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[bookmark: _Toc181213566]Executive Summary
[bookmark: _Toc181213567]Purpose
The Mandarin Oriental, Bangkok consulting paper looks at how personnel shortages affect operational efficiency, guest experience, and reputation of the hotel in terms of The hotel industry has seen changes in employee expectations, labour availability, and operational expenses because the epidemic has impacted the labour market; these changes have made it difficult to keep service quality (Khan et al., 2021; Liu-Lastres, Huang, and Bao, 2023). This analysis looks at the causes of these staff issues, evaluates internal and external factors, and offers Mandarin Oriental a whole range of ideas to handle these problems while maintaining brand standards. Following the advice of this research will help Mandarin Oriental to solve manpower shortages, improve service quality, and follow industry trends for sustainable expansion.
[bookmark: _Toc181213568]The Issue at Hand
The COVID-19 epidemic and local and international labour market developments have presented personnel problems for Mandarin Oriental, Bangkok (Mandarin Group, 2023). Staff strain, higher running costs, and hampered hotel capacity to provide superior hotel-style service have all come from this shortfall. The brand's commitment to quality helps to explain these shortages' threat to the hotel's revenue and market position as well as visitor satisfaction and loyalty (Frost, 2020). The staff of Mandarin Oriental is already tired, and the business is under pressure to change and develop its operational strategies in reaction to the growing demand for sustainable and wellness-oriented services (Davies, 2020).
[bookmark: _Toc181213569]Key Findings and Data Points
Using PESTLE, SWOT, and TOWS, this study looks at Mandarin Oriental's operating environment and personnel challenges. The important conclusions show that the capacity of the hotel to provide high-quality service while controlling staff limitations is shaped by a complicated interaction of internal and external elements. Thai employment restrictions, immigration rules, and economic volatility affect both local and foreign workforce for Mandarin Oriental. Luxury hotels, according to Ari (2023), are more vulnerable to economic swings that affect staff retention, running expenses, and employment. This limited surroundings makes it difficult for the hotel to attract and keep experienced staff, so compromising the calibre of its offerings.
The epidemic has caused hotel employees to search for work-life balance, competitive pay, and professional progress as well as for Abdelazim (2023) notes that over highly sought-after, erratic hours, hospitality staff—especially those working in luxurious surroundings—prioritise career advancement and employment stability over These changes aggravate the staff problems at Mandarin Oriental when candidates choose less difficult fields of study. Though automation could help to ease load, premium hospitality calls for tailored service (Tuomi et al., 2021). Selective automation has to be carefully incorporated to improve output without sacrificing the individualised client experiences of the hotel (Bharwani and Mathews, 2021).
The resource-intensive nature of environmentally friendly projects complicates things since sustainability demands (Mondal and Palit, 2022). Thai employment regulations on wages, overtime, and benefits aggravate the operating expenses by limiting adaptability in handling workforce shortages (Caraway, 2023). Strategic planning is absolutely essential to handle issues of labour and sustainability.
Luxury consumers are drawn to Mandarin Oriental Bangkok by its brand reputation, strategic position along the Chao Phraya River, and customised service (Mandarin Oriental Bangkok, 2024). Notwithstanding these qualities, personnel restrictions aggravate shortcomings including reliance on trained workers and higher running costs. A balanced approach that takes use of strengths and solves basic shortcomings will help to retain the quality of service (Raciti et al., 2022).
[bookmark: _Toc181213570]Analysis and Strategic Recommendations
By means of focused service improvements, the study offers many strategic recommendations to improve Mandarin Oriental's operational effectiveness, visitor satisfaction, and recruitment and retention. Every recommendation comprises an implementation strategy, cost analysis, and assessment tools meant to gauge its effectiveness and advancement.
Mandarin Oriental should offer a competitive pay, a flexible schedule, and chances for professional development if it is to keep top personnel. These tactics, according to Strouse and Reed (2021), lower turnover and support a steady, committed workforce. Mandarin Oriental and other hotel companies can build loyalty, raise morale, and lower turnover costs by offering advantages that meet the changing needs of staff (Ghani et al., 2022).
Concierge service and check-in/check-out automation will free staff members to focus on valuable visitor contacts (Bharwani and Mathews, 2021). Automation, according to Tuomi et al. (2021), can maximise procedures without compromising first-rate quality. Mandarin Oriental can improve staff efficiency, service, and labour resource management by carefully automating monotonous processes.
By using sustainable materials, energy-saving techniques, and garbage reduction, the brand draws environmentally aware guests (Semwal et al., 2024). Luxury travellers are becoming ecologically sensitive and give things that are environmentally friendly top priority, citing Musau et al. (2024). By presenting itself as a sustainable luxury resort, Mandarin Oriental may draw a rising market segment and lower long-term running costs.
Mandarin Oriental can fit changing demand with a smaller workforce by cross-training staff members to handle a range of responsibilities (Shi et al., 2021). For luxury hotel managers, cross-training is helpful since it allows them to trade responsibilities to provide continuous service (Michael and Fotiadis, 2022). This method improves employee resilience and involvement by encouraging development of skills and growth (Strouse and Reed, 2021).
Organisations might expand their health programs and cultural activities to meet the growing need for wellness tourism and distinctive, location-specific experiences (Sangkakorn and Krajangchom, 2024). The strategic riverside position of the hotel presents the possibility to create unique experiences appealing to wellness-conscious visitors and lessen dependency on conventional services (Mandarin Group, 2023). This not only increases the value of guest experiences but also diversifies income sources, therefore shielding the company from labour restrictions in highly sought-after services.
[bookmark: _Toc181213571]Concluding Remarks
To reach premium service standards in this study, Mandarin Oriental, Bangkok, is given a thorough framework for maximising operations and handling labour shortages. Every recommendation has the projected money, schedule, and success KPIs incorporated in. Key performance indicators (KPIs) include operational efficiency, tourist satisfaction, employee retention, and environmental impact allow Mandarin Oriental to assess the success of every effort.
Given that it targets both urgent personnel needs and long-term growth potential, this study is strategic in character. Prioritising recruitment, selective automation, sustainability, cross-training, and visitor experiences would help Mandarin Oriental to maintain its luxury hospitality leadership while adjusting to changing market dynamics (Shi et al., 2021). The suggestions provide the hotel a competitive advantage in a challenging market since they improve operational resilience and fit eco-friendly travel, wellness tourism, and labour market trends.
All things considered, this consultation study offers Mandarin Oriental, Bangkok, answers to present problems and helps to build the hotel for long-term viability. EHS appreciate the chance to partner with Mandarin Oriental on this project. The suggestions improve the operational sustainability, guest satisfaction, and brand of the hotel. Mandarin Oriental can overcome staff restrictions, maintain its luxury service, and seize development possibilities to stay competitive by following this strategic plan.


[bookmark: _Toc181213572]Introduction
[bookmark: _Toc181213573]Background of the Consultancy Report
[bookmark: _Toc181213574]Hotel Overview
luxurious hotel in Thailand Renowned for its great hospitality and service since 1876, the Mandarin Oriental in Bangkok (Mandarin Oriental Bangkok, 2024) Considered as one of the best hotels worldwide, the Chao Phraya River-side hotel draws elite and discriminating guests. With a mix of modern Thai décor and colonial-style architecture, the hotel features 331 large rooms and 60 specially built to offer comfort and luxury in a setting that represents Thai culture and elegance (Mandarin Oriental Hotel Group, 2023). Renowned for its award-winning cuisine, tailored wellness programmes, first-rate facilities, Mandarin Oriental, 2023 The hotel's relationships with prestigious companies improve its amenities since they serve rich visitors who want unique services in unique cultural surroundings (Pang, 2020).
[bookmark: _Toc181213575]Consultancy Firm Background and Objectives
Elite Hospitality Solutions (EHS) helps upscale hotels and resorts improve guest experience, operational effectiveness, and market response. In the fields of strategic management, organisational transformation, and staff development in the hotel sector, EHS boasts a great deal of expertise. EHS offer practical analysis to help luxury hotels handle operational sustainability, tourist happiness, and manpower constraints. By using strategic analysis, sustainability, and innovation—our clients keep a competitive edge in a fast-changing sector. EHS uses evidence-based solutions based on industry trends and management systems to meet the needs of the clients. After evaluating the needs and expectations of the company and its customers, EHS creates solutions that combine the long-term goals of the company with the urgent need to raise visitor satisfaction, so enabling a complete client improvement plan.
[bookmark: _Toc181213576]Issue Description
Concerns over the post-pandemic personnel restrictions at Mandarin Oriental, Bangkok abound (Mandarin Oriental Limited, 2023). These shortages compromise almost every service department, from front-of-house to housekeeping, therefore compromising the Mandarin Oriental visitor experience. Hui, Tsui and Tavitiyaman (2021) found that shortages of staff at luxury hotels might lead to lower customer satisfaction, delayed services, and lower staff morale. The problem is exacerbated by patrons of Mandarin Oriental, Bangkok expecting flawless service in all contacts with the hotel. Staffing shortages could also cause fatigue, inefficiencies, and attrition, therefore aggravating the problem and raising running costs (Ghani et al., 2022).
Operations have suffered as the hotel tries to provide an outstanding client experience among limited human resources (Schalkx, 2020). The effects of housekeeping, concierge, and dining on longer wait times, lower service quality, and lower guest satisfaction are Mandarin Oriental, 2022. In competitive luxury hotel operations, where customer loyalty is vital, operational inefficiencies can compromise the hotel's reputation, brand loyalty, and income (Kim, Kim and Lee, 2022). As Abdelazim (2023) notes, motivated and sufficiently staffed employees define the level of first-rate hotel service. Mandarin Oriental, Bangkok, must thus fix its staffing problem if it is to stay competitive.
[bookmark: _Toc181213577]Frameworks for Analysis
Mandarin Oriental, Bangkok can handle workforce problems by means of an analysis of internal and external elements. Using PESTEL, SWOT, and TOWS analyses, this study finds hotel issues and suggests ways to handle manpower shortages while preserving service standards. The hotel can assess the political, economic, social, technological, environmental, legal, and political factors influencing its operations using PESTEL (Lynch, 2018). Changes in public opinions on hospitality, tourism economics, and government travel limitations (Gössling, Scott and Hall, 2020) raise staffing questions. Through analysis of these macro-environmental elements, hotel staff can identify outside influences. Mandarin Oriental will use a SWOT analysis to assess its prospects, shortcomings, advantages, and hazards. The hotel should maximise its loyal customers and strong brand while improving labour policies (Kordsofla and Sorourkhah, 2023). Following this, a TOWS study will link internal vulnerabilities and exterior threats as well as internal strengths and outside chances to make use of the hotel's brand power to minimise workforce shortages (Lynch, 2018). Al-Ababneh et al. (2021) claim that innovations in visitor loyalty and service delivery can help to balance personnel restrictions, hence improving operational resilience and tourist pleasure. In a cutthroat hotel market, EHS expects these rules to help Mandarin Oriental, Bangkok sustainably address personnel issues and improve its service quality.


[bookmark: _Toc181213578]Analysis
[bookmark: _Toc181213579]Detailed Issue Breakdown
Staffing shortages at Mandarin Oriental, Bangkok, lower employee morale, income, and reputation (Chanchomsri, 2023). Given visitors' high expectations, understaffing at luxury hotels could produce a service breach that could compromise their reputation. James (2020) emphasises how regular and high-quality service contacts cause luxury clients to enjoy themselves. The client satisfaction of Mandarin Oriental, Bangkok suffers from the longer wait times for housekeeping, concierge, and dining services resulting from inadequate manpower (Özdemir, Çolak and Shmilli, 2019). Consumers might thus choose rivals with a flawless experience, which would lower brand loyalty, reservations, and negative reviews (Chanchomsri, 2023).
Revenue consequences also worry me. Ari (2023) found that their later visits and extra income—spa and dining purchases, for example—have a detrimental effect on the pleasure of luxury hotel visitors. The income of the hotel might be lower, especially if high-paying guests leave because of inadequate staffing, therefore impeding the delivery of tailored services (Youngblood et al., 2021). The load on current workers aggravates the staffing problem by causing tiredness, poor morale, and higher turnover rates (Strouse and Reed, 2021). Underfunded resources and overworked staff create a negative feedback loop that hinders the upkeep of extraordinary hotel standards (Youngblood et al., 2021). These flaws have to be corrected if Mandarin Oriental's brand and financial stability are to remain. The hotel can improve visitor experiences, income sources, and staff morale by raising staff capacity or improving operations so guaranteeing long-term operational resilience (Brown et al., 2017).
[bookmark: _Toc181213580]PESTLE Analysis
When managing post-pandemic staffing shortages, Mandarin Oriental, Bangkok, faces a range of external events that affect the tourist experience, operational resilience, and consistency of service. Every PESTLE element shapes the hotel's capacity to maintain service standards and minimise personnel shortages.
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Pestle Analysis/Source: (Lynch, 2018)
1. Political Factors: Politics, more especially Thai labour laws and international immigration restrictions, shapes Bangkok's recruitment approach, Mandarin Oriental Limited, 2023. Governments all across adopted tougher immigration laws during the outbreak, therefore limiting the mobility of foreign labour. This therefore affected hotels reliant on immigrant workforce (Dempster and Zimmer, 2020). The first-rate hospitality company Mandarin Oriental hires competent foreigners, hence government policies about labour migration in Thailand (IOM Thailand, 2024) are needed. The limited quantity of foreign labourers (Mandarin Oriental, 2022) could make it difficult for the hotel to attract people with the specific skills needed to provide upscale services. The hotel is obliged to rely mostly on local talent, which could cause a delay in service as staff members adjust to Mandarin Oriental's exacting standards. This limits also training costs and recruitment charges.
2. Economic Factors: Financial difficulties brought on by the epidemic influence Mandarin Oriental's operational activities and staff (Chau et al., 2023). At Mandarin Oriental (Yu, Cui, and Hou, 2023), the worldwide economic crisis has caused changes in occupancy and income. A decline in tourism results in a smaller operational budget for the hotel, which calls for lower wages, perks, and training courses meant to attract and keep staff in a competitive labour market (Kataya, 2021). Economic unpredictability affects tourists' purchasing power, thereby justifying the premium price; hence, a constant and outstanding guest experience is needed (Chau et al., 2023.). Consequently, especially when fewer staff members are needed to satisfy the high standards essential to satisfy guests and promote repeat bookings, the hotel must combine cost control with high service expectations.
3. Social Factors: The expectations and attitudes of post-pandemic employees towards the hotel sector aggravate the manpower problems of Mandarin Oriental. Per Hui, Tsui, and Tavitiyaman (2021), hospitality staff members are giving job security, work-life balance, and job contentment top priority over luxury hotel operations. This shift in staff expectations has made hospitality roles—especially those involving great pressure—less appealing, especially those at Mandarin Oriental. Thailand's reliance on local labour markets, where younger people want less demanding or more safe work, aggravates the staffing problem (Moroz, 2021). Mandarin Oriental might thus have to change its hiring practices to draw in and keep qualified staff members by offering contemporary perks and work flexibility.
4. Technological Factors: Mandarin Oriental, Bangkok, faces possibilities as well as difficulties resolving personnel shortages brought on by artificial intelligence and automation (Bharwani and Mathews, 2020). Mustafa (2022) claims that technology might cut the human labour needed for daily tasks including check-ins, reservations, and maintenance. Digital technology may be adopted by Mandarin Oriental to improve operations and allow its small personnel to focus on more personalised, high-touch client interactions, which are a fundamental component of its luxury service offering. While technology can improve operational efficiency, luxury hotels usually give personalised touch—which technology cannot reproduce top priority (Pillai et al., 2021). The first investment in the integration of new technologies during the post-pandemic recovery period calls for the modification of visitor expectations, training, and cash, so perhaps stressing the already limited financial resources (Khan et al., 2021).
5. Environmental Factors: The sustainability criteria of the premium sector complicate the operations and staff of Mandarin Oriental. Using sustainable solutions include waste reduction and energy-efficient operations could lead to more effort and the need of specialised knowledge (Modica, Perotti and Melacini, 2021). The extra care needed for trash management and environmentally responsible maintenance can weigh a small workforce. Notwithstanding the difficulties presented by its staff, Mandarin Oriental must strike a balance between environmental sustainability and customer service. Trying to apply sustainable practices with a small team could compromise the guest experience and damage the hotel's standing among ecologically minded visitors (Hameed, Hussain and Khan, 2022).
6. Legal Factors: Thai labour rules about pay, overtime, and perks influence Mandarin Oriental's workforce management (IOM Thailand, 2024). Thai labour constraints, especially those related to pay and working hours, restrict the personnel flexibility of the hotel. Legal issues and more expenses could follow from more overtime resulting from a smaller workforce, especially if employee tiredness causes mistakes or complaints (Fastje et al., 2023). Should a luxury brand break employment laws, it can face legal fines and damage its name (Minor and Heys, 2022). Mandarin Oriental is so forced to balance operational needs with legal constraints, so complicating the management of lean staff.
[bookmark: _Toc181213581]SWOT Analysis
The SWOT study of Mandarin Oriental, Bangkok shows how staff shortages affect the guest experience. The capacity of the hotel to provide premium service in a labour-constrained market depends on its strengths, constraints, opportunities, and threats ( Lynch, 2018).
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SWOT Analysis/Source: (Lynch, 2018)
[bookmark: _Toc181213582]Strengths
Particularly in the luxury sector, where brand loyalty and perceived value are critical, Mandarin Oriental's brand reputation is a great advantage (Mandarin Oriental, 2023). The hotel's stellar reputation attracts upscale visitors who value quality and would be more likely to understand service delays if they received tailored attention and communication (Pang, 2020). This reputation protects against personnel shortages since guests are more forgiving of well-known companies with a track record of outstanding service (Su, Jia, and Huang, 2022.). Careful management of guest interactions helps to minimise service lapses, thereby maintaining this reputation under operational pressure.
By offering individualised service, Mandarin Oriental sets itself out in a crowded market (Mandarin Oriental, 2022). Luxury customers expect to be valued and given personal attention, which will build loyalty (Shin and Jeong, 2022). This service approach meets their rather reasonable expectations. Nevertheless, the small staff members of this customised service approach could make it challenging to provide customised visitor experiences (Roberts and Maier, 2024). By momentarily putting quality over quantity in visitor encounters, Mandarin Oriental has the ability to use its brand and ensure that every contact, regardless of delay, satisfies the best criteria.
Foreign guests drawn in by the hotel's proximity to the Chao Phraya River are drawn in by local elegance and culture (Mandarin Oriental Bangkok, 2024). Without taxing the cleaning or concierge personnel, the hotel has the capacity to improve the visitor experience by providing special river-view dining or cultural events at this site (Mandarin Oriental Limited, 2023). By stressing distinctive location-based offers, the hotel can draw guests to labor-light events thereby addressing staff shortages (Khan et al., 2021).
[bookmark: _Toc181213583]Weaknesses
High-touch luxury service depends on experienced staff in hotel management, cultural sensitivity, and customer care; hence the hotel is vulnerable in these areas (Abdelazim, 2023). The lack of the workforce makes this reliance problematic since the hiring and training of new staff members takes time and expenses. While premium hotel firms like Mandarin Oriental demand a high degree of personal touch that technology cannot imitate, some mid-market hotels can use self-service technology to alleviate personnel limitations (Kataya, 2021). To keep service quality and lower hiring, the hotel has to give creative ideas including cross-training staff members top priority (Shi et al., 2021). This will help to perform a range of responsibilities.
The high operating costs connected with luxury service standards complicate the matter even more (Khan et al., 2021). Premium pay, large employee benefits, and extra expenses for training new workers aggravate financial restrictions in fluctuating tourism demand (Yu, Cui and Hou, 2023). This financial load limits the hotel's ability to execute compensation hikes meant to draw people or expensive training programs. The hotel has to use resources precisely if it wants to maintain service quality without running unnecessary costs. This could call for maximising labour schedules and raising production.
Furthermore, hampered by Mandarin Oriental's operating approach is its inability to include technology without sacrificing its luxury image (Mandarin Group, 2023). While automation could lower the demand for human work, it could also damage the brand's high-touch, customised service (Bharwani and Mathews, 2021). Although automated concierge services and self-check-in terminals are efficient, their expectations of human connection may not match them (James, 2020). Due to this limitation, the hotel depends on human capital since it cannot look at technological solutions for personnel shortages.
[bookmark: _Toc181213584]Opportunities
Mandarin Oriental might profit from the increased environmental consciousness of its premium guests by improving its methods (Hameed, Hussain and Khan, 2022). Luxury tourists that give sustainability top priority provide energy-efficient operations and waste minimising top priority (Modica, Perotti and Melacini, 2021). Through stressing these projects, the hotel can draw guests that give sustainability top priority, so offering a special value proposition that might help to reduce service delays. Environmental initiatives could also lead to partnerships with sustainability-minded companies, hence improving income and tourist involvement (Lynch, 2018).
For Mandarin Oriental, growing health travel presents a strategic possibility. Designed to meet the growing demand for vacation experiences that give health and well-being top priority following the epidemic, the hotel's wellness and spa programs Emphasising wellness will help the hotel draw guests since spa treatments and wellness resorts call for less staff than other offerings. This approach can improve income and help the hotel to control its labour resources by shifting demand from labour-intensive operations to experiences with a greater value-to-labour ratio.
[bookmark: _Toc181213585]Threats
Bangkok's luxury hotel market is quite competitive; new and boutique hotels fight for the same customer base. Visitor loyalty in this competitive environment depends on the quality and consistency of service since rivals quickly seize on mistakes (Yu, Cui, and Hou, 2023). Inadequate management of labour shortages could cause service differences, which would cause customers to choose other hotels providing a better experience (Wang, Ma, and Yu, 2021). Mandarin Oriental must thus improve its quality control and resource management if it is to help to offset these deficits. Changes in travel trends during times of economic uncertainty could compromise hotel income (Khan et al., 2021). Luxury travel is one of the first industry to suffer during economic downturns; this could affect occupancy and profitability if this trend continues. Notwithstanding manpower limitations, Mandarin Oriental faces the difficulty of keeping premium pricing and high standards in an unpredictable environment. This difficulty underlines how urgently Mandarin Oriental must properly control income projects and running expenses if it is to stay profitable.
Finally, Thai labour laws (IOM Thailand, 2024) limit the hotel's ability to supervise a minimum staff. The rigorous scheduling and resource allocation rules of working hours, salary, and overtime rules restrict the hotel's capacity to adjust to changing demand (Moroz, 2021). Being a well-known luxury brand, Mandarin Oriental's reputation and legal standing could suffer should these rules be broken. This legal threat emphasises Mandarin Oriental's need for fresh employees who meet operational and regulatory criteria.


[bookmark: _Toc181213586]TOWS Analysis
Mandarin Oriental, Bangkok, can use the TOWS study to make sure the visitor experience is kept even with limited staff by matching internal strengths and weaknesses with outside prospects and hazards (Lynch, 2018).
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TOWS Analysis/Source: (Lynch, 2018)
1. SO Strategies: Using Mandarin Oriental's strong brand recognition to support sustainability helps meet the growing demand for environmentally conscious luxury travel. Sustainable methods, according to Musau et al. (2024), can draw environmentally conscientious guests, therefore fostering brand loyalty and differentiating the hotel from rivals. By appealing to environmentally concerned guests who give sustainable practices first priority above luxurious amenities, Mandarin Oriental might be able to preserve high occupancy rates while controlling labour restrictions (Modica, Perotti, and Melacini, 2021). Following the epidemic, the wellness tourist industry has grown significantly; so, the hotel's expansion of wellness offers uses its assets (Mandarin Group, 2023). Though less staff than housekeeping or concierge services, spa treatments and wellness holidays are worthwhile services. Mandarin Oriental may be focussing these items on wellness-conscious guests, hence less reliance on areas experiencing the most severe staff shortages and better distribution of manpower throughout departments.
2. ST Strategies: By providing distinctive location-based activities, such cultural tours or the Chao Phraya river-view experiences, which help to offset staffing shortages, Mandarin Oriental has the ability to improve the tourist experience (Pang, 2020). These services offer guests unique experiences that offset the typical service delays even though they require less effort. This approach maximises the riverfront position of the hotel to set it apart from its rivals and satisfies guest expectations without requiring large staff. Strong brand loyalty programs, which encourage repeat visits, help to reduce economic risks. If given special incentives or prizes, loyal consumers are more likely to ignore service problems (Yu, Cui, and Hou, 2023). By identifying its customers, Mandarin Oriental can maintain a solid occupancy base and a steady income despite labour problems.
3. WO Strategies: Selective automation of visitor services, including virtual concierge systems or self-check-in kiosks (Bharwani and Mathews, 2021), can help to address staffing issues without sacrificing the standards of the luxury brand. The automation of mundane duties helps to maintain service quality, according to Tuomi et al. (2021), which releases staff members to interact personally with clients. Mandarin Oriental has to combine technology with human touch if it is to ensure that automation enhances tailored service. Apart from lowering running costs, corporate alliances with environmental organisations for sustainable activities exceed visitor expectations for eco-friendliness (Modica, Perotti, and Melacini, 2021). By using sustainable practices through partnerships, the hotel can lower its expenses and draw environmentally concerned guests (Hameed, Hussain, and Khan, 2022). This approach provides reasonably priced environmentally friendly solutions in line with strategic goals of Mandarin Oriental.
4. WT Strategies: Cross-training employees to improve flexibility solves hotel shortcomings including Mandarin Oriental's over reliance on skilled personnel (Michael and Fotiadis, 20211). This strategy helps staff members to take on a range of responsibilities, therefore lowering the need for new hiring and guaranteeing that service standards are maintained in the face of manpower shortages (Strouse and Reed, 201). By giving employees new skills and changing their tasks, cross-training improves employee morale and engagement and hence increases their resilience (Shi et al., 2021). Clear policies and consistent internal audits help the hotel to protect its brand and legal position by lowering labour law violations (Moroz, 2021). By giving all staff members knowledge about labour rules, Mandarin Oriental has the ability to avoid fines and provide a good working environment in a hotel sector with high attrition rate.


[bookmark: _Toc181213587]Recommendations and Change Management
[bookmark: _Toc181213588]Recommendations 
Mandarin Oriental, Bangkok keeps its premium standards despite staff constraints by using the following sustainable methods. These ideas strike a mix in service quality by tackling operational efficiency, tourist experience, technological integration, and recruiting and retention.
1. Strengthen Recruitment and Retention Initiatives: Mandarin Oriental should improve its recruitment and retention plan to draw in and keep competent professionals (Wang, Ma, and Yu, 2021) so helping to offset personnel shortages. Competitive pay, work-life balance, and career growth prospects improve the stability of the labour market, which in turn lowers hotel turnover according to Ghani et al. (2022). Mandarin Oriental can build a staff that values service by improving pay, perks, and training (Singh et al., 2024). The pay of upscale service providers should reflect the splendour of the hotel and the hospitality industry of Bangkok. Competitive pay systems improve job satisfaction and retention in service-intensive companies (Abdelazim, 2023). In sectors like hospitality, which are recognised for their great degrees of stress, work-life balance is becoming more important. By providing wellness rewards and flexible scheduling to raise morale and loyalty, Mandarin Oriental could help to support this change (Baum et al., 2020). The hotel should offer cross-departmental training and career routes to help staff members grow and diversify. As Mustafa (2022) underlines, professional development is a crucial retention tool since it raises employee involvement.
2. Integrate Selective Automation to Support Guest Services: By use of selective automation of mundane operations, Mandarin Oriental's luxurious image may be maintained while improving productivity and allowing staff members to focus on tailored interactions. This strategy helps the hotel to satisfy guest expectations while maximising staff and juggling operational needs with high-touch service. Using check-in/check-out kiosks improves front-desk efficiency and gives guests more autonomy, therefore lowering staff member workload. Self-service technology could help to lower wait times and improve visitor satisfaction in high-end environments, claims Pillai et al. (2021). Using a virtual concierge on a hotel website or smartphone app lets guests order housekeeping or room service without creating a backlog at the front desk. By allowing personnel to focus on the more complicated needs of guests, this automation helps to improve the client experience and control labour requirements.
3. Enhance Brand Appeal through Sustainability and Wellness: By matching its brand with the tastes of consumers that give environmental and wellness-oriented travel first priority, Mandarin Oriental has the chance to improve its market position and reduce the demand on labour-intensive services. The hotel can draw environmentally aware guests and better control labour resources by supporting these values and using wellness programs (Singh et al., 2024). Among the sustainable practices that improve the attractiveness of hotel brands are eco-friendly facilities, energy saving, and trash reduction (Semwal et al., 2024). Luxury visitors support environmentally friendly labels, claims Modica, Perotti, and Melacini (2021). With leisure and wellness getaway packages in response to the growing popularity of wellness travel, Mandarin Oriental has the chance to set itself apart. Unlike high-traffic departments like housekeeping, these experiences require less daily operational resources, hence lowering staff workload and improving visitor experience (Wang, Ma, and Yu, 2021).
4. Implement Cross-Training to Increase Labour Flexibility: Training staff in many roles helps businesses to maximise employment and change with the times (Michael and Fotiadis, 2022). In the luxury hotel sector, where service consistency is critical, this helps to produce a team that is flexible and strong. Cross-training exists for front desk, concierge, food service, and sanitation staff members. Cross-training, according to Strouse and Reed (2021), gives staff members vital abilities and adaptability they may use in times of great demand. Work with those who have gotten cross-training to help in areas of great demand. This structure ensures service quality without calling for significant staff development.
5. Promote Location-Specific Guest Experiences: Mandarin Oriental may highlight its position by offering tailored experiences, such river-view dining or cultural tours along the Chao Phraya River, rather than labour-intensive services. These activities help the hotel to make use of its beautiful surroundings without sacrificing necessary services. The hotel might be able to offer special events with few personnel by working with nearby businesses and cultural organisations. Location-based products, according to Alzoubi et al. (2022), improve visitor happiness and lower operating costs. River-view meals and outdoor events suit visitors' tastes for unique, unforgettable experiences even while staff engagement is minimised (Schalkx, 2020).
[bookmark: _Toc181213589]Change Management
Effective change management is needed if the suggested improvements at Mandarin Oriental, Bangkok, with little opposition and long-term sustainability are to be properly carried out. Kotter's eight-step model guarantees that staff motivations line up with organisational goals, therefore facilitating change (Miller, 2021). Lewin's Change Theory helps to develop, apply, and validate these changes.
[bookmark: _Toc181213590]Kotter’s 8-Step Model
Since Kotter creates and preserves momentum for change, this approach is outstanding for Mandarin Oriental's new recruitment, automation, branding, and service strategies. 
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Kotter’s 8-Step Model of Change/Source: (Kotter and Cohen, 2012)
1. Create Urgency: Change is dependent on generating urgency (Laig and Abocejo, 2021). Mandarin Oriental's leadership should stress how staff shortages effect tourist satisfaction, employee workloads, and service quality (Wang, Ma, and Yu, 2021). By emphasising the competitive restrictions and reputational risks associated with failing to adapt, leadership may persuade others that these changes are required to maintain Mandarin Oriental's standards and market position. According to research, urgency motivates change and facilitates stakeholder alignment.
2. Build a Guiding Coalition: Department executives as well as a coalition of powerful guest services, HR, and operations staff should lead and assist in the transformation (Shulga, 2021). This team supports open communication and addresses departmental issues as it supports change projects. A unified leadership team shows a commitment to change and builds confidence among the employees, therefore improving buy-in. As per Kotter and Cohen (2012), a steering coalition provides constant support during the change and sets the tone and direction.
3. Form a Strategic Vision and Initiatives: Improved recruitment, focused automation, and cross-training should all help to solve personnel issues and benefit guests as well as staff members. This vision should show how improvements will lower responsibilities, raise visitor pleasure, and forward careers. One vision might be "A workforce that is empowered and adaptable, providing exceptional guest experiences." When presented with a clear, aspirational goal, employees are more likely to see the benefits of fresh approaches (Kotter and Cohen, 2012).
4. Communicate the Vision for Buy-In: Employee buy-in calls for consistent, multichannel communication (Laig and Abocejo, 2021). Department meetings, training, and instructional materials help to clarify the goal and how changes affect staff members and guests. Effective communication might highlight automation-reduced responsibilities and cross-training job advancement ( Michas and Fotiadis, 2022). According to Kotter and Cohen (2012), conveying the vision through relevant anecdotes and real-world examples will inspire and drive staff members.
5. Empower Broad-Based Action: Mandarin Oriental needs to remove roadblocks to staff change if it is to encourage active involvement. Cross-training might call for extra time and help from qualified staff members. Training employees on virtual concierge systems and self-check-in terminals will also help automation to be successful (Khan, 2024). When employees are allowed to engage in change, they are more flexible, and this promotes ownership and motivation (Kotter and Cohen, 2012).
6. Generate Short-Term Wins: Illustrating the immediate benefits of improvements requires short-term successes, which are absolutely essential (Laig and Abocejo, 201). Mandarin Oriental should celebrate its first achievements—better visitor comments, faster check-in, and streamlined housekeeping brought about by schedule—including the appreciation of these achievements helps to raise morale and confirm the success of the changes. Short-term achievements help to justify change, reduce staff opposition, and boost confidence (Kotter and Cohen, 2012).
7. Sustain Acceleration: Mandarin Oriental has to grow from its first achievements by making more significant changes. After automating basic services and cross-training key workers (Hameed, Hussain and Khan, 2022), the hotel has the choice of including sophisticated automation or wellness and sustainability projects. Kotter and Cohen (2012) contend that creating new goals and extending the scope of change to use progress to enable more transformation will help to maintain momentum.
8. [bookmark: _Hlk181559888]Institute Change in the Culture: Mandarin Oriental should adopt fresh rules and recognise them if it is to include new habits into the hotel's culture. As basic values, leadership should give innovation, cooperation, and adaptability top priority; it should also honour those who give service and adaptability top priority (Shulga, 2021). Mandarin Oriental guarantees their sustainability by including these developments into the corporate culture (Kotter and Cohen, 2012).
[bookmark: _Toc181213591]Lewin’s Change Theory
Lewin's Change Theory streamlines preparation, execution, and consolidation of change therefore supporting Kotter's approach.
[image: Planning and Executing Change Effectively | Principles of Management]
Lewin’s Change Theory/Source: (Kotter and Cohen, 2012)
1. Unfreeze: Staff meetings and instructional seminars run Mandarin Oriental via which to explain the reasons of change. Knowing the staffing problems and service standards of the hotel helps employees to welcome change (Khan, 2024). Establishing a change-friendly atmosphere requires clarity and the elimination of first worries about employment insecurity or role changes (Chan et al., 2023).
2. Change: Management helped Mandarin Oriental to apply the new ideas throughout this period. By means of training, cross-functional teamwork events, and technological demos, staff members gain understanding of their roles in novel procedures (Khan, 2024). Supervisors should be easily available to answer questions to help staff members adjust (Chan et al., 2023). Employees need practical tools and resources absolutely to be sure they can take on their new obligations.
3. Refreeze: Mandarin Oriental uses the fresh approaches in its operations at the last stage. This means that regular operating policies should be changed, performance reviews should encourage cooperation and flexibility, and staff members who support and fit the changes should be recognised. Regular feedback sessions help to improve even if incentives and honours for adaption help the organisation to adopt new practices (Chan et al., 2023).
By using Kotter's 8-Step Model and Lewin's Change Theory to apply these operational changes, Mandarin Oriental, Bangkok, may address employee issues and lower resistance. While Lewin's theory develops, implements, and confirms these changes as organisational culture, Kotter's model drives people and creates momentum. Despite human problems, Mandarin Oriental's premium hotel leadership, staff engagement, and service standards are kept by means of these systematic processes.
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[bookmark: _Toc181213593]Cost Analysis
The Mandarin Oriental, Bangkok Cost Analysis assesses the costs involved in following the advice. These approximations line up with the size of the hotel, available resources, and expected profits.
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[bookmark: _Toc181213594]Action Plan
Mandarin Oriental, Bangkok's Action Plan is meant to improve operational effectiveness and solve personnel shortages.
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[bookmark: _Toc181213595]Conclusion
This study looked at how staffing shortages affected tourist happiness, reputation of Mandarin Oriental, and prestige service of Bangkok. The study found important internal and external elements impacting the operations of the hotel by means of PESTLE, SWOT, and TOWS studies. Important concerns include a great need for unique visitor experiences, difficulties with recruiting and retention, an increasing staff load, sustainable practices, and limited work flexibility. These solutions are meant to improve operational resilience and maintain Mandarin Oriental's extraordinary service quality.
Recommended are cross-training initiatives to improve labour flexibility, sustainable practices, better recruiting and retention methods, wellness and location-specific visitor experiences. Furthermore, advised is selective automation meant to cut staff labour. These operations connect Mandarin Oriental with the expectations of its visitors and help to alleviate personnel shortages. While appealing salary and career growth help to attract and retain talented employees, cross-training helps staff members to react to changing demand without becoming overburdened.
By means of selective automation, operational inefficiencies are reduced, thereby enabling staff to focus on tailored visitor experiences, which define the hotel brand. Automating routine tasks include housekeeping alerts and check-ins helps staff members to have less work and maintain quality of service. By encouraging sustainability and wellness, the hotel may draw environmentally concerned and wellness-minded visitors, therefore differentiating itself in a competitive market. Following tourist tastes and worldwide trends helps these hotels solve staffing shortages and improve their reputation.
By the action plan, the hotel management has a clear road for the activities, budget, and timeliness of every recommendation. Indicators of the success of every recommendation are employee retention rates, visitor satisfaction scores, operational efficiency enhancements, environmental impact, and wellness program income. Establishing these key performance indicators (KPIs) would help Mandarin Oriental evaluate its development and use data-driven changes to handle personnel issues.
Since it addresses human issues and improves operational resilience, this study is strategic in character. Following these suggestions will help Mandarin Oriental keep its luxury service standards, draw fresh business, and cut labour-intensive activities. These projects will strengthen Mandarin Oriental's financial stability and market posture, therefore ensuring its leadership in the exclusive hotel industry.
EHS appreciate Mandarin Oriental, Bangkok, letting the EHS team on this important project. Offering ideas and solutions unique to hotels has been a delight. The EHS team confident that by following these suggestions Mandarin Oriental will be able to strengthen its commitment to hospitality and fix its personnel problems. These steps will help the hotel to survive the crisis and provide a basis for sustained development in line with industry trends and expectations of luxury guests.
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Govemment regulations on labour and visa policies affect Mandarin Oriental, Bangkok's ability o hire both local
and foreign workers. Post-pandemic policies that limit international labour mobility or increase labour costs can
impact staffing levels in the hospitality sector, as seen in many Southeast Asian markets (Dempster and Zimmer,
2020). Additionally, changing labour laws to protect worker rights may increase the operational costs of maintaining

adequate staffing, adding complexity to hiring and retention efforts (Minor and Heyes, 2022).

Economic

The cconomic downturm from the pandemic has affected tourism, with luxury hotels like Mandarin Oriental facing
fluctuating occupancy rates and revenue (Ari, 2023). The hotel may experience budget constraints in hiring, training,
and retaining employees, especially in a luxury segment where competitive wages are expected. Economic pressures
also affect guests” spending power, making it critical for the hotel to justify premium prices through consistent
service quality (Khan etal., 2021).

Social

Shifts in employee expectations post-pandemic have led to changes in the hospitality labour market. Workers
increasingly prioritize job stability, flexibility, and well-being, impacting recruitment in traditionally high-demand
roles (Abdelazim, 2023). This aligns with trends across Southeast Asia, where hospitality roles are less attractive
due to irregular hours and high demands, contributing to labour shortages and further challenging Mandarin

Oriental's ability to meet high service standards.

Technological

Technological innovations in the hotel industry, such as automation and Al-driven customer service, offer potential
solutions to reduce the dependency on human labour (Pillai et al,, 2021). However, these technologies require

upfront investment and can be challenging to integrate in a way that complements the hotel's focus on personalized.
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‘high-touch guest experiences (Tuomi etal, 2021). Balancing technology with traditional service methods is crucial

for Mandarin Oriental to ensure service quality while addressing staffing limitations.

Environmental

Sustainability practices are becoming increasingly important fo guests, especially in the luxury sector, but
sustainable operations can require higher staffing levels for proper implementation (Modica, Perotti and Melacini
2021). In addition, environmental policies aimed at reducing energy and waste can place added demands on
operational staff, potentially complicating the hotel's response to staffing shortages. Efforts to implement

sustainable practices without sufficient staffing may compromise service efficiency.

Legal

Labour laws in Thailand regarding working hours, wages, and employee benefits affect staffing practices and costs
(IOM Thailand, 2024). Compliance with labour regulations, especially regarding overtime and minimum wages,
requies careful workforce planning and may limit the hotel's flexibility in handling staffing shortages (Moroz,
2021). Failing to adhere to these laws risks legal penalties and damages the hotel's reputation, making legal

compliance a priority in recruitment and retention strategies.





image15.png
Strengths

Brand Reputation: Mandarin Oriental, Bangkok, has a longstanding reputation for luxury and excellence, attracting a loyal
customer base that values its high standards of service (Pang, 2020).

Personalized Service Culture: The hotel is known for its highly personalized guest experiences, setting it apart from
competitors in the huxury segment

Strategic Location: Sitvated along the Chao Phraya River, the hotel's prime location enhances its appeal to intemational

travellers secking cultural immersion and unique scenic views (Mandarin Oriental , 2022).

‘Weaknesses

Dependency on Skilled Labour: Luxury services at Mandarin Oriental require a high level of expertise, making the hotel
heavily dependent on a skilled workforce that is difficult to maintain amid post-pandemic labour shortages (James, 2020).
High Operational Costs: Maintaining luxury standards and personalized service entails significant costs, which are
heightened by the need for higher wages and incentives to retain staff (Yv, Cui and Hou, 2023).

Limited Flexibility with Technological Integration: Balancing high-touch service with automation is challenging, as guests
expect a personal touch that technology may not fully replicate (Tuomi et ., 2021).
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Opportunities

Growing Demand for Sustainable Practices: Luxury travellers are increasingly eco-conscious, creating an opportunity for
the hotel to enhance sustainability efforts, which can appeal to new market segments (Modica, Perotti and Melacini, 2021).

Expansion in Wellness Tourism: The wellness tourism market is growing, and Mandarin Oriental’s spa and wellness

programs provide a platform to attract guests interested in these services, potentially offsetting staff shortages in other
departments (Mandarin Oriental Limited, 2023).

Use of Technology to Alleviate Staffing Pressures: Technologies like Al and automation could streamline operations in
areas such as housckeeping and guest check-ins, reducing the dependency on human labour (Tuomi et al., 2021).

Threats

Tntensified Competition in Luxury Market: With new luxury hotels and boutique brands entering Bangkok, maintaining
brand loyalty is crucial, especially if competitors offer a smoother experience with better-staffed operations (Ari, 2023).
Unstable Economic Conditions: Economic fluctuations affecting guest spending habits and travel patters could impact hotel
revenue, making it harder to justify high operational costs associated with luxury service delivery (Kataya, 2021),

Stringent Labour Laws and Compliance Costs: Compliance with labour laws in Thailand regarding working hours and
wages restricts the hotel's flexibility in managing a lean workforce, potentially increasing costs due to necessary overtime or

regulatory penalties (Moroz, 2021).
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TOWS Strategy

Description

Strengths-
Opportunities (SO)

Leverage Brand Reputation for Sustainability Initiatives: Utilize Mandarin Oriental's strong reputation fo
promote its commitment to sustainability, appealing to eco-conscious guests and enhancing guest loyalty.
Marketing sustainability can attract guests who value environmental responsibiity, helping to maintain
occupancy rates and enhance brand image (Musau et al., 2024).

Expand Wellness Tourism Offerings: The company should capitalize on the hotel's established spa and
wellness services to attract wellness-focused travellers, providing unique experiences that require fewer staff

resources and reducing pressure on labour-intensive services like housckeeping

Strengths-Threats
D

Maximize Guest Experience through Unigue Locafion-based Activifes: To offsct potential service delays due
to staffing issues, Mandarin Oriental can enhance guest experiences with location-specific activities (c.g.
cultural tours along the Chao Phraya River) that do not require intensive staff involvement. Highlighting these
distinctive, low-labour experiences can keep guests engaged and reduce their dependence on traditional in-
house services (Pang, 2020).

Promote Brand Loyalyy to Mitigate Economic Downiurn Risks: Emphasize brand loyalty programs to
encourage repeat bookings, even during economic slowdowns. Loyal guests are more likely to overlook

temporary service disruptions due to labour shortages, especially if rewarded with exclusive benefits (Yu, Cui
and Hou, 2023).





image18.png
Weaknesses-
Opportunities

(Wo)

Integrate Selective Automation in Guest Services: To address labour shortages while maintaining service
standards, Mandarin Oriental could implement selective automation (e.g., automated check-in/out, virtual
concierge) to handle routine tasks. This approach can help meet operational needs without compromising the
hotel’s huxury image, as long as automation is selectively applied to support personalized interactions (Shin and
Jeong, 2022).

Develop Parmerships for Sustainable Practices: Collaborate with environmental organizations to advance
sustainable operations in a cost-effective manner, thus meeting cco-conscious guests’ expectations while

managing operational costs associated with sustainability (Modica, Perotti and Melacini, 2021).

Weaknesses-
Threats (WT)

Crosstrain Staff 10 Increase Flexibility: To mitigate dependency on skilled labour and high operational costs,
cross-train existing staff across multiple roles, allowing them to perform various functions during high-demand
periods. This strategy improves labour flexibility and reduces the need for additional hires while ensuring that
service standards are upheld (Kataya, 2021).

Strengthen Compliance and Internal Policies to Avoid Legal Risks: The company should enhance internal
workforce policies to align with Thai labour laws regarding wages, working hours, and benefits. Regular
compliance checks and employee training will prevent legal risks and maintain employee morale, which is

critical for sustaining service quality amidst labour constraints (Moroz, 2021).
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