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[bookmark: _Toc166922082]Introduction & Background 
The following research proposal has been created to inform the General Manager of Katari Hospitality highlighting the effects of different socio-economic factors on the performance management of the organization’s workforce in different types of work modes including office work arrangement, remote work mode, hybrid work mode and flexi work mode. Using PESTEL framework the proposal further provides an analysis identifying the pertinent socio-economic factors. In addition, analysing the existing industry trends including workforce retention and turnover rates and training and develop expenditure a clearer picture of the macro business environment has been provided. It also includes a discussion on how other companies in the same industry are navigating the changes caused by the emergence of these work modes. The proposal has also discussed given these aforementioned factors and duties and responsibilities associated with the job within the hospitability industry, which work modes can be feasible and most effective for Katari Hospitality.   
In the context of hospitality industry, work modes can be defined as the process of managing, organizing and executing workforce duties and responsibilities in their pursuit of organizational goals and objectives (Kinnie & Swart, 2020). The emergence of different work modes has caused the dynamics of employee performance and expectations to change rapidly. The Office Work Arrangement refers to the traditional work setup where employees perform their responsibilities entirely at the physical location or office premises. Remote work mode is work arrangement which does not require the employee to be present at the office premises to perform the roles and responsivities. This work has gained significant popularity in the post-pandemic work environment (Hopkins & Bardoel, 2023). In a Hybrid work arrangement employees split their time between working remotely and working on-site at the physical workplace and flexible work arrangement is the work mode that allows employees to choose their work hours and sometimes their work location, accommodating personal needs and preferences (Wontorczyk & Rożnowski, 2022).
Katari Hospitality is one of the major global brands in the hospitality industry. Owned by the Qatari government this hotel chain has already established its presence in 13 countries across four different continents with a workforce of more than 6000 employees. As of 2024, they have total 42 hotels in the following countries: Qatar, Egypt, Morocco, the USA, the UK, Italy, France, Spain, Switzerland, the Netherlands, Singapore and Thailand (Katara Hospitality, 2024). 
Due to the reason that the majority of the Katari Hospitality workforce needs to perform various service-oriented tasks, it significantly limits the feasibility of remote work or hybrid work modes. However, some flexibilities are enjoyed by employees working in the IT, sales, finance and HRM departments. 
[bookmark: _Toc166922083]Discussion/Literature
The theoretical framework focusing on the socio-cultural factors associated with hospitality industry organizations and their implications in different geographical borders is extensive. However, when it comes to discuss and explain how different external business environmental factors like politics, economy, social and legal respond to emergence of new work modes the literature is limited and clear gap in research is evident (Alshibly & Alzubi, 2022). PESTEL analysis is a commonly used macro environmental analysis tool which is often used to assess and evaluate political, economic, social, technological, environmental and legal factors of a specific business environment to understand how it can impact an organization and its interests (Matović, 2020). Given the fact that Katari Hospitality operates in 13 different countries including Qatar, spread across four different continents there are significant differences in these factors in these countries where they operate.
According to Matović, (2020) political factors include political stability, governmental structures, polices, level of corruption and bureaucracy, level of government support, international relationships etc. All of the countries Katari Hospitality operates in have very strict labour law. Countries like UK and USA has complicated immigration and diversity laws that tends to create complication in hiring workforce (Dimitrios et al., 2020). Morocco, Egypt, Italy, Thailand, France and Spain governments are known for high level of bureaucracy and corruption (Dalirazar & Sabzi, 2023).
Economic factors include demand, supply, purchasing power, GDP, GNP and other economic factors within a country affecting the organization (Matović, 2020). From an HRM point of view, countries like USA and UK have very high minimum wage which makes the operation of Katari Hospitality very costly in these countries. On the other hand, supply of skilled labour is very high in these centuries compared to Egypt and Morocco which make recruitment and selection easier for hospitality industry (Dalirazar & Sabzi, 2023).
Social factors refer to the demographics, cultural norms and values etc. within the environment (Matović, 2020). The affect of social values on workforce attitude, performance and culture has been found to be highly significant (Cherian et al., 2021). In the context of work modes and employee expectations it can be noted that modern employees in post-pandemic job environment, in many countries are now considering remote work modes and flexi work modes as their right (Wontorczyk & Rożnowski, 2022). 
Technological factors refer to the existence of necessary technological infrastructure to run the organization (Dalirazar & Sabzi, 2023). The emergence of modern technology has allowed organization like Katari Hospitality to utilize the technological strides made in all corners of the world. They have highly sophisticated software to run and manage workforce in an efficient manner in all the countries they operate in. 
Environmental aspects like temperature, climate change, sustainability management etc. in different countries are included in environmental factors. Depending on temperature and climate related issues organizations like Katari Hospitality has to design their office premises and outline different HR policies and framework. For example, in Qatar, Egypt and Morocco HR policies include providing heat stress training, ensuring ample hydration facilities for staff, and scheduling outdoor activities during cooler parts of the day (Dalirazar & Sabzi, 2023). 
Legal factors include what laws and legislative policies have been set by the country that the organization needs to obey (Matović, 2020). For example, the Netherlands government has recently created a law under which an employee is allowed to appeal for remote work if they have been employed in that organization for at least six months (Bloomberg, 2023). This would require Katari Hospitality to organize their own organizational policy to accommodate this law in the Netherlands.
The global hospitality industry has always experienced heightened employee turnover rate compared to other industries. Where the majority of the other industries tend to have 10% to 15% turnover rate, this industry exhibits employee turnover rate of 30% to 70% across different countries (Ghani et al., 2022). While identifying the cause of high turnover in this industry existing literature points out that due to high competition and lack of opportunity and growth, workforce turnover is high in hospitality industry which also mentions low employee satisfaction and motivation.   
The impact of emergence of different new work modes has caused employee perception and expectation to shift within the industry. Moreover, because of changes in socio-economic values and considerable improvements in technology availability of different work modes is now expected by the employees. A survey conducted by Chronus has revealed that in the year of 2022, nearly half of the companies in hospitality industry introduced hybrid policies which was just above 16% in 2021 (Zaitseva, 2023). Hilton which is a major hotel brand introduced the ‘Thrive Flex’ program allowing their corporate employees to work remotely on the weekdays. However, job role is one of the deciding factors in availing this opportunity as only 22% hospitality employees who have customer-facing roles are allowed to have flexible working hours (Ferdous et al., 2023). 
Katari Hospitality has over 6,000 employees working fulfilling a range of roles including front office, maintenance, IT, housekeeping, sales etc. Timesheets, customer survey and 360-degree performance evaluation are the primary tools through which Katari Hospitality measure and track employee performance. Except customer surveys all appraisals and timesheet is maintained digitally. Customer opinions on employees are collected through verbal communication or survey forms (Elbanna et al., 2024).    
The company before the pandemic did not have any facility of any employee to work remotely and even flexible working hours were permitted on occasions, however, after pandemic they are allowing a limited number of employees with non-customer facing roles to use these working modes. In the post-pandemic, working ensnarement Katari Hospitality has allowed only 10% of their employees to work in hybrid mode and less than 5% has flexible working hours (Elbanna et al., 2024). 
From a socio-cultural viewpoint employee autonomy is not perceived very positively in Middle Eastern culture which can explain the lack of remote and flexible working facilities. They use very precise and strict indicators and software for tracking performance and output compared to their competitors like Hyatt or Accor hotel chain who are more flexible in performance management approach (Harrison, 2020). 
The major challenges facing the hospitality industry and Katari Hospitality is high turnover rate and lack of facilities for employees to work remotely. Ntalakos et al. (2023) argued that there is direct correlation between leadership and management style on employee performance in the hospitality industry. The use of transformational leadership that allows the leaders to focus on long-term goals and inspiring the workforce through positive motivational techniques and inclusion in decision-making process has been found to be effective in increasing employee satisfaction, loyalty and retention. Transformational leadership tries to instil a strong sense of shared goal and belongingness to inspire the workforce thus increasing their loyalty (Guchait, et al., 2023). However, negative impact of these style on short-term performance has been found in hospitability industry which reduces its effectiveness (Rabiul, et al., 2023).
As potential solution Katari Hospitality should employ more personalized management style targeting different job roles and types of employees rather than following a blanket strategy. They should provide more opportunity and flexibility for their non-customer facing workforce to increase their satisfaction. 
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The research findings have indicated that employee perception and expectations are significantly influenced by external social, cultural and economic factors. These factors are often directly or indirectly responsible for shaping employee satisfaction, expectations, behavior and performance (Zheng et al., 2023). The varying macro environmental factors in different countries and regions where Katari Hospitality operates require the organization to be more adaptive and flexible in managing their workforce which is currently absent. The organization should recognize the changes in perception created through the emergence of different work modes and offer more facilities to their workforce for reducing turnover rate.     
[bookmark: _Toc157202708][bookmark: _Toc157202797]Implications of the Study
In the context of Katari Hospitality, the analysis of external business environmental factors shows the industry trends of exceedingly high employee turnover rates (Siyal et al., 2023). The existing body of research reveal significant gaps in literature and empirical data when it comes to identifying all the specific causes that contributes to such lack of employee satisfaction and retention (Cordeiro & Pitacho, 2023). Apart from a few causes many factors still remain unexplored in the context of pos-pandemic job environment. The current research recognizes the need to more concentrated research in these areas and conduct more studies concentrating on the industry and different social and cultural demographics of the workforce so that more efficient and effective solutions can be provided.        
[bookmark: _Toc157202709][bookmark: _Toc157202798]Recommendations for Katari Hospitality
[bookmark: _Toc157202710][bookmark: _Toc157202799]Katari Hospitality needs to conduct a comprehensive internal and external analysis and audit to specifically identify the causes of employee turnover in their organization and how their existing workforce perceive their lack of opportunity to work remotely or perform in a flexible manner. The organisation might consider using more delicate approach while managing their workforce and their performances. Long-term policy making should be focused on to develop an organizational culture with a strong sense of shared achievement and belongingness to improve employee satisfaction and loyalty.
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