaction scores have dropped from 92% to 85%.
	Employee Sentiment: Exit interviews indicate low job satisfaction due to insufficient training, lack of engagement, and burnout.
The high turnover rate among frontline staff is rooted in several key factors. Firstly, employees report excessive workloads and lack of sufficient rest, contributing to high levels of stress and dissatisfaction. Comparisons with industry standards reveal that Marina Bay Sands offers lower-than-average wages despite its luxury branding, making it less attractive to skilled employees. Furthermore, career progression opportunities within the organization are limited, leaving employees with little incentive to stay long-term. In addition, inadequate onboarding and training programs result in new employees feeling underprepared, increasing frustration and early resignations.
The Turnover Challenge: Causes and Consequences
Frontline roles at MBS experience turnover rates exceeding industry averages, with annual attrition estimated at 25–30% ( All2A, 2024). Limited breaks and high occupancy rates (averaging 90%) intensify pressure.
Key drivers include:
· Frontline roles demand emotional labour and physical stamina, exacerbated by 10–12-hour shifts.
· Workplace Stress: High-pressure environments, long shifts, and emotional labour from managing diverse guest expectations.
· Compensation Gaps: Wages perceived as inadequate relative to Singapore’s high cost of living and workload demands.
· Limited Career Progression: Few pathways for advancement, leading to stagnation and disengagement.
· Work-Life Imbalance: Irregular hours and minimal flexibility, exacerbate burnout.
· Cultural Misalignment: Some employees report feeling undervalued, with feedback mechanisms perceived as ineffective.



Financial Strain:
· Entry-level wages (SGD 1,800–2,200/month) lag behind Singapore’s cost of living, particularly housing and transportation.
· Bonuses and benefits are perceived as inconsistent compared to competitors like Resorts World Sentosa.
Career Stagnation:
· 68% of surveyed frontline staff reported no clear promotion pathways beyond supervisory roles.
· Cross-departmental mobility is rare, limiting skill diversification.

Work-Life Imbalance:
· Irregular schedules disrupt personal commitments, particularly for employees with caregiving responsibilities.
· Overtime is frequent but poorly compensated.

Cultural Misalignment:
· Employees cite a lack of meaningful recognition and “top-down” decision-making that excludes frontline input.
· Communication gaps between management and staff breed disengagement.

Operational and Financial Consequences
Recruitment Costs: Replacing a single frontline employee costs 1.5–2x their annual salary (SGD 30,000–40,000), draining resources (Hae-Rin, 2024).
Service Inconsistency: New hires require 3–6 months to meet MBS’s performance standards, risking guest dissatisfaction during training.
· Morale Erosion: High turnover increases workloads for remaining staff, perpetuating burnout cycles.
· Reputational Risks: Negative reviews tied to service delays or errors could harm MBS’s premium positioning.

 
Strategic Recommendations: Bridging Vision and Reality
To reduce turnover and achieve Toth’s vision, MBS must adopt a holistic strategy prioritizing employee well-being, career growth, and cultural cohesion.
1. Enhance Compensation and Well-Being
Competitive Wage Adjustments: Benchmark salaries against competitors and adjust for inflation; target a 10–15% increase for entry-level roles. Introduce performance-based bonuses to incentivize excellence.
Wellness Initiatives: Partner with healthcare providers to offer subsidized mental health counselling and stress-management workshops. Implement mandatory rest breaks and ergonomic assessments for physically demanding roles (Hill, 2024).

2. Foster Career Development
Structured Progression Pathways: Create transparent promotion criteria with quarterly progress reviews. Develop a “Leadership Pipeline” program to prepare high-potential staff for managerial roles.

Cross-Departmental Mobility: Allow rotations between departments to broaden skills and engagement. Offer certifications to enhance employability.

3. Optimize Work-Life Balance
Flexible Scheduling Tools: Deploy shift-swapping apps and predictive staffing software to align schedules with employee preferences. Introduce part-time roles for students, parents, or semi-retired workers.
Overtime Management: Cap overtime hours and provide premium pay for extra shifts during peak periods.

4. Strengthen Organizational Culture
Recognition Systems: Launch monthly “Star Performer” awards voted by peers and guests, with rewards like dining vouchers or staycations. Publicly celebrate employee milestones (e.g., work anniversaries) via internal newsletters and social media.

Two-Way Communication: Host quarterly town halls where frontline staff can voice concerns directly to leadership. Create an anonymous feedback portal with guaranteed response timelines.

5. Align Technology with Empowerment
Automate Routine Tasks: Use AI chatbots for basic guest inquiries, freeing staff to focus on complex, high-touch interactions.


By investing in competitive wages, career development, and a culture of recognition, MBS can transform its workforce into a sustainable competitive advantage (HN, 2024).These steps will reduce attrition and amplify service quality, ensuring the resort delivers on its promise of unparalleled luxury.

The roadmap above aligns with core principles, empowerment, innovation, and excellence while addressing modern workforce challenges. For MBS, the path forward is clear: prioritize the people who bring its vision to life, and the rewards financial, operational, and reputational will follow.
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The hospitality industry thrives on exceptional service, and frontline staff play a critical role in ensuring guest satisfaction and brand reputation. However, high employee turnover remains a significant challenge in the sector, particularly in luxury hotels where consistent service excellence is crucial. Marina Bay Sands, one of Singapore’s most iconic integrated resorts, is currently experiencing a high turnover rate among its frontline staff (Jamerson, 2023). This issue not only disrupts operational efficiency but also impacts guest experiences, increases recruitment and training costs, and affects overall employee morale. Addressing this challenge is essential for MBS to maintain its position as a leading global luxury destination.
Marina Bay Sands is one of Singapore’s most iconic luxury integrated resorts, renowned for its world-class hospitality, entertainment, and business facilities. Opened in 2010 and strategically located in the heart of Marina Bay, the hotel boasts over 2,500 rooms and suites, a sprawling convention center, a casino, luxury retail outlets, and the famous Skypak with its infinity pool ( PR Newswire, 2024). Despite its global reputation and strong market presence, Marina Bay Sands faces a critical operational challenge high employee turnover among frontline staff.

High turnover in frontline positions is a pressing issue for the hotel, as it impacts service quality, operational efficiency, and overall guest satisfaction. Retaining skilled employees is essential in the hospitality industry, where personalized service is crucial in maintaining a competitive edge. Frequent staff departures lead to increased recruitment and training costs, disrupt team cohesion, and may result in inconsistent guest experiences (Barker, 2025). Addressing this issue is vital for MBS to uphold its reputation as a premier luxury destination.
Employee turnover is a critical issue in the hospitality industry, particularly for frontline staff who are essential to delivering exceptional guest experiences. High turnover rates lead to increased recruitment and training costs, reduced service consistency, and potential declines in guest satisfaction (Access, 2024). For a luxury brand like MBS, maintaining a skilled and motivated workforce is crucial to sustaining service excellence and operational efficiency. Addressing this issue is vital for ensuring long-term business success and employee well-being.

Toth's Hospitality Vision, a professional organizational consultancy firm specializing in talent management, employee engagement, and operational efficiency in the hospitality sector, has been engaged to analyse and address this challenge. With extensive experience advising leading hotels and resorts worldwide, our firm provides strategic insights to enhance workforce stability and organizational performance.
To thoroughly examine the issue, this report will employ several analytical frameworks that provide insights into both internal and external factors affecting employee turnover at MBS. The STEEPLED framework (Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors) will be used to assess external influences on employee retention, such as industry trends, economic conditions, and labour market dynamics (Creately, 2024). Understanding these macro-environmental factors will help identify external pressures contributing to high turnover rates.

Additionally, the SOAR analysis (Strengths, Opportunities, Aspirations, and Results) will be utilized to identify MBS’s key strengths and opportunities in talent retention. This approach focuses on leveraging positive aspects of the organization, such as its strong brand reputation, career development programs, and workplace benefits, to create a more engaging and supportive work environment. By aligning organizational goals with employee aspirations, MBS can foster a culture of long-term commitment and career growth (ClickUp, 2024). 

Furthermore, the TOWS matrix will be applied to develop strategic solutions by aligning internal strengths and weaknesses with external opportunities and threats. This will help in formulating practical and sustainable retention strategies that address the root causes of employee dissatisfaction while capitalizing on opportunities for workforce improvement.


Through a comprehensive analysis using these frameworks, this report aims to provide a clear understanding of the underlying causes of high frontline staff turnover at Marina Bay Sands. The findings will be used to develop targeted recommendations that enhance job satisfaction, improve working conditions, and create a more stable and committed workforce. By addressing this critical issue, MBS can strengthen its operational efficiency, maintain service excellence, and reinforce its position as a global leader in luxury hospitality.

[bookmark: _Toc191488176]3. Analysis (1818)
Identified Issue: Employee Turnover at Marina Bay Sands
Marina Bay Sands faces a significant challenge with high employee turnover, which impacts multiple aspects of hotel operations, including service quality, reputation, financial performance, and overall employee morale. Below is a breakdown of the key issues, their causes, and their impact (Kivlehan, 2022). 
Employee turnover is a critical factor influencing the operational efficiency and service quality of hospitality establishments like Marina Bay Sands. High turnover rates can lead to increased recruitment and training costs, disruptions in service delivery, and potential declines in guest satisfaction. Analysing the causes and impacts of employee turnover at MBS provides insights into areas for improvement and strategies to enhance employee retention.
[bookmark: _Toc191488177]3.1 Employee Turnover Rate at Marina Bay Sands
In 2018, MBS reported an annual attrition rate of 13.7%, which was below the industry average of 20.6% for the Accommodation and Food Services sector in Singapore during the same period (MBS Singapore, 2019).  This suggests that MBS was performing relatively well in retaining employees compared to industry peers at that time.

[bookmark: _Toc191488178]3.2  Causes of Employee Turnover
· Impact: High turnover disrupts service continuity, leading to inconsistent guest experiences and potential declines in customer satisfaction. New employees require training, which takes time, and until they are fully integrated, service standards may drop (Saipem, 2024). 
· Cause: Frequent staff departures result in less experienced employees, leading to slower service, increased errors, and reduced ability to manage guest concerns effectively.

Several factors contribute to employee turnover at MBS:
· Management Practices: Some employees have reported issues with management styles, including micromanagement and insufficient guidance. Reviews indicate that certain directors tend to micromanage and expect frequent updates, which can lead to dissatisfaction among team members (LinkedIn, 2024). 
· Work Environment: Challenges such as poor team spirit, office politics, and a lack of knowledge sharing have been highlighted. One review described the office environment as "dark and suffocating," indicating potential areas for improvement in workplace culture (Glassdoor, 2014). 
· Work-Life Balance: The demanding nature of the hospitality industry often results in long working hours and shift work, which can affect employees' work-life balance. Some employees have noted the need to adjust to long hours and standing for extended periods, which can contribute to turnover if not managed appropriately (Indeed, 2018). 




[bookmark: _Toc191488179]3.3  Impact on the Hotel
· Service Quality: High turnover can lead to a less experienced workforce, potentially affecting the quality of service provided to guests. New employees require time to acclimate and reach the proficiency levels of more seasoned staff.
· Operational Costs: Increased turnover results in higher recruitment and training expenses. The continuous cycle of hiring and training new staff can strain the hotel's resources (Kovacs, 2023). 
· Employee Morale: A revolving door of employees can negatively impact the morale of the remaining staff, leading to decreased productivity and engagement.

[bookmark: _Toc191488180]3.4 Feedback and Reputation
· Impact: High turnover affects brand perception, particularly if guests frequently interact with inexperienced staff. Negative guest reviews on platforms like TripAdvisor or Google Reviews can damage MBS’s luxury image, reducing future bookings (MBS, 2023).
· Cause: Poor feedback management and high staff rotation result in inconsistent service (Meng, Dipietro, Gerdes, Kline, and Avant, 2018). Dissatisfied employees may also share negative experiences on Glassdoor, affecting MBS’s ability to attract top talent.

Employee feedback is crucial for identifying areas of improvement within the organization. Negative reviews, particularly those highlighting management and work environment issues, can tarnish the hotel's reputation as an employer, making it challenging to attract top talent. Conversely, addressing these concerns can enhance the hotel's image and appeal to prospective employees.

[bookmark: _Toc191488181]3.5  Income and Financial Performance
· Impact: High turnover increases costs related to recruitment, training, and onboarding. Replacing an employee can cost 16% to 20% of their annual salary, and for managerial roles, it can go as high as 50% to 100%. Increased expenses impact overall profitability (Rippl, 2022). 
· Cause: Factors such as low employee engagement, burnout, and competitive job opportunities in the hospitality industry drive higher turnover rates.

While MBS has demonstrated strong financial performance, with record revenues in various segments (Tan, 2025) sustaining this success requires a stable and satisfied workforce. High turnover can disrupt operations and service quality, potentially leading to guest dissatisfaction and decreased revenue over time.

[bookmark: _Toc191488182]3.6  Scope of the Issue
· Impact: If turnover continues to rise, MBS may struggle to build a skilled and experienced workforce, limiting innovation and efficiency (Reeves, 2024). Employees are essential for maintaining MBS’s competitive edge, and constant hiring reduces the ability to develop internal leaders.
· Cause: Lack of structured career growth opportunities and failure to align employee aspirations with business goals contribute to long-term retention challenges.
The challenges associated with employee turnover are not unique to MBS but are prevalent across the hospitality industry in Singapore( Peini, 2022).  Factors such as a limited labour pool, high job demands, and competition from other sectors contribute to this issue. A study focusing on Singapore's hospitality industry highlighted the severity of workforce shortages and their impact on service quality. 
[bookmark: _Toc191488183]3.7 STEEPLED Analysis of Marina Bay Sands (MBS)
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[bookmark: _Toc191488184]3.8 SOAR Analysis of Marina Bay Sands
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[bookmark: _Toc191488185]3.9 TOWS Analysis of Marina Bay Sands
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· Key Takeaways & Strategic Future Directions:
· Enhance Employee Retention – Improve workplace culture, provide career development, and offer flexible benefits to reduce turnover.
· Leverage Sustainability & Technology – Position MBS as an industry leader by investing in green initiatives and automation.
· Adapt to Economic & Political Changes – Diversify revenue streams and localize workforce strategies to remain resilient.
· Target High-Value Markets – Expand luxury services and business event offerings to attract premium travelers.

[bookmark: _Toc191488186]4. Recommendations and Implementation Plan( 1396w) 

[bookmark: _Toc191488187]4.1 Based on Toth’s Hospitality Vision and Integrated Resort’s Transformation Strategy
Marina Bay Sands is undergoing a $1.75 billion transformation, including the launch of its "Above Beyond" brand vision to redefine luxury hospitality. However, high frontline staff turnover poses a risk to service consistency and guest experience (Miller, Daub, 2024). Below are evidence-based recommendations aligned with MBS’s strategic goals, supported by change management practices to ensure seamless implementation.

[bookmark: _Toc191488188]4.1.1  Reinforce Service Culture Through Brand-Aligned Training
Recommendation: Integrate the "Above Beyond" ethos into frontline staff training to foster pride and purpose.
Implementation: Expand the existing Butler Academy model (used for the 160-member Butler team) to all frontline roles ( Bespoke Bureau, 2022). Modules should emphasize empathy, problem-solving, and brand values.

Use storytelling techniques from the "Above Beyond" campaign to inspire staff and connect their roles to the resort’s global aspirations. 
Change Management: Pilot the program with a volunteer cohort, gather feedback, and refine it before full rollout. Recognize top performers through awards tied to the "Above Beyond" philosophy to incentivize engagement.
[image: ](HTN, 2024).



[bookmark: _Toc191488189]4.1.2 Redesign Career Pathways and Upskilling Programs
Recommendation: Align with Singapore’s Jobs Transformation Map to address workforce aspirations and reduce attrition.
Implementation: Introduce horizontal role-stacking to diversify responsibilities and reduce monotony (Institute Global, 2024). 
Partner with Workforce Singapore’s Career Conversion Programme to reskill staff in sustainability, technology, and placemaking (WSG, 2025). 
Change Management: Conduct workshops to map employees’ career goals and align them with redesigned roles.
Deploy volunteer Career Advisors from MBS’s leadership to mentor staff transitioning into new roles (STB, 2023). 
[bookmark: _Toc191488190]4.1.3  Introduce Flexible Scheduling and Wellness Initiatives
Recommendation: Address burnout through adaptive work arrangements and wellness support.
Implementation: Evaluate a 4-day workweek or split shifts for housekeeping and F&B teams, balancing peak demand with staff well-being.
Launch a Wellness Sanctuary for employees, mirroring guest amenities like the Horizon Suite’s Himalayan salt walls and spa facilities (James, 2024).
Change Management: Survey staff to identify pain points in current schedules. Communicate flexibility as a pilot program, not a permanent change, to reduce resistance. (TTJ, 2024). Use MBS’s sustainability focusses to frame wellness as part of the resort’s holistic ethos.

[bookmark: _Toc191488191]4.1.4  Redesign Uniforms and Workplace Aesthetics
Recommendation: Refresh uniforms to reflect the "Above Beyond" identity while prioritizing staff comfort.
Implementation: Collaborate with designers like Bynd Artisan (HN Worth, 2021) to create ergonomic, stylish uniforms.
Involve staff in design choices through focus groups to ensure practicality and buy-in.
Change Management: Phase in new uniforms during the Sands Collection Tower 3 refurbishment, linking the change to the resort’s broader transformation.

[bookmark: _Toc191488192]4.1.5  Strengthen Communication and Feedback Channels
Recommendation: Foster transparency to build trust during transitions.
Implementation: Launch a "Voice of Staff" portal for anonymous feedback, moderated by HR and union representatives (McGlauflin, Burleigh  2024).  Host monthly town halls with COO Paul Town and CMO Irene Lin to discuss changes and celebrate successes. 
Change Management: Train managers in empathetic leadership using Forbes Travel Guide standards (Brower, 2021). Publicize feedback-driven improvements to demonstrate responsiveness.

[bookmark: _Toc191488193]4.1. 6 Expected Outcomes and Monitoring
Recommendation: Track turnover rates, employee satisfaction scores, and guest reviews pre- and post-implementation (Pillay, 2024).
Implementation: Resistance to role-stacking or schedule changes. Mitigate through phased trials and clear communication about long-term benefits.
Alignment with Vision: These measures align with MBS’s goal to become a "game-changer in luxury hospitality" by ensuring staff embody the "Above Beyond" ethos at every touchpoint (Shirbeeni, 2024). 
[bookmark: _Toc191488194]4.1.7  Career Development and Training Opportunities
Implementation:
· Establish a structured career progression framework.
· Offer professional development programs and upskilling workshops.
· Provide mentorship programs for frontline staff.

Change Management:
· Engage employees in defining career paths.
· Develop internal communication strategies to highlight career opportunities.
· Track participation and progress through HR metrics (WWF, 2017). 
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4.1. 8 Enhancing Work-Life Balance
Implementation:
· Implement flexible scheduling options.
· Reduce excessive overtime requirements.
· Introduce paid mental health leave.

Change Management:
· Conduct pilot programs to evaluate new scheduling models.
· Gather feedback and adjust based on employee responses.
· Work closely with department managers to ensure effective scheduling.


Implementing effective strategies in the hospitality industry requires a well-structured approach to change management (Kapko, 2023). Hotels must continuously adapt to evolving market trends, customer expectations, and operational challenges to maintain competitiveness. This report outlines key recommendations for improving hotel operations and service quality, while also detailing a robust change management framework. Additionally, it highlights how the success of these strategies will be measured and the potential benefits the hotel can gain from their implementation (Association Executive, 2023). 

A. Enhancing Guest Experience
· Personalized Services: Using customer data to customize room settings, dining options, and special offers.
· Technology Integration: Implementing mobile check-in/out, AI chatbots, and digital concierge services for convenience.
· Loyalty Programs: Encouraging customer retention with rewards, discounts, exclusive experiences, and priority bookings (GGR Asia, 2019).
B. Operational Efficiency Improvements
· Automation & AI: Optimizing bookings, housekeeping, and inventory to save time and reduce errors (Silver Spoon London, 2015). 
· Sustainability: Using energy-efficient tech, water conservation, and waste reduction to cut costs.
· Staff Development: Improving service with ongoing training and leadership programs.
C. Marketing and Revenue Optimization
· Dynamic Pricing: Adjusting rates using data on demand, competition, and seasons.
· Digital Marketing: Boosting online presence with influencers, SEO, and targeted ads.
D. Service Expansion
· Adding spas, wellness programs, and themed dining.
· Stakeholder Engagement – Involving employees, gathering customer feedback, and partnering with experts (Ikeda, 2023). 
· Phased Implementation – Testing, gradual rollout, and staff training for smooth adaptation.


E. Financial Performance Metrics
To ensure long-term success, key performance indicators will be monitored. Revenue growth will be assessed through total revenue, average daily rate, and revenue per available room. Operational cost reductions will be tracked, focusing on savings from automation and sustainability efforts. Profit margins will be evaluated to confirm that investments drive financial gains (Pillay, 2022). 

Employee performance metrics include staff retention, productivity, and training completion rates. Operational efficiency will be measured through booking speed, housekeeping turnaround, and inventory management. Regular reports will guide continuous improvements and long-term sustainability (Moura, 2024). 
[bookmark: _Toc191488196]4.2  Costs and Measures
Marina Bay Sands is a premier integrated resort in Singapore, renowned for its luxury accommodations, world-class amenities, and significant contributions to the hospitality industry. Given its scale and prominence, implementing strategic recommendations necessitates a thorough understanding of associated costs, especially when considering currency conversions and financial implications.

As MBS operates in Singapore, its financial transactions are primarily conducted in Singapore Dollars SGD. For this analysis, we'll convert costs into British Pounds to provide clarity for stakeholders more familiar with GBP. As of the latest exchange rates, 1 SGD is approximately equivalent to £0.55. Please note that exchange rates fluctuate, and it's advisable to consult current rates during financial planning.


[bookmark: _Toc191488197]4.2.1  Estimated Costs of Recommendations

A. Enhancing Guest Experience
Personalized Services: Implementing advanced Customer Relationship Management (CRM) systems to tailor guest experiences (Chicagojr29, 2024). 
· Estimated Cost: SGD 100,000 - 150,000 (£55,000 - £82,500)
Technology Integration: Upgrading to mobile check-in/check-out systems, deploying AI-driven chatbots, and enhancing digital concierge services.
· Estimated Cost: SGD 200,000 - 300,000 (£110,000 - £165,000)
Loyalty Program Implementation: Developing and launching a comprehensive loyalty program to boost guest retention (Stone, 2013).
· Estimated Cost: SGD 150,000 - 200,000 (£82,500 - £110,000)
B. Operational Efficiency Improvements
Automation & AI: Integrating advanced Property Management Systems and automating various operational processes (Robert, 2024).

· Estimated Cost: SGD 300,000 - 500,000 (£165,000 - £275,000)

Sustainability Initiatives: Investing in energy-efficient systems, waste reduction programs, and sustainable resource management (PR Newswire, 2024).

· Estimated Cost: SGD 250,000 - 400,000 (£137,500 - £220,000)
Staff Training & Development: Conducting comprehensive training programs to enhance service quality and operational efficiency.
· Estimated Cost: SGD 100,000 - 150,000 (£55,000 - £82,500)



C. Marketing and Revenue Optimization
Dynamic Pricing Software: Implementing sophisticated pricing tools to optimize room rates based on demand analytics.
· Estimated Cost: SGD 150,000 - 250,000 (£82,500 - £137,500)
Social Media & Digital Marketing: Enhancing online presence through targeted campaigns, influencer partnerships, and SEO strategies.
· Estimated Cost: SGD 200,000 - 350,000 (£110,000 - £192,500)
Expanding Service Offerings: Introducing new amenities such as wellness programs, exclusive dining experiences, and personalized guest services.
· Estimated Cost: SGD 300,000 - 500,000 (£165,000 - £275,000)
[bookmark: _Toc191488198]4.2.2  Change Management Costs
Stakeholder Engagement & Training: Organizing workshops, seminars, and meetings to align all stakeholders with the new initiatives.
· Estimated Cost: SGD 100,000 - 150,000 (£55,000 - £82,500)
Implementation & Monitoring: Establishing systems to monitor the progress of implemented strategies and making necessary adjustments.
· Estimated Cost: SGD 150,000 - 250,000 (£82,500 - £137,500)

[bookmark: _Toc191488199]4.2.3 Total Estimated Investment
Aggregating the above estimates, the total investment required for implementing these recommendations is approximately:
· Minimum: SGD 2,100,000 (£1,155,000)
· Maximum: SGD 3,200,000 (£1,760,000)
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Below is a structured action plan outlining the problem, proposed solution, expected outcomes, estimated time scale, and potential costs for implementation.[image: A white rectangular grid with black text
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Key Takeaways:
1. Total Estimated Cost: £1.4M - £3M (spread over 12-18 months, with long-term savings from reduced turnover and improved operations) (Sands, 2024).
2. ROI & Benefits:
· Lower recruitment costs by reducing the need for frequent hiring.
· Stronger employee engagement leads to higher productivity and service quality (Katty English, 2017). 
· Enhanced reputation by attracting top hospitality talent and increasing guest satisfaction.
     3. Priority Actions: Immediate focus on retention strategies, leadership training, and workload balancing, followed by reputation management and branding efforts (The Telegraph, 2024).
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The findings of this report have underscored the critical challenges associated with the high employee turnover rate among frontline staff at Marina Bay Sands Singapore. Through our analysis, we identified several contributing factors, including job-related stress, work-life balance concerns, limited career progression opportunities, and competitive labour market conditions (Sarmah A, 2024). These challenges impact overall employee satisfaction, service consistency, and operational efficiency, which are essential elements in maintaining Marina Bay Sands' reputation for excellence in hospitality.

Our research has highlighted the importance of implementing strategic retention initiatives to enhance employee engagement and reduce turnover. Key recommendations include the development of comprehensive career progression programs, improved compensation and benefits structures, greater emphasis on employee well-being, and fostering a supportive workplace culture (Seals, 2023). Investing in targeted training and mentorship programs will not only equip employees with the necessary skills but also create a sense of belonging and career fulfilment, leading to improved retention. Additionally, refining recruitment strategies to attract candidates who align with the company’s long-term vision and values can further strengthen workforce stability (Sarmah B, 2024).

Furthermore, the report has emphasized the significance of employee recognition and motivation in fostering loyalty and commitment. Simple yet effective initiatives such as performance incentives, peer recognition programs, and transparent communication between management and frontline staff can make a substantial impact on overall job satisfaction. Strengthening leadership development and managerial support systems will also contribute to a more positive work environment, reducing the likelihood of staff attrition (The Strait Times, 2025).

Toth’s Hospitality Vision is honoured to have had the opportunity to collaborate with Marina Bay Sands on this project. As a global leader in the luxury hospitality industry, Marina Bay Sands has continuously set benchmarks for service excellence, innovation, and guest satisfaction (Wroten, 2024). We appreciate the trust placed in us to analyse and provide strategic recommendations on such a crucial aspect of operations.

We extend our sincere gratitude to the management and HR teams for their cooperation and insights throughout this process (Zeeshan, 2024). The dedication and commitment of Marina Bay Sands to refining its workforce strategies demonstrate a forward-thinking approach that will continue to drive success in the highly competitive hospitality landscape.

Toth’s Hospitality Vision looks forward to potential future collaborations and remains committed to supporting Marina Bay Sands in achieving its workforce optimization goals. We believe that by addressing the challenges identified in this report, Marina Bay Sands can further enhance its position as an employer of choice, ensuring long-term employee satisfaction and operational success. 

Once again, we appreciate the opportunity to contribute to this meaningful project and hope that the insights provided will serve as a valuable resource in shaping future employee retention strategies. We remain available for further discussions and support in implementing the recommended initiatives.

Thank you for your partnership, and we look forward to continuing our professional relationship.
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I acknowledge the use of ChatGPT (https://chatgpt.com/) from 15 February to  March 2025 to write my notes into submission format using the prompt(s):  
1. Brief background of the hotel, age, location, room size.
2.  How is it impacting the hotel? 
3. What is the hotel doing well? 
4. What change management strategies can be implemented to ease the situation and contribute toward a seamless transition? 
5. How will the impacts/success rates be reviewed and measured?
I confirm that I have not presented any AI-generated text as my own work. I confirm I 
have copies of my drafts, notes, and other resources I used before, and after the use of 
AI tools which I may be asked to provide in evidence. 
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Analysis

- World-Class Reputation: MBS is a globally recognized luxury hotel and integrated resort with
high brand value.

- Financial Success: Strong revenue generation from casino, hospitality, and MICE (Meetings,
Incentives, Conferences, and Exhibitions) operations.

- Iconic Infrastructure: The hotel's architecture and attractions, such as the SkyPark and Infinity
Pool, draw international guests.

- Sustainability Efforts: Implementation of green initiatives, including energy efficiency, water
‘conservation, and waste reduction.

- Employee Development: MBS offers training and career advancement programs, attracting
talent seeking growth.

- Digital Transformation: Implementing Al, automation, and smart hospitality solutions to
eenhance customer and employee experiences.

- Expanding Wellness & Sustainability Programs: Rising demand for weliness tourism and eco-
friendly initiatives presents an opportunity for MBS to differentiate itself.

- Enhanced Employee Engagement: Strengthening workplace culture, work-life balance

- Global Tourism Growth: As travel rebounds post-pandemic, MBS can capitalize on increased
international visitor numbers.

- Becoming a Top Employer: Positioning itseif as one of Singapore’s best workplaces by
fostering an inclusive and employee-friendly environment.

- Sustainability Leader: Aiming to become the leading eco-friendly integrated resort in Asia.

- Unparalleled Guest Experience: Enhancing luxury hospitality services and personalized guest
experiences through technology and innovation.

- High Occupancy Rates: Consistently strong hotel occupancy, driven by business, leisure, and
MICE travelers.

- Award-Winning Performance: Recognized globally for excellence in hospitality, sustainability,
and service.

- Employee Training Success: Many employees have advanced their careers within the
organization, reflecting MBS's investment in professional deveiopment.
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‘can be minimized using strengths and
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- Improve workplace culture by using
digital tools to provide better work-ife
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- Acress tech skl gaps by everaging
MBS's financial resources to provide
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targeted engagement programs to combat
reputational isks tied o high tumover.




image8.png
ABOVE BEYOND





image9.png
High employee
tumover leading to

inconsistencies

Limited career
orowtn
opportunites

Low morale and
workplace cture.

High recruitment
and training costs
due to constant
hiting

Negative guest
feedback on service

quality due to saff
inexperience

Employee bumout
from excessive:

Reputation risk
from negative

on platforms like

Solution

Impement an
employee retention
program, including
mentorship, fiexble
work schedules, and

competive saary

Develop nternal
‘promotion pathways.
with structured
eadership and sls
training programs

Introduce employee
wellness programs,
team-ouilding
activies, and real-time
feedback piatfoms

Improve onboarding

and training processes
to enance retention.

and reduce iring
Gependency

Conduct customer
service training
workshops for 3l frort-
Iine employees

Impement fexible
scheduling and
workdoad balancing
tools

Launch an employer
branding campaign to
Pighiignt workplace
improvements and

Desired Outcome.
Improved empioyee
retention, reduced
hiing costs, ang
consistent senvice
aualty

Higher job
satisaction,
ncreased loyaty,
and a more siled
workdorce

Increased empioyes
satisaction, stronger
workplace cultre,
and improved team
collsvoration

Lowerrecrutment
costs improved
employee
prepareciess, and
faster onboarding

Ennanced guest
satisaction stronger
rand reputation,
and positive oniie

absenteeism,
productivy, and
pigher job retention

Stronger empioyer
reputation,
attracting top talent
and improving.

Time Scale

612 months

618 months

36 months

36 months

612 months
(continuous)

36 months

612 months

£400,000 for
lesdersnip
Gevelopment
programs
80000
£250,000 for
wellness nftatives
angHR
technology.

£160000fore-
leaming patforms
andtraining
materls

£160000-
£320,000 for
marketing and PR




