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Analyse the impacts of socio-economic force on employees’ performance management and monitoring in different work modes: Hospitality HR’s perspective

1. [bookmark: _Toc160293850]Introduction and Background 

The global hospitality industry is experiencing unprecedented transformation driven by evolving work models, socio-economic volatility, and technological advancements. This proposal investigates the impacts of these forces on employee performance management and monitoring within the Hilton hotel brand.

1.1 [bookmark: _Toc160293851]Background of Hotel 

The Hilton Hotels & Resorts brand, founded in 1919, is a global leader in the hospitality industry with over 6,800 properties across 118 countries (Hilton Worldwide Holdings Inc., 2023). Founded by Conrad Hilton, this chain of luxury hotels and resorts offers boarding, lodging, fine dining opportunities, personalized room services, loyalty activities, and engaging pool activities. The mission statement adhered by the company is to become the most welcoming organisation worldwide by creating memorable experiences for the guests, bringing substantial profits to the owners, valuable chances to employees and beneficial effects on the communities. With a commitment to exceptional guest experiences, Hilton relies heavily on its workforce to deliver high-quality service. However, the hospitality industry faces significant challenges in employee retention and performance management, particularly with the emergence of diverse work arrangements.
1.2 [bookmark: _Toc160293852]Research Aims 

This research project aims to investigate the influence of socioeconomic factors on the leadership and surveillance of employee performance across various work modes within the specific context of Hilton Hotels. By analyzing both economic and social factors within a PESTLE framework, this project aims to understand how external pressures influence how Hilton manages its employees in traditional office settings, hybrid models, and flexible work arrangements. In addition, the research work is important to identify the challenges and opportunities related to different work modes adopted by the hospitality sector. One of the prominent economic factors is inflation which often increases the cost of living of the population. Fluctuating inflation rates and high cost of living often lead to financial stress among employees, further minimising their motivation and productivity. On the other hand, the social attitudes of workers are another aspect that affects their ability to perform. It needs to be noted that a diverse workforce imposes a challenge for HR to develop an employee performance management system that meets all expectations. 
It becomes extremely difficult for HR managers to coordinate with employees working in different modes such as hybrid, remote and on-premise, in order to measure their day-to-day activities and contributions (Zientara et al. 2020). However, setting different performance metrics for employees at different work modes can be an opportunity for HRM to measure performance. In this context, Hilton has introduced the latest technologies to ensure accurate measurement of performance is not compromised. The research outlines suggestions such as conducting a survey and integrating data-driven approaches to establish a fair performance management system. 






2. [bookmark: _Toc160293853]Discussion/Literature  

[bookmark: _Toc160293854]2.1 Socio-economic factors and their impact on performance management 
Social factors
Demographic shifts, particularly the rise of millennials and Gen Z in the workforce, influence work preferences. These generations typically seek work-life balance and flexibility, making traditional on-site models less appealing (Deloitte, 2022). As opined by Miladinov (2020), the increase in population has an adverse effect on employment opportunities available to a candidate. The presence of limited employment opportunities can increase stress among employees, considering the organization has a wide external talent pool which can fill the vacancies in less time. On the other hand, research studies show cultural norms associated with a population play a prominent role in employment opportunities adopted by a candidate. Broadly, societal expectations and rigid mindsets enable female employees to prioritise family responsibilities at home and child care, thereby; influencing their choice of working style (Smith and Sinkford 2022). Contrarily, HR managers face difficulties in establishing effective performance management that meets the anticipations and expectations of the diverse workforce. 






Economic factors
[image: https://lh7-us.googleusercontent.com/2VpgjifoE6i5RPzVxeLuuVUGxWhvZb3U6VCvWY5QR41LkEvAqOkW_60kIEJpRaBnb_v_DZInrSqRCflnplT134j8G6LoDZEByP4mH7aHHVthkoZDgoAG-vzW7Rhm3wYV4O-OnElmqzuH8mJNCoZq41s]
Figure 1: Income distribution in the UK in 2021/22
(Source: Statista 2024)
From figure 1, it can be understood that income inequality in the UK has increased from 5.3 to 6.3 in the last ten years, which affects their ability to access training and development opportunities, education and mentorship to excel in job profiles (Statista 2024). The global economic climate significantly impacts employee behavior and expectations too. A strong economy with low unemployment rates may empower employees to seek better compensation and work-life balance, potentially leading to higher turnover if these needs are not met (Federal Reserve Bank of St. Louis, 2023). However, inflation is one aspect that increases the cost of living of an employee, further contributing to financial stress (Kaliannan et al. 2023). Therefore, Hilton can integrate these factors into their performance management and monitoring strategies, for instance, by adhering to a hybrid working mode to ensure transportation costs of employees are reduced and they stay accountable of their performance. 
[bookmark: _Toc160293855]2.2 Industry Trends and Challenges 

The latest trends of the hospitality industry include the adoption of the latest technologies such as reporting tools, mobile technology, analytics and others, so, employees not having adequate exposure to digital literacy and related knowledge can hamper the productivity of a firm. The hospitality industry struggles with high employee turnover rates, exceeding 20% in some sectors (Bureau of Labor Statistics, 2023). This creates challenges in maintaining consistent service quality and onboarding new staff. On the other hand, trends such as flexible working arrangements are gaining prominence, thereby; adhering to the trends to establish job satisfaction has become necessary. The pandemic has compelled the hospitality sector to change its existing work processes such as minimising desk staff and normalise social distancing. For instance, increased online booking platforms have reduced the need for desk staff to a large extent and popularised the concept of remote work. Many hotels are implementing strategies to address high turnover, such as improved wages, benefits packages, and training programs (HFTP, 2022). However, offering work flexibility remains a significant factor in attracting and retaining talent.
[bookmark: _Toc160293856]2.3 The Emergence of Diverse Work Modes 

Office work mode has been the most prominent working mode until the emergence of the pandemic, which compelled the hospitality industry to opt for flexible arrangements. Though office working mode helps HR to monitor the performance of each employee and monitor their daily output, it can be stressful for the employees and increases the costs of commodities. 
On the other hand, the trend of flexible work arrangements has been gaining place among employees across the hospitality sector, therefore; organisations are considering this strategy to address the changing needs of employees (Weideman and Hofmeyr 2020). Hilton has introduced flexible work schedule and encouraged employees to create a balance between their passion, hobbies and work. This work mode does have a positive influence on employees' performance considering it offers the employees the ability to create a work-life balance. In contrast to this, the inability to effectively communicate instructions and coordinate with members of a team is a potential challenge for the work mode (Kahlow, Klecka and Ruppel 2020; Ali et al. 2020). Factors such as economic uncertainty due to inflation and changing social attitudes towards flexible working arrangements impact the success rate of flexible work arrangement strategy. 
The pandemic has compelled the industry to operate remotely, either from home or other off-site locations. Flexibility has been identified as the primary advantage of this working model, along with cutting the transportation expenses of an employee. It needs to be noted that management of employee performance within this working mode can be difficult considering Hilton has to depend on technology for appropriate coordination and communication. Broadly, communication glitches are one of the major issues with a hybrid working style, which in the long run affects team collaboration and performance (Kahlow, Klecka and Ruppel 2020). Socioeconomic factors such as changing demographics and the impact of the pandemic have resulted in the development of remote working as a substitute for typical on-site working. 
Hybrid work is no strategy is a combination of remote and traditional working styles, which has emerged as one recent trend across the hospitality sector. Employees have an opportunity to rotate between work from the office and their home environment, which lowers daily expenses and establishes work-life. It is important to understand that socioeconomic factors, such as changing professional perspectives and the need for a harmonious work-life balance, have contributed to the adoption of hybrid work arrangements in the hospitality sector. 

[bookmark: _Toc160293857]2.4 Hilton’s Approach and Best Practices 

Hilton has already begun exploring alternative work models. For instance, the "Hilton Work Anywhere" program allows corporate office employees to work remotely for a portion of the week (Hilton Worldwide Holdings Inc., 2023). However, limited information exists on how Hilton specifically monitors performance in these hybrid arrangements. Considering the diversity in employee expectations and the struggle of HR professionals to meet them, Hilton has adhered to advancements in technologies for performance management. Hilton has faced multiple issues with their performance management system, so,  they have integrated platforms such as TMX (Team Member Experience) for conducting performance management-related functions (Hilton 2024). The organization has ensured that HR professionals do not have any issues while reviewing the contributions of employees and noting their progress over a period of time. On the other hand, the company understands that flexibility is often a challenge in the hospitality industry considering its dynamic nature and the changing preferences of the guests. In this context, Hilton has initiated the “Its OK” campaign that enables employees to put their personal obligations, in order to promote a culture of flexibility. In addition, the initiative aims to respect the personal hobbies and interests of the employees, along with their passion outside work (Hrkatha 2024). For example, few members are required during the morning hours in the restaurant, thereby; some employees can rotate their shifting hours and come a little late.
2.5 Potential Solutions
· Developing clear performance metrics: Establishing measurable and objective performance standards, beyond physical presence in the office, becomes crucial for all work modes (Society for Human Resource Management, 2023).
· Utilizing performance management technology: Cloud-based performance management software facilitates real-time communication, goal setting, and feedback, even for remote employees (Gartner, 2023).
· Building trust and fostering open communication: Fostering a culture of trust and open communication allows managers to effectively monitor performance in less physically present work modes (Forbes, 2023).

3. [bookmark: _Toc160293858]Evaluation and Conclusion 

This research project offers a valuable opportunity to learn about the effect of socioeconomic forces on the management and monitoring of employee performance in an evolving hospitality landscape. By analyzing the experiences of Hilton employees across different work modes, the research aims to provide actionable recommendations to enhance performance management strategies and promote employees that are more actively involved and efficient. The research work can be explored by the hospitality sector and consider the social and economic factors while developing their performance management strategies. It is beneficial for hotel businesses to explore the importance of technologies in order to manage a diverse workforce and identify their areas of improvement. Considering the topic has not been largely explored, the research community can consider it as a stepping stone to delve into the insights of socioeconomic forces affecting employee performance management and different working styles from the perspective of an HR.  
3.1 [bookmark: _Toc160293859]Potential Recommendations 

The HR professionals at Hilton are required to conduct a survey in order to explore the opinions of employees to enquire about their skills gaps and understand the areas they feel need to be addressed by the company (Amjad et al. 2021). With the implementation of this strategy, HR professionals identify the issues employees are facing while delivering the expected performance. 
Integrating a data-driven strategy can help the HRM make fair decisions when it comes to offering appraisals to the employees (Zientara et al. 2020). This would act as a motivational strategy for the workforce considering their contributions would be fairly judged, eliminating the likelihood of subconscious bias from the managers. 
The successful implementation of these recommendations can contribute to reduced employee turnover, improved employee morale, and ultimately, a competitive advantage for Hilton Hotels in the global market.

3.2 [bookmark: _Toc160293860]Methodology 

The research work will implement a primary qualitative research strategy in order to explore the experiences and viewpoints of HR managers regarding the influence of social and economic factors on achievement oversight and evaluation across various work methods. As opined by Pandey and Pandey (2021), an interview is significant in obtaining in-depth information regarding a particular topic. Here, the researcher will be conducting a semi-structured interview to explore the opinions of the HR professionals, regarding the topic. The gathered data will be critically analysed to identify codes and themes, to further proceed with a thematic analysis. 
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