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1. Introduction
Organisational performance management focuses on evaluating performance and distributing rewards, where successful performance is perceived as the outcome of the interplay between individual capabilities and motivation (Torrington et al, 2020). In the dynamic landscape of the hospitality sector, the management of employee performance is shaped by numerous socio-economic factors. Socio-economic forces consist of various external elements such as economic conditions, societal shifts, technological progress, and changing demographic trends, all of which impact the functioning of organisations and the dynamics among employees. As the Human Resources Manager at Hilton Hotels, comprehending these influences and their effects on various modes of work is essential for enabling effective performance management and enhancing employee contentment. The forthcoming proposal will thoroughly investigate these aspects and offer practical insights and recommendations to enhance performance management strategies within the ever-changing hospitality sector.

2. Background of Hilton Hotels
Hilton Hotels, founded by Conrad Hilton in 1919, has grown to become one of the largest and most recognised hotel chains globally, with over 7626 properties in 126 countries (Hilton, 2024). Known for its commitment to hospitality and innovation, Hilton Hotels aim to become the global leader in hospitality by providing guests with genuine experiences, offering team members rewarding opportunities, delivering significant value to owners, and making a positive difference in the communities they serve (Hilton, 2017). In the past years, Hilton has often been nominated one of the best organisations to work for (Great Place to Work, 2023).

3. Socio-economic factors
Socio-economic factors play a vital role in shaping the employee performance management systems within Hilton Hotels. These factors encompass a variety of elements, including economic circumstances, income distribution, educational attainment, and cultural standards, all of which exert a substantial impact on the organisation’s approach to managing employee performance.

3.1 Economic Conditions
Economic factors within the PESTLE framework play a pivotal role in shaping employee performance, offering both opportunities and challenges. In times of economic stability, organisations have the chance to invest more in training and development, fostering skill enhancement and better performance. Similarly, economic growth enables organisations to enhance recognition and rewards programs, igniting motivation and improved performance levels. Additionally, favourable economic conditions create prospects for career advancement, leading to heightened job satisfaction and increased employee performance. Conversely, challenges arise during economic downturns with constraints on salaries and benefits dampening motivation and performance (Ivancevich et al., 2018). In the hospitality sector, economic fluctuations can cause shifts in consumer behaviour, occupancy rates, and revenue, consequently influencing staffing levels and employee morale. Job insecurity stemming from economic instability can contribute to heightened stress and reduced performance (Kelliher & Anderson, 2010), while resource limitations due to economic challenges can impede employee performance by restricting access to essential training, equipment, and tools. During a recession, qualified employees may depart for opportunities in other industry sectors. (Kim, Roehl & Lee, 2019). The inflationary environment can also notably affect the labor expenses of hotels and automatically for Hilton Hotels. With escalating inflation rates, employees may seek higher wages to uphold their living standards amid diminishing purchasing power, thereby resulting in heightened labor costs for hotels, encompassing salaries, wages, and employee benefits. (LHC, 2023)
 
3.2 Social Trends
Social factors significantly influence employee performance by shaping the working environment and organisational dynamics, encompassing demographic trends, cultural influences, social attitudes, and lifestyle changes. Understanding these elements allows organisations to leverage opportunities and mitigate challenges, thereby enhancing employee performance. Demographic changes, for instance, bring both opportunities and challenges: a diverse workforce can introduce varied perspectives and foster innovation, enhancing creativity and problem-solving; however, effective communication and conflict resolution strategies are essential to manage potential cultural misunderstandings and biases within this diverse demographic (Cox & Blake, 1991). 
Promoting work-life balance through flexible working hours, telecommuting, and wellness programs can increase job satisfaction, reduce stress, and enhance productivity (Beauregard & Henry, 2009); however, balancing these initiatives with organisational goals can be challenging, especially in high-pressure environments. Similarly, higher levels of educational attainment and specialised skills among employees can drive innovation and provide a competitive advantage for the company, but keeping pace with the rapid technological and industry changes necessitates continuous investment in training and development.
Organisations that align their values with social expectations and cultural norms can build a strong, positive employer brand, attracting and retaining top talent; however, differences in cultural norms and values can sometimes lead to conflicts and misunderstandings within a multicultural workforce (Hofstede, 2001). Similarly, fostering a positive work culture that values employee engagement, transparency, and inclusivity can lead to higher levels of motivation and commitment (Duffy, Dik & Steger, 2011), but negative social attitudes towards work, such as viewing it merely as a means to an end, can decrease employee engagement and productivity. Implementing comprehensive health and wellbeing programs can enhance overall employee performance by reducing absenteeism and improving mental and physical health; however, addressing the diverse health and wellbeing needs of a workforce can be complex and resource-intensive (Goetzel & Ozminkowski, 2008). 

4. Current Issues in Employee Performance Management
Employee performance management has attracted significant attention in academic and practical contexts because of its crucial role in improving organisational effectiveness. Current challenges in EPM are diverse, shaped by rapid technological progress, changing employee expectations, and fluctuations in the global economy. One notable challenge is the transition from traditional yearly performance evaluations to continual performance management (CPM). Recent research conducted by Pulakos, Mueller-Hanson, & Arad (2019) suggests that CPM encourages continuous feedback, aligning goals, and fostering development, which leads to enhanced performance and employee engagement. Nevertheless, the implementation of CPM presents obstacles, including resistance from managers and the necessity for substantial adjustments in organisational culture and procedures.
Moreover, the incorporation of technology in employee performance management has brought about a mixture of advantages and hurdles. The use of digital performance management tools has the potential to enhance efficiency by simplifying procedures and offering instantaneous data and valuable insights (Georgiou, Gouras, & Nikolaou, 2019). Nonetheless, the dependence on such tools gives rise to apprehensions regarding data privacy, the depersonalisation of managerial processes, and potential biases in algorithmic decision-making (Nguyen & Malik, 2022). Upholding ethical standards and tackling these biases are crucial for upholding trust and equity in the professional environment.
One significant challenge involves ensuring that performance management systems are in sync with the goals of both the organisation and its employees. Studies conducted by de Waal and Counet  (2009) emphasise the critical nature of aligning employee performance management practices with strategic objectives to improve organisational performance. Inconsistencies in alignment can result in disengagement and a decline in the efficiency of the employee performance management system. Moreover, the increasing attention placed on employee well-being requires performance management to take into account comprehensive aspects of employee development, rather than solely concentrating on metrics and outcomes, as indicated by Van De Voorde, Paauwe, & Van Veldhoven (2012).
Diversity and inclusion are also key factors in modern employee performance management concerns. Research indicates that adopting inclusive performance management techniques can utilise a range of talents and viewpoints, leading to increased innovation and competitiveness (Harrison, Newman, & Roth, 2006). Nevertheless, biases in performance appraisals and growth opportunities pose substantial challenges, highlighting the need for deliberate actions to promote fairness in employee performance management frameworks.

5. Managing and Monitoring Performance in Varied Work Settings
5.1 On-Site Work
On-site work remains the predominant mode in the hospitality industry. Performance management in this context involves direct supervision, regular in-person check-ins, and immediate feedback mechanisms. For Hilton, tools such as operational audits, mystery shoppers, and guest feedback surveys are critical in assessing and improving employee performance. In the context of the COVID-19 pandemic, the importance of adhering to health and safety regulations has significantly heightened. However, balancing employees' desires for flexibility and work-life equilibrium with traditional fixed office hours can present conflicting challenges.

5.2 Remote Work
Although not as prevalent, remote work is becoming more popular in hospitality back-office roles thanks to technological progress. Supervising remote employees' performance includes using digital tools to monitor output, conducting virtual meetings, and using performance dashboards. Sustaining motivation and establishing effective communication channels are vital in this remote work setup. Managers are required to adjust to diverse schedules while maintaining regular performance assessments, highlighting the necessity for a strong communication framework that can accommodate non-traditional working hours.

5.3 Hybrid Work
In a hybrid work setup that blends on-site and remote components, achieving a well-rounded performance management strategy is crucial. Key elements include utilising flexible scheduling tools, promoting accountability across the organisation, and facilitating smooth communication between on-site and remote teams to enhance performance monitoring effectively. Managers may face challenges in providing all employees with equitable advancement opportunities and feedback, while monitoring productivity can prove challenging in the absence of adequate technological tools.

6. Illustrative instances of Performance Management at Hilton Hotels
6.1 Hilton Performance Management System 
Hilton employs a robust performance management system encompassing continuous feedback, goal setting, developmental reviews, and recognition programs. The system leverages technology to provide real-time performance insights and facilitate transparent communication between managers and employees.



6.2 Hilton Team Member Survey
At Hilton, employees go through a thorough annual performance evaluation using a balanced scorecard approach. The assessment includes input from colleagues, self-assessment, evaluations from subordinates, and feedback from customers. The primary evaluator is usually the employee's direct manager, with their assessment accounting for about two-thirds of the overall evaluation. In important or specialised roles, external peer experts may contribute to improve assessment accuracy. The evaluation result determines the employees' annual ratings, which typically range from A to E (Ma, 2021). 

6.3 Hilton Recognition Programs
These programs acknowledge and rewards employees for exceptional service and achievements. Hilton adheres to a number of recognition projects, such as A Hilton “HIGH FIVE!”, THE SPIRIT AWARD or CATCH ME AT MY BEST, and the scheduled recognition events are posted in the Hilton Recognition Calendar (Hilton, n.d.). Recognising and celebrating employee contributions fosters motivation and reinforces positive performance behaviours.

7. Industry Examples
Marriott International exemplifies effective performance management by monitoring employee management across various work modes through the utilisation of performance management software offering real-time feedback and performance metrics (Accenture, 2024). The company also promotes flexible work arrangements and implements wellness programs to manage employee stress levels and enhance overall satisfaction. Similarly, InterContinental Hotels Group (IHG) emphasises monitoring employee management in different work modes by leveraging digital platforms for regular performance reviews through the Colleague HeartBeat survey (IHGPLC, 2022) and goal setting, ensuring ongoing employee engagement. IHG supports remote work for administrative positions and has established clear policies for hybrid work setups. Radisson Hotel Group also emphasises monitoring employee management across different work modes by utilising virtual communication tools and applications to facilitate employee engagement and performance tracking. Additionally, they have introduced flexible scheduling and part-time roles to accommodate diverse employee needs and manage peak demand periods effectively.

8.  Potential Solutions
Mullins & Dossor (2013) stress that, before setting goals in an organisation, performance outcomes and achievements should be analysed, including aspects such as employee performance and attitudes, such as work organisation and execution, performance standards, monitoring systems, employee evaluations, customer interactions, personnel protocols, staff relationships, adherence to authority, and loyalty.
Employee performances during service delivery can be assessed using mystery shopping programs, enabling the identification of service delivery issues and employee performance gaps, as well as facilitating the establishment of tailored training programs aligned with predefined standards (Katlav & Aydın, 2020). To enhance performance management, organisations may consider implementing enhanced training initiatives focusing on cultural competence, technological skills, and adaptive leadership to adapt to changing socio-economic dynamics. Furthermore, integrating artificial intelligence (AI) and machine learning for predictive analytics can help in identifying performance trends proactively, while customised performance metrics tailored to individual employee requirements and contextual factors can enhance the relevance and effectiveness of performance evaluations. Embracing flexible work arrangements like staggered shifts and telecommuting options can cater to diverse employee needs, improve work-life balance, and promote accountability through clear performance expectations and communication guidelines.

9. Conclusion
Examining socio-economic influences uncovers significant effects on performance management in the hospitality industry. Economic circumstances determine staff workloads and resource distribution, technology developments streamline supervision methods, societal shifts impact work styles, and demographic trends require inclusive strategies. While Hilton Hotels demonstrate effective performance management through tools like the Hilton Performance Management System, Team Member Survey, and Recognition Programs, enhancing training schemes, integrating AI, customising metrics, and adopting flexible work setups can enhance performance outcomes further. By enacting these suggestions, Hilton can elevate service excellence, nurture a motivated and robust workforce, and establish itself as a frontrunner in adaptive and inclusive performance management practices.
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