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Employee performance management has become a vital responsibility of the HR for hospitality business. The continuous increase in demand for accommodation and hotel services has created work pressure in several hotels, especially in international hotels (Marchington and Wilkinson, 2016). At the same time, the duty of HR to monitor the performance of the hotel staff working in various work modes has become urgent to control the standard of guest services. The present project will focus on staff performance monitoring and management in Marriott International by considering the perspective of HR. Marriott International is a large international hotel brand with more than 50 hotels surrounding the tourist sports, great towns and countryside in the UK (Marriott International, 2024). The brand is popular due to its offering of luxurious rooms, food and entertainment services. With the utilisation of advanced technological facilities, the brand has successfully taken a good position in the UK hospitality market and achieved a brand awareness of 82% (Statista, 2024). The success of the hotel brand is highly reliant on its workforce strength. Business performance, in the case of the hospitality sector, is influenced by the performance of the workers associated with the workforce in serving the hotel guests. The HR of Marriott International is aware of this fact and is focused on managing the performance of the workers through observation. 
Following the current trend of workforce management, the HR of the company has increased the flexibility for the employees, so that their job satisfaction can be increased. For instance, the workers are offered three different modes of working, which are flexible working hybrid working and office work arrangement. Hybrid work is an advantageous way that enables employees to serve the organisation through a combination of in-office, home-office and remote work (Armstrong and Taylor, 2020). In addition, flexible work mode is the allowance of adjusting working hours as per the requirements of the employees. Office work arrangement is the provision of facilities such as part-time jobs, sharing of work and many others. The provision of such opportunities has successfully increased the employee number of Marriott to 148k (Marriott International, 2024). However, employee performance in these different work modes has been heavily affected by housing insecurity, SES (Socio Economic Status), poverty and many socioeconomic factors. The project will examine the issues and will analyse the impacts of the factors in managing and monitoring employee performance during their working indifferent work modes. Potential solutions will be given as well.                      
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The different work modes offered to the employees are heavily associated with their social lives and economic conditions. Hence, socioeconomic factors in the UK have a greater impact on their performance while working in different work modes. As stated by Migliore et al. (2021), Housing insecurity is a potential socioeconomic factor that can negatively influence hybrid work. During hybrid work, an employee requires a proper working environment in their houses similar to that of the environment inside the organisations. The workplace environment inside a hospitality organisation offers several facilities including high internet connectivity so that the employee can put their best performance for guest services. However, in the case of working from home, lack of housing facilities and security prevents the workers from increasing performance. According to Boyle and Power (2021), 17.5 million people in the UK live in housing conditions that lack the facilities of proper internet and others. Hence, the HR of the hospitality industry finds it difficult to assist the employees in raising their performance standards. For international hotel brands, like Marriott International, it has become difficult for employees to give high performance in hotel services due to the problem of housing insecurity. 
Socioeconomic status plays a critical role in enhancing employee monitoring while they are in hybrid work. As argued by Giorgi et al. (2022), SES refers to the extent of overall family status and education. Recently, an increasing curve for socioeconomic status has been observed in the UK. Most families have shown interest in using digital communication systems to maintain their status. The presence of digital communication facilities in more or less every family in the UK has supported the HR of hospitality businesses to monitor employee performance by communicating through digital mediums. The interest in people to increase their social status has indirectly helped the HR of international hotel businesses like Radison and Marriott to maintain observation of employee performance. 
The increasing poverty among some social groups has caused a negative influence on the performance of the employees associated with office work arrangements and flexible work modes. As per the primary research of Chung (2020), 32% of workers in the UK have stated the fact that employees getting advantage of a flexible schedule as well as part-time jobs lack promotional opportunities in the organisation which has raised restrictions in their way of removing poverty. The incident is more common in the case of large international hotels with hierarchical structures. The flexible workers in Premier Inn, Marriott International and other hotel groups fail to get opportunities for salary increments and promotions as the HR gets limited time to monitor their performance. In the case of part-time and flexible schedules HR get limited chances to evaluate and manage their performance as they work for limited hours. Consequently, the salary increment facilities are limited for such workers. As stated by El-Said et al. (2024), the increase in poverty by 22% has increased the necessity of salary increments for workers to fight against poverty. The unfulfillment of the need for promotion has discouraged the employees from modifying their performance, which in turn raised problems for HR in managing overall employee performance. 
The idea of the negative impacts of poverty has been criticised with the idea of socioeconomic factors, Desire for social participation. As per the words of Oukil et al. (2024), flexible working, hybrid work and office work arrangements support employees to maintain work-life balance. The adjustment in time schedule has helped the workers of hospitality organisations to increase their social participation increasing their interest to coordinate with HR in performance evaluation. The involvement of people in social programmes, family occasions and festivals with efficient time and resources is called social participation. Currently, a trend of employee demand for opportunities for social participation has been observed in the hospitality sector of the UK. According to Deng (2022),35% of hotel workers admitted that the provision of social participation chances by hybrid, office work arrangements and flexible schedules has increased their motivation for revamping their performance in hotel services. Cooperation has been found by the HR of different international hotels from the flexible and hybrid workers in evaluating and monitoring their performance. As a result, employee performance management and monitoring have become simpler in international hotel brands.                                                               
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Performance management has a major role in increasing staff retention in the business sector. According to the research of Chandran and Abukhalifeh (2021), HR has increased employee motivation by offering flexibility like hybrid work, part-time jobs and flexible working schedules. The coordination between the workers and HR has successfully maintained performance management and has increased the job satisfaction of the workers. The improvement of their job performance in different work modes with the support of the HR has in turn increased the retention rate in the hospitality sector. A trend of 70-80% employee retention has been found in the UK hotel sector. The rest 30% of employees have an intention of turnover due to distractions in performance observation and management. As per the documentation of Colmekcioglu et al. (2022), the HR of the hospitality industry has started adapting techniques like intense digital communication to manage and inspect employee performance as only 45% of the workers are full-time employees whereas the rest 55% manage hotel services utilising workplace flexibility. Virtual platforms for performance observation are currently very important as the tendency for hybrid and flexible working modes is increasing.               
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The HR of Marriott International is dedicated to performance management and observation for the staff of all three working modes. According to the words of Eschenbrenner et al. (2023), the implementation of hybrid work in Marriott International has started from the pandemic situation. The HR has installed the Starwood Platform, for the hybrid workers. The platform enables HR to connect virtually with the workers, understand their issues in performance and take steps to mitigate their problems. According to Shapiro (2021), the HR of Marriott International has offered technical facilities like Wi-Fi connections. Also, required digital tools for the workers are given to minimise the housing insecurity problem. As argued by Floričić and Pavia (2021), the HR department of Marriott International lacks an effective performance observation strategy for flexible and part-time workers compared to full-time employees. The HR practitioners depend on the performance report made by managers of individual sectors to monitor performance. The approach of virtual conferences and communication is lacking in the workplace, increasing the chances of employee turnover.              
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Digital communication made the pathway to resolve the problems of performance observation especially for hybrid and flexible workers. According to the suggestion of Leray (2023), team collaboration is crucial for hospitality service. Several interactional hotel brands like Marriott and IHG lack proper team collaboration tools for hybrid workers, which raises problems in conducting teamwork between remote and office workers. Such tools need to be immediately incorporated into Marriott International. Additionally, regular virtual employee conference is needed using video conferencing tools with flexible and full-time workers. The access of flexible and hybrid workers to required resources needs to be increased by consulting with them through video conference. The process can reduce the problem of housing insecurity and also increase the performance of workers. As criticised by Barreto and Mayya (2022), unequal promotional opportunities between flexible and full-time workers have reduced enthusiasm for working song flexible staff. Opportunities for wage increments and promotions should be equally provided by transparent performance evaluation.          
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From the findings on performance management and observation, it can be evaluated that HR face some challenges in monitoring the services given by flexible and hybrid modes. The communication disruption can be considered the preliminary reason for the issues in performance management. The overall performance management system needs to rely on internet connection and digital resource availability in the house environment of the hybrid workers (Torrington et al., 2020). Low housing insecurity and facilities in the UK have raised problems for HR to connect with hybrid workers and understand their performance level. On the contrary, several other authors have criticised the idea with the fact that digital communication systems are strengthening in UK families due to the intention of raising SES. It is also evaluated that poverty has increased the craze for promotional and wage increment opportunities. The absence of such opportunities in flexible mode has raised the demotivation to give good performance (Johnston et al., 2012). Based on the current condition of performance management in Marriott International, the HR has been suggested to implement a team collaboration tool. It is also recommended that HR must offer equal career development opportunities and sufficient technological resources to combat the issues of poverty and housing insecurity.                     
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The research on impacting socio-economic factors in the process of performance observation and management has vital implications for understanding the current situation of employee performance in the hospitality sector of the UK. Using the case study of Marriott International for the secondary research, it has been understood that factors like poverty and housing insecurity are creating barriers to exploring and controlling employee performance, especially for the staff working in hybrid, part-time and flexible modes. In contradiction to these factors, the maintenance of social participation and SES improvement has positively influenced performance management in the hospitality sector. Overall, high retention has been developed in the hotel businesses due to the technique of digital communication applied by HR to manage staff performance. However, the turnover can be further decreased by the incorporation of efficient video conferencing and team meeting tools. The installation of the Starwood platform has facilitated the performance management of all hybrid workers at Marriott International. However, HR needs to put equal importance on the performance evaluation of full-time office workers, part-time workers and flexible workers. Hence, it is suggested to give the facility of promotion through authentic performance evaluation.          
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