Research Project Proposal

Analyse the impacts of socioeconomic force on employees' performance management and monitoring in different work modes: Hospitality HR's perspective.




Module address and code: 	BMIH5005 Personnel Resourcing and Development
Speaker's Name: 			Scott James



Name: Aniko Takacsne Feher
Student ID: 2245369
Date: 29.05.2024.
Word counts: 2192


Table of Contents
1. Introduction and Background
1.1. Overview of Accor Hotels
1.2. Feasibility of Different Work Methods in Hospitality
1.3. Current Issues in Employee Performance Management
2. Discussion/Literature Review
2.1. Socioeconomic Factors (PESTLE Analysis)
2.1.1. Political
2.1.2. Economic
2.1.3. Social
2.1.4. Technological
2.1.5. Legal
2.1.6. Environmental
2.2. Industry Trends (2019-2024)
2.2.1. Retention Rates
2.2.2. Turnover Rates
2.3. Emergence of Different Working Methods
2.3.1. Hybrid Work Mode
2.3.2. Office Work Arrangement
2.3.3. Flexible Work Mode
2.4. Accor Hotels' Employee Performance Management
2.4.1. Case Studies and Examples
2.4.2. Solutions and Strategies
3. Evaluation and Conclusion
3.1. Summary of Findings
3.2. Implications for Accor Hotels
3.3. Recommendations for the Business
3.4. Comparing Hilton and Marriott
4. References




1. Introduction and Background 
1.1. Overview of Accor Hotels 
French multinational hospitality corporation Accor Hotels has a wide range of hotel brands, from luxury to economical. The company was started in October 1967 and is now the 2nd largest hotel operator in the world, with over 5,100 properties in 110+ countries. The Accor Hotels brands Sofitel, Pullman, Novotel, Mercury, and Ibis serve a variety of markets and clients. Accor believes its role in delighting guests is so important that it must be seen as a leader in these areas. This, in turn, will drive its innovation and CSR leadership. Its global Planet 21 plan aims to reach carbon neutrality by 2050. The group's digital roadmap has also transformed the sector through technology-driven operations and guest experience transformations (Accor, 2021).
1.2. Feasibility of Different Work Methods in Hospitality 
How realistic are hybrid work modes, office routines, flexible hours, work-from-home rotations, and other working methods for the hospitality industry? Following COVID-19, in-site and on-site production work has been a hot topic. Since much of the hospitality business requires on-site personnel, there was still time to adopt remote work and flexibility associated with technological platform employment and creative work. However, the COVID-19 epidemic has boosted remote and flexible labour in several fields. Other jobs—marketing, reservations, and general administration—have been successfully decentralised, and they rarely require being physically at the venue. However, working from the office loses momentum for ‘back’ office work and lots of ‘front’ office work, such as dealing with guests. Flexible work arrangements, including shifts and part-time work, improve work/life balance and reduce burnout and job dissatisfaction (Giousmpasoglou, Marinakou, and Zopiatis, 2021).
1.3. Current Issues in Employee Performance Management 
Socioeconomic issues affect hospitality employee performance management in many ways. These influences include economic factors like rising or declining pricing of products and services and government policies and legislation. Performance management in the hospitality business also affects the labour market by influencing the number and type of workers needed. Changes in technology that demand specific expertise affect this. Employee performance can be handled in several work modes, making monitoring easy. Finally, good staff performance management is essential to hospitality business efficiency and service quality. As mentioned above, socioeconomic considerations can considerably impact employee performance management. Today's employee performance management issues include how comparable performance standards are across work modes, how performance metrics can be integrated with technology, and how these practices can adapt to economic and social factors affecting worker motivation and engagement. The latest Accor Hotels research addresses these issues about socioeconomic factors and performance management techniques across work modes.

2. Discussion/Literature Review 
2.1. Socioeconomic Factors (PESTLE Analysis) 
PESTLE analysis is a strategic tool for analysing external factors affecting an industry. Socioeconomic factors substantially influenced employees' work performance management and monitoring in both hubs and spoke work mode in Accor Halls, for example.
2.1.1. Political Factors 
Various factors have influenced how tourism is received, notably a country's political stability (especially as in the absence of conflict, neither tour guides, hotel porters, nor cashiers will be kidnapped nor tourist sites attacked) and the nature of government policies (such as labour laws governing working rights, safety and health standards, and employee rights). Minimum wage laws and labour rights, for instance, can significantly impact how employees provide hospitality to the public and their co-workers. 
2.1.2. Economic Factors 
Economic conditions like rates of inflation, growth, and economic depression may influence hospitality management. When the economy is going down, spending on leisure has to come down simultaneously, thus affecting occupancy rate and revenue. When the industry is affected by negative influence, the performance of the employees is affected as well. It could be due to lesser job security and morale (Jones, 2020).
2.1.3. Social Factors 
Changes in social norms and cultural expectations might also play a role. Significant increases in demand for working-hour flexibility and work-life balance are likely extending how hospitality employers accommodate and embrace many working mode preferences. Finally, employee responses to diversity and inclusion factors also shape work engagement and performance (Bakker and Demerouti, 2018).
2.1.4. Technological Factors 
Technology has turned many performance-management processes in the hospitality industry into digital. The shift to digital work, digital meetings, and digital performance allows more flexibility in arrangement (Kahnweiler, 2020). Technologies such as AI and analytics help monitor performance and facilitate work both remotely and across digital platforms.
2.1.5. Legal Factors 
It is necessary to follow labour laws and regulations. Wages, work hours, business purpose, employee privacy, and safety should obey the laws and rules. Working legally means the company will not be fined, and people can work under relevant regulations and remain curious about the brand (Yu, Park and Hyun, 2020).
2.1.6. Environmental Factors 
[bookmark: _GoBack]Sustainability matters. Accor Hotels 'Planet 21 initiative contains sustainability objectives that are echoed in employee performance management. Many employees are now motivated to see their organisation commit to sustainability and to perform better as a result (Jones, Hillier, and Comfort, 2016).

2.2. Industry Trends (2019-2024) 
2.2.1. Retention Rates 
Several factors have been proven to influence the hospitality industry's retention rate. Some of the main factors are job satisfaction within the industry, career development opportunities, and a healthy organisational culture (Karatepe, 2021). Hotels that have a strong retention policy are most likely to have positive employee performance, and vice versa.
2.2.2. Turnover Rates 
Given the nature of the work, the need for constant customer attention, and the possibility of irregular hours, it is not surprising that hospitality workers have high turnover rates. Indeed, while figures fluctuate, the turnover rates for hospitality staff, as reported in 2022 by the U.S. Bureau of Labour Statistics, are still higher than all other categories. High turnover impacts performance management due to the training and getting used to new staff members.

2.3. Emergence of Different Working Methods 
2.3.1. Hybrid Work Mode 
Another recent development is hybrid work (which became more popular in the post-pandemic period), a work mode that provides a unique set of benefits. The managerial choices of Accor Hotels (France) were implemented in favour of flexible hybrid work, a model that recognizes the unique needs of certain positions (admins, marketing, etc.) and offers a flexible and hybrid reduction of office presence for them. This approach is a testament to our commitment to your professional growth and well-being. 
2.3.2. Office Work Arrangement 
Working at the front desk, housekeeping or as part of food and beverage service at a hotel requires being on-site to oversee operations and adjust to the needs of hotel guests who might, for example, want a late-night meal. Employees in these roles are managed directly using on-site performance management with real-time feedback.
2.3.3. Flexible Work Mode 
Besides working standard daytime hours, many employees are engaged in shift-based or part-time work, which makes it easier for them to plan work and family duties, reduces the worry about burnout, and increases job satisfaction. This enhances personal performance and allows for a better work-life balance. Flexible scheduling, adopted by Accor Hotels, ensures optimum levels of meeting service standards, which remain untouched irrespective of working hours (Baum et al., 2020).

2.4. Accor Hotels' Employee Performance Management 
2.4.1. Case Studies and Examples 
Accor Hotels has worked on various other interventions for managing workforce performance during the shift towards hybrid and remote work, including digital performance management tools. This includes the use of set performance targets, progress reviews, and feedback that is provided remotely to employees. This approach has worked exceptionally well with the hybrid work arrangement (Accor, 2021). Similarly, Accor prioritises training and development as an on-going activity.
The Accor Academy allows employees to learn new skills to benefit their careers. Such initiatives are, therefore, known to improve job satisfaction and performance (Accor, 2022). The ALL Heartiest Fund, launched in response to the COVID-19 pandemic, provides financial aid and material support to all Accor employees hit by the crisis, helping to keep them in the company and their jobs while improving the mood and performance of their workers, who went to extraordinary lengths to support each other (Accor, 2021).

2.4.2. Possible Solutions and Strategies 
1. Development and implementation of Integrated Performance Management Systems Consist of using digital tools that enable the fusion of performance metrics with real-time data to provide monitoring and management support under different working modalities. These may consist of tools like Workday or SAP Success Factors, examples of human resources management software.

2. Flexible work, flexible scheduling and shift planning: Flexible work hours can improve employees' work-life balance and reduce burnout. Software such as Deputy or When I Work can help plan shifts and ensure appropriate staffing levels (Baum et al., 2020).     

3. Lifelong Learning: Employers can arrange or fund training for their employees. For example, LinkedIn Learning or Coursers courses can up-skill and retain hospitality employees (Karatepe, 2021).   

4. Employee Recognition Programmes: Introducing and implementing regular employee engagement activities and recognition can be a good cornerstone and motivation to push employees' engagement and performance. My former company used Bonus and Achievers for recognising and rewarding employees' accomplishments (Bakker & Demerouti, 2018).  

3. Evaluation and Conclusion 
3.1. Summary of Findings 
This research emphasised the profound impact of the socioeconomic situation on employee performance management and monitoring, as well as the case of Accor Hotels because it's the report's topic. PESTLE was used to make decisions, and then critical external factors like political regulations, economy, societal attitudes, technology, legal issues and environmental concerns were chosen because of their massive impact on the performance management in a company. Having 2019-2024 as the trending year, it was mentioned that the retention and turnover rate will fluctuate based on the economic rise and decline and the rise of different types of work approaches such as hybrid, office, and flexible work styles, which results finding a new way of performance management. Accor Hotels has made it clear this could involve multiple ways of working, mobility and different digital tools to monitor performance. The effect has been to boost continuous training, confirmation and feedback meetings with employees, the idea of the brand ambassador, and flexibility with working time. Generally, studies on the firm indicate that by integrating performance systems emphasising employee welfare, Accor has reaped benefits, particularly in evolving its well-being practices during COVID-19. It's clear that firms that actively foster well-being practices can contribute to employee health and diverse outcomes such as higher staff retention and commitment.

3.2. Implications for Accor Hotels 
Moreover, the findings reveal that Accor Hotels' work practices of performance‐appraisal systems were in tune with the direction taken in the service industry and the broader socioeconomic orientation by investing in digital technologies and training across different modes of work. There is evidence that the cultural discourses of sustainability and responsible business (corporate social responsibility) are positively perceived and accepted by its employees in the context of good performance. A key takeaway is that Accor must constantly evolve its practices to face changing external demands.
This study shows that flexible working conditions have led to a happier workforce and less turnover. Giving employees complete hybrid flexibility at Accor will create a more desirable appeal to the workplace and provide the company with more opportunities to recruit and retain talent. New digital performance management systems may aid with quick reports and data analytics for the workplace. The latest technologies may help employees be more on point with real-time feedback, leading to a better member experience (The Aditya Group, 2003).

3.3. Recommendations for the Business 
Based on the research, the following recommendations are proposed for Accor Hotels:  
1. Digital Performance Management Systems: Upgrade to the next-generation digital performance monitoring and analysis tool to support virtual working. Several performance management systems, such as Workday or SAP Success Factors, are available. 

2. Permanent flexible work policies: Keep expanding flexible work policies, such as hybrid and shift-based work, which will enhance work-life balance, reduce burnout and job dissatisfaction, and ultimately improve worker performance. 

3. Never Stop Learning and Developing: Create a high focus on Retention through Worker Training and Development. An example is Accor Academy, where Accor employees can choose different courses on leadership, well-being, sales and marketing, finance, interpersonal and many other digital skills and keep themselves up-to-date with the latest skills and knowledge online, like LinkedIn Learning and Coursers. 
4. Employee Recognition and Engagement: Establish strong levels of employee engagement that focus on recognising success and rewarding good behaviour. For example, consider using the service Bonus or Achievers. 
Sustainability and Corporate Social Responsibility (CSR) Programmes: Reinforce the company's commitment to sustainability and corporate social responsibility. To promote better performance, engage employees meaningfully in these programmes. 
Accor Hotels can improve its performance management practices with the following recommendations to maintain service standards and associate satisfaction in a rapidly changing socioeconomic context. 

3.4. Comparing Hilton and Marriott
Accor prioritises sustainability (Planet 21), and Hilton will reduce its environmental footprint (Travel with Purpose) by 50% by 2030. With its Serve 360​° plan, Marriott aims to achieve certain milestones in sustainability, youth employment, and disaster assistance. Hilton's well-known Thrive@Hilton (2017) programme promotes employee wellness and professional growth. Marriott's TakeCare (2020) approach to employee development emphasises well-being. Based on their fundamental principles and operational aims, each hotel company has adapted its programmes to modern work circumstances.
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