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Introduction and Background
This project proposal is a comprehensive exploration of the significant impacts of socioeconomic forces on employee performance management and monitoring practices, particularly in the dynamic context of the hospitality industry. Our primary objective is to understand how these factors influence the workforce management strategies of Hilton Hotels & Resorts, a global and fastest-growing hospitality company with a portfolio of 23 world-class brands, nearly 7626 properties, 1.1 million rooms in 126 countries and territories, and more than 173 million Hilton Honors members. (Fachada, 2023: p. 7, Hilton, 2024). This vast reach and influence position it as the most diversified hospitality firm in the world. The launch of the Hilton Honors program further underscores the firm's commitment to growth and innovation. Hilton's human resource strategies and ability to effectively manage its workforce across various work arrangements are pivotal and set the industry's standard.
The COVID-19 pandemic has not only been a health crisis but also a catalyst for a profound shift in workforce priorities, forcing firms to redefine their operations (Sarkis et al., 2020: p. 1). Socioeconomic factors have played a significant role in shaping these changes, influencing alternative work modes such as hybrid/remote work, flexi-hours, and job-sharing (Spurk and Straub, 2020: p.1). Most residences, eateries, theme parks, and movie theatres were closed during the pandemic. According to Sigala (2020), the travel ecosystem's disruptive influence affected global tourism. 
This proposal is a deep dive into the impacts of socioeconomic factors such as economic fluctuations, social trends, and technological advancements on Hilton's employee performance monitoring and evaluation strategies in different work modes. Understanding these impacts is crucial and necessary, as performance management is a key driver of employee engagement, productivity, and retention. By providing a comprehensive view of current issues and potential solutions, this research aims to equip the industry with the knowledge needed to navigate these challenging times.
Organisations should not just consider but implement effective performance management systems to ensure sustainable business growth.


Discussion/Literature Review
Socio-Economic Factors Affecting Hilton Performance Management
Economic Factors
Economic stability significantly impacts the hospitality industry. Economic downturns, such as the global recession or the COVID-19 pandemic, lead to reduced travel and lower occupancy rates, affecting revenue and employee performance management. Nearly 4 million jobs were lost in the accommodation and food services sectors between 2020-2021 (Bureau of Labor Statistics, 2022). Economic pressures from reduced revenues have forced cost-cutting measures like furloughs, layoffs, and operational adjustments. Layoffs, although sometimes necessary, can lead to negative emotions among workers and decreased productivity. These economic challenges incentivise Hilton Hotels to embrace flexible work options to attract and retain talent (Murton et al., 2010). Additionally, economic pressures have increased labour costs, with the industry facing retention challenges amidst staff shortages and high turnover rates, reaching 73.8% in 2022 (York, 2023).

Social Factors
Societal factors such as urbanisation, population ageing, and digitalisation reshape guest behaviours and workplace norms. The pandemic led to a sharp decline in hotel occupancy and income due to government-imposed travel restrictions and stay-at-home orders (Torrington et al., 2020). Labour shortages became prevalent, with significant workforce losses in the accommodation and food service sectors (Johnston et al., 2012). Social media and digital communication have also transformed social interactions, influencing consumer expectations and employee engagement. Abbas et al. (2019). Hilton must adapt resourcing strategies to cultivate an adaptive, service-oriented workforce that meets dynamic consumer needs. HR's role is evolving to align talent with long-term strategic priorities, focusing on proactive workforce planning, culture moulding and employee engagement (Kang and Lee, 2021).



Technological Factors
Technological advancements enable new work modes and performance monitoring tools. Technology allows for real-time performance tracking, multi-source feedback, and virtual coaching, which are critical for managing a dispersed workforce. Contemporary performance management practices involve continual feedback, coaching, goal alignment, and career development opportunities (Beerkens, 2022). Adopting digital platforms for remote work, virtual training programs, and advanced analytics for performance evaluation is becoming integral to performance management in the hospitality industry. Hilton manages and monitors employees effectively, regardless of their work mode.  However, technology also challenges ensuring consistent and fair performance assessments across different work modes.
Industry Trends in Employee Retention and Turnover Rates
Retention Rates
Job satisfaction, career development opportunities, and work-life balance influence retention rates. For instance, during the pandemic, most restaurants had to restrict their business to takeout only, significantly impacting labour needs and job stability (Torrington et al., 2020). Hilton has implemented various strategies to improve retention, including comprehensive training programs, career advancement opportunities, and employee recognition initiatives. Businesses reimagining their operations and products can recover more effectively from the consequences of the pandemic (Marchington and Wilkinson, 2016).
Turnover Rates
The hospitality industry faces high turnover rates, with employees often seeking better opportunities or leaving due to job dissatisfaction. According to the Bureau of Labor Statistics, the hospitality industry consistently shows higher turnover rates than other sectors. The COVID-19 pandemic exacerbated these challenges, with staffing constraints increasing workloads for remaining employees and often leading to decreased output and work quality (Lippert et al., 2021). This high turnover disrupts operations and negatively impacts service quality, prompting companies like Hilton to address the issue through employee engagement and development programs. Hilton's "Thrive Hilton" initiative, which focuses on personal and professional growth through wellness initiatives, financial well-being, and recognition and rewards, has effectively reduced turnover rates. (Hilton, 2022).
Success in retention and turnover management depends on resilience and adaptability, including a company's ability to manage its supply chain and operational adjustments (Mujtaba and Senathip, 2020). These trends highlight the importance of effective performance management systems in retaining talent and reducing turnover costs in a post-pandemic world. Monitoring the effectiveness of these strategies across different work modes is crucial for sustaining a motivated and skilled workforce.
Emergence of Different Work Modes in the Hospitality Industry
Hybrid Work Mode
Hybrid work models have become a prominent arrangement where employees split their time between remote and onsite Work. These systems offer unique advantages, such as enhanced environmental experiences, lower labour costs, increased employee satisfaction, and greater flexibility (Grzegorczyk et al., 2021). While frontline roles such as housekeeping and front desk require physical presence, administrative and support roles can operate in a hybrid model. Hilton has implemented hybrid work arrangements for HR, Sales, Marketing Administrative and IT roles. (Hilton, 2024). Hybrid work modes can improve work-life balance and disrupt traditional office environments and interpersonal dynamics critical to hospitality workflows. Operational measurements and performance incentives must align with performance management goals and indicators to ensure efficient strategy implementation.
 Remote Work mode
Remote Work allows employees to operate from home or any location outside the traditional office environment, gaining significant traction during the COVID-19 pandemic to maintain operations while adhering to health guidelines. This mode offers improved work-life balance, reduced commuting time, and increased flexibility (Corporate Wellness Magazine, 2024). However, it also presents challenges, including potential disengagement from company culture and difficulties in seamless collaboration with onsite teams (Friedman, 2012). The suitability of remote Work depends on the company's size, culture, and needs. At the same time, industries like technology, creative, or consulting benefit from greater flexibility, and businesses such as construction sites, retail establishments, and manufacturing plants may find onsite personnel management more effective (Jooss et al., 2021).


Flexible work mode
Flexible work modes, including part-time roles and job-sharing arrangements, allow employees to work on schedules that suit their personal needs. This flexibility can improve employee satisfaction and reduce burnout, making the organisation more attractive to a diverse talent pool. However, schedules complicate monitoring productivity, attendance, and goal achievement (Horn, 2009).

Examples from Major Hotel Brands
Marriott International: Marriott has embraced technology to improve performance management across work settings. Tools like Workday and SuccessFactors facilitate continuous performance feedback, goal establishment, and development planning. Additionally, Marriott conducts employee engagement surveys to gather feedback and make enhancements. (Andrew, 2019).
InterContinental Hotels Group (IHG): IHG has introduced the "IHG Way of Sales" program, offering work arrangements for sales teams. (IHG Hotel and Resort, 2024). This program emphasises performance management through check-ins and reviews to ensure consistency and accountability.
Radisson Hotel Group: Radisson has launched a "Balanced Work Life" initiative that promotes work options and remote work opportunities for positions. (Radisson Hotels, 2024). This initiative includes performance management strategies such as coaching, online training modules and tools for tracking performance.
Potential Solutions
Hilton's HR Strategies for Managing Different Work Modes
Successful leadership is essential to any organisation's Success.  While managers track and regulate performance to maintain organisational stability, leaders are strategists and visionaries. Hilton's HR department should address several key priorities to optimise human capital management in this evolving landscape. Annual performance reviews ensure that staff demonstrates desired attributes like productivity, interpersonal skills, quality consciousness, attendance/punctuality, and job knowledge (Gallagher, 2016). Various cultural factors influence employee perceptions of fairness and openness in performance evaluation. Employee acceptance and trust in the assessment process rely on their perception of its impartial, transparent, and bias-free conduct (Nayem and Uddin, 2024). 
Hilton should implement integrated digital platforms to consolidate performance data and facilitate comprehensive performance evaluations across different work modes. Tracking these metrics requires enhanced digital tools and centralised reporting systems to capture data across dispersed teams (Johnston, Clark, and Shulver, 2012). Developing customised performance metrics tailored to different work modes can also ensure fair and accurate assessments. Metrics should consider each work mode's unique challenges and opportunities, such as real-time analytics, customer feedback integration, and frequent coaching check-ins (Armstrong and Taylor, 2020). This approach will ensure that Hilton gathers comprehensive insights into staff productivity and service quality regardless of work location. Providing regular training and development opportunities can enhance employee skills and engagement. Managers should embrace online learning modules, webinars, microlearning apps, and other digital platforms to build skills continuously (Friedman, 2012). Hilton can also create opportunities for in-person training to facilitate hands-on learning. Implementing employee engagement initiatives, such as recognition programs, wellness activities, and feedback mechanisms, can boost morale and retention. Facilitating connection, communication, and a unified culture is critical across different work arrangements. It may involve virtual team building, messaging platforms, videoconferencing, and interactive training to mitigate feelings of isolation (Torrington et al., 2020). HR should facilitate mentoring programs and implement pulse surveys to gauge remote/hybrid staff engagement levels. Moreover, implementing new policies, technologies, and ways of working requires strategic change management. Hilton HR should conduct impact analyses, develop communication plans, provide resilience training, and solicit continuous feedback to ease new performance processes and work modes (Marchington and Wilkinson, 2016).


Evaluation and Conclusion
This research proposal has examined the impacts of socio-economic forces on employee performance management and monitoring in different work modes within Hilton Hotels & Resorts. The analysis highlighted the influence of economic, social, and technological factors on performance management practices. The literature review also explored industry trends in employee retention and turnover, emphasising the need for effective performance management systems.
The emergence of different work modes, including hybrid, remote, and flexible arrangements, presents both opportunities and challenges for Hilton. Although improving the work-life balance, these rather unsystematic patterns create new challenges to effective and fair talent management. Continuous professional development will enable Hilton to develop and promote its professional practice (CIPD, 2024). Industry examples from Marriott, IHG, and Radisson demonstrate successful strategies for managing and monitoring employee performance across varied work modes.

Hilton Hotel and Resort HR departments can upgrade performance management processes through digital performance tracking tools, analytics, coaching, virtual training, and change management. Enhancing connectivity ensures the active participation of staff across different settings (Murton et al., 2010). Contemporary HR roles have shifted from traditional tasks to integrating human capital to execute key business strategies. The study will outline the new challenges and opportunities for HR and determine best practices in managing a diverse, distributed workforce in the current socioeconomic context by analysing Hilton as a case study. These results inform employee training and performance strategies in the various work arrangements in the hotel industry. The hospitality industry can effectively manage human resources to deliver excellent guest services during disruptions and change.
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