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[bookmark: _Toc168660778]Introduction and Background
The hospitality industry historically has been one of the most important contributors to the global economy, and it is also proven that the industry is highly resilient in the face of uncertainty. However, Armstrong  and Taylor (2020) highlighted that to remain successful, the hospitality business has to retain top talent, and also attract some of the most talented employees working in the sector. Performance management and monitoring plays a very important role in ensuring that the employees improve their skills and capabilities and use their talents to achieve the goals and aims of the organisation. Performance management as identified by Torrington et al. (2020) is the process of evaluating the overall performance of the employees by providing them with feedback and setting the goals while motivating them to achieve the goals that serve a larger purpose. When employee performance is constantly monitored, it can help the senior managers to identify the areas in which the employees require training and additional support. The potential problems faced by a team as a whole and major issues reflected in the department is easily understood with the help of performance management (Friedman, 2013). However, in the past couple of years, external social economic factors have played a very important role in the performance management of the employees and monitoring employees in different modes of work. The outbreak of the COVID-19 pandemic has significantly transformed the nature of work and hence, the wider impact of these external social, economic, and even political forces on performance management and monitoring is extremely important to evaluate and understand.
This particular proposal is based on the human resource management practices of JW Marriott, one of the largest international Hotel brands that has its operations in more than 35 different countries around the world. JW Marriot focuses on pursuing existence and has developed a people first approach where the focus is not only on meeting the customer needs and requirements but also identifying the needs of the employees and fulfilling them so that they can offer excellent customer service (Gallagher, 2022). JW Marriott also identifies the importance of embracing change and evaluating the factors that can lead to change in the needs and requirements of customers and employees alike. Hence, the senior managers never shy away from challenging the status quo.
In the past couple of years, Marriott international have implemented both hybrid work mode and Flexi work mode within the organisation. With the help of fluid workstations, digital resources and shared spaces, JW Marriot and Marriott international have been successful in promoting transparency and collaboration (Horn, 2009). 
Along with Hybrid work mode, time flexibility is also a major strategy that has been implemented to help the employees fix the time that they will dedicate to their work. This has been specifically early relief for the female employees since they have been able to manage both their household as well as office responsibilities. Flexible working hours have allowed Marriott to maintain a 24×7 service for its customers. However, in each of these models, the issue of employee performance management has emerged. For instance, Aguinis  and Burgi-Tian (2021) reported that in the hospitality sector, managers often complained that they have less visibility in the daily activities of the employees when they are working in a hybrid working model. This has had a major impact on employee performance. Flexible work models also have presented a lot of performance obstacles and problems for the employees, especially in terms of difficulties faced by them in prioritising their tasks. The focus of this proposal is to identify the impact of the socio-economic force on performance management of employees in different work modes that have been implemented in JW Marriott and Marriott international. Along with PESTLE analysis, industry trends and emergence of different types of work mode in Marriott international is also going to be analysed. The factors that can help Marriott international to manage employee performance in different work modes will also be analysed in the due course of the study.
[bookmark: _Toc168660779]Discussion/Literature
· Socio-economic factors affecting employee performance management
To identify the social and economic forces that have been impacting employee performance management in the hospitality sector, the PESTLE analysis is going to be carried out.
Political: Marriott international has been operating in more than 35 different countries around the world. As a result, political instability and changes in government policies such as taxes, corruption, and tariffs can play a very significant role on employee performance and institutional effectiveness (Vahdat, 2022). For instance, if the labour union is extremely strong in a particular country that is also facing problems such as corruption and red tapes, the implementation of performance management policies such as job monitoring and completion of work within deadline can be prevented from implementation.
Economics: A very important economic impact has been the rise of the gig economy. The World Bank data suggest that as of 2023, the gig economy accounts for nearly 12% of the global labour market (worldbank.org, 2023). As a result, monitoring and managing the employees under gig economy can be a major problem since the gig workers are not subjected to regulations and rules as traditional employees and they also might require some level of support and training. Problems with compliance and performance can emerge.
Social: The changing demographic in the workforce can be extremely challenging to monitor and manage the employees effectively. For instance, Power (2023) stated that women account for 51.3% of the total workforce in the global hospitality industry. However, the women employees often prefer to choose the morning shift rather than night shift. Under such conditions, the performance of male employees within the organisation can get hampered because of the burden of night shift falling on them. Different employees from different cultures can have diverse expectations and communication styles and they also require different types of support to perform their tasks better.
Technological: The global artificial intelligence in hospitality and tourism market size is currently 11.03 billion (GBP) as of 2022. By the end of 2030, it is likely to be valued at  126.20 billion (GBP). The growth rate is 35.8% CAGR (LinkedIn.com, 2024). The implementation of artificial intelligence in performance management systems can play a very crucial role in improving the feedback loop and also allow the managers to gain easy access to evaluate and review the performance of the employees based on the data that has been collected. Data collected from the employees can be evaluated by machine learning algorithms and predictions regarding customer satisfaction and individual performance enhancement can be made seamlessly.
Legal: Legal legislations such as the data privacy act, data breach response plan, the equality act, equal pay provisions in different countries and employees contract legalities can play a crucial role in employee performance monitoring and performance management. The performance approval of the employees must be free from any sort of discrimination based on race, religion, disability, and gender (Przytuła et al. 2020). The privacy of the employees must be protected by implementing a data breach response plan, which will help in developing trust between the senior managers and the junior employees and it can also contribute to better performance management.
Environment: The workplace environment, culture and values upheld by the organisation towards sustainability and impact of tourism on the external environment can impact employee motivation and productivity thus hampering performance management. The three pillars of sustainability, namely people, planet, and profit can be used to monitor the performance of the employees which will offer better performance outcomes.
· Industry trend affecting employee performance management
When it comes to hospitality performance management, the industry has witnessed a highly transformative shift driven by evolving expectations of the employees and technological development that is redefining leadership, development, and operational efficiency. The most important trend that has taken the hospitality industry by a storm is the implementation of artificial intelligence and machine learning algorithms that has led to data driven personalisation of employee performance management. The hospitality industry has faced high employee turnover which can be extremely disruptive and costly (Hamouche, 2023). When machine learning uses data, to predict customer and employee satisfaction trends, the same data can be used to tailor employee experiences. In a hybrid work mode employee feedback analysis and scheduling optimisation has been recent trends that offer insights into tailor made development and training programs for constant improvement in the performance of the employees which is strategically aligned with the organisational goals. Azizi et al. (2021) stated that data on availability of employees and preference can also be used to optimise scheduling and balancing the individual needs with efficiency of operational practises. In a hybrid and flexible working model, scheduling optimisation can play a very important role in even analysing the best time of the day in which the employees are available so that the tasks can be scheduled accordingly. 

Emergence of different work modes in hospitality industry over these five years
In the past couple of years, there are two types of working models that have emerged. These are the flexible working model and hybrid working model. The COVID-19 pandemic has constantly altered how the people work. Employers have started to value flexibility and in the post-pandemic work environment, hybrid work policies have offered work life balance (Collings et al. 2019). The hospitality employees are given the option to work from either Home or Office. In both cases, the organisations have to create a highly comfortable and versatile workspace to support the people to do their best work. Technology has played a very important part in the development of a new hybrid work environment. Along with virtual meetings, communication has allowed employees to join hands and collaborate with one another even when they are working remotely. Well-designed meeting areas can help facilitate collaboration (Yawson, 2020). Along with the hybrid work model, the flexible work models have also allowed the employees to choose the best time they feel productive and they want to work. As a result, arrangements have been made in the workplace itself where employees are feeling comfortable while understanding opportunities for collaboration. 
How the selected international hotel brand monitors employee’s management in different work modes and potential solutions
International Hotel brands have come up to the challenge and have made every possible change in the workplace environment to facilitate hybrid working and flexible working models. For instance, in 2022, Marriott international opened its global headquarters in Maryland and it has created a hospitable hybrid work environment, which is the extension of the same hospitality that is offered to the guest. Marriott has built flexible meeting areas, ancillary locations and spaces for more private individuals to conduct one to one meeting. In most of the floors, individual workstations are surrounded by versatile and shared spaces with soft seating. This is more like a hotel lobby than a cubicle. In the flexible working model, amenities, and employee comfort have been taken into account (Ahmed et al. 2020). For instance, Taj hotels have ensured that their coffee bar, free snacks and cafeteria is open. 24×7. Taj hotels also has a designated gym, high class technologically automated washroom and shower facilities, and other first-class amenities like a multi cuisine restaurant in the workspace so that the employees feel welcome and comfortable even when they are working in the night shift. Hilton hotel has developed a company culture where employees feel valued and there is open communication promoting a healthy work life balance. To enhance the sense of belonging and inclusion, the women workers are given amenities such as home drop facilities if they are working late night. Highly adjustable desk along with printing and sending emails in different fonts. 
[bookmark: _Toc168660780]Evaluation and Conclusion
The concept of employee performance is no longer subjected to year ending appraisal and hike in rewards and remuneration. Grzegorczyk et al. (2021) highlighted that the socio-economic forces have constantly transformed the way organisations manage the employee performance in different work modes, especially hybrid and flexible work mode. Marriott hotels have to a large extent ensured that they are creating an accessible and warm space, ensuring workplace hospitality. However, certain recommendations can be implemented to ensure better satisfaction and improved performance of the employees. 
· First, it is important to cultivate leaders from the frontline. Those employees that have been successful in mastering hybrid and flexible work models and use these work models to enhance their performance must be identified successfully and they should be proactively developed as future leaders. This can not only offer excellent customer service but also facilitate effective transition of leadership (Sun et al. 2020). This boosts retention and morale by offering career opportunities. 
· [bookmark: _Toc168660781]Second, the increased adoption of artificial intelligence technology within the hospitality sector is likely to transform Marriott operations and customer experiences significantly (Smith, 2021). By using artificial intelligence, there can be operational automation such as demand, forecasting and inventory management, freeing up the staff to focus on interactions with the guests. 
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