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INTRODUCTION and BACKGROUND
The hotel sector, which has traditionally relied on in-person service models, is experiencing significant disruption due to changing socio-economic factors and the increasing popularity of hybrid and distant labour. Hospitality organisations are faced with significant challenges that require them to rethink their approach to managing and overseeing staff performance. Some hospitality positions need physical presence, while others offer flexibility, requiring adjustments within the HR department. (Lestari et al., 2020). This research project seeks to examine the precise effects of socio-economic factors on employee performance management in Marriott hotels. The aim is to provide the General Manager with valuable insights for creating and executing performance management plans that are in line with the changing dynamics of the hotel industry by focusing on human resources. (Ike et al., 2019). Marriott International, based in Bethesda, Maryland, is a prominent global hospitality company. Marriott has established a strong reputation for delivering exceptional guest experiences through its diverse range of brands throughout a history of more than 90 years. The company's dedication to outstanding hospitality is deeply embedded in its basic values and corporate culture. Marriott prioritises client satisfaction by aiming to provide unique and customised experiences for every visitor, regardless of their purpose for travel. Marriott excels in hospitality due to its unique approach. The organisation consistently aims to adjust and develop in reaction to shifting consumer trends and technical progress. Marriott has been leading in the adoption of advanced technology and digital solutions to improve the guest experience, optimise operations, and stimulate growth. (Zhang et al., 2023). Marriott is dedicated to sustainability and corporate social responsibility. The corporation has introduced multiple programmes to diminish its environmental impact, foster diversity, and inclusion, and contribute to the communities in which it operates. Marriott International is a global leader in the hospitality business known for its commitment to delivering outstanding guest experiences, promoting innovation, and maintaining values of honesty and excellence.


Discussion and Socio-Economic PESTLE Analysis
Let's analyse particular socio-economic factors that could directly impact the management of hospitality staff performance.

Economic factors like as inflation and increasing living costs can create financial stress for employees, which may affect their motivation, concentration, and the necessity for compensation changes or other economic assistance.
Concerns about a recession can cause job instability and worry, which can impact employee performance as their focus shifts to job stability. (Kronenberg et al., 2021). Changes in societal views on work-life balance highlight a growing preference for increased flexibility and independence, which contradicts conventional hospitality timetables and productivity standards. Increased focus on mental health may require HR to offer more wellness resources and reassess how performance measures impact employee well-being. The extensive use of collaborative tools alters team communication and goal tracking, necessitating new management skills. 
Performance monitoring software in remote work environments prompts concerns regarding privacy and trust. Legal issues arise for Marriott's global operations due to differing employment legislation in various regions, especially with geographically spread-out workforces. Data privacy laws that are constantly changing affect the collection and storage of performance data.
Industry Trends: Retention, Turnover, & Work Modes - Details and Examples
Employee turnover and retention: The hospitality industry has consistently seen significant turnover rates, frequently surpassing the national average. As of January 2024, the U.S. Bureau of Labour Statistics reported that the quit rate in the leisure and hospitality sector was 5.2%, which is notably higher than the national average of 2.7%. The Bureau of Labour Statistics states that the average annual staff turnover rate across all industries is approximately 12-15%, with hotels and motels having a rate of about 73.8%. Several factors contribute to this high turnover rate. 
Wage pressures in the hospitality industry are significant due to relatively low wages, posing challenges in attracting and retaining skilled workers, particularly in places with high living costs. (Cole et al., 2024). Burnout in the sector is caused by demanding schedules, long hours, and physically taxing work, resulting in employee exhaustion and discontent with their employment. Some employees may feel there are little chances for career advancement in the hospitality business, prompting them to pursue jobs in different industries. The increasing desire for work-life balance may prompt certain people to pursue employment in other areas that provide more adaptable work hours.
Work Modes: 
Hybrid Work: This concept involves a combination of working on-site at the hotel and working remotely from a home office or another place. 
Housekeeping employees may work in the mornings to clean rooms at the location and then handle administrative duties from a remote location in the afternoon. 
Remote Work: Employees carry out their responsibilities outside of the conventional office environment, with little to no need for physical presence. 
Reservation agents or sales reps have the option to work remotely, managing reservations and client interactions via phone calls, emails, and online booking platforms. Flex Scheduling permits employees to work at non-traditional hours, adjusting their schedules to suit personal requirements and preferences. 
A chef may choose to work four extended days instead of five, granting them an additional day off to spend with their family.

Advantages and Difficulties of Modern Work Methods: 

New work models provide advantages such as enhanced employee happiness, decreased costs for businesses, and access to a broader talent pool. However, they also bring about issues. To ensure optimal performance and motivation, managers must adjust their strategies to efficiently oversee performance and sustain employee engagement in a decentralised setting. Facilitating efficient communication and collaboration among distant teams can be difficult. Implementing the essential technology to facilitate remote work necessitates both financial commitment and training. Ensuring data security and privacy in a remote work setting necessitates strong security protocols. HR must thoroughly evaluate the advantages and obstacles of each work mode when creating strategies to manage and enhance employee performance. (Iskender et al., 2024).

Challenges and Solutions in Performance Management for Dynamic Work Environments
Goal Establishment and Monitoring: 
Challenge: Defining and quantifying key performance indicators (KPIs) becomes more intricate when work output is not easily observed in remote or hybrid environments. Conventional approaches such as face-to-face monitoring and direct observation are becoming more challenging. Solutions: Emphasise outcomes rather than just actions. Establish Key Performance Indicators (KPIs) focusing on quantifiable results rather than individual tasks or actions carried out. (Aithal et al., 2023).
Utilise technology: Use project management tools, online reporting systems, and other technology to remotely monitor progress and performance indicators. 
Establish unambiguous expectations and effective communication routes. Set explicit guidelines for remote work and maintain consistent communication regarding objectives, advancements, and obstacles.

Communication and feedback: 
Challenge: Maintaining consistent and valuable communication and prompt feedback is essential for enhancing performance but can be more difficult to sustain in geographically spread-out teams. 
Solutions: Promote regular contact using video conferencing services, instant messaging, and collaborative software. Arrange individual and team meetings for periodic updates, performance evaluations, and feedback sessions. 
Welcome asynchronous feedback. Use tools and venues for asynchronous feedback exchanges, including paper performance reviews or online feedback forms.

Motivation and engagement: 

Challenge: Cultivating a feeling of connection and purpose among workers who work remotely or have flexible schedules necessitates a strategic approach, given the limited access to standard team-building and social interaction methods. 
Solutions: Encourage virtual interactions. Coordinate virtual team-building activities, social gatherings, and online recognition initiatives to sustain a feeling of community and inclusion. Acknowledge and incentivize achievements. Recognise both individual and team accomplishments to enhance motivation and involvement, regardless of where they are located. Grant employees’ access to online training
tools, development programmes, and career advancement possibilities to maintain their engagement and motivation. (Haldorai et al., 2020).

Trust and accountability: 

Challenge: Establishing trust and accountability in decentralised work environments is crucial as conventional techniques of monitoring and control become less relevant. 
Solutions: Recruit applicants who are self-motivated. Concentrate on attracting applicants who possess excellent time management skills, a strong sense of ownership, and a dedication to completing goals. 
Define roles and duties explicitly: Establish precise expectations for each individual role, detailing tasks, objectives, and performance criteria. 
Utilise performance management tools. Use tools and procedures to monitor performance, assess results, and offer constructive comments to encourage accountability. 
Emphasise transparent communication and the resolution of issues. Promote open communication and foster a collaborative problem-solving atmosphere to address any issues or concerns.


Industry Examples: Implementation of Performance Management Strategies

Adoption of Technology: 
Marriott introduced the "Marriott Work Anywhere" programme, which provides technology tools and resources to facilitate remote and hybrid work. 
Virtual collaboration platforms: Microsoft Teams for conversation and document sharing. MySuccess is a cloud-based performance management programme designed for goal creation, progress tracking, and feedback provision.

Precise Goal-Setting Structures: 
InterContinental Hotels Group (IHG) used a "SMART" goal-setting framework for all workers, irrespective of their location. 
Specific: Goals are clearly stated and explicit. 
Quantifiable: Progress towards goals can be measured and recorded. 
Feasible: Goals are difficult but can be reached. 
Relevant: Goals are in sync with individual responsibilities and departmental aims. 
Time-bound goals have clear deadlines for fulfilment.

Managerial upskilling: 
Radisson Hotels Group initiated a "Remote Leadership Development Programme" to provide managers with the required abilities to effectively lead and manage distant teams, focusing on effective communication tactics in a virtual setting. Offering remote coaching and professional growth services. Establishing trust and promoting teamwork among different teams.

These examples demonstrate how top hospitality brands are using technology, clear goal setting, upskilling programmes, and focused employee engagement tactics to adapt to changes in work and performance management. HR within the Marriott brand may enhance performance management across all work modes by staying updated on industry trends and best practices to adapt and execute similar techniques effectively. (Varma et al., 2023).


CONCLUSION


The hotel industry, which has traditionally depended on face-to-face service models, is experiencing major changes because of changing socio-economic variables and the increasing popularity of hybrid and remote work models. The change poses significant issues for hospitality organisations, requiring a reassessment of employee performance management techniques. HR departments need to adjust to accommodate various work modes, as some hospitality positions demand physical presence while others provide flexibility. This study project tries to investigate the specific effects of socio-economic factors on staff performance management at Marriott hotels. The aim is to offer the General Manager important insights into human resources to create and execute performance management strategies that match the changing dynamics of the hotel business. 

Marriott International, based in Bethesda, Maryland, is a leading global hospitality firm with a history of more than 90 years (Simões, A.V.C., 2021). Marriott is known for its dedication to outstanding guest experiences and creativity. The company focuses on customer happiness by providing distinctive and customised experiences that cater to the specific demands of each visitor. Marriott demonstrates a commitment to innovation by actively embracing cutting-edge technologies and digital solutions to improve guest experiences and streamline operations. The company prioritises sustainability and corporate social responsibility by pursuing efforts to lessen its environmental impact and benefit the communities where it operates. The conversation about socio-economic PESTLE elements emphasises issues and considerations for overseeing the performance of hospitality staff. Changes in the economy, societal attitudes on balancing work and personal life, and improvements in technology require modifications in performance management strategies to promote employee welfare and efficiency. Industry developments including high turnover rates, the rise of hybrid work models, and the significance of work-life balance highlight the necessity for customised performance management systems to suit various work modes. Innovative solutions are needed to maintain employee engagement and productivity in dynamic work contexts due to challenges in goal establishment, communication, incentive, trust, and responsibility. 
Leading hospitality businesses such as Marriott, IHG, and Radisson demonstrate how they utilise technology adoption, explicit goal-setting structures, managerial upskilling, and focussed employee engagement techniques to adjust to evolving work styles and performance management requirements. HR departments in Marriott and similar brands can improve performance management by keeping up to date on industry trends and best practices. This can help boost employee productivity and happiness in all work environments. This research project offers practical insights for Marriott's General Manager to create and execute performance management strategies that are in line with the changing dynamics of the hospitality industry, guaranteeing ongoing success in providing outstanding guest experiences.
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