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Executive summary
This report has discussed the current issues in the performance management system of Marriott International. The macro-environmental factors play a significant role in managing employee relations and performance management. This report has analysed the macro-environmental conditions using the PESTLE framework. The political, economic, and legal factors affect employee relations and performance management further. The customers, employees and government of the UK are valuing employee welfare more than ever. The industry trends and the issues in the Hotel have been identified throughout this overall study. The entire turnover rate and vacancies in the Hospitality industry of the UK are high. Moreover, this report has also provided some recommendations to improve the performance management system of the organisation named as Mariott. 
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Introduction and Background
Individual employees and teams play a significant role in maintaining the quality of performance of a whole organisation. The performance management system is one of the most important tasks of the human resources department of the organisation. Several elements including job satisfaction level and employee loyalty contribute to the quality of performance of the employees. The macro-environmental factors and industry conditions affect the mindset and requirements of the employees from the organisation (Karami et al. 2023). Therefore, an understanding of the external environment of the business is also necessary for employee relationship management and performance management. 
Organisations in the hotel and hospitality industry are implementing different work modes to enhance employee engagement levels and improve their productivity and performance quality. This report will discuss the performance management system of the hotel chain named as Marriott, which is operating in the international market segment. The issues in the performance management system will be analysed. This report aims to identify the factors behind the issues in the employee management process of the organisation. This report will also provide some useful recommendations that will help the organisation in managing the current issues in the HR management of Marriott. In the next section, the background of the organisation will be described. 
[bookmark: _Toc159619316]Company Overview: Marriott
Marriott International is a market leader in the global hotel industry with its headquarters in Bethesda, Maryland. The company was founded by J. Willard and Alice Marriott in the year 1927 in Washington, D.C., USA. At first, the company started an A&W Root Beer franchise. From 1957, the company entered into the hotel industry with Twin Bridges Motor Hotel in Arlington, Virginia (marriott.com, 2024). From the beginning, the company is led by the members of the Marriott family. 
The expansion of the company in new markets and the acquisition of renowned Starwood Hotels & Resorts in 2016 increased the business areas of Marriott. The company has more than 8700 properties across 139 countries around the world. The company has more than 140,000 employees to manage the business operations in different business units of the company. 

Due to the presence of employees from different parts of the world and various cultural backgrounds, maintaining cultural harmony has become a common issue in employee management. The advancement of technology has changed the previous way of working. The lack of skills in the employees of Marriott has become an issue in managing the productivity and performance quality of the employees (Liu et al. 2021). 
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Figure 1: Number of employees of Marriott International from 2007-2022
(Source: statista.com, 2024)
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The macro-environmental factors of Marriott International will be analysed in this section using the PESTLE analysis framework. 
	Factors
	Description
	Impact

	Political
	· Marriott operates in 139 countries across the world.
· The stability of the government in each country can impact the demand for the tourism industry and hotel sector.
· Brexit has impacted the business environment by changing the taxation policies for import-export of goods (George, 2021).
· The health and safety regulations in the hotel sector of the UK have also changed since the Covid-19 pandemic.
	Negative

	Economical
	· The economic condition of the UK has deteriorated with the impact of the pandemic.
· Job loss and the shutdown of several businesses have affected the purchasing power of the customers.
· The deterioration of the financial performance has also affected the employee welfare initiatives of Marriott International.
· Pound sterling (£) is more valuable than some of the national currencies and foreign exchange rates affect the financial performance (Guttentag, 2023).
	Negative

	Social
	· The tourism industry is recovering after post-Covid.
· The younger generation may prefer adventure and experience local culture by staying in local hotels rather than brands like Marriott (George, 2021).
· The arrival of foreign tourists will require improvement of cultural awareness among the employees of Mariott.
	Positive

	Technological
	· The advancement of technologies has provided tools like AI, machine learning, IoT online HR management systems, etc.
· Digital booking platforms and comparison of new tools and technologies can improve the business activities of Marriott (Nozdreva and Churakova, 2021).
· The hotels need to train the employees to handle the latest tools and technologies
	Mixed

	Legal
	· The consumer protection laws, labour laws and environmental protection regulations in different countries are different.
· Mariott has to comply with all the rules and regulations of the local and national governments in different regions to prevent legal intervention in the business (El-Jourbagy et al. 2021).
· The employees of Marriott may demand more remuneration and benefits from the organisation.
	Negative






The political, economic, environmental, and legal factors can affect the growth and development of the business performance of Marriott. The international presence of the business and diversity among the employees and customers increase the complexity of the business management and performance management system of the organisation. The changing political scenario since Brexit reduced the number of employees coming from other European countries. The high inflation rate in the UK affected the purchasing capacity of the customers and reduced the profitability of the business (George, 2021). Though technological advancement can help Marriott International in improving its business performance, the cost of implementing the tools is high. The organisation can focus on hiring local people to preserve local culture and provide authentic experiences to the employees. 
[bookmark: _Toc159619319]The industry trends
This section will discuss about the trends in the overall Hotel and Hospitality sector of the UK. The hospitality sector provides 10% employment, and it is the third target private employer in the country. 6% of the total number of businesses in the UK belong to this sector. The hospitality industry accounts for 5% of the total GDP of the UK.
i. Total revenue: The total revenue of the hotel industry of the UK was approximately 19.76 billion GBP in 2023. The industry was experiencing steady growth before the Covid-19 pandemic. After the pandemic, the industry is recovering fast and is expected to continue the growth in upcoming years. 
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Figure 2: Revenue of the UK hotel industry from 2013-2023
(Source: statista.com, 2024)
ii. Number of employees: The industry employed more than 365,000 people in 2023 (ibisworld.com, 2024). The employees are the main working assets of the hospitality businesses. Therefore, the increase in demand in the industry will also increase the number of recruitments in this sector. 
iii. Employee retention rate: The employee retention rate of the UK hospitality sector is 70%, while the overall retention rate of the country across different sectors is 85% (Callaghan, 2019). Therefore, the employee retention rate in the hospitality sector is comparatively lower and it requires attention from the management of the hospitality businesses. 
iv. Employee turnover rate: 30% of the employees in the hospitality sector leave the job within the first 3 months. 50% of the employees who continue after 90 days, leave the job in future (Gabbitas, 2023). The overall turnover rate in the UK is highest in Europe at 37.6% (hospitalitynet.org, 2023). 
v. Vacancies in the hospitality industry: The vacancies in the UK hospitality sector are almost 60% compared to the pre-pandemic era (bdo.co.uk, 2024). The food and accommodation businesses are recruiting 4% more employees to manage the rising demand of the sector. However, a high number of vacancies highlight their struggle to find suitable employees. 
[bookmark: _Toc159619320]Different work modes in the hospitality industry
The hospitality sector is implementing new work modes to accommodate the requirements of the employees and follow the trends in the market. The emergencies like Covid-19 pandemic have also contributed to the emergence of new work modes in the hospitality industry. 
a) Hybrid work mode: In this work mode, the employees can work from the office, home, or their choice of places. The employees have to remain present in the office for a fixed number of days and choose their working place on the other days. The team members collaborate using digital tools such as cloud storage, video call, messenger, etc. A hybrid working model gives flexibility to the workers and provides a good work-life balance (Hassanein and Özgit, 2022). For example, Marriott allows hybrid work mode to their back-office staff including the marketing and finance team. This reduces the travelling cost and time of the employees. 
b) Flexi work mode: This work mode allows the employees to choose both place and time of work according to their convenience. For instance, Marriott allows the front-line employees to choose a working time from different shifts. The back-office staff can choose both time and place. This working model improves the work-life balance of the employees. The diversity of the workforce of Marriott has increased after the implementation of this work mode (Armstrong and Taylor, 2020). The employees can perform their personal responsibilities and family obligations due to this work model. Therefore, Marriott can attract employees from different sections of the society. 
c) Office work arrangement: This work arrangements require the employees to come to the office and work for foxed hours. This work mode does not provide much flexibility to the workers. However, the integration of the employee base has improved significantly. For example, Marriott has more than 8000 properties across different parts of the world. arrangements enhance the communication, training, and collaboration among the team members (Marchington and Wilkinson, 2016). The hospitality sector depends on the performance of the front-line employees. Therefore, the productivity, employee relations and overall performance standard of the business are enhanced after the implementation of the office work arrangements. 
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[bookmark: _Toc159619322]Issues in employee management
This section will discuss the issues in the performance management system of Marriott International. 
i. Improving cultural awareness: The cultural awareness among the employees needs to improve. Increasing diversity in the employee base enhances the risk of conflicts and incidents of stereotyping in the workplace. 
ii. Integration of the employee base: The large employee base of Marriot provides challenges for integration of the performances of the organisation. The new work modes like hybrid and flexible work modes deteriorated the condition further (Torrington et al. 2020). 
iii. Upskilling the employees: A large section of the existing employees of Marriott International are not proficient in digital technologies like online booking, customer management systems, etc. This affects the quality of business performance of the organisation.
iv. Maintaining productivity: The productivity of the organisation is reducing due to an increase in flexibility among the employees (Davern, 2021). The management of the organisation needs to identify new strategies for performance monitoring. 
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This section will provide some suggestions to deal with the issues and improve the performance management system of Marriott. 
a. Modifying the training system: The training system of the organisation needs to be changed. Cultural awareness and training digital skills need to be incorporated into the initial training program. 
b. Applying digital tools for performance monitoring: Digital tools and technologies can help the management of Marriott International in monitoring the working hours and daily performances of the employees. This can assist in improving the accuracy of the reward system of the organisation.
c. Instilling teamwork culture: The organisation must incorporate a teamwork culture to encourage the employees to collaborate with their team members working from the office or remote locations. This will enhance the employee relationships and team dynamics. 
[bookmark: _Toc159619324]Conclusion
This report has discussed the industry conditions in the UK hotel and hospitality sector. High turnover rates and high vacancies in the industries reflect the lack of job satisfaction of the employees. The implementation of digital tools and technologies increased the reach of Marriott International among customers across the world. However, the increasing demand requires more employees to manage the workload of the organisation. The introduction of a more flexible work culture and implementation of new communication tools failed to improve the condition of the organisation. The management needs to provide training for improving digital skills and cultural awareness among the employees. This will increase the utilisation of the tools and improve the overall performance of the organisation. 
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