
 (
14
) 

ANALYSE THE IMPACTS OF SOCIO-ECONOMIC FORCE ON EMPLOYEES’ PERFORMANCE MANAGEMENT AND MONITORING IN DIFFERENT WORK MODES:
Hospitality HR’s perspective

 (
Moddule title and code: Personnel Resourcing & Development BMIH5005
                      
   
Lecturer:
 
Helen Lee
     
          Student name: Madalina Duta
          Student ID: 2218871
     
)

Introduction and Background:
Marriott International has established itself as the powerful industry leader in the hospitality sector with variety of portfolio that comprises over 8700 business properties across 139 nations. The brand is focused on connecting people around the plant with the power of travel and tourism, offering over 30 brands that facilitate unique customer experiences. The organisation was founded under the leadership of Mr. J. Willard Marriot and his wife Alice Marriot as a root beer business in 1927, later establishing a hotel in 1957, spreading its hotel business over United States (Statista Research Department 2024). In 1969, the organisation established its 11th hotel, Marriott’s first international hotel across Mexico (Marriott International 2024). Since then, Marriott has experienced exponential growth across the hospitality sector, establishing itself as a major international hotel chain. 
Over the past five years, significant changes were noticed across the working modes in the hospitality sector, with COVID-19 pandemic radically transforming how employees performed in the work environment (Bajrami et al. 2021). Flexible, hybrid working modes are being offered to the employees, where they can choose their working hours, along with their preferred working location, which can be from home or from the office (Napoletano 2022). Traditional work from office requires the professional to be present at the worksite for a fixed period, however, flexible working arrangements are being offered with facilities like remote working. However, such changes in the working modes have also exacerbated the socio-economic concerns related to employee performance management in the hospitality industry.  
Socio-economic factors in hospitality sector are embedded within the broader business environment, shaped through the relationships among various social and economic factors. Socio-economic factors are often known for having significant impact on the distribution of economy, power and resources across the employees in the hospitality sector (Walker 2016). The onset of COVID-19 pandemic had significant impact on entire labour market, with international hospitality brands being the ones hit the hardest (Aksoy et al. 2022). Further, the changes in the various working arrangements across the hospitality sector can face challenges due the socio-economic factors such as access to technology, work-life balance and high turnover rate among the employees that might affect employee performance management across organisations. The paper aims to gain insights on how these socio-economic factors impact employee performance management across various work modes in the hospitality sector along with recommending possible solutions to address such concerns. Further, the paper presents examples of how Marriott International manage performance of the employees across the various working arrangements.     
Discussion and Literature Review:
According to Qadri (2016), performance management can be depicted as the set of activities that supports the enterprise to ensure that organisational objectives are being met consistently by the employees, achieved through precise management of team members. Being leading organisation in the hospitality service industry, Marriott International is focused on continuously monitoring the performance of each individual member to ensure valuable service to the end customers using various evaluation methods. However, the dynamic changes in the working modes facilitated to the employees over the years have highlighted the importance of monitoring the team’s performance much closer to the actual location of concern. 
According to Rivera (2020), the utilisation of digital technologies is crucial for the new working arrangements to allow employees to work away from the normal worksites and fixed office hours, acting as one of the golden pills for organisations to function during the COVID-19 outbreak. However, the sudden outbreak also heightened the sense of digital divide largely associated with access to digital technologies, where some geopolitical zones are more technologically advanced than the rest (Soga, Bolade-Ogunfodun and De Amicis 2024). According to Pascucci, Hernández Sánchez and Sánchez García (2022), with closed office spaces, workers were forced to utilise digital technologies like never before in remote work, which led to an imbalance in work-life functions as overdependence on technologies as potential issues for the workers. Such sudden shifts also disrupted the ways hospitality managers could monitor the performance of the employees, requiring further dependence on technologies. 
According to Abdou et al. (2022), High employee turnover and increase in work-family conflict have grown to be the most challenging, global concern in the hospitality sector, encountered with the sudden outbreak of COVID-19. The increase in working modes has created time-based conflicts, where time required to fulfill professional duties restricts fulfilment of personal activities, often causing significant stress among the employees. Buruck et al. (2020) highlighted that flexible working conditions have led to significant mental stress among employees, which negatively impacts the quality of employee’s personal life. Social isolation from the COVID-19 pandemic has made working from home a new normal, however, such working arrangements often require employees to work without managerial guidance, heightening the sense of burnout (Virdee 2021). Chi, Saldamli and Gursoy (2021) added that work-from-home in hospitality sector suppressed the positive impact of motivation, amplifying the feeling of workplace burnout. Work-family conflict often arises in the hospitality sector if the employee responsibilities of the work environment tend to disrupt their capability to meet the needs of the family members. With the growing culture of 24/7 work due to flexible working arrangements, conflict among employees’ personal and professional responsibilities would be a significant challenge in hospitality work environments. Susanto et al. (2022) added that organisations failing to consider the issues of work-family conflict often suffer due to reduced employee productivity and performance management. Work-life imbalance can thus hamper employee capability to perform at an optimum level due to lack of supervision from the higher management across different working modes.
According to the research by Aksoy et al. (2022), out of the various industrial sectors, the global hospitality sector was the one that was hit hardest due to the COVID-19 pandemic, with over 90% reduction in services across various markets. Major hotel chains had to suffer from significant economic downturn, with brands like Marriott having to place thousands of employees on furlough. Abdou et al. (2022) added that the employment sector of the entire hospitality industry suffered heavily due to onset of COVID-19 pandemic, causing over 3.5 million job losses. According to Croes et al. (2021), over 892,000 employees from the hospitality sector had to suffer from job loss in August 2021. Before COVID-19 pandemic, hospitality sector was more focused on office work arrangements, however, the industry still experienced high turnover due to low wages from shift work, poor employee development practices, and an unacceptable work environment (Jagun 2015, AlBattat, Som and Helalat 2014). To address high employee turnover, hospitality organisations have applied various compensation strategies across the different work modes that would help the professionals to be motivated to achieve the organisational objectives, overall improving their productivity (Dwesini 2019). Further, an aging workforce in the hospitality sector is highly susceptible to turnover due to their resistance to change to new working arrangements due to physical limitations (Jongile 2023). Thus, hotel industry is meant to focus on the increasing turnover rate across the global hospitality sector by utilising precise employee performance management practices that are meant to lower the intent for turnover among the employees (de Moura 2021). Through performance monitoring, the employees in the hospitality sector can ensure that the employees’ efforts are being valued by the higher management. According to the data by Karatepe (2013), Performance monitoring of the frontline employees in the hospitality sector is crucial to ensure retention of the employees that are offering high-quality performance is as crucial for the success of business as business profitability or customer loyalty toward hotel brands. However, changes in the working modes across the hospitality sector can lead to significant challenges for global hotel brands to manage employee performance, which can further exacerbate the concerns of high turnover rates. 
Marriot offers hybrid working for even the managerial employees, allowing them to work remotely from their home along with making in-person visits to worksites if required (Segundo 2023). Marriott International has also initiated new programs across USA to ensure a higher level of skill development through hybrid learning environments for maximising digital literacy during COVID-19 pandemic (Marriott International 2023). Workforce development is considered to be a part of Marriott International for over a decade with employee performance management being at the focus point of such development. The organisation had been focused to develop various training and performance development programs that help to identify new opportunities for the employees to grow professionally and personally. Further, compensation and award programs are conducted to appreciate the employees based on their performance, giving value to the commitment of the employees that deliver high-quality customer service to the guests (Marriott 2015). Being in the Hospitality service sector, very small percentage of jobs in Marriott International are completely remote, however, the company has more than 100 open positions where employees can work remotely (Marriott Careers 2023). Organisation has also adopted hybrid meetings, where part of the meeting happens in the worksite and remote employees can join the meeting through video-conferencing, improving connectivity with remote employees (Marriott News Center 2021). Further, the organisation is able to infuse work environment with hospitality through a vertically-integrated work campus at Bethesda HQ, offering both live and virtual participation of the employees with the guests. The organisation has also implemented several digital resources to improve virtual agility in performance management that facilitates the diversity of choosing different working modes for the employees (Goldstein and Breland 2023). 
To enhance employee performance monitoring and management in the hospitality sector across the different work modes, considering the impact of the socio-economic factors would be crucial. One of the ways hospitality industry can enhance employee monitoring across dynamic work modes could be by adopting non-traditional tools for employee monitoring apart from Performance Management Systems. Organisations can utilise non-traditional monitoring by using big data analytics to gain insights on employees from various data sources to precisely manage employee performance in the workplace, according to their work settings (Kropp 2019). Further, Marriott must embrace an agile workforce that is capable of managing the operational changes faced due to the new normal of hybrid working, investing in state-of-the-art technologies that ensure flexibility in monitoring the workforce aligned with the changing business demands (Deloitte 2020). Hassan, Mahmoud and Hussien (2022) and Sison (2022) further added that smart technologies must be adopted by hotel brands to ensure accurate employee performance monitoring, positively affecting the flexibility of work modes. Marriott must foster a culture of continuous improvement of the employees through training and coaching intervention to achieve performance transparency to ensure employee progress is tracked with optimum visibility (Dewar, Epstein and Doucette 2019, Waqanimaravu and Arasanmi 2020). Further, Leadership at Marriott can foster family-supportive superior behaviours (FSSB) across the organisation about work-family conflicts to boost employee performance management that minimises stress related to work pressure across various work modes (Susanto et al. 2022).            
Evaluation and Conclusion: 
The paper briefly explores how the leading socio-economic factors affect the changes in working modes across hospitality, posing challenges to employee performance management, with the primary focus on Marriott International. The paper highlights that lack of access to digital technologies leads to a digital divide, work-family conflicts and high turnover rate in the major socio-economic factors that affect performance management across various working modes in hospitality sector. The paper also highlights how Marriott International is currently handling employee performance management throughout the various work modes. Lastly, the paper states recommendations to enhance employee performance monitoring across the hospitality sectors for various working modes, providing potential solutions for addressing the concerns due to socio-economic factors. Marriott must invest in smart technologies apart from Performance management system that includes Big Data Analytics to collect employee data from various sources, evaluated to gain insights that enhance performance management across different work modes. Further, the organisation must foster an agile workforce that is capable of performing and being monitored continuously, aligned to the operational changes in different work modes. Further, Marriott can lead continuous improvement of the employees through training interventions to achieve optimum visibility of performance. Further, the leadership at Marriott International should lead FSSB to address work-family conflicts to minimising work-related stress that boosts performance management. 
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