




Programmes: BA International Hotel Management
Module: Organisational Consultancy
Module code: BMIH5006
Student Name: Flavia Nanu
Student Number: 2239004
                            Lecturer Name: Daniel Payne
















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.
Table of Contents
Introduction	5
Analysis	9
Analysis of External Factors through STEEPLE Analysis	9
Analysis of Organisational Factors	13
TOWS Analysis	15
Recommendations and Change Management	18
Strategies for the measurement of the success rate	24
Benefits to be obtained:	25
Costs To be Incurred with the Change	26
Action Plan	26
Conclusion	29
References	31




Executive Summary
Introduction: Mandarin Oriental, Miami, a top waterfront hotel famous for its high-end service and the very famous Brickell Key address, is now going through a critical phase of transition characterised by extensive property closures and scheduled redevelopment. These developments have not only resulted in the temporary suspension of operations but also employee dismissals, affecting continuity of service, brand reputation, and stakeholder trust. This Nexora Consulting Group consultancy report gives a holistic, strategic answer to these challenges. 
Analysis: Using a blend of internal analysis tools like SWOT and external environment tools like STEEPLED and TOWS Matrix, the report gives a future-oriented roadmap that focuses on recovery and sustainable repositioning of the firm. A STEEPLE analysis was employed to assess the external environment, which picked up on robust social changes towards wellness and green travel, economic tensions of inflation, changing technological requirements of digital guest interaction, and regulatory issues of redevelopment labour laws. These external factors highlight the need to future-proof the hotel both infrastructurally, operational robustness, and ethical leadership. Internally, a SWOT framework was also used to analyse the strengths of the hotel now and aspirations in the future. Even after the closure, the company still has a globally recognised brand, capital access, and upscale customer base. These are assets that can be used to take advantage of new opportunities, like implementing green building design and entering strategic partnerships with local partners. The aspirations of the hotel to be a flagship for sustainable hotels in Miami are realisable through defined goals, good leadership, and collaboration with stakeholders. Based on SWOT, a TOWS matrix was used to translate the findings of internal and external frameworks into vital strategies. For instance, it was suggested to collaborate with local institutions to upskill employees. At the same time, it was also recommended to utilise Mandarin Oriental's strong loyalty schemes and brand recognition to hold on to customers through rewards at sister hotels. Finally, the Weaknesses-Threats strategies are damage control and risk reduction. The concurrent issues of property closure and worker layoffs can diminish investor confidence and operational momentum. To offset this, rehiring programs can be considered. This can provide interim profits while also keeping the property current in Miami's hospitality market. Further, a clear communication plan among stakeholders must be initiated to keep the investors, staff, media, and visitors posted about progress, anticipated timelines, and the benefit proposition of redevelopment. Town hall meetings, update newsletters, and participative microsites can help to control expectations and minimise disinformation. 
From the ongoing problem that Mandarin has recently encountered with the decision of the layoffs it has led to questions about the very performance of the management and the decision-making framework. However, in the case of Mandarin, it must impact the employees psychologically and even professionally. Every employer is accountable for their actions, and hence, the management does need to act on an immediate basis before the two-tower residence is developed. The first recommendation pointed to the use of Six Sigma for identifying the issue and then developing our strategy or decision that could be taken. For example, with the feedback from the employees, management would be able to know, like how they could help the organisation if they are reallocated or what impact the reallocation could cause if integrated. Secondly, the recommendation stated the Lewin Change Management model for implementing the change, where the plan would be to train the employees based on the services that are to be offered to the 228 properties. 
Recommendations: Essentially, Mandarin is suggested to take the approach of reallocation of the employees to different roles in the new residence rather than laying them off. It would not only help the employees to sustain in the organisation but also meet the increased needs of the customers when they visit the new residence. The Human manager would incur additional costs when they will be hiring new employees for the residence, hence the cost could be accommodated with the training of the existing employees. Thereby, Mandarin is thirdly recommended to make use of the Star model to bring a change in the framework. It does point to how Mandarin, with the new reallocation of the staff, could change the structure and enhance the organisational competitiveness. With the changes to be incurred in Mandarin, the structural change does count as a part of the non-financial aspects. However, certain costs need to be considered that will be required for the change to be implemented effectively. The strategic actions would demand Mandarin to commence with an action plan that would frame the budget to be required along with the time frame, thus adding to the specificity of the changes to be accommodated. Evidenced by different research works, it is found that human resource managers do have the strategic role of understanding the requirements of organisations and implementing the changes. With the changes, Mandarin could focus on future-oriented demands, employee satisfaction and social responsibility towards employees to be carried out as well. 
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Issue
This consultancy report has been commissioned by the very renowned Mandarin Oriental Hotel Group to investigate and address the ongoing organisational issue of major property closures and development, which might lead to massive layoffs in Miami. Mateer (2025) depicted that Mandarin Oriental in Miami will close its doors on May 31, 2025, as it will be demolished and redeveloped. Further, due to this particular issue, 430 employees will be laid off, which would include everyone from the servers and room attendants to the directors of finance and sales (NewsBreak, 2024; Connectcre, 2025). While these efforts are geared to navigate through the future competencies, the transition period represents different complications for the company stakeholders. This issue is highly problematic for the Hotel because it would threaten short-term service quality, operational stability, and brand reputation. Hence, this report hinges on exploring the root causes of this problem while assessing all its implications for improved sustainability in future. 
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Figure 1: The Mandarin Oriental Hotel at Brickell Key in Miami
(Source: Andino, 2025)

Company Background 
The Mandarin Oriental Hotel Group International Limited is a renowned management and hospitality group that offers luxury accommodation in the form of residences, resorts and hotels (Mandarin Oriental, 2025). The hotel group has 43 properties globally. 
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Figure 2: Company Logo 
(Source: Mandarin Oriental, 2025)
This Hotel group is driven by a passion for providing exceptional everyday services to its clients. This Hotel group works with a mission to craft enriching experiences that can transform the ordinary to the exceptional for its guests. Furthermore, this organisation, founded by Atkins Dyer and William West in 1963, seeks to delight its colleagues and customers by exceeding their expectations and surprising them with great services through continuous improvement. 
One of these properties of this hotel group is the Mandarin Oriental, Miami, which started in 2000 and is a five-star hotel located on the Brickell Key, which is a small island adjacent to Miami (MO Miami, 2025). This hotel has over 326 suites and hotel rooms, along with a five-star spa centre and restaurant. 
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Figure 3: Hotel Rooms of Mandarin Oriental, Miami 
(Source: MOM Gallery, 2025)
However, as of 2024-2025, this hotel in Miami has entered a phase where it will be demolished permanently and developed to expand its offering. This imposes a significant threat in terms of employee morale and satisfaction, alongside financial performance.
Background on the Consultancy Firm 
Nexora Consulting Group is a UK-based firm specialising in chain management development planning. This company was founded in 2013 and has developed a great reputation for guiding luxury resorts and hotels through complicated transformations involving service reconfiguration and renovations. 
Having supported luxury redevelopment projects for leading brands such as Accor, Marriott hotels, and more, Nexora Consulting Group is uniquely positioned to support Mandarin Oriental, Miami in navigating through the challenges of property closures and employee layoffs. 


Structure of Report 
The current report focuses on analysing the problem faced by Mandarin Oriental, Miami, using several theoretical frameworks through the Six Sigma method. A STEEPLED (Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic) analysis will be carried out for understanding the external factors associated with this issue. Further, a SOAR (Strengths, Opportunities, Aspirations, Results) analysis will also be carried out for identifying the internal capabilities of the organisation along with the areas of improvement. Lastly, a TOWS analysis (Threats, Opportunities, Weaknesses, Strengths) will also be conducted to understand the possible future strategies for mitigating the current issues being faced. Lastly, an action plan will be curated for the organisation to understand how the recommended change management strategies would be incorporated. 

[bookmark: _Toc200879390]Analysis
[bookmark: _Toc200879391]Analysis of External Factors through STEEPLE Analysis 
	External Factors 
	Influential Factors 
	Impact on Hotels and Hospitality 

	Social 
	Preferential shift towards sustainable luxury, wellness, and travel. 

Increased expectations for personalised hotel services.
	Forbes (2024) mentioned that over 81% of the customers in the US referred to personalised experiences from a company. Moreover, customers today want to shift towards a sustainable travel experience (Hussain, 2021; Holmes, Dodds and Frochot, 2021). Moreover, it has also been understood that this closure is done to make way for the new residences at the Mandarin Oriental (Nunez, 2024). However, the permanent demolition and closure of Mandarin Oriental, Miami can diminish the luxury experiences of the organisation and can result in reputation damage. This might also frustrate its long-term guests who always come to the hotel while encouraging them to migrate to other competitor hotels of Mandarin Oriental in Miami, US. Behind any hotel, the impression and the relationship of the customers are closely linked. Certainly, with the decision to lay off around 430 employees, it heavily impacted society and even the scope for employment. Undoubtedly, the Hotel had historic significance by standing for many years, thus the demolition did impact the cultural identity too. 

	Technological 
	Incorporation of smart hotel technologies.

Utilisation of Artificial Intelligence (AI) in guest engagement and operations.
	Redevelopment of Mandarin Oriental, Miami might have a chance to overhaul the technological infrastructure of the hotel. However, failing to implement modern technological systems such as AI can make the property obsolete again. Amaro, Caldeira and Seabra (2025) mentioned that customers do not prefer hotels that do not provide transformative experiences. Moreover, the permanent closure of this hotel can also reduce opportunities for the laid-off employees to upskill themselves. Hence, this can cause a significant gap in the Miami workforce. 
Reskilling of the employees with advanced mechanisms and the demands of the customers are the new needs of Mandarin Oriental to be accommodated. For the new hotel, there will be a requirement of skills to perform with competency, but at the same time, it will incur costs with the addition of new plans. 


	Economic 
	Economic downturns 
Rising unemployment.
	Redevelopment of the hotel can result in prolonged closures and overruns. Since Sherman (2025) mentioned that the U.S. economic rank in the first three months of 2025, there is a 0.3% sharp economic drop from the previous year. This might highly impact the hotel and hospitality sector because the closure would result in job losses for over 430 employees, which can create local economic instability while eroding employee loyalty and trust within the organisation. This can create a significant talent vacuum in Miami.
The laying off the employees will impact the economic condition of the firms, where the loss of productivity is a major concern. According to this Hotel, it opened up in 2000, where it offered around 326 rooms with an exotic view of the bay and the Miami skyline (Caswell, 2024). Though the new development will incur the attraction of customers yet how much it will be effective is the main question. 

	Environmental
	Regulatory pressures for sustainable development. 

Investor and guest expectations for sustainability.
	There has been significant pressure in terms of sustainability and green innovation in the hospitality sector (Shui et al., 2025; Fatoki, 2021). However, failure to comply with these regulations may result in a reputational risk for hotels and the hospitality sector while leading to regulatory penalties as well. Additionally, the redevelopment and demolition of hotels like Mandarin Oriental, Miami can result in a lack of job stability, which can drive away skilled talent, making rehiring difficult. With the redevelopment of the new structure, it is evident that a new renaissance is on the way, where the management has been promising to redefine luxury and it is embedded in the urban landscape (Alvarez, 2024). A holistic experience is expected to be offered; however, it can impact the environmental terms like pollution to the community, the destruction of habitats. 

	Political 
	Labour laws and union pressures.

Political support for employment
	Layoffs due to demolition might attract the attention of the union and labour laws. This can result in increased criticism and protest. Moreover, Ullah et al. (2024) highlighted that Union protests can result in political delays of developmental projects. This can again worsen the situation and again result in job insecurity and profit loss. Hence, this can very negatively impact the hotel and hospitality industry.

	Legal 
	Compliance with local and national labour laws during layoffs. 
Employment contract regulations.
	U.S. DEPARTMENT OF LABOR (2024) mentioned the WARN Act in the US, which highlights that advance notice is provided to employees in case of mass layoffs. Thus, hotels like Mandarin Oriental, Miami need to comply with this law and inform their employees about the layout decision. A non-compliance can result in strict penalties and lawsuits. Moreover, if this compliance is not followed, the laid-off employees can raise wrongful dismissal claims against the organisation, which can also hamper the overall reputation. 

	Ethical 
	Fair labour practices. 
Brand reputation is associated with employee welfare.
	It has been found that over 430 employees are being laid off due to the demolition of Mandarin Oriental, Miami (TNM, 2025). However, a failure to provide employment opportunities or mental health and well-being support to these employees can tarnish the brand reputation of Mandarin Oriental as a premium employer. Moreover, the guests and investors can also be disappointed, which can trigger backlash on various review platforms. Therefore, this unethical handling of workforce transition can deter trust. According to Koivunen et al. (2024), the management of employees and downsizing them is a part of unethical practice and leads to a breach of contract as well.  The faith of the employees is compromised and hurt to some extent by the decisions of the management. 

	Demographic 
	Need for a diverse workforce.

	Redevelopment provides a significant chance for Mandarin Oriental, Miami, to have a diverse workforce. However, mass layoffs due to demolition can result and decreased team diversity and innovative knowledge, which can result in a significant gap for the firm. With the redevelopment, if new employees are hired, it would be time-consuming to train them and involve them in the fast decision-making process. 


Table 1: STEEPLED Analysis 
(Source: self-made)
The above analysis summarises that the property closure and redevelopment of Mandarin Oriental, Miami is deeply influenced by external factors, and the additional burden of employee layoffs has further intensified this issue. Hence, the hotel’s recovery highly depends upon how ethically and proactively it navigates through the external pressures.
[bookmark: _Toc200879392]Analysis of Organisational Factors 
A SOAR analysis is a strategic tool that analyses the different organisational factors while creating a vision for the future by combining data on how the company currently performs. As Whittington et al. (2020) and Marais and Schutte (2024) stipulate, organisational purpose is the main reason why a company exists. Hence, this purpose can be understood by how the company has been performing currently by understanding current trends, possible opportunities, future aspirations, and measurable results. In this regard, the SOAR analysis has been presented below. 
	Strengths (S)
· Mandarin Oriental, Miami has a global brand prestige and is known for providing a premium quality of hospitality (MO Miami, 2025).
· The hotel group has had a loyal customer base since 1963. 
· A resilient financial backing from Jardine Matheson Holdings results in a capital-intensive redevelopment process for Mandarin Oriental, Miami. Buttrick (2009) also opined that finances are very important for a project. Thus, this backing can be helpful in future projects of the firm. 

	Weaknesses (W)
· Demolition will impact the nearby communities
· The delays can be evidenced by the regulations to be abided by
· Negative impression due to the layoff of the employees
· Restructuring at the moment may cause the loss of customers' trust

	Opportunities (O)
· Mandarin Oriental, Miami can currently provide staff redeployment opportunities to the employees who have been laid off. This will help in maintaining talented pools.
· The hotel can partner with local institutions where the workforce can be developed during the downtime. Muchiri (2022) and Jaiswal, Arun and Varma (2023) mentioned that upskilling reinforces the employees while equipping them with motivation. This workforce development can help in having a highly efficient pool of employees. 
	Threats (T)
· Rise of the competitors with the redevelopment 
· The lack of adequate skills for the performances in the new structure, and unknown to the unknown culture preserved for years
· Laying off can cause regulatory issues, being faced and criticised for breaking the employment contract. 


Table 2: The SWOT Analysis
(Source: self-made)
The above SWOT analysis highlights that Mandarin Oriental, Miami has a significant advantage associated with its brand prestige, deep corporate backing and a premium customer base. However, there are numerous opportunities related as well that can help the organisation to differentiate itself. For instance, the organisation can partner with local businesses to upskill and reinforce its employees so that they can be rehired and diversity can be maintained. Lastly, the success of the organisation will still depend upon how the different outcomes are managed and measured. Thus, for this, staff well-being and guest satisfaction shall be determined as this can solidify stakeholder trust in the long run. It is identified that Mandarin with the decision to lay off such a large number of 430 staff can cause a huge impact on the legal and ethical issues. Apparently, with the demolition, both opportunities and threats exist, and it is in the hands of the management to shape the decisions. Mandarin with the redevelopment did tend to redefine luxury, which is one of the crucial and significant angles for economic growth with attracting tourists with new sites and vision (Sreeharsha, 2025). However, laying off employees was a poor decision, which added to the weakness of the hotel as it demotivated the employees and raised questions about the social impacts. 
[bookmark: _Toc200879393]TOWS Analysis 
	Internal Factors
	TOWS Matrix
	External Factors

	
	
	Opportunities (External) 
· Potential to create jobs and organisational goodwill 
· Green incentives and government grants for Eco-friendly buildings
	Threats
(External)
· Regulatory delays 
· Loss of customer loyalty and market share during economic downtimes

	
	Strengths (Internal)

· Global brand reputation 
· Prime location in Brickell Key 
· Financial backing and capacity for redevelopment 
	S/O
· Leverage Mandarin Oriental’s brand reputation to relaunch the hotel and create jobs by rehiring individuals and creating job opportunities. Weibel, Schafheitle and Van der Werff (2023) and Yadav and Rajak (2022) mentioned that the creation of job opportunities can result in increased organisational goodwill. 
· With great financial backing, applying for Government grants, such as for solar panels and a green rooftop, can be beneficial. 
	S/T
· Leveraging the brand name to offer loyalty upgrades and exclusive booking privileges to guests who wait through closures. This would help in preserving important clients. Bardukova (2023) mentioned that providing loyalty upgrades can help retain customers within the hospitality sector.
· Using government incentives and opting for green initiatives can help in combating regulatory pressures and delays from the government due to compliance with green initiatives. 

	
	Weaknesses (Internal)

· Layoffs can hamper public image and staff morale
· Risk of losing trained staff members
· Temporary revenue loss
	W/O

· Mitigating negative layoff scrutiny by providing a guaranteed rehiring program for the affected employees. Dachner and Makarius (2022) mentioned that rehiring programs aid in improving community goodwill. 
· Temporary revenue loss can be mitigated by leveraging government grants and initiatives to implement green solutions. 
	W/T
· For mitigating the issue of layoffs and regulatory delays, it is very important for organisations like Mandarin Oriental, Miami, to come up with strategies such as rehiring and employee well-being programs. This can help them get rid of government delays and unnecessary layoff hassle, which could result in losing trained employees.
· To tackle temporary revenue loss and customer loyalty, offering cross-hotel loyalty privileges at other Mandarin Oriental destinations can be a significant strategy.


Table 3: TOWS Analysis 
(Source: self-made)
Overall, from the above analysis, it can be stated that the global brand reputation of the organisation and the efficient financial backing of the firm can be extremely helpful for networking opportunities, such as keeping customers connected during the closure and catering to the increased demand for sustainable hospitality. Further, the strengths of the company are also designed to defend it against various damages in the hospitality market, such as brand image deterioration. Thus, to mitigate it, the organisation can retain customers with cross-property benefits. Overall, the TOWS matrix has demonstrated that while the closure and layoffs have been disruptive for Mandarin Oriental, Miami, it also presents a great opportunity for the firm to reinvent itself in the global hospitality landscape while addressing different vulnerabilities with resilience. This can further help the organisation to emerge more competitive and stronger.
[bookmark: _Toc200879394]Recommendations and Change Management
Recommendation 1: Integration of Six Sigma for the improvement in the service quality and focus on employee productivity
The Six Sigma method implies appearing in a cyclic form, focusing on stages, namely Define, Measure, Analyse, Improve and Control (Mesut and GÜLMEZ, 2020). Through the integration of the model, not only is performance improvement or enhancement of services looked at, but even with the definition of the problem, the accuracy is generated on resolving the issue (Huang et al., 2023). 
[image: A diagram of a diagram

AI-generated content may be incorrect.]
Figure 5: Six Sigma method and change management
(Source: Learner)
Thus, Six Sigma in the case of Mandarin could contribute to reshaping the decision of laying off and focusing on the construction of a new tower for customer satisfaction, too. 
Define: The issue does point to the cutting off of the employees around 450, which is comparatively much bigger and can impact the ongoing organisational operation. Mandarin has been known for the prestigious performances that it has been serving; however, with the current issue, the productivity is undoubtedly to be impacted. 
Measure: Mandarin could survey the employees, where their opinions could be listened to and even how they would perform if they were given new roles. Here, the human resource management can incorporate the measure of collecting feedback from the employees and know their feedback about the new establishments. Moreover, their skills and talents could be assessed too, which will give an overview of whether the employees are efficient in performing contemporary tasks or not and proceed with additional requirements (Trubetskaya and Mullers, 2021). 
Analyse: The Root Cause Analysis technique here is applicable, which would help to know that laying off the employees is not the right decision. The managers can look at the current needs of the employees and replace their positions in the new structure, refurbishing competitiveness. 
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Figure 6: Fish Bone Diagram
(Source: Learner)
From the presentation of the analysis, the causes are evidenced, like social, legal, ethical and business environment factors that have resulted in the redevelopment to be questioned. In the social context, the laying off the employees leads to social impacts, where demotivation of employees comes in the first place and even lack of community engagement. The demolition certainly impacted the ecosystem too and even the nearby areas have been impacted with pollution. In the context of business environment, Mandarin had thought of creating and redefining luxury but on the other hand, internally it did question on the decision-making process of the management and the unethical chaos of the HR policies. 
Improve: For the improvement, the managers can focus on feedback and review the diverse opinions that the employees have generated. 
Control: For the control of the action to be taken, which involves conducting feedback from the employees in Mandarin and replacing them in the new establishments, the change management strategy would be successful. 
Recommendation 2: The application of change Management Strategy for new infrastructural decisions to be boosted with employee engagement
The current as has been identified for the laying off the employees around 450 employees to make room for the construction of a two-tower hotel and residence complex. In the study of Mujtaba and Senathip (2020), the authors argued that with the decision of layoffs, companies do sometimes create the opportunity for saving costs. However, Ampong et al. (2025) contrastingly identified the negative impacts that are associated with the cutting off of employees who are directly linked to productivity. Eventually, organisations do need to make decisions that may cause ethical dilemmas. With the demolition of the old one, certainly, new development is focused on, which the management can think of as involving strategic change within it. Employees are the key assets of organisations, and recruiting new staff could leverage the cost. Hence, to remain strategic, Mandarin can decide to replace the employees and even upskill them as part of the change. For this training program linked to the new development could be fostered.  Dupret and Pultz (2022) investigated in the study and revealed that employees are the assets of the organisations who contribute to the effectiveness of the organisational performance. 
In the contemporary era, employees have been highly focused on catering to their needs, which has been related to the concept of corporate social responsibility and a sustainable agenda (Burnes, 2014, p.88). It is believed that due to the presence of the employees, maximum advantages are borne in like the competitiveness being accelerated or even the culture being promoted positively. According to the legal landscape too like the Employment Rights Act 1996 in the UK has been legislated with the intention of both the employees and employers being accountable for their actions (Legislation.gov.uk, n.d.). Universally, employees today are considered the milestones for increasing productivity and accelerating the organisational reputation (Maley et al., 2024). Mandarin, however, with the decision to lay off the employees, approached two of the outcomes. The first outcome is focused on infrastructural developments, which could incur a good profit margin and more facilities for the customers, while negatively impacting the employment of around 450 employees. According to Sunn et al. (2024), people management has today become one of the sensitive issues where retention plans and strategies do matter for the organisational treasure to be protected. 
Change Management Strategy with the application of the Lewin Change Management Model could be integrated for better performance and orientation of organisational needs for the future (Kotter, 2012, p. 6). In the first stage of unfreezing, the manager can take an active approach of creating awareness and making the employees understand the need for the demolition and reconstruction of the residence. There are several reasons that the management could convey to the employees, like the ageing infrastructure or even meeting Sustainable Development Goal (SDG) 11. According to the study of Jerónimo et al. (2021), taking the case study of the Portuguese cities, the municipalities intended to achieve sustainable development to be obtained. The study of Küfeoğlu (2022, p. 103) contrastingly used the term urbanisation, which demanded changes in cities with sustainable planning. With the change stage, the main action lies in the process and the strategy. The main change will be that the human resource manager within the new residence will aim to train the employees and upskill them according to the needs of the new property and build on customer satisfaction. 
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Figure 6: Lewin Change Management Model
(Source: Learner)
In the refreezing stage, the managers will aim to survey the employees, knowing their perceptions regarding the new allocation of roles, feedback regarding how they wish to prosper in their new roles, and which areas they find to improve themselves. In a way, this strategy would not only ensure people management but also integrate employee engagement too valuing their efforts and productivity.
Recommendation 3: The Human Resource managers of Mandarin Hotel implement the STAR model for efficiency and competitiveness
Through the Star Model, it is described to be a framework that designs the policies which are categorised in five segments. The segments are Strategy, Structure, Processes, Rewards and People. 

[image: A diagram of a star with colorful circles and lines
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Figure 7: Star model
(Source: Learner) 
According to Hubbart (2024), organisational policies have an impact directly on the organisational decisions and way of thinking. For example, here Mandarin with a change in the policy could bring a change in the process and the strategy as well. With the initiation of policy like integrated training for the employees after 3 months for skill-based performances, a successful change in boosting the self-actualisation, the professional development and upskilling of the people to meet the current needs. From the study of Øygarden et al. (2020), changes when oriented with the organisational needs do add to the competitiveness since the internal operations are tailored to the requirements, thus adding accuracy in designs and the decision-making process. Therefore, the Star Model do cater to identification of measuring the actions, analysis of the impact that the change can cause and then improve on the existing operations with control being exercised with focus on what is to be changed among the dimensions. 
[bookmark: _Toc200879395]Strategies for the measurement of the success rate
It is evident that with accuracy in understanding what the problem is and how it is or can impact the organisation, the decision-making process for the management would be fair and even strategic (Laguir et al., 2022). Within Mandarin, it is found that the management for the building of the two-tower construction intends to cut off the employees that is not rational from the end of the employees since it would impact their cost of living and managing household expenses too. Narayanamma et al. (2022) in the research did argue that today employee engagement has occupied a vital position in the organisational performance and stability to be gained in. The key Performance Indicators (KPIS), like Surveys from the employees, are one of the effective benchmark strategies which Mandarin could apply to understand how much satisfaction employees are with the change. Net Promoter Score method is another technique which could be deployed for assessing customer satisfaction after the new residence is developed and with the services provided by the employees. In the research conducted by Hardianto and Wijaya (2023), Net Promoter Score has been determined to be a strategic KPI that helps in assessing the desires of the users for bringing changes in an organisation. Within Mandarin, the new residence would also require changes for the positive outcome, and it may reflect on the efficiency of the employees and the effectiveness of the decision to replace employees in new roles rather than layoffs. 
[bookmark: _Toc200879396]Benefits to be obtained:
Organisations, due to the pursuit of their desires or business requirements, take actions that lead to multifaceted problems (Noordzife, 2014, p. 7). Among the problems that include organisational culture being affected, poor performance, hindrance to ongoing performances, operational inefficiencies, quality issues, and even sometimes leading to the termination of employees. Mandarin Oriental is known to be a collection of luxury hotels, private homes and resorts that are designed to meet the expectations and pleasures of the customers. Being located in a prestigious location, Mandarin do enjoy a good customer base, and even vibes of the location for fostering the attention of the tourists. Through the provision of legendary services in the 21st century, the company has steeped itself in the values of the Orient (Mandarin Hotel, n.d.). However, recently, with one of the decisions taken by the management, it is evident that internal chaos has been caused due to the meeting of the external demands. 
With the change in decision to replace the employees in different roles to meet the new needs of the customers and guests at the new establishment. From managing the hotel to directors of sales and finance, the positions could be reallocated in the new residence (Mateer, 2025). With the new residence comprising 228 residences and North Tower with 121 key hotel, spa and multiple restaurants, the size of 450 employees could be adjusted, which could help in saving the costs of new hiring of employees. 
[bookmark: _Toc200879397]Costs To be Incurred with the Change
In the replacement of the employees to the new residence rather than laying off, minimal financing will be required. In the training of the people for the new roles to be played, a cost of around £25,000 would be needed, while for the digital software to be installed for the digital performance, a cost of around £1,0000 would be incurred. Alecsoiu et al. (2022) argued that financial performances are tied to the decision of change in organisations that involve in arrangement of resources and add to the value of the change. The human resource manager here could present the various costs that would be included in the training program. Moreover, for the services adhering to SDG 11, a cost of around £6000 could be incurred for long-term oriented future guests' demands to be accommodated. 
[bookmark: _Toc200879398]Action Plan
	[bookmark: _heading=h.6r5rj216nl41] Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1. 
	Laying off around 450 employees
	Replace the employees rather than laying them off. This would be a strategic decision from the end of the management where employee retention, sustainable agenda and social responsibility could be reflected through the action. The Hospitality sector does have a wider role in the contribution to the economy. With the collaboration of the sector with other agencies, the sector has been striving hard to address the issues and create a robust environment for the organisation and for the people as well (UKH, n.d.). With the replacement, it would even engage in community endorsement that can be a part of the sustainable plan. 
	Growth in the number of tourists could be balanced with adequate service provision, with sufficient employees catering to the needs
	2months
	30/06/2025 
	£25,000

	2. 
	Improve the service quality of the new residence to be constructed as a priority. With the laying off the employees, service quality would be affected negatively since with less numbers of employees, the existing infrastructure will face inadequate tasks to be performed and create disturbance to the ongoing culture of the organisation. 
	The Six Sigma in according to Ghelani (2023), indicates the application of the method mostly in corporate performance. The study investigated the use of a competitive global manufacturing landscape, and the application of the model serves to bring in new processes like technology for reshaping the quality and improving process improvement. 
	The job satisfaction and the tourism needs could be accommodated through the solution 
	3 months
	4/6/2025
	£50,000

	3. 
	Demolition of infrastructure and building of a new residence, where quality and performance can both be questioned
	With the new residence, there can be doubts among the customers regarding the quality of the service. However, with the existing employees who do have a broader knowledge of the organisational culture, they can tackle the growing demands of the tourists, and even with adequate knowledge on diverse tastes and preferences, various facilities could be gauged. For example, cross-cultural differences could be adjusted with the strategy that the employees used to implement in the Hotel. 
	Customer satisfaction, organisational reputation could be sustained and improved
	2 months
	28/6/2025
	No costs would be incurred here


Table 4: Action Plan
(Source: learner)
[bookmark: _Toc200879399]Conclusion
To summarise, it can be stipulated that the Mandarin Oriental, Miami is going through a critical juncture in its operational life cycle, which is marked by the winding off of its flagship property on the Brickell Key. While this closure is important for maintaining luxury standards within the evolving hospitality landscape, it brings in numerous organisational issues such as employee layoff, erosion of customer loyalty and satisfaction. All these issues can undermine the local presence of the brand in the long run while impacting its global standing as well. From the identification of the major issue of employee layoffs in the Hotel, an overall impact could be observed to be happening. In the context of organisational performance, any decisions taken by management do have an impact on the operations and even on the ongoing performance of the employees. From the decisions, the impact on the employees does affect the organisational culture. The different frameworks, such as STEEPLED, SOAR and TOWS, have been deployed to understand the criticality of the issue while outlining various strategies that align both external conditions and internal capabilities of the firm. It was found that the organisation capitalises on its strengths and opportunities, which solidify its future as a market leader in the hospitality sector. 
Change is inevitable, and with the macroeconomic factors, driving forces do appeal the organisations to identify the problem and then implement the change. The managerial roles do play here since they are behind the generation of plans and frameworks. It is evaluated from the case of Mandarin that their decision to lay off employees is not suitable, and hence, with Six Sigma being implemented, training imparted to the employees, Mandarin could avoid laying off and replace the employees in the new residence, requiring many facilities to be served. 
[bookmark: _Toc200879400]
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