[image: image5.png]00
VISIONARY

HOSPITALITY CONSULTING




I acknowledge the use of Grammarly App and Microsoft Editor 365 on 03 February 2025 to check my grammer syntax and misspellings.

I confirm that I have copies of my draft notes and other resources I used before and after the use of AI tools which I may be asked to provide in evidence.

Executive Summary 

[image: image1.jpg]


Siloso Beach Resort, a well-known eco-friendly hotel in Sentosa, Singapore, has experienced a drop in visitor satisfaction, operational inefficiencies, and poor brand positioning. This consultation report examines the primary difficulties influencing the resort's performance, provides a data-driven analysis, and makes detailed recommendations to improve service quality, streamline operations, and boost brand perception. The report also includes a structured action plan and a change management strategy to ensure successful implementation and measurable outcomes.

The Problem

Despite its outstanding environmental credentials, Siloso Beach Resort has dealt with several operational and service challenges, impacting guest retention and income. The main issues mentioned are:

Poor customer service – Slow response times, lack of structured staff training, and inconsistent guest interactions (TripAdvisor, 2024).

Operational inefficiencies – Outdated booking systems, long check-in and housekeeping delays, and suboptimal maintenance routines.

Facility hygiene concerns – Guest complaints regarding room cleanliness and infrastructure upkeep.

Weak brand positioning and marketing gaps – Ineffective digital presence and lack of targeted promotional strategies to attract sustainability-conscious travellers.

These issues have resulted in a declining online reputation, negative guest reviews, and increased operational costs. Left unaddressed, they could further impact financial performance, brand perception, and long-term competitiveness.

Key Findings and Analysis

Through an in-depth analysis, the report examines the root causes of these challenges using industry standards and honest guest feedback.

Customer Service Issues

Training gaps and staff shortages have led to poor service delivery and high guest dissatisfaction rates.

Front desk and support teams struggle with delayed complaint resolution, which lowers overall guest experience reviews.

Lack of employee incentives results in disengagement and increased turnover (Rastogi et al., 2018).

Operational Inefficiencies

Check-in/check-out processes are slow, mainly due to manual booking systems (Ahmad and Scott, 2019).

Ineffective housekeeping coordination causes delays in room preparation and cleanliness issues.

Outdated technology prevents easy guest service delivery and data-driven decision-making.

Hygiene and Facility Maintenance

Reviews show repeated complaints about room cleanliness, impacting repeat business and direct bookings.

Lack of regular maintenance schedules has led to inconsistent facility upkeep (Work Trek, 2024).

Weak Brand Positioning and Marketing

The resort lacks a strong digital presence, resulting in low engagement and reduced direct bookings.

Ineffective loyalty programs have failed to attract repeat customers (Berman, 2006).

Eco-tourism branding is not taken advantage of despite the resort’s strong sustainability efforts.

Recommendations and Implementation Strategy

This report proposes a complete improvement strategy with a structured implementation plan to address these issues.

1. Customer Service Improvement

Implement mandatory hospitality training programs for staff.

Introduce real-time guest feedback tracking and automated complaint resolution.

Create employee incentive programs to boost engagement and service consistency.

2. Operational Improvements

Upgrade to a cloud-based property management system (PMS) for faster check-ins and automated bookings.

Optimise housekeeping scheduling and implement digital tracking for maintenance requests.
3. Hygiene and Facility Improvements

Introduce stricter hygiene protocols with daily sanitation inspections.

Conduct regular facility inspections and preventive maintenance routines to ensure infrastructure reliability.

4. Marketing and Brand Improvement

Strengthen social media presence and influencer collaborations.

Develop guest loyalty programs offering exclusive discounts and premium experiences.

Highlight the resort’s sustainability efforts more effectively in digital marketing campaigns.

Cost-Benefit Analysis and ROI Estimates

Staff training, technology upgrades, branding activities, and operational advancements are all estimated to cost SGD 335,000 in the first year. The estimated return on investment (ROI) includes:

Occupancy increases of 5–7%, generating SGD 770,000 – 1.1M in additional revenue.

Operational cost savings of SGD 75,000 annually through automation and preventive maintenance.

Higher direct bookings, reducing third-party commission costs by SGD 20,000.

With an estimated net gain of SGD 510,000 in Year 1, the investment is expected to break even in 6-9 months and return a minimum of 15-25%.

Change Management and Performance Tracking

The recommended modifications will be executed utilising Kotter's 8-Step Change Model to guarantee an easy transition and long-term employee engagement. The performance will be assessed using Key Performance Indicators (KPIs):

Customer satisfaction scores (TripAdvisor rating improvement from 3.0 to 4.0).

20% increase in repeat guest bookings through improved loyalty programs.

30% reduction in service complaints and negative reviews.

The progress will be evaluated quarterly, with adjustments based on data insights and guest feedback.

Closing Remarks

Siloso Beach Resort is at a significant turning point when strategic improvements in customer service, operational efficiency, cleanliness management, and branding may considerably boost its competitiveness. The proposed efforts, which are supported by industry research and financial feasibility, give a clear road map for long-term growth. 
This consultancy report outlines a well-structured strategy for balancing financial investment with demonstrable results, assuring long-term profitability and customer satisfaction. The resort will boost its service standards, strengthen its brand recognition, and engage its employees by implementing these improvements.
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We want to thank the management of Siloso Beach Resort for the opportunity to provide our analysis. With proper implementation, monitoring, and a commitment to quality, the resort can establish itself as a top-tier sustainable hospitality destination in Singapore. If additional consulting support is needed, we look forward to continuing this relationship and contributing to the resort's long-term success. 

Table of Contents

Executive Summary

Introduction

Problem Identification

Key Findings and Analysis

Strategic Analysis

Recommendations and Implementation Strategy

Cost-Benefit Analysis and ROI Estimates

Change Management and Performance Tracking

Implementation Roadmap

Conclusion

References

Appendix

Introduction

Siloso Beach Resort, located on Singapore's Sentosa Island, is a well-known eco-friendly hospitality destination that values sustainable tourism and environmental responsibility. Since its opening in 2006, the resort has earned a reputation for providing a one-of-a-kind, nature-connected experience, complete with 196 rooms, 12 villas, and a rooftop garden suite, as well as eco-friendly initiatives such as solar-heated water, natural spring pools, and a vast green landscape. Despite its good environmental position, the resort is experiencing increasing operational issues affecting guest satisfaction, service efficiency, and financial performance.

Recent guest evaluations and industry data show that customer expectations are not regularly satisfied, with common complaints including long check-in waits, slow complaint resolution, substandard housekeeping services, and out-of-date technology. These difficulties have resulted to lower guest retention rates and a general decline in positive online reviews, which has a direct impact on the resort's revenue and competitiveness in Singapore's highly crowded hospitality market. Furthermore, while sustainability remains a key brand asset, it has not been effectively utilised in digital marketing activities, resulting in less interaction from environmentally concerned travellers. Without targeted intervention, Siloso Beach Resort risks losing its position as a top choice for customers seeking luxury and responsible tourism experiences.

This research was created by Visionary Hospitality Consulting, a firm that specialises in strategic hospitality solutions, operational optimisation, and digital transformation. With over a decade of expertise supporting boutique hotels, eco-resorts, and worldwide chains, our consultancy offers data-driven advice designed to improve guest experience, increase service efficiency, and boost brand position. Our strategy balances consumer satisfaction, financial sustainability, and seamless operational execution, ensuring hotel management strategies keep up with changing market trends. This report will provide a path for implementing practical, realistic, and financially viable improvements after examining Siloso Beach Resort's core difficulties.

Various industry-recognized strategic frameworks will be used to assess the resort's existing position and identify growth opportunities. The STEEPLED Analysis will evaluate external elements influencing the resort's operational environment, including sociocultural trends, economic situations, technology improvements, and government laws. A SOAR Analysis will reveal the resort's strengths, opportunities, goals, and projected outcomes, providing a better knowledge of its competitive advantages. Finally, a TOWS Analysis will assist in transforming existing vulnerabilities into opportunities and using strengths to reduce external threats, ensuring that strategic decisions are made with long-term sustainability in mind.

Using these analytical methods, the study will give a structured set of recommendations for service improvement, operational efficiency, technology breakthroughs, and brand revitalisation. It will include a clear action plan, estimated costs, expected deadlines, and measurable key performance indicators (KPIs) to track the effectiveness of the proposed changes. The goal is to offer Siloso Beach Resort a practical and research-backed transformation strategy that solves immediate challenges while positioning the hotel as an example of sustainable hospitality. The resort may boost visitor satisfaction, employee engagement, and financial success by implementing these adjustments while maintaining its market presence and fundamental environmental principles.


Analysis 

Identification of the Issue 

Siloso Beach Resort in Sentosa, Singapore, has positioned itself as an environmentally friendly, family-oriented getaway. However, despite its innovative sustainability measures and beautiful setting, the hotel has been dealing with major operational issues harming its reputation, customer happiness, and financial performance.

The Core Issues

Based on guest reviews and operational insights, the most significant challenges discovered at the resort are:

Poor Customer Service – Many guests report unresponsive staff, slow service, and poor complaints handling (Shabbeer, 2024; Addy21, 2023).

Declining Reputation – Negative reviews highlight unmet expectations, poor management response, and inconsistent service quality, leading to a low TripAdvisor rating (3.0/5) (TripAdvisor, 2024).

Hygiene Concerns – Many reviews raise issues regarding cleaning staff handling food right after restroom duties, which raises serious health and hygiene concerns (Lilgems2004, 2024).

Operational Inefficiencies – Complaints about slow check-in processes, water supply issues, and unavailability of essential amenities suggest that the hotel struggles with basic service operations (Shabbeer, 2024).

Impact on the Hotel

Customer Satisfaction Decline – Dissatisfied guests lead to fewer repeat visits and increased negative word-of-mouth marketing (Nam et al., 2020).

Revenue Loss – A decline in guest satisfaction directly affects occupancy rates and overall profitability (Assaf and Magnini, 2012).

Reputation Damage – Negative reviews discourage potential visitors, damaging the hotel’s online presence and bookings (Chang et al., 2021).

Contributing Factors

Several internal and external factors contribute to these issues:

Staffing Issues – Lack of proper training, supervision, and motivation.

Infrastructure Problems – Inconsistent water supply, slow service, and outdated technology.

Management Oversight – Poor guest feedback handling and operational efficiency.

All these factors will be further analysed in the following sections.

Impact Analysis 

Guest satisfaction is crucial to a hotel's performance, influencing customer retention, brand loyalty, and financial sustainability (Ladhari, 2009). However, Siloso Beach Resort's customer satisfaction is declining significantly due to poor service, cleanliness problems, and operational inefficiencies (TripAdvisor, 2024). These difficulties harm the hotel's visitor experience, reputation, staff retention, and financial performance.

Guest Experience and Satisfaction

Guest satisfaction is directly related to service quality, hygiene, and efficiency (Chathoth et al., 2016). TripAdvisor reviews show a 3.0/5 overall rating, with 45% of guests noting delayed service and unhelpful staff as key issues (TripAdvisor, 2024). Studies show that service failures can reduce customer retention by 20-30% (Cullagh, 2010).

Hygiene issues further impact guest opinion, with 38% of reviews mentioning worries about cleanliness and food safety (Tripadvisor, 2014). Cleanliness is an essential factor in hotel satisfaction, with a study showing that poor hygiene can reduce guest loyalty by up to 56% (Yu et al., 2021).

Brand Reputation and Customer Loyalty

In the digital age, internet reviews influence customer decisions; 83% of travellers study reviews before booking (TripAdvisor, 2014). Studies reveal that a hotel's ranking on review platforms matches the occupancy rates (Chang et al., 2021). The resort's dropping TripAdvisor rating indicates that it is losing competitiveness, which leads to:

Fewer repeat visits, as unsatisfied guests seek alternative accommodations.

Negative word-of-mouth marketing can influence potential bookings.

Lower corporate bookings as businesses prioritise service reliability.

A single-star rating drop can lead to revenue decline (Sayfuddin and Chen, 2021), meaning the resort risks major financial obstacles.

Employee Morale and Productivity

A dysfunctional service environment decreases staff engagement, resulting in high turnover and poor service performance (Bowden et al., 2015). Studies demonstrate that:

Low job satisfaction in hospitality roles causes absenteeism in hospitality roles to rise by 25%. (Berreto and Mayya, 2024).

Increased guest complaints result in emotional exhaustion and reduced employee performance (Prentice et al., 2013).

Hotels with high staff engagement see 12% higher customer satisfaction rates (Morch, 2018).

At Siloso Beach Resort, operational inefficiencies and overworked employees can contribute to poor guest interactions and inconsistent service quality (TripAdvisor, 2024).

Financial Performance

Siloso Beach Resort’s reputation decline is directly affecting its financial performance. Key indicators include:

A 12% drop in occupancy rates in 2023 reflects lost reservations (Singapore Tourism Board, 2024).

A 20% increase in guest complaints leads to compensation expenses and reputational damage (TripAdvisor, 2024).

The resort invests more in damage control marketing and promotions, increasing operational costs.

Ignoring these problems might put the financial stability of a resort at risk even more if customer happiness and service quality contribute to up to 40% of its income-generating capacity (Barreda and Bilgihan, 2013).

Causes of the Issue 

Understanding the fundamental causes of Siloso Beach Resort's operational and service issues is essential to practical problem-solving. Several significant causes contribute to visitor unhappiness, operational inefficiency, and a fading reputation.

Operational Challenges
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Staff shortages and training gaps are key issues at Siloso Beach Resort, negatively influencing service performance. The hospitality sector demands well-trained, customer-centric workers. However, data shows that many hotels see more than 73% turnover rates each year (Harver, 2023). 

Insufficient staff leads to long wait times at check-in, housekeeping delays, and inconsistent service quality (TripAdvisor, 2024).

Poor training leads to miscommunication between staff and guests, particularly regarding service expectations.

Lack of clear role assignments makes employees multitask inefficiently, reducing productivity (Dalkhajav et al., 2024).

Studies indicate that hotels with structured training programs and staff incentives have 15% higher customer satisfaction (Patov, 2024).

Customer Service Weaknesses

Guest feedback highlights slow response times and unfriendly interactions, directly correlating with low satisfaction levels (TripAdvisor, 2024).

Delayed responses to complaints indicate a lack of proactive customer service strategies.

Understaffing and lack of motivation contribute to disengagement, as seen in hospitality studies where low employee engagement results in a 21% drop in service quality (Tenney, 2025).

Limited multilingual staff may cause communication barriers with international guests.

Cullagh (2010) found that hotels with tailored customer service training and real-time issue resolution tactics have a 30% boost in positive guest reviews.

Facility-Related Concerns

Facility maintenance and cleanliness difficulties are common complaints at the resort (TripAdvisor, 2024). Poorly maintained facilities can reduce guest returns by 56% (Yu et al., 2021).

Inconsistent housekeeping standards have resulted in guest complaints about cleanliness.

Water supply and air conditioning issues indicate a lack of preventive maintenance.

Outdated amenities affect the overall guest experience.

Based on industry data, hotels implementing planned maintenance strategies and investing in modern facilities increase guest satisfaction by up to 35%.

External Factors

Changes in post-pandemic travel behaviour have affected guest expectations (Singapore Tourism Board, 2024).

Higher demand for contactless services contradicts the resort’s traditional service model.

Shifts in eco-tourism preferences require the hotel to communicate its sustainability initiatives better (Chan and Wan, 2023).

Fluctuations in international travel patterns have led to inconsistent occupancy rates.

Hotels that respond to post-pandemic trends through automation and improved guest communication report higher guest retention and revenue streams (Singh et al., 2024).

Industry Benchmark Comparison

Compared to successful hospitality models, Siloso Beach Resort falls behind in:

	Key Area
	Siloso Beach Resort
	Industry Benchmark

	Staff-to-guest ratio
	1:8 

(insufficient)
	1:5 

(optimal)

	Response time to complaints
	12–24 hours 

(delayed)
	< 3 hours

	Room cleanliness rating
	3.2/5 

(TripAdvisor, 2024)
	4.5/5


Failure to address these root causes will continue to impact service quality, revenue, and guest retention.

STEEPLED Analysis 

The STEEPLED framework helps to evaluate external elements that influence Siloso Beach Resort's operations. These variables affect the guest experience, operational efficiency, and financial performance as follows:

Sociocultural

Guest expectations are changing towards more personalised experiences and ethnic variety (Chathoth et al., 2016). The hotel's multicultural crew lacks formal training to address varied visitor needs, leading to service discrepancies (TripAdvisor, 2024).

Technological

The hospitality business increasingly relies on digital booking systems and automation (Oliinyk et al., 2022). The resort's manual reservation and check-in methods add to the poor service and inefficiencies. Moving to cloud-based property management solutions may improve operations (New Book, 2024).

Economic

Singapore's hospitality sector is highly competitive, necessitating dynamic pricing methods to attract customers (Singapore Tourism Board, 2024). However, the resort lacks real-time pricing modifications, resulting in lost income potential (Vives et al., 2018). Additionally, growing employment costs impact profitability (Chen and Chang, 2012).

Environmental

The resort is recognised for its eco-tourism initiatives, such as sustainable water management. However, lacking effective marketing for sustainability policies leads to missed branding possibilities (TripAdvisor, 2024). Green certifications may improve a company's market positioning (Chung, 2020).

Political

Government regulations on foreign labour and tourist policies influence hotel staffing. Visa limitations and labour laws make it challenging to hire skilled hospitality staff, leading to more excellent turnover rates (Ministry of Manpower, 2025a; Peini, 2022).

Legal

Hotels must maintain high safety and sanitary standards to comply with strict employment rules and health requirements. However, guest reviews reveal shortcomings in cleanliness measures, exposing the hotel to compliance issues (TripAdvisor, 2024).

Ethical

Guests demand CSR initiatives in sustainable hospitality (Su et al., 2017). Improving community engagement, ethical sourcing, and transparency can all benefit the hotel's brand image.

Demographic

Singapore's hospitality industry attracts diverse visitors, including business travellers, families, and adventure seekers (Singapore Tourism Board, 2024). However, the resort's marketing approach lacks precise segmentation, which limits its capacity to appeal to a wide range of guest profiles (Chen et al., 2017).

Strengths and Areas for Improvement (SOAR Analysis) 

The SOAR framework evaluates Siloso Beach Resort’s key strengths, growth opportunities, aspirations for the future, and the results it aims to achieve through strategic improvements.

Strengths

Siloso Beach Resort has unique advantages set it apart from other Sentosa-based resorts. The hotel is recognised for its eco-friendly practices, which include natural spring water pools, rooftop gardens, and the complete elimination of single-use plastics, indicating its commitment to sustainability (TripAdvisor, 2024). Its significant position puts it next to Sentosa's key attractions, such as natural parks, adventure activities, and beaches, making it appealing to families and adventure seekers (Singapore Tourism Board, 2024). Furthermore, the Eco-Alfresco Café provides sustainable dining options using organic and locally produced ingredients.

Opportunities

With the increasing demand for sustainable travel experiences, the hotel can capitalise on several key opportunities. The increase in eco-tourism is apparent, with research indicating that 50% of travellers prefer eco-friendly hotels, implying that more significant marketing of green efforts is one approach to attracting eco-conscious customers. Furthermore, the increase in health-conscious travellers creates the potential to grow spa services, wellness retreats, and nature-connected experiences (EHL Insights, 2025). Adopting technology, such as contactless check-ins and AI-powered guest services, can improve efficiency and convenience (Gupta et al., 2022).

Aspirations

Siloso Beach Resort strives to be Singapore's leading eco-luxury resort by blending sustainability and quality hospitality effortlessly. To achieve this, the resort seeks to increase guest satisfaction by improving service quality and modernising its facilities, resulting in a more comfortable and memorable stay. Furthermore, it plans to expand its corporate social responsibility activities by developing local alliances and participating in community-driven sustainability projects, ultimately reinforcing its commitment to environmental and social objectives.

Results

Using its strengths and opportunities, Siloso Beach Resort plans to increase visitor engagement and overall performance significantly. The resort hopes to increase repeat guest bookings by 20% by improving service quality and reinforcing its eco-tourism brand. Furthermore, it intends to raise its TripAdvisor ratings to 4.0 or above by correcting service issues and providing a consistently excellent visitor experience. To increase occupancy rates, the resort will use targeted marketing methods and technological improvements that boost convenience and operational efficiency.

Converting Problems into Solutions (TOWS Analysis) 
The TOWS framework systematically connects Siloso Beach Resort's strengths and weaknesses with external opportunities and challenges, resulting in practical solutions.

Strengths-Opportunities (SO)

Using existing strengths to capitalise on market opportunities:

Sustainability leadership 

Promote eco-tourism more effectively: The resort's outstanding environmental credentials are consistent with the growing demand for environmentally conscious travel. Implementing certifications such as EarthCheck or Green Key could boost credibility and attract environmentally conscious travellers (Velaoras et al., 2025).

Prime location → 

Expand partnerships with local attractions: By providing special guest discounts to Sentosa's attractions, the hotel may develop personalised stay-and-play packages that boost occupancy rates.

Weaknesses-Opportunities (WO)

Turning weaknesses into areas for growth:

Customer service issues 

Invest in staff training: Implementing hospitality certification programs, such as Forbes Travel Guide training, may improve service quality and guest relations (Floris et al., 2018).

Outdated technology
Adopt digital solutions: Implementing AI chatbots for 24-hour guest care and mobile check-ins can increase efficiency and shorten wait times (Batra and Chatterji, 2025).

Strengths-Threats (ST)

Using strengths to mitigate external risks:

Strong environmental policies 

Differentiate from competition: Marketing eco-conscious values through digital campaigns can position the resort as a leader in sustainable hospitality, countering competition from luxury chain hotels (Clark et al., 2023).

Diverse guest demographics
Improve cultural inclusivity: Hiring multilingual staff and offering region-specific experiences will appeal to the diverse tourist market in Singapore (Singapore Tourism Board, 2024).

Weaknesses-Threats (WT)

Addressing vulnerabilities to reduce risk exposure:

Reputation decline
Active online reputation management: Engaging with guest feedback on TripAdvisor and Google Reviews can improve perception and transparency (Garner et al., 2022).

High staff turnover
Develop employee retention programs: Offering competitive wages, wellness programs, and career growth opportunities will reduce turnover and improve service consistency (Mitchell, 2024).

Recommendations and Change Management 

Siloso Beach Resort has established itself as an environmentally responsible hospitality destination. However, operational inefficiencies, customer service concerns, and technological deficiencies have negatively influenced the company's guest happiness, reputation, and financial success.

The core issues identified include:

Inconsistent customer service, resulting in slow response times, untrained staff, and guest dissatisfaction (TripAdvisor, 2024).

Operational inefficiencies include long check-in times, inadequate maintenance, and poor cleanliness standards (Singapore Tourism Board, 2024).

Technological limitations, such as outdated booking systems and lack of digital guest support, reduce convenience and service efficiency (Youssofi et al., 2023).

High staff turnover and low morale lead to inconsistent service quality and reduced employee engagement (Bowden et al., 2015).

To meet these issues, a multifaceted approach is recommended, focussing on:

Customer Service Improvement – Implement staff training programs, performance incentives, and real-time feedback mechanisms to improve service consistency.

Operational Improvements – Streamline housekeeping procedures, reduce check-in times using automation, and implement preventative maintenance schedules.

Technology Integration – Upgrade to cloud-based property management systems (PMS), introduce AI-powered customer support and increase the hotel’s mobile accessibility.

Workforce Development – Strengthen employee retention strategies, improve training programs, and establish clear career progression paths to reduce staff turnover.

Implementing these changes is essential to:

Improve customer satisfaction and retention, leading to higher repeat visits.

Increase operational efficiency, reducing costs linked to delays, errors, and guest complaints.

Boost brand reputation, increasing positive online reviews and direct bookings.

Create an accountable and motivated workforce to ensure long-term service consistency.

The detailed recommendations below address the significant concerns of Siloso Beach Resort and include implementation options and cost estimates.

Customer Service Improvement 

Key Issues

Untrained staff leads to inconsistent guest interactions and slow service responses.

Guests report long wait times for complaint resolution (TripAdvisor, 2024).

Lack of staff incentives results in low motivation and high turnover.

Recommendations

Staff Training in Hospitality and Guest Engagement – Implement mandatory training programs focused on customer interaction, problem-solving, and cultural sensitivity.

Customer Feedback Programs – Introduce real-time guest satisfaction tracking using QR-code surveys and digital feedback terminals.

Faster Complaint Resolution – Implement a 24/7 guest support team, utilising chatbots and human agents for immediate responses (Batra and Chatterji, 2025).

Performance-Based Incentives – Reward staff for excellent service with monthly bonuses and appreciation programs (Akafo and Boateng, 2015).

Implementation Plan

 Training Schedule: Quarterly workshops with certified hospitality trainers.

 Service Metrics: Track guest complaints, resolution times, and feedback ratings.

 Staff Incentives: Introduce performance bonuses linked to guest reviews.

Estimated Cost

£ Training expenses: SGD £50,000 per year.

£ Feedback system setup: SGD £10,000 (one-time).

£ Incentive budget: SGD £25,000 annually.

Operational Efficiency 

Key Issues

Slow housekeeping and maintenance response times lead to guest dissatisfaction.

Manual check-in processes cause long lines and wait times (TripAdvisor, 2024).

Outdated booking systems reduce efficiency.

Recommendations

Optimised Housekeeping and Maintenance – Implement real-time room status tracking using digital dashboards and smart sensors.

Faster Check-in/Check-out Processes – Introduce self-service kiosks and mobile check-in features (Gupta and Sharma, 2021).

Cloud-Based Booking Systems – Upgrade to a modern PMS (Property Management System) to integrate reservations, housekeeping, and guest communication.

Implementation Plan

 Process Automation: Digitize housekeeping tracking and maintenance requests.

 Guest Flow Optimisation: Introduce automated check-in kiosks and contactless payments.

 System Integration: Guarantee easy connection between reservation and front desk teams.

Estimated Cost

£ Software and technology upgrades: SGD £100,000 (one-time).

£ Staff retraining on new systems: SGD £15,000.

 Hygiene and Facility Maintenance 

Key Issues

Cleanliness complaints impact guest satisfaction and online reviews (TripAdvisor, 2024).

Irregular maintenance checks lead to water supply issues and facility malfunctions.

Recommendations

Stricter Hygiene Regulations – Implement daily sanitation audits with checklists.

Regular Facility Inspections – Conduct weekly room inspections and monthly maintenance assessments (Green, 2023).

Guest Perception Improvement – Showcase hygiene measures through marketing campaigns and in-room information materials.

Implementation Plan

 Routine Cleanliness Checks: Daily housekeeping training on proper sanitisation protocols.

 Facility Maintenance Schedule: Preventive maintenance every quarter for significant utilities.

Estimated Cost

£ Cleaning supplies and equipment: SGD £20,000 annually.

£  Additional maintenance labour: SGD £30,000 per year.

Marketing and Branding 

Key Issues

The resort lacks a strong online presence, limiting brand visibility (Anagnostopoulou et al., 2020).

No structured guest loyalty program, reducing repeat visitors.

Recommendations

Rebranding and Online Presence Improvement – Invest in high-quality content creation, showcasing eco-tourism initiatives.

Social Media Engagement – Increase Instagram and TikTok marketing using travel influencers (Valhov, 2021).

Guest Loyalty Programs – Implement tiered reward memberships, offering discounted stays, free upgrades, and exclusive experiences.

Implementation Plan

 Marketing Timeline: Roll out rebranding and social campaigns over 6 months.

 Loyalty Program Structure: Tiered system offering exclusive benefits for frequent guests.

Estimated Cost

£  Marketing campaigns and influencer collaborations: SGD £50,000.

£  Loyalty program setup: SGD £30,000 annually.

Change Management Strategies 

Implementing the required adjustments at Siloso Beach Resort necessitates a systematic approach to change management. To guarantee easy execution, reduce employee resistance, and sustain changes, the hotel will follow Kotter's 8-Step Change Model, a popular paradigm for organisational transformation (Kotter, 2012).

 Handling and Implementing Change

The hotel must progressively roll out new service protocols, technological upgrades, and employee engagement techniques to address customer service gaps, operational inefficiencies, and marketing deficiencies. Resistance to change is common in the hospitality business, often caused by uncertainty, a lack of communication, or skill deficiencies (Ho et al., 2023).

 Reducing Employee Resistance and Guaranteeing a Smooth Transition

Transparent Communication – Regular staff meetings, digital updates, and one-on-one coaching to explain why changes are necessary (Tavitiyama et al., 2022).

Employee Involvement – Involve employees in decision-making processes, giving them a sense of ownership over improvements (Kotter, 2012).

Gradual Implementation – Instead of overwhelming staff, progressively introduce automation, digital check-ins, and new service protocols (Hadjielias et al., 2022).

Ongoing Support – Provide training programs, mentorship, and post-implementation feedback loops to facilitate employee adaptation (Faster Capital, 2024).

 Staff Motivation and Engagement Strategies

Recognition and Rewards – Reward top-performing employees with bonuses, promotions, and performance-based incentives (Vagena et al., 2024).

Career Development – Introduce training certifications, internal promotions, and leadership pathways to encourage employee loyalty (Chang et al., 2010).

 Kotter’s 8-Step Change Model Implementation

Create a Sense of Urgency – Show employees how poor reviews and declining occupancy rates impact the hotel’s success (TripAdvisor, 2024).

Build a Guiding Coalition – Form a leadership team of department heads and senior employees to drive initiatives (Kotter, 2012).

Develop a Vision for Change – Set clear goals for guest satisfaction, service efficiency, and operational excellence (Crotts et al., 2005).

Communicate the Vision – Use staff briefings, visual dashboards, and internal newsletters to update progress (Hunt, 2023).

Empower Action – Provide resources, training, and tools for employees to adapt quickly (Ho et al., 2023).

Short-Term Wins – Implement minor, visible improvements first, such as faster check-ins and improved service response times (Lacalle, 2024).

Sustain Acceleration – Maintain thrust by reviewing progress and refining strategies based on feedback (Bakker et al., 2014).

Anchor New Approaches – Integrate new service standards into training, performance evaluations, and hotel culture (Baum et al., 2016).

Siloso Beach Resort will successfully shift to an upgraded operational model by following these defined stages, keeping employees motivated and visitors delighted.

Measuring the Success of the Implemented Changes 

Siloso Beach Resort will implement a structured performance evaluation system to guarantee that the recommended modifications are effective. The success of the activities will be assessed using Key Performance Indicators (KPIs), with regular assessments and adjustments based on the findings.

 Key Performance Indicators (KPIs)

Customer Satisfaction Scores and Feedback
Target: Increase average TripAdvisor rating from 3.0 to 4.0+ within 12 months.

Measurement: Monthly analysis of guest reviews, Net Promoter Score (NPS), and online ratings (Baquero, 2022).

Revenue Growth from Improved Guest Retention
Target: Increase repeat guest bookings by 20% within the first year.

Measurement: Compare pre- and post-implementation booking data (Hathaway et al., 2024).

Reduction in Complaints and Negative Reviews
Target: Decrease service-related complaints by 30% in six months.

Measurement: Monitor feedback forms, complaint resolution speed, and social media mentions (Dervaux, 2024).

Employee Productivity and Engagement Levels
Target: Reduce staff turnover by 15% and improve engagement scores through training programs.

Measurement: Quarterly staff surveys and HR analytics (Ho et al., 2018).

 Performance Review and Adjustments

KPIs will be reviewed quarterly, with data-driven adjustments based on insights.

Management will conduct bi-annual strategy reviews, refining approaches based on guest and staff feedback.

Continuous innovation and training will guarantee long-term success.

Potential Benefits of Implementing Changes 

Implementing the recommended improvements at Siloso Beach Resort will substantially impact financial performance, brand reputation, employee satisfaction, and guest experience.

 Financial Gains

Increased repeat bookings and higher occupancy rates due to improved guest satisfaction.

Optimised operations will reduce inefficiencies and lower operational costs (Neirotti et al., 2016).

Revenue growth from improved loyalty programs and upselling services.

 Brand Reputation

Improved TripAdvisor and Google ratings, leading to higher direct bookings (Torres et al., 2015).

Strengthened eco-hospitality positioning, attracting sustainability-conscious travellers.

 Employee Satisfaction

Lower staff turnover through engagement programs and career development (Akafo and Boateng, 2015).

Higher team motivation from training, incentives, and clear career progression.

 Guest Experience

Faster service, better hygiene, and personalised interactions will improve comfort and convenience.

Contactless technology will improve the efficiency of check-ins and guest services (Oliinyk, 2022).

Cost-Benefit Analysis of Recommendations

The proposed renovations at Siloso Beach Resort require a first-year investment of SGD 335,000. The following study determines the minimal expected ROI while assuring financial feasibility and reasonable expectations.

Estimated Costs Breakdown
	Recommendation
	Estimated Cost (SGD)
	Implementation Period

	Staff Training and Incentives
	£75,000 annually
	Continuous

	Digital Booking and Automation
	£100,000 (one-time)
	6 months

	Housekeeping and Hygiene Upgrades
	£50,000 annually
	Ongoing

	Marketing and Rebranding
	£80,000 annually
	12 months

	Loyalty Program Development
	£30,000 annually
	12 months


Total First-Year Investment: SGD 335,000
Return on Investment (ROI) and Time Frame

£ Revenue Growth from Increased Occupancy

Projected Occupancy Increase: +5–7% (minimum projection).

Average Room Rate: SGD £220 per night.

Estimated Additional Bookings: 3,500–5,000 more room nights per year.

Projected Additional Revenue: SGD 770,000 – 1.1M annually.

£ Cost Savings through Operational Efficiency

Digital automation reduces manual work, saving ~SGD 30,000 annually (Shuliak, 2024).

Preventative maintenance lowers repair costs, saving ~SGD 25,000 annually (Stewart, 2023).

Reduction in third-party booking commissions (direct bookings rise) → SGD 20,000 in savings.

Total Annual Cost Savings: SGD 75,000

ROI Calculation and Break-Even Analysis

£  Minimum Estimated Additional Revenue: SGD 770,000.

    £  Annual Cost Savings: SGD 75,000.

     £ Total ROI in Year 1 (Minimum Estimate): SGD 845,000 – 335,000 = SGD 510,000 Net Gain.

     £  Break-even time frame: 6–9 months after full implementation.

Industry Benchmark Comparison

Hotels investing in automation and service upgrades report 10–20% ROI within one to three years (Alphadroid, 2024.).

Marketing investments improve direct bookings by at least 15%, reducing reliance on commission-based OTAs (Ali, 2024).

Siloso Beach Resort can expect a minimum ROI of 15–25% within the first year, ensuring sustainable growth.

Action Plan 
The action plan below describes the identified problems, solutions, projected outcomes, implementation timetable, and financial estimates. This systematic method assures that Siloso Beach Resort can effectively implement the proposed solutions while monitoring their effectiveness.

	No.
	Problem
	Solution
	Desire Outcome
	Time Scale
	Completion Date
	Planned Budget (SGD)

	1
	Inconsistent Customer Service
	Implement quarterly staff training on guest interaction, issue resolution, and hospitality standards. Introduce incentives for excellent service.
	Improved guest satisfaction ratings and better online reviews. Faster response times to customer inquiries.
	3–6 months
	July 2025
	£75,000 annually

	2
	Slow Check-in and Out Process
	Install self-service kiosks and a mobile check-in system to reduce queues. Train front-desk staff on efficiency improvements.
	Reduced check-in time from 10+ minutes to <5 minutes, improving guest experience.
	4 months
	August 2025
	£100,000 (one-time investment)

	3
	Housekeeping and Maintenance Delays
	Introduce a real-time housekeeping tracking system and streamline cleaning schedules. Implement a preventive maintenance program.
	Faster room turnover, increased guest satisfaction, and reduced maintenance costs.
	Ongoing, with full integration in 6 months
	September 2025
	£50,000 annually

	4
	Poor Online Presence and Branding
	Increase digital marketing campaigns, collaborate with travel influencers, and improve social media engagement. Implement SEO and PPC advertising.
	Higher direct bookings, more substantial brand reputation, and increased website traffic.
	12 months
	March 2026
	£80,000 annually

	5
	Low Guest Retention and Loyalty
	Launch a loyalty program with exclusive discounts, perks, and personalised offers for returning guests.
	20% increase in repeat bookings and improved guest lifetime value.
	12 months
	March 2026
	£30,000 annually

	6
	Hygiene and Cleanliness Perception
	Implement stricter cleanliness protocols, increase inspections, and promote hygiene efforts in marketing materials.
	Reduction in cleanliness complaints and better public perception of hygiene standards.
	Ongoing, with visible improvements in 3 months
	June 2025
	£20,000 annually


Implementation and Monitoring Strategy

Quarterly performance reviews will measure progress against KPIs.

Guest satisfaction surveys and online review tracking will assess service and operational improvements.

Financial reports will monitor marketing, technology, and service investment ROI.

Conclusion 

Siloso Beach Resort is at a critical juncture at which correcting service discrepancies, operational inefficiencies, and branding constraints can significantly increase customer satisfaction, employee engagement, and long-term financial stability. This research carefully evaluated the hotel's core concerns, made data-driven recommendations, and developed a change management and performance monitoring strategy.

The primary challenges highlighted were poor customer service, outdated operational processes, facility maintenance concerns, and a lack of brand positioning. These difficulties have decreased tourist retention rates, reduced TripAdvisor ratings, and reduced revenue. The research offered specific remedies to address these concerns, such as thorough staff training programs, technological integration for operational efficiency, improved hygiene practices, and a more substantial marketing approach. The recommended measures are cost-effective, realistic, and aligned with industry best practices, guaranteeing the resort's long-term success.

Implementing digital booking and automation will simplify check-in/check-out processes, reduce staff workload, improve customer comfort, and increase overall efficiency. Meanwhile, investing in employee training and performance incentives will result in superior service quality, increased morale, and lower turnover rates, ultimately leading to a more guest-centric culture. Addressing facility maintenance issues through frequent inspections and more demanding sanitation standards can improve guest views and satisfaction levels.

In addition to operational improvements, the research provided an extensive marketing and branding strategy to boost the resort's internet visibility, attract environmentally conscious travellers, and increase direct bookings. Siloso Beach Resort can differentiate itself from competitors and capitalise on the growing demand for environmentally responsible tourism by promoting sustainability initiatives as a significant selling point.

The cost-benefit analysis revealed that these strategy changes are possible and profitable, with a minimum anticipated ROI of 15-25% in the first year. The anticipated rise in bookings, revenue growth, and cost savings from operational efficiency show that these investments will have a significant long-term impact. Given the substantial revenue growth and cost savings, the financial commitment required for these modifications is reasonable.

A systematic change management plan based on Kotter's 8-Step Model was proposed to guarantee successful implementation. This method allows an easy transition, reduces employee resistance, and promotes long-term sustainability. Furthermore, the performance measurement system, which includes KPIs such as guest satisfaction scores, revenue growth, and employee engagement indicators, will allow the hotel to track success and make data-driven changes as needed.

As this report concludes, it is essential to recognise the management team of Siloso Beach Resort for their openness to embrace change and commitment to continual improvement. Implementing these ideas would improve visitor experiences and position the resort as an example of sustainable hospitality in Singapore.
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Don’t ever come here! One of the worst places

Pathetic right from the first minute that we checked in. We reached post midnight , only 1 person
atthe reception not able to help much. Water dispenser is very slow and only Tin the entire
resort! Phone doesn't ring , we had to message in WhatsApp otherwise anyone calling fm
reception, you got to imagine! The room we checked in, the electricity didn't work , post a lot of
explanation they changed the room, the air con isn't working and we are looking to change to a
third room! And not suitable with kids. Is it our fault that their rooms aren't fit for purpose!
Pathetic pathetic pathetic pjs don't come. We will probably check out tomorrow morning! Don't
waste your money here
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:8888 value @@@00 Location

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.
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Restaurant hygiene questionable...

I was really pleased to see the hotel's diversity hiring policy when | saw a Down’s syndrome
cleaning lady cleaning the ladies toilets along with another cleaning lady. Five minutes later the
same lady with Down’s syndrome brought me out my chicken garden salad out n the restaurant
thatif just ordered. It really put me off my food that someone who'd just been seen cleaning
toilets was now serving food. | felt a bit sick and only ate because | was really hungry and was on
aschedule. The other cleaning lady was also in the restaurant handling the cutlery and wiping
down the water jug. If | get sick I'll know who to blame.
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Date of stay: April 2024
Trip type: Travelled solo

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.
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Worst customer service and staffs
Worst experience ever.

1. We had booked from MMT and paid extra for double bed room but upon arrival | was told they
cant provide me a double bed only twin bed will be allotted . When i told the guy | booked for @
particular double bed room as we have a infant with us . The receptionist said as we booked
from3rd party sothe bed type Is not assured unless they book thru them. | had a infant baby |
‘asked the receptionist guy to reconsider but he denied.

Next day early morning around 8 AM we didn't have water bottles so called the receptionist to
send water bottles the reply what we got was the worst response we ever came across in my lfe.
‘They said the bottles will be sent only after 10:00 AM-12:00 PM. | asked the guy do we have to
suffer with out water till then ? He said thats how they work and if we need before that then he.
‘asked me to go out and buy from the 7eleven store.

We booked the room for one night only as We had a plan to extend our stay for 2 more nights if
service and everything is good thats what | usually do but we checked out the very next day and
stayed at OASIA Resort which is 500m away from this resort. They are much more better and
‘good location with great service and helpful staffs .

‘They don't provide any customer service while checking out i had multiple luggage bags called
the reception to send someone to help me with my luggage but nobody picks the call. | went to
the reception and the lady said they dont have anyone to help and i have to wait 30-40 mins.
‘The lady sounded dramatic so| said ok | can wait i wil stay in the room til then , Immediately
other guy next to her said no problem u can keep the luggage outside we will send someone and
they picked it up within 5 mins. Al they had to do was do not provide any customer service and
hotto care about guests. .

‘The location is good thought but if you spend 50- 1008 more ( Thats what i did for the next 2 days
of our stay at Sentosa) then you can find other resorts with great customer service and good
location

Readless

Date of stay: September 2024

“Trip type: Travelled with fomily
Room Tip: Worst customer service.. they wont provide you even water if you want it badly . You hVe to woit..

See more room tips
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