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[bookmark: _Toc180855588]Executive Summary
Raffles Hotel Singapore commissioned this consultancy report to address the problem of high staff turnover and recruitment challenges the hotel is currently experiencing. Especially in luxury hospitality, these issues are crucial, as it is about outstanding service and consistency to keep a good standing, as well as customer satisfaction. This report analyse the root causes of these hotel’s staffing issues and also give final recommendations on how to better solve those issues to enhance operational efficiency, employee retention, and overall service quality.
The luxury hospitality sector has largely been hit by such challenges, especially low retention rates and recruitment issues, and our case study, Raffles Hotel, Singapore, is facing huge challenges in these areas. These challenges will jeopardise the hotel’s operational efficiency, service quality and long-term reputation (Shaikh and Zahid, 2016). This consultancy report was inducted to examine the underlying causes of these staffing issues and is focused to offer an all encompassing solution to solve the staffing issues. These root cause of problems the competitive wage expectations, little opportunities for advancement, the employee burnout from long working hours, and ineffective feedback mechanisms (Xu et al., 2022). However, these have been exacerbated by external factors, namely the rising living cost in Singapore, competition for skilled labour, and restrictions on foreign labour recruitment (Okae, 2018).
Several key insights were drawn from the analysis in the report. Firstly, the hotel’s current compensation packages are far behind what the market is expecting, especially as Singapore is a very expensive place to live. It’s been difficult to attract and keep top talent. Furthermore, structured development programs for career are not available hence the workers are frustrated and are seeking for fresh opportunities and growth from other hotels. Long and irregular working hours also lead to burnout which, together with a high turnover rate, contributes to the high turnover rate (Iverson and Deery, 2023). Finally, employees don't feel engaged or valued because there are no regular feedback channels or recognition programmes, leading to a lack of job satisfaction, and an increase in the likelihood of staff leaving (Xu et al., 2022).
The external factors that were part of the PESTEL analysis included: economic pressures, regulatory constraints on foreign labour and social changes in employee expectations. But the hotel’s ability to hire and retain the right talent has been restricted by rising inflation and wage demands, as well as stricter immigration policies (Brien, Thomas and Hussein, 2015). Raffles Hotel Singapore has some strengths, such as strong financial resources and a global brand reputation, however internal weaknesses, such as limited employee growth opportunity and work-life balance issues have been undermining these strengths. The hotel’s long term success is threatened by competitors offering better working conditions attracting skilled staff (Shaikh and Zahid, 2016).
Recommendations are based on the findings to address these challenges. The first recommendation is to revise the hotel’s compensation and benefits packages. It includes offering more competitive salaries with performance based bonuses, and expanding employee benefits such as health insurance and wellness programmes (Shaikh and Zahid, 2016). Retention of existing staff and attracting new talent requires these changes. The second recommendation is to have structured career development program for employees whereby they can grow clearly (Djajasinga et al., 2021). This will enable employee loyalty and reduce turnover (Brien, Thomas and Hussein, 2015) through leadership training, mentorship programmes and exposure to cross departmental learning. The third recommendation is to adopt flexible working arrangements to combat employee burnout. For example, non-operational staff may be offered part time roles, job sharing options, hybrid working models, which could help employees strike a better work life balance (Djajasinga et al., 2021). Fourth, the hotel should boost its employee engagement by giving regular feedback such as employee surveys and monthly review meetings (Okae, 2018). All such a company would need is a formal employee recognition programme to reward exceptional performance and long service to boost morale and job satisfaction. The hotel should finally focus on building a positive work culture where employees are valued, heard and motivated to stay.
Structured change management approach will be required to implement these recommendations successfully. It includes clear communication to employees about the upcoming changes, support from leadership, and gradual introduction of changes in order to minimise resistance (Rasheed et al., 2020). These initiatives will have to be measured, and key performance indicators like lower turnover rates, better employee satisfaction and better guest experience will be used to measure how successful these initiatives have been. The strategies will be monitored regularly and feedback will be given to the hotel so that it can adjust as required for the long term success of the strategies (Shaikh and Zahid, 2016).
The report concludes by presenting a complete plan to overcome Raffles Hotel Singapore’s staffing issues. The hotel can address compensation, career development, work life balance and employee engagement to create a more satisfied and motivated workforce (Okae, 2018). The changes will result in improved service quality, greater guest satisfaction, and ultimately, long term success for the hotel in a highly competitive luxury hospitality market (Rasheed et al., 2020). The recommendations offer a practical and sustainable solution to current challenges, positioning Raffles Hotel for future continued growth and excellence.

[bookmark: _Toc180855589]Introduction
[bookmark: _Toc180855590]Overview of Raffles Hotel Singapore
Raffles Hotel Singapore, a luxurious and renowned hotel, is a luxury hotel which is an icon of grandeur and opulence in the global hospitality industry (Mavropoulou and O’Mahoney, 2020). The hotel, founded in 1887 and located in the heart of Singapore, has become renowned worldwide as a timeless elegance with its distinctive colonial architecture. Raffles Hotel Singapore features 115 lavishly appointed suites, eight restaurants and many world class facilities for an elite clientele of international travellers looking for high end accommodation and superior service. Unmatched, the hotel’s reputation as an iconic landmark attracts tourists, business executives and diplomats. Yet, like many in the international hospitality industry, Raffles Hotel is battling with the problem of high staff turnover and recruitment. The constant loss of trained employees coupled with the difficulty of attracting new talent is negatively impacting service quality, guest satisfaction and operational efficiency (Mavropoulou and O’Mahoney, 2020). This growing problem is addressed in this report and strategies for tackling the recruitment and retention crisis are proposed.


[bookmark: _Toc180855591]Stellar Strategies Group Background
Stellar Strategies Group is a leading consultancy firm in operational optimization and strategic development of luxury hotels. The firm has aided a number of high end hospitality brands with the process of market shifts and operational challenges through the application of data driven insights, and actionable recommendations (Whittington et al., 2020). Raffles Hotel Singapore can count on Stellar Strategies Group as a strategic partner, as they are experts in the area of F&B operations, guest satisfaction enhancement and adaptability to the market, thus helping the hotel to manoeuvre through the current problems (Kotter, 2012). This report was prepared for Raffles Hotel Singapore to solve one of the biggest problems that have caused a dip in F&B revenue and will be aimed at the fine dining restaurant. 
[bookmark: _Toc180855592]Theories and Frameworks for Analysis of the Technology
Several analytical frameworks will be used during the report to help fully understand and address the issue at hand. These frameworks aim to provide a multi-dimensional view of the internal and external forces influencing Raffles Hotel Singapore’s recruitment and retention processes.
1. PESTEL Analysis: This framework will evaluate the external macro-environmental factors which may be influencing staff turnover and recruitment challenges for Raffles Hotel (Baron and Armstrong, 2017).
2. SWOT Analysis: This tool will provide an internal overview of the strengths, weaknesses, opportunities and threats of the hotel. This framework will allow us to concentrate on the internal operational dynamics of the recruitment and retention process and maximise any strengths that exist and minimise any weaknesses.
3. TOWS Analysis: To facilitate the benchmarking process, TOWS analysis will be used to position the hotel’s internal strengths and weaknesses to external opportunities and threats (Whittington and Molloy, 2022). 

With these frameworks, Stellar Strategies Group hopes to help provide the full understanding of the issue at Raffles Hotel Singapore. Finally, through our analysis we will identify the causes of the recruitment and retention problem and create tailored solutions to improve employee satisfaction, to reduce turnover and to enable the hotel to attract the best possible talent in a very competitive market (Akova, Emiroglu, Tanrıverdi, 2015).
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[bookmark: _Toc180855594]Identifying the Issue: Staff Turnover and Recruitment Challenges
Raffles Hotel Singapore faces the problem of critical staff turnover and recruitment challenges. These challenges are consistent with other trends within the international hospitality industry, where high turnover rates have been a long standing issue, especially among luxury hotels which rely on skilled, personalised service (Han, 2020). In the post pandemic economic environment, the competition for top talent in the hospitality sector has intensified, and the expectations of employees on compensation, work life balance and career development have changed dramatically. This has been increasingly difficult for the hotel to keep its current staff and to attract new talent to fill key positions (Han, 2020).
High staff turnover has a direct effect on the hotel operation, from operational inefficiencies to recruitment costs, to a possible decrease in service quality and customer satisfaction (Bonn and Forbringer, 2019). As Raffles Hotel Singapore’s brand is so dependent upon an image of providing a premium, luxury experience, slack or inconsistent service delivery can hurt its place in the industry (Kazlauskaitė, Buciuniene and Turauskas, 2006).
[bookmark: _Toc180855595]Impact on Hotel Operations and Reputation
One of the primary impacts of high staff turnover at Raffles Hotel Singapore is a disruption in daily operations (Morrell, Loan-Clarke and Wilkinson, 2013). In a luxury hotel setting, employees such as front desk staff, housekeeping, wait staff, and concierge personnel are integral to maintaining the high service standards expected by guests. Frequent turnover results in a loss of institutional knowledge, forcing the hotel to spend more time and resources on training new hires. This can lead to delayed service as new employees take time to become familiar with the hotel’s standards, policies, and procedures (Whittington and Molloy, 2022). Additionally, a staff that is ever changing can contribute to the inconsistencies in the guest journey. In the luxury hospitality sector guests often expect personalised service, which is difficult to maintain if employees are not familiar with returning customers or the finer details of delivering a bespoke experience (Morrell, Loan-Clarke and Wilkinson, 2013). This may result in negative reviews and tarnished reputation because guest satisfaction can be dragged down. It is particularly damaging for a hotel like Raffles, because it is so dependent on giving an unforgettable, personalised experience (Wasmuth and Davis, 2013).
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Another significant issue is financial burden of staff turnover. Recruiting, hiring, and training new employees is expensive and so are these costs, which grow quickly when turnover is high (Whittington and Molloy, 2022). Industry studies show that the cost of replacing one employee in the hospitality industry can be anywhere between 16% and 20% of the employee’s annual salary, including recruitment costs, training and productivity loss during the transition period. For Raffles Hotel Singapore, a big source of income which requires a large staff to provide luxury services, these costs are considerable and affect the profitability of the hotel.
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The causes of staff turnover and recruitment difficulties at Raffles Hotel Singapore are multifaceted. The following factors are key contributors:
1. Work-Life Balance: In general employees in the hospitality field, especially in the luxury hotels branch, often are not employed constantly but they work long hours, work irregular hours and get higher stress (Bonn and Forbringer, 2019). As a result, many have been looking for better work life balance and are leaving jobs where they cannot have flexible working conditions (Han, 2020).
2. Compensation and Benefits: While Raffles Hotel Singapore offers competitive compensation, the rising cost of living in Singapore and the broader expectations for increased wages in the post-pandemic labour market have made it challenging for the hotel to attract top talent (Deery, 2008). Employees are seeking not only higher wages but also comprehensive benefits packages that include healthcare, retirement plans, and career development opportunities.
3. Career Advancement Opportunities: The hospitality sector is known for its hierarchical structure, and employees often face limited opportunities for career advancement (Dipietro and Condly, 2017). At Raffles Hotel, the lack of clear promotion pathways has been cited by employees as a reason for leaving, as they seek roles in other industries or competitors that offer more opportunities for professional growth (Baron, Hannan and Burton, 2018).
4. Pandemic Impact: The COVID-19 pandemic has had a profound effect on the global hospitality industry, leading to temporary closures, layoffs, and changes in guest expectations. Many employees left the industry during this time, and convincing them to return has proven difficult (Riyadi, 2018). Furthermore, the pandemic has shifted the priorities of workers, who now place greater emphasis on job security, workplace safety, and mental health support, factors that may not be fully addressed by traditional hospitality roles (Nivethitha, Dyaram and Kamalanabhan, 2014).
[bookmark: _Toc180855598]PESTEL Analysis
The following PESTEL analysis provides a comprehensive view of the external macro-environmental factors impacting Raffles Hotel Singapore’s staff turnover and recruitment challenges:
	Factor
	Impact on Raffles Hotel Singapore

	Political
	· Singapore has a stable political environment with supportive policies for the tourism and hospitality sectors (Mavropoulou and O’Mahoney, 2020). 
· The country’s strict immigration laws limit the number of foreign workers that the hotel can recruit (Djajasinga et al., 2021). 
· The Ministry of Manpower has set quotas on hiring foreign labour, which impacts the availability of skilled workers for luxury hospitality roles (MOM, 2023).

	Economic
	· The cost of living in Singapore is one of the highest globally, leading to increased wage demands from employees (Mavropoulou and O’Mahoney, 2020). 
· The hospitality sector is still recovering from the pandemic, and financial pressure is compounded by inflation and rising operational costs (Xu et al., 2022). This makes recruitment more competitive and costly.

	Social
	· The workforce is increasingly focused on achieving work-life balance and career progression (Whittington et al., 2020). 
· Younger employees, particularly Gen Z, seek meaningful work and are quick to leave jobs that don’t offer flexible hours, growth opportunities, and mental health support (Xu et al., 2022) 
· This cultural shift exacerbates staff turnover in demanding roles like hospitality (Djajasinga et al., 2021).

	Technological
	· Advancements in automation and digitalization are reshaping the hospitality industry (Mavropoulou and O’Mahoney, 2020). 
· While luxury hotels rely heavily on human interaction for personalised service, technology can help alleviate staffing shortages by improving operational efficiency, especially in back-of-house roles (Duarte and Silva, 2023).

	Environmental
	· Growing environmental consciousness among travellers has increased demand for sustainable hospitality practices (Whittington et al., 2020). 
· Hotels like Raffles must adopt eco-friendly initiatives, which may require hiring staff with specific skills in sustainability and environmental management (Duarte and Silva, 2023)

	Legal
	· Singapore's labour laws are stringent regarding employee rights and welfare, ensuring proper working conditions (Whittington et al., 2020). 
· However, compliance with labour regulations adds to operational costs, particularly when hiring or retaining foreign employees under the country's foreign worker policies (Duarte and Silva, 2023).


[bookmark: _Toc180855599]SWOT Analysis
To assess both the strengths and weaknesses of Raffles Hotel Singapore, we can perform a SWOT analysis that evaluates the internal and external factors affecting the hotel’s staffing issues.
	SWOT Analysis
	Details

	Strengths
	Iconic brand with a global reputation, attractive workplace for those seeking to work in a prestigious hotel, strong guest loyalty, high standard of luxury services (Riyadi, 2018).

	Weaknesses
	High operational costs, difficulty in retaining staff due to work-life balance and compensation concerns, limited career advancement opportunities within the hotel structure (Ribeiro, Duarte and Fidalgo, 2020).

	Opportunities
	Growing trend toward sustainable practices could attract eco-conscious workers, post-pandemic recovery presents an opportunity to redefine work conditions, and the ability to leverage technology for training (Duarte and Silva, 2023).

	Threats
	Increasing competition from other luxury hotels and boutique accommodations, rising labour costs, challenges in attracting skilled staff due to Singapore’s restrictive immigration policies for foreign workers (Johnson, 2022).
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The TOWS analysis will help to align Raffles Hotel Singapore’s internal strengths and weaknesses with the external opportunities and threats, providing a basis for developing actionable strategies.
	TOWS Matrix
	Strengths (S)
	Weaknesses (W)

	Opportunities (O)
	SO Strategies Leverage the hotel’s global brand to attract talent by offering exclusive training programs and career development opportunities (Onyango, Obonyo and Chepngetich, 2022).
	WO Strategies Address work-life balance concerns by offering flexible scheduling and better employee wellness programs (Bonn and Forbringer, 2019).

	Threats (T)
	ST Strategies Use the hotel’s financial resources to remain competitive by offering competitive salaries and benefits, while enhancing brand prestige (Whittington et al., 2020).
	WT Strategies Redesign recruitment strategies to focus on long-term career growth opportunities, reducing reliance on short-term hires (Rasheed et al., 2020).





[bookmark: _Toc180855601]Feedback and Guest Experience
One of the key factors impacted by staff turnover at Raffles Hotel is guest feedback. With frequent staff changes, the hotel risks inconsistencies in service quality, which directly impacts guest satisfaction and feedback ratings (Kazlauskaitė, Buciuniene and Turauskas, 2006). In the luxury hotel industry, guest reviews play a critical role in maintaining and enhancing a hotel’s reputation (Baron and Armstrong, 2017). As guests expect personalised service, which is challenging to deliver with a transient workforce, negative feedback can increase, leading to lower online ratings and potential revenue loss (Iverson and Deery, 2023).
According to recent data from the hospitality sector, luxury hotels that experience high staff turnover are likely to see a 10% to 15% drop in guest satisfaction ratings within a year (Ribeiro, Duarte and Fidalgo, 2020). For Raffles Hotel Singapore, this could translate into fewer repeat guests, lower occupancy rates, and ultimately, reduced profitability. Furthermore, negative reviews on platforms such as TripAdvisor, Google, and Booking.com can deter potential guests, particularly those who choose Raffles Hotel for its historical significance and reputation for impeccable service (Fisman and Sullivan, 2014).
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The financial implications of staff turnover go further than the recruitment, training costs. Raffles Hotel stands to lose its high paying guests to competitors who can provide a more consistent luxury experience (Johnson, 2022). During peak tourist seasons, the demand for high end accommodation is at its peak, and this means that the potential for lost revenue is substantial (Nivethitha, Dyaram and Kamalanabhan, 2014).
Additionally, the hospitality is suffering from the pandemic which has oversaturated the market for hotels, many being run at lower capacity or with travel restrictions (Newton, 2010). Any additional costs associated with staff turnover only compounds that challenge for Raffles Hotel Singapore of achieving profitability in an environment where it is already a challenge. Hotel can protect revenue stream and keep financial strong stable (Whittington et al., 2020) by address recruitment and retention challenge. 


[bookmark: _Toc180855603]Change Management and Recommendations
Based on analysis of Raffles Hotel Singapore’s staff turnover and recruitment challenges, it is fairly obvious that these are based on a lot of different factors, including work life balance, salary, career progression chances, and external macro environmental factors that have been identified during the PESTEL analysis (Dipietro and Condly, 2017). This paper offers a comprehensive approach to solving these challenges while preserving the hotel’s reputation as a leader in the luxury hospitality industry, through the following recommendations. For the implementation of these recommendations to succeed there must be robust change management strategies to help effect a smooth transition and long term success (Nivethitha, Dyaram and Kamalanabhan, 2014).
[bookmark: _Toc180855604]Recommendation 1: Redefine Compensation and Benefits Packages
One of the key findings in the analysis suggests that the hotel cannot compete for and retain talent against competitive wage expectations, increasing cost of living in Singapore (Xu et al., 2022). Though Raffles Hotel already offers nice compensation, a few additional loop holes in its benefits packages could potentially make it better than competitors. These improvements could include:
· Revised Salary Packages: Salaries are regularly reviewed and adjusted to reflect, among other things, inflation rates and industry benchmarks (Morrell, Loan-Clarke, and Wilkinson, 2013). Annual salary reviews and performance based bonuses would give employees a clear way on to finanacial growth and would keep employees happy creating a cleaver financial growth path (Subramaniam et al., 2011).
· Enhanced Benefits: Benefits to include comprehensive health insurance, retirement savings plans, and wellness programs (Noordzife, 2014). Given the current focus on employee well-being, providing mental health support and flexible work arrangements, such as offering more personal time off, could enhance job satisfaction and loyalty (Baron and Armstrong, 2017).


Implementation
To implement these changes, Raffles Hotel can collaborate with HR consultants to design a competitive compensation package that is in line with the current economic and industry standards (Tromp, Van Rheede and Blomme, 2010). The HR department would need to conduct salary benchmarking exercises annually, ensuring that wages remain competitive. This strategy should also include an employee survey to gather feedback on what benefits are most valued (Morrell, Loan-Clarke and Wilkinson, 2013).
Change Management
The change management process for revising compensation and benefits should be gradual to avoid a financial strain on the hotel’s operational budget (Newton, 2010). Employees should be informed about these changes well in advance through transparent communication channels, including town hall meetings and one-on-one sessions with department heads (Noordzife, 2014). Kotter’s eight-step change model can be applied to guide this process, starting with creating urgency about the need for change, forming a guiding coalition (HR and finance departments), and developing a clear vision for the changes (Kotter, 2012).
Measurement of Success
The success of this recommendation can be measured through several key performance indicators (KPIs), including a reduction in turnover rates, improved employee satisfaction scores (measured via surveys), and an increase in job applications (Brien, Thomas and Hussein, 2015). Regular feedback from staff, especially during annual reviews, will provide insight into whether the new packages are meeting employee needs (Fisman and Sullivan, 2014).


[bookmark: _Toc180855605]Recommendation 2: Implement a Clear Career Progression Path
A significant issue leading to staff turnover at Raffles Hotel is the perceived lack of career advancement opportunities (Shaikh and Zahid, 2016). Addressing this requires implementing structured career development programs that allow employees to visualise their long-term potential within the company.
· Training and Development Programs: Introducing a robust internal training program that equips employees with the skills needed for promotion (Burnes, 2014). Programs could include leadership training for mid-level employees, cross-departmental learning opportunities, and mentorship programs led by senior management (Whittington and Molloy, 2022).
· Succession Planning: Establishing a formal succession plan for key roles within the hotel will provide a clear path for promotion, motivating employees to stay and grow within the organisation (Johnson, 2022).
Implementation
To implement this recommendation, the HR department must collaborate with department managers to identify high-potential employees and create individualised development plans for them (Fisman and Sullivan, 2014). Regular performance reviews can help track employees' progress and adjust training programs as needed. Furthermore, a mentorship system can be established, pairing less experienced staff with senior leaders for career guidance (Han, 2020).
Change Management
This change requires a cultural shift within the organisation, focusing on internal talent development rather than relying on external hires for senior positions. Leadership buy-in is crucial to ensure that all departments are committed to the development of their staff. A phased approach to implementing this change can help employees adjust to new expectations, starting with a pilot program in one department before rolling it out across the entire hotel (Burnes, 2014).

Measurement of Success
Success can be measured by tracking promotion rates within the hotel, employee engagement scores, and retention rates among employees who participate in the development programs. Additionally, tracking the number of vacancies filled internally versus externally will provide insight into the effectiveness of the program (Buttrick, 2021).
[bookmark: _Toc180855606]Recommendation 3: Introduce Flexible Work Arrangements
One of the key findings from the analysis is that employees in the hospitality industry, including at Raffles Hotel, often experience burnout due to long and irregular working hours (Okae, 2018). To mitigate this, Raffles Hotel should introduce more flexible work arrangements, allowing employees to achieve a better work-life balance (Bonn and Forbringer, 2019).
· Flexible Scheduling: Allowing employees to choose shifts that fit better with their personal lives, which may involve offering part-time roles or job-sharing options for roles that are suitable for such arrangements (Brierley, 2006).
· Hybrid Working for Administrative Staff: For non-operational staff (e.g., HR, finance, marketing), hybrid working models that combine remote work with in-office work could be introduced. This would help reduce burnout and attract talent that values flexibility (Kipping and Clark, 2012).
Implementation
To implement flexible working arrangements, the hotel must first identify which roles can accommodate flexible schedules without compromising service quality (Kipping and Clark, 2012). A pilot program could be introduced where flexible scheduling is tried in one department, such as housekeeping or the front desk. Feedback from employees and department heads can help refine the program before wider implementation (Buttrick, 2021).
Change Management
Employees may be resistant to changes in their work schedules, particularly if it leads to a perception of unequal treatment between different roles or departments (Okae, 2018). Therefore, clear communication about the rationale for flexible work arrangements and how they will be applied fairly across departments is essential. Management should also set clear guidelines for which roles are eligible for flexibility and ensure that operational efficiency is not compromised (Newton, 2010).
Measurement of Success
The success of flexible work arrangements can be measured through employee satisfaction surveys, absenteeism rates, and staff retention (Kazlauskaitė, Buciuniene and Turauskas, 2006). Monitoring productivity and service quality will also be essential to ensure that the changes do not negatively impact the guest experience (Subramaniam et al., 2011).
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Effective employee engagement is critical for reducing turnover and increasing job satisfaction (Wasmuth and Davis, 2013). Employees at Raffles Hotel should feel that their voices are heard and that they have a direct role in shaping their work environment.
· Regular Feedback Channels: Introducing regular feedback mechanisms such as employee satisfaction surveys, suggestion boxes, and monthly feedback sessions where employees can discuss concerns with management in a structured format (Fisman and Sullivan, 2014).
· Employee Recognition Programs: A formal recognition program that rewards those who perform well, for long service and for having innovative ideas, can make employees feel good about their work and increase the length of time they stay in the hotel (Deery and Jago, 2015).
Implementation
· Raffles Hotel can partner with an external firm specialized in employee engagement surveys to collect unbiased feedback (O’Mahoney, 2021), in order to implement regular feedback channels. These surveys should be conducted quarterly, and the results should be shared with employees, demonstrating that their input is being used to make real changes. The recognition program can be rolled out across all departments, with monthly awards for employees who excel in their roles (Djajasinga et al., 2021).
Change Management
To ensure buy-in from both employees and management, it’s important to emphasise that the goal of these feedback mechanisms is to create a more open and collaborative work environment (Faldetta, Fasone and Provenzano, 2013). Employees should be reassured that feedback will be acted upon, and management must be committed to transparent communication regarding the changes being made in response to feedback (Kipping and Clark, 2012).
Measurement of Success
Success can be tracked through engagement scores, collected via surveys and employee feedback sessions, as well as a reduction in turnover rates and absenteeism (Djajasinga et al., 2021). Additionally, tracking the number of ideas implemented from employee suggestions will help measure the effectiveness of the feedback mechanism (Datta, 2020).
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The successful implementation of these recommendations will lead to several key benefits for Raffles Hotel Singapore:
1. Reduced Turnover: By offering competitive compensation, clear career advancement opportunities, flexible work arrangements, and effective feedback channels, the hotel can significantly reduce turnover, saving costs on recruitment and training while retaining experienced staff (Datta, 2020).
2. Enhanced Employee Satisfaction: A more engaged and satisfied workforce will lead to improved morale and productivity, positively impacting the guest experience (Nivethitha, Dyaram and Kamalanabhan, 2014).
3. Improved Service Quality: Consistency in staffing will ensure that service quality remains high, which is crucial for maintaining the hotel’s reputation as a leader in luxury hospitality (Djajasinga et al., 2021).
4. Cost Savings: While the initial investment in these recommendations may seem high, the long-term cost savings from reduced turnover and higher employee productivity will outweigh the short-term costs (Xu et al., 2022).
[bookmark: _Toc180855609]Costs Associated with the Recommendations
Implementing these recommendations will require an initial investment, but the costs are justified by the long-term benefits to the hotel. Below is an estimated breakdown of the costs:
· Compensation and Benefits Package: Revising compensation packages and expanding benefits may require an increase in the hotel’s wage bill by approximately 5% to 7%, depending on the specific benefits included (Buttrick, 2021).
· Training and Development Programs: Setting up a comprehensive training program, including leadership development and mentorship, would require an initial investment of around $100,000 annually, covering training materials, external facilitators, and program management (Okae, 2018).
· Flexible Work Arrangements: There would be minimal additional cost associated with flexible work arrangements, although the hotel may need to invest in scheduling software to efficiently manage shift changes (Tromp, Van Rheede and Blomme, 2010). This could cost around $10,000 to $20,000 for initial setup.
· Employee Engagement Programs: Regular employee surveys and recognition programmes could require a budget of $50,000 to $70,000 a year, based on scale and rewards (Subramaniam et al., 2011).
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Based on the problems identified at Raffles Hotel Singapore, the recommended solutions, desired outcomes, implementation timeline and the estimated budget (Brierley, 2006), the following action plan is presented. Using this structured approach will help the hotel effectively manage the need of changes that are required to deal with the staff turnover and recruitment challenges.
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover due to lack of competitive compensation and benefits
	Revise salary packages and enhance benefits such as health insurance, retirement savings plans, and wellness programs.
	Increase in employee retention by 15% within the first year, reducing turnover and recruitment costs (O’Mahoney, 2021).
	6 months
	24/08/2025
	$150,000 annually

	2
	Limited career advancement opportunities
	Implement a structured training and development program, including leadership training, mentorship, and succession planning (Nivethitha, Dyaram and Kamalanabhan, 2014).
	Improved employee engagement and career satisfaction, with a 10% increase in internal promotions (Riyadi, 2018).
	9 months
	24/11/2025
	$100,000 annually

	3
	Employee burnout from long working hours
	Introduce flexible scheduling options, such as part-time roles, job-sharing, and hybrid work for administrative staff (O’Mahoney, 2021).
	Enhanced work-life balance, leading to a 20% decrease in employee absenteeism and burnout (Xu et al., 2022).
	4 months
	24/06/2025
	$20,000 (software)

	4
	Poor employee engagement and feedback mechanisms
	Establish regular feedback channels through quarterly surveys, suggestion boxes, and monthly feedback sessions (Brierley, 2006).
	Increased employee satisfaction by 10%, as measured by engagement surveys.
	3 months
	24/04/2025
	$30,000 annually

	5
	Lack of employee recognition programs
	Introduce employee recognition and rewards programs, including monthly awards and long-service rewards (Deery and Jago, 2015).
	Boost in employee morale, leading to a 10% improvement in overall job satisfaction and performance (Faldetta, Fasone and Provenzano, 2013).
	6 months
	24/06/2025
	$50,000 annually
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Currently, Raffles Hotel Singapore, is struggling with high staff turnover and recruitment which directly impact its operational efficiency, service quality and long term sustainability in the luxury hospitality industry. Through a thorough analysis of these issues, this report has identified several underlying causes of these issues, competitive wage demands, no opportunities for career advancement, employee burnout, due to long working hours and lack of mechanisms to allow the staff to give feedback and engage.
On this basis, a set of recommendations aimed at addressing the challenges are presented. Firstly, the compensation and benefits packages should be reworked to be more competitive in the market, secondly structured career planning programmes should be introduced to motivate and retain employees, thirdly, flexible work arrangements should be offered to relieve burnout and finally the effective mechanism of employee engagement needs to be introduced, such as introducing arrangement of regular feedback channels and recognition programmes. These measures aim to create more satisfied and retained employees within Raffles Hotel Singapore workforce that would produce a more stable and more motivated workforce that would consistently provide high quality service which is desired at Raffles Hotel Singapore.
These recommendations have been outlined with an action plan laid out to guide the implementation of these recommendations with expected outcomes and the associated costs clearly defined with specific timeframes. This will permit the hotel to maintain control over the proposed changes while keeping the operation processes to the minimum effect. By transitioning from the flawed practices of these current strategies to prove steps, it is expected that these long term benefits will be a reduction in staff turnover, improved employee satisfaction, and better guest experience.
These recommendations will require effective change management to be successful. Having a structured approach to change management, clear communication and strong leadership will help to minimize resistance to change and the change will be successful. Measuring the effectiveness of implemented strategies will be through key performance indicators like Reduced turnover rates and increased employee satisfaction. These strategies will be continuously monitored and adjusted so that they stay in line with employee and organisational requirements.
This report is grateful for the opportunity to work with Raffles Hotel Singapore in tackling these key issues. The strategies outlined clearly point to a resolution of the current problems and also prepare the hotel for future growth and continued success. Since these recommendations specified how the hotel should act, the hotel is encouraged to continue monitoring those’s outcomes and adapting its actions further when necessary to make the employee retention, and guest satisfaction stay in good conditions.
The management and staff of Raffles Hotel Singapore have extended sincere thanks for their cooperation and trust during this project. Insights and information provided have been invaluable in devising a complete strategy to mitigate the resolved issues. The solutions presented can help to shore up the hotel’s operational base and keep it at the top of the luxury hospitality market.
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