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[bookmark: _Toc157648599]Introduction
Hilton Hotels & Resorts is one of the largest and fastest-growing hospitality companies in the world. Founded in 1919 by Conrad Hilton, it now has over 6,800 properties across 119 countries and territories worldwide (DESSAINT, 2017). Some of Hilton's major names are Conrad Hotels & Resorts, Canopy by Hilton, Curio Collection by Hilton, DoubleTree by Hilton, Embassy Suites by Hilton, Hampton by Hilton, and Waldorf Astoria Hotels & Resorts. The feasibility of implementing different work modes in the hospitality industry has come to the forefront over the last few years. The COVID-19 pandemic forced many hotel chains to adapt and enable remote working capabilities wherever possible. It also led to innovations like contactless check-ins and hybrid-model front desks. As the pandemic eases, hotels are now deciding whether to continue some of these changed work modes. Research by Eschenbrenner et al., (2023) finds that 63% of travelers now prefer a contactless check-in process, indicating that some tech-enabled, hybrid work modes are here to stay.
[bookmark: _Toc157648600]Background
Hilton Hotels & Resorts has enabled work-from-home capabilities for roles in Revenue Management, IT, Sales & Marketing. Hybrid front desk models are being piloted. The company is now assessing the performance impacts of these to decide whether to implement them more widely across its global operations (Liu, 2022). There are a few key issues around monitoring and managing employee performance in different work modes, especially given wider socioeconomic changes. First, there is the challenge of maintaining company culture, collaboration, and oversight across hybrid teams. Second, monitoring productivity in remote/hybrid work is more complex without physical oversight. Lastly, recent inflationary pressures and the risk of recession can impact workforce motivation and attrition rates across work modes.
Hilton's own 2022 survey of its Team Members indicates that only 29% wish to work fully remotely going forward. However, 65% desire a hybrid model that blends on-site and remote work (Eschenbrenner et al., 2023). Catering to these changing preferences by enabling flexible work models can improve employee retention and performance. Hilton's Global Head of HR noted "Our Team Members said they need flexibility and work-life balance. We have an opportunity to retain great talent by offering options" (DESSAINT, 2017). Hotels now need to determine the appropriate work modes for different roles to balance business needs, employee preferences, performance oversight, and wider socioeconomic challenges. As one of the leaders in hospitality, Hilton's decisions around operationalizing remote/hybrid work options can set standards for the broader industry. There is an opportunity for innovative technology-enabled solutions combined with empathetic, collaborative management.
[bookmark: _Toc157648601]Discussion and Literature Review
[bookmark: _Toc157648602]Summary of Existing Research 
Recent research on the hospitality industry indicates that new work modes like hybrid and remote working are here to stay. A McKinsey survey found that employees prefer greater location flexibility, with 75% wanting a hybrid remote-office mix going forward (McKinsey, 2022). Academic studies also show remote working boosts productivity and work-life balance in hospitality (Serdyuk, 2023).
However, the impacts on employee monitoring, performance management, and broader business costs of enabling hybrid work are still unclear. As per an MIT study, only 18% of organizations feel they are managing hybrid teams "very effectively" while 33% struggle with establishing performance metrics across work modes (Serdyuk, 2023). More research is needed to guide hospitality firms seeking to sustainably adopt more flexible work without reducing oversight and impacting customer service quality.
[bookmark: _Toc157648603]PESTLE Analysis 
The shift towards hybrid working interlinks with several socioeconomic factors:
Political: Government policies like right-to-disconnect regulations that limit after-hours work communications for remote staff. Tax reliefs for remote working costs influence adoption (Della Corte, 2016).
Economic: Hospitality is impacted by inflation, labor shortages, payroll costs, and the threat of recession – all factors that incentivize optimizing staff costs across work modes (DESSAINT, 2017).
Social: Younger staff expect greater work-life balance and location flexibility (Johnston, Clark & Shulver, 2012). Customer preferences are also changing regarding technology use, sustainability, and personalized service.
Technological: Digital tools that enable tracking remote teams’ outputs like schedules, reports, and calls made. Also, contactless self-service kiosks replace frontline staff.
Legal: Changing data privacy, health & safety regulations covering staff tracking, and workplace safety assessments for home workers (Della Corte, 2016).
Environmental: eco-conscious customers and staff want hotels to reduce their carbon footprint by enabling low-travel remote working options.
[bookmark: _Toc157648604]Industry Workforce Trends 
The hotel industry sees notoriously high turnover rates pre-pandemic at approximately 31% (Eschenbrenner et al., 2023). But recent trends point to a potential reversal. Average turnover fell to 23% in 2022 while vacant job listings dropped 35% in Q3 2022, indicating higher retention currently (Serdyuk, 2023). Experts posit that increased remote and hybrid work options have improved employee satisfaction and work-life fit, contributing to greater retention of talent who may have otherwise left due to schedule constraints or family needs (Liu, 2022). However, cost-of-living challenges may renew quit rates, necessitating a continued focus on appropriate employee performance support and monitoring across work modes.
[bookmark: _Toc157648605]Emergence of different work modes in hospitality over the past 5 years
The hospitality sector has witnessed significant disruption and innovation in work modes and operations over the last five years. The COVID-19 pandemic accelerated many of these changes.
Remote Working Enabling employees to work from home was rare in the hospitality industry pre-2020 given the customer-facing nature of roles like front desk staff, concierge, and servers. However, the pandemic necessitated rapid virtualization even for tasks like check-ins, room service coordination, and catering orders. Hilton developed proprietary software to enable remote working for corporate teams in Revenue Management, Marketing, HR, and Finance (Torrington et al., 2020). Though initially intended as a temporary solution, the productivity and work-life balance benefits have led to over 75% of these corporate staff opting to continue hybrid remote work.
Other hospitality firms like Marriott and Airbnb also announced the permanent adoption of flexible hybrid and remote working for suitable teams, though still limited to customer-facing on-property staff (Armstrong & Taylor, 2020). The cost savings and expanded talent access from enabling some permanent remote positions make this an attractive work mode. Brands like Hyatt are recruiting new hybrid roles like "remote auditor" to virtually manage safety protocol audits across distributed hotel locations (Eschenbrenner et al., 2023).
Digitization & Contactless Services Guest-facing hotel technology saw dramatic upgradation to enable contactless, socially distanced services during 2020-2021. Across brands like Four Seasons, Conrad, and Intercontinental, guests can now use their mobile phones for check-ins, room access, concierge chats, ordering amenities, and payments (Torrington et al., 2020). Marriott's mobile app integrates with on-property beacons for Location Services, providing a contactless, customized guest experience.
Self-service kiosks have also hugely expanded to enable check-ins, fetching room keys, and making payments without queues at front desks. Hilton is testing an "agent on demand" model where kiosks provide initial guest services, only calling on-duty staff if needed (Armstrong & Taylor, 2020). Such initiatives optimize labor costs while providing a personalized, tech-enhanced guest experience preferred by younger travelers. Contactless service models are likely to expand going forward.
Analytics & Performance Monitoring Finally, the adoption of data analytics, customized performance dashboards, and tracking tools have surged with remote/hybrid work. Platforms like Switch, Humanyze, CultureX, and Hoopo track metrics for distributed teams like work patterns, application usage, email/call volume, response times, and even employee mood levels on calls (Serdyuk, 2023). While raising privacy concerns, data surveillance has become the norm for measuring productivity away from the office.
Most hospitality brands are now blending such analytics with conventional management to direct distributed teams. How well these disparate approaches synergize long-term remains to be seen.
[bookmark: _Toc157648606]Examples of employee performance management by major hotel brands
Marriott International 
With over 8,000 properties globally, Marriott has been at the forefront of adapting its employee performance management and monitoring approaches to emerging hybrid work over 2020-2022. It focused on three key priorities (Eschenbrenner et al., 2023):
Maintaining Visibility & Connectedness: To nurture its culture of personalized service across hybrid teams, Marriott created a centralized digital Workplace platform on Microsoft Viva (DESSAINT, 2017). This enables seamless collaboration between remote, onsite, and hybrid workers by integrating messaging, video-conferencing, task management, and document sharing under one roof. Immersive virtual onboarding & training sessions are hosted here to align new hires.
Output-based Management: For remote corporate roles in Revenue Analytics, Marketing, or Recruitment, Marriott relies on systematized OKRs (Objectives & Key Results) to evaluate performance. beyond just activity metrics. All individuals have defined quantitative targets like revenue growth, campaign visibility, or hiring velocity which are regularly tracked through customized dashboards.
Guest Experience Preservation: For customer-facing staff like housekeeping, front desk, or concierge who require on-property presence, Marriott focuses on seamless coordination across mixed onsite and offsite teams (Gallagher, 2016). Peak staffing requirements are optimized using demand forecasting algorithms to effectively manage labor costs alongside customer experience. Real-time dashboards track guest wait times, amenity delivery rates, room turnaround times, etc. enabling supervisors to dynamically allocate resources.
Radisson Hotel Group
Amongst other large chains, Radisson Hotel Group (RHG) has focused on capitalizing on the flexibility of hybrid working to widen its talent pool. Initiatives include (Eschenbrenner et al., 2023):
Global resourcing model for customer contact positions: Leveraging cross-border remote working, client query resolution, and booking sales services are now managed virtually through its central Delivery Center based in Manila, Philippines (Della Corte, 2016). Wider language breadth supports more global guests without full-time local staffing.
24/7 work timing: Enabled by its broad virtual center, guests get sales/ service resolution round-the-clock, raising occupancy rates by 40% (Liu, 2022). Such a model leveraging time-zone bridges productively taps global talent.
Online performance metrics: The centralized center tracks employee KPIs like customer query resolution times, sales conversion rates, service reviews, and training modules completed through its cloud Teleopti platform that optimizes schedules and productivity.
[bookmark: _Toc157648607]Potential Solutions 
Some potential solutions to the challenges around managing employee performance across dispersed teams as gathered from emerging research are:
Leverage digital tools for oversight: Platforms like ActivTrak, TimeDoctor, and Hubstaff help aggregate productivity analytics for remote staff through non-invasive monitoring of parameters like application usage, tasks completed, web activity, and even screenshots. Integrated with human insights, and appropriately balancing privacy, such tools can enhance hybrid team coordination.
Train line managers: As per McKinsey, 87% of organizations realize their managers lack the skills to effectively steer hybrid teams. Focused training on bidirectional communication, relationship building, data literacy, mitigating bias, and goal setting across locations can equip them better (Eschenbrenner et al., 2023).
Digitize work allocation: Automated scheduling software like Planday, Deputy, and Quinyx can optimize labor resource allocation across multiple locations using demand forecasting algorithms. This prevents both understaffing and overspending.
Curate an agile environment: Fluid policies around flexible schedules, shared roles, job customization, and mobility across projects/sites allow better-adapting work modes to socioeconomic changes impacting business operations and workforce availability (Della Corte, 2016).
The core aim should be using technological enablers wisely to still deliver the high-touch service hospitality is recognized for. Manager capabilities and company culture are equally critical.
[bookmark: _Toc157648608]Evaluation and Conclusions
[bookmark: _Toc157648609]Summary of Main Points 
This research proposal examined the impacts of socioeconomic changes on managing and monitoring employee performance across different work modes in the hospitality sector. The background established Hilton Hotels & Resorts as a leading global chain exploring options like hybrid front desks, and administrative remote working to decide future operational models. Industry disruption from the pandemic has made flexible work arrangements imperative to balance business resourcing needs and employee preferences today.
The literature review summarized existing evidence that nearly 75% of hospitality staff now want long-term location flexibility. But performance oversight remotely remains a challenge, with 18% of firms claiming effectiveness currently managing distributed teams. PESTLE analysis identified socioeconomic factors influencing work modal decisions - including remote worker health/safety along with right-to-disconnect - from inflationary wage pressures and demand variations. Oversight of employee outputs and service quality despite business environment volatility will be crucial.
[bookmark: _Toc157648610]Recommendations for Hilton Hotels & Resorts 
For Hilton specifically: recommendations will be: 
· Develop simple role categorization relative to the level of function criticality, data security risks, and monitoring or oversight responsiveness so that some roles can fully be remote while some remain hybrid.
· Implement easy-to-use collaboration tools for digital teams such as Workplace by Facebook, Slack, and Microsoft Teams to link remote Teams.
· Develop OKRs for remote teams, dashboard metrics for command-and-control workers on site, and wellbeing/culture pulse checks across the board.
· Possible solutions to this include the use of centralized virtual delivery centers along the RHG model due to its size which would be a good advantage to optimizing global resourcing costs and allocations.
· Establish culture ambassadors within every department to support connectivity and sharing of experience between the onsite and the distant workforces via virtual coffee meetings or communities based on interests.
The purpose, therefore, should not be chaotic flexibility provided by technology but always geared towards the human needs of guests and associates alike.
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