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1. Introduction and Background
1.1 Introduction
The hospitality industry, which is characterized by its dynamic and customer-centric nature, faces numerous challenges when it comes to managing employee performance. The purpose of this proposal is to analyze the impacts of socio-economic forces on performance management and monitoring of employees in the hospitality industry, with a specific focus on Marriott International hotels. In the face of changing socio-economic landscapes, it is critical to understand and address these impacts in order to improve operational efficiency and maintain high levels of service. This research will provide insights into how Marriott International can best leverage its resources to respond to these forces and ensure long-term success. It will also provide recommendations for how other hospitality companies can benefit from similar strategies.
1.2 Background of Marriott International
A leading hotel chain, Marriott International features more than 7,000 properties across 131 countries and territories, making it world’s largest hotel company. “Heralding in a new era in 2016, Marriott International acquires Starwood Hotels & Resorts Worldwide creating the world’s largest hotel company.” (Marriott, 2024). Since its founding in 1927, Marriott has grown through strategic acquisitions and commitment to service excellence. The brand includes luxury offerings such as The Ritz-Carlton and St. Regis, as well as mid-tier options like Marriott Hotels and Courtyard by Marriott. Due to the variety of brand offerings, employee performance management must be flexible and robust, to be customized to the needs of different work environments and socio-economic groups. As the hospitality industry evolves, Marriott has adapted its HR strategies to manage and monitor employee performance effectively in diverse work environments. The current challenges Marriott faces include adapting to hybrid work models, ensuring employee engagement, and maintaining high performance standards amidst changing socio-economic conditions.
1.3 Current Issues in Employee Performance Management
The hospitality industry has seen significant changes in employee performance management due to socioeconomic factors such as globalization, economic fluctuations, and evolving labor laws in recent years. Monitoring and managing employee performance has become more complex with the advent of different work modes, such as traditional office settings, remote work, and hybrid work models. “The demand for computer monitoring software grows with the increasing number of remote workers and hybrid work schedules” (Helen Rachyna-Kyselova, 2024). Companies have had to adjust their performance management policies to accommodate these changes. Performance management now relies heavily on technology and other digital tools, such as employee apps, to help track and measure employee performance. It is Marriott's goal to address these issues by ensuring consistent service quality, employee satisfaction, and operational efficiency across all its properties through their performance management systems.

2. Discussion and Literature Review
2.1 Socio-Economic Factors (PESTLE Analysis)
Socio-economic factors, part of the PESTLE analysis framework, play a critical role in shaping employee performance management in the hospitality industry. These factors include:

Political Factors
As far as the hospitality industry is concerned, regulatory stability and political stability have a significant impact on operations. “Hotels thrive in stable political conditions where policies and governance encourage tourism and investment.” (Jim M, 2024) There are a number of health and safety regulations, labor laws, as well as immigration policies which affect the management of hotel employees. A tightening of immigration laws, for example, may limit talent pool availability, while health regulations during a pandemic could make some adjustments to operational practices and employee monitoring necessary. Political instability, on the other hand, can lead to economic disruptions, which can have a negative impact on the hospitality industry in terms of decreased demand and revenue. Furthermore, political instability can cause disruption in supply chains, leading to shortages of essential materials and increased costs.
Economic Factors
Economic conditions such as recession, inflation, and unemployment rates directly influence the hospitality sector. “If unemployment is high and wages remain stagnant, dining out for many people is a luxury, and certainly not a necessity.” (M Rahman, 2023) In an economic downturn, travel and tourism can decrease, making hotels less profitable and resulting in lower occupancy rates. In consequence, hotels may be required to implement cost-cutting measures, affecting their employee performance management and monitoring systems. For instance, hotels may resort to reducing employee bonuses, reducing working hours, or laying off staff in order to remain profitable.
Social Factors
The changing demographics of the workforce and changes in consumer preferences have a significant impact on social trends. “Changes in population structures, such as age distributions, can influence demand.” (The Strategy Story, 2023) The rise of millennial and Gen Z employees, who value work-life balance and flexibility, has led to the adoption of new work modes like remote and hybrid work. Additionally, cultural diversity within the workforce requires inclusive management practices to ensure effective performance. Thus, understanding the changing demographics of the workforce is key to creating workplaces that are both productive and equitable.
Technological Factors
Throughout the past few decades, technological advancements have revolutionized the performance management process. In order to manage and monitor employees effectively, hotels can make use of performance management software, communication tools, and remote monitoring systems to ensure that they are managed and monitored in the same way, regardless of where they are working. There is also the virtual training and development of employees that facilitates the improvement of skills and productivity, enabled by technology. Virtual training allows employees to access a wide range of learning materials and resources from anywhere, at any time. This flexibility not only enhances their skills and knowledge but also promotes self-paced learning and individual growth. Additionally, virtual training reduces the cost and logistical challenges associated with traditional in-person training programs.
Environmental Factors
The hospitality industry is becoming increasingly aware of the importance of sustainability and environmental concerns. Hoteliers are adopting eco-friendly practices which require extensive training and monitoring in order to ensure compliance with these practices. Some of the eco-friendly practices adopted by hoteliers in the hospitality industry include implementing energy-efficient lighting systems, installing water-saving fixtures, using eco-friendly cleaning products, implementing recycling programs, and promoting local and organic food sourcing. These practices not only reduce the environmental impact of hotels but also enhance the overall guest experience. With these practices, the hospitality industry is leading the way towards a more sustainable future.
Legal Factors
Compliance with labor laws and regulations, as well as data protection laws, and health and safety standards is essential to a successful company. Companies must also know the laws related to the products and services they offer. They must also ensure that their business practices do not violate any jurisdiction's rules. Non-compliance with data protection laws can result in severe penalties, including hefty fines and legal action. A notable instance occurred in Marriott's recent history, wherein the company faced legal challenges stemming from a breach in data security protocols. “The Data Security incident which happened in November 2018 has made Marriott subject to several lawsuits. The incident led to the disclosure of the personal information of more than 380 million visitors.” (MBASkool, 2023.) Additionally, it can lead to a loss of customer trust and damage to the hotel's reputation, which can have long-term negative impacts on the business. Therefore, it is crucial for hotels to prioritize data protection and regularly review and update their policies and practices to maintain compliance.

2.2 Industry Trends: Retention Rates and Turnover Rates
An organization's retention and turnover rates are important indicators of how satisfied employees are with their job and how healthy the organization is. “Treat your employees exactly how you want them to treat customers, and you're likely to get positive feedback from both parties” (Gibbons S., 2020). The hospitality industry traditionally experiences high turnover rates due to the seasonal nature of the business and the demanding nature of the work. There are, however, ways to improve employee retention by implementing innovative HR practices, such as career development programs, employee engagement programs, and competitive compensation systems.
Marriott has implemented various strategies to address this issue, including comprehensive onboarding programs, continuous training, and development initiatives. In addition, Marriott focuses on employee well-being and work-life balance. As a result of these strategies, Marriott has seen a significant decrease in turnover rates within the hospitality industry. The implementation of comprehensive onboarding programs, continuous training, and development initiatives, as well as a focus on employee well-being and work-life balance, has led to higher job satisfaction and increased employee retention. “Overall, 61% of Marriott's employees feel the company is doing what it should to retain them while 39% may be considering new employment.” (Comparably, 2024).

2.3 Emergence of Different Work Modes in Hospitality

There has been a significant change in the way the hospitality industry has been operating over the past five years. With technological advancements and changing employee expectations, traditional office-based positions have evolved into hybrid and flexible work models, where employees work from home or from their own office.
Hybrid Work Mode
Work models that combine remote & on-site work are becoming more popular these days, with hybrid work models combining both. “While definitions can vary, hybrid work can be defined as a working arrangement where some staff will work on-site, some will work off-site via telecommuting or remote working, and others will have the freedom to work on-site on some days and off-site on others, based on circumstances, objectives, and personal preferences.” (ViewSonic, 2023) It offers flexibility, reduces travel time, as well as enhances work-life balance due to its flexibility and reduced commuting time. In Marriott's case, for instance, administrative and support staff can work remotely while operational staff continues to work on-site.
Office Work Arrangement
Although hybrid models are on the rise, office-based work remains essential for roles requiring direct interaction with guests as well as hands-on operations, even though hybrid models are on the rise. A lot of businesses today, including Marriott, are investing more time and money in creating an environment within their workplace that is more pleasant. “Pretty much everything in this building, and every decision, was all about how to make our people love where they come to work”. (Leeny O., 2023). A critical component of performance management in this mode (Office Work) is face-to-face supervision, team collaboration, and feedback that is given in real-time.
Flexible work mode
In order to achieve a good work-life balance, employees are looking for flexible working arrangements, including flexible hours and job sharing. It has been found that this mode of operation can assist in attracting and retaining talent by addressing individual needs and preferences. By allowing employees to have control over their work schedule and location, they experience a greater sense of work-life balance and autonomy. “In a flexible work model, that power is in the employees’ hands. Each employee can decide where and when they want to work, as long as it is within reasonable operational parameters of the business.” (Condeco Software, 2022) In an effort to accommodate employees who have various commitments and schedules as part of their jobs, Marriott has introduced flexible scheduling options. Flexible work arrangements have been proven to significantly improve employee satisfaction.

2.4 Case Study: Marriott’s Approach to Employee Performance Management
In order to effectively manage the performance of its employees across different working settings, Marriott International has been proactive in adapting its performance management strategies in response to the various working modes, as illustrated in the following examples.
Hybrid Work Mode
Throughout Marriott's hybrid work approach, performance management software is used to track employee productivity and engagement in order to manage hybrid work effectively.” Managing people is always more difficult when working remotely”. (Dan C., 2023). It's important to ensure that remote employees remain connected and motivated by conducting regular virtual check-ins and performance reviews. As part of Marriott's commitment to continuous learning and development, the company also offers virtual training programs. This encourages employees to stay up-to-date with industry trends and learn new skills to better support the business. Additionally, Marriott provides its employees with resources to help them stay connected and engaged, such as virtual team-building activities and collaboration tools.
Office Work Arrangement
When it comes to office-based roles, Marriott emphasizes the importance of direct supervision as well as immediate feedback. The managers conduct regular appraisals of performance as well as on-the-job training as part of the career advancement process. In order to encourage employee engagement, team-building activities and recognition programs are implemented. Marriott also encourages employees to provide feedback on their job satisfaction and work environment. This helps the company to identify areas of improvement and ensure that its employees are engaged and happy.
Flexible Work Mode
There are a number of flexible work arrangements available to Marriott employees, including opportunities for part-time work, job sharing, and flex time. Rather than focus on the hours worked to measure performance, outcome-based evaluations are used to measure employee performance. Employees are empowered to manage their own schedules by taking advantage of this approach, while still maintaining a high standard of performance. Marriott also provides employees with the opportunity to work from home, providing an extra layer of flexibility. This allows employees to be more productive and work in a way that suits their individual needs.

3. Evaluation and Conclusion
3.1 Summary of Findings
As demonstrated in this study, socioeconomic factors play an important role in affecting employee performance management in the hospitality sector. As Marriott International demonstrated in its adaptive strategies, different work modes can be implemented successfully and can be beneficial for the organization. There are a number of key findings in this study, including:
· Socio-Economic Impact: Political, economic, social, technological, environmental, and legal factors shape HR practices and performance management.
· Industry Trends: High turnover rates remain a challenge, but innovative HR practices can improve retention.
· Work Modes: Hybrid, office-based, and flexible work modes offer unique advantages and require tailored performance management approaches.

3.2 Implications and Recommendations
Based on the findings, the following recommendations are proposed for the industry:
· Leverage Technology: Invest in advanced performance management software to facilitate remote and hybrid work.
· Enhance Employee Engagement: Implement comprehensive engagement programs to boost morale and reduce turnover.
· Promote Work-Life Balance: Offer flexible work arrangements to attract and retain diverse talent.
· Continuous Training: Provide ongoing training and development opportunities to enhance skills and performance.
By addressing these areas, Marriott and other hospitality brands can enhance their employee performance management systems, leading to improved service quality and operational efficiency.
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