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Executive Summary
Project Title: 
Look at how socioeconomic characteristics affect managing and monitoring workers' work in diverse situations from a hospitality HR perspective (MarketLine, 2023).
Reason: 
The General Manager of Hilton Worldwide Holdings Inc. requested this research project to examine how socio-economic factors affect managing and monitoring the performance of hospitality workers who work differently (Boella and Goss-Turner, 2013).
In summary: 
Socioeconomic considerations affect how hospitality organisations like Hilton manage and monitor their personnel. This plan examines economic, population, industrial, and technology developments to determine their effects.
Important Facts: 
1. Economic changes: Hilton needs flexible HR methods to respond to the unpredictable economy. This lets the organisation maintain prices low and service high during busy and slack times (Hilton Worldwide, 2023).
2. Technology improvements: Fast adoption of new technologies requires personnel to continue learning and training to use new tools and systems to improve guest experiences and corporate operations (MarketLine, 2023).
3. Population and cultural changes: HR must adapt to varied personnel and customers to promote employee happiness and retention (Statista, 2024).
4. Competitive Benchmarking: Marriott, IHG, and Radisson all have good performance management systems. However, slight changes in how they do things can affect corporate performance and employee satisfaction. 
This means: 
Hilton's human resources policies, notably on work flexibility, technology adoption, and cultural diversity, are heavily influenced by socio-economic pressures. Hilton must adapt successfully to these forces to maintain its market leadership and excellence (Dev, Zhou, Brown, and Agarwal, 2009).



Ideas for action: 
1. Better training programmes: Offer ongoing, flexible technology and customer service training. 
2. Flexible Work Arrangements: To attract and retain brilliant, varied employees, make flexible working circumstances more frequent across all global firms (MarketLine, 2023).
3. Performance measures: Adjust performance measures to reflect varied work modes and prioritise results and guest satisfaction (Baum, 2015).
4. Crisis Management Training: Prepare your employees for economic downturns and other issues with regular crisis management training. 
5. Facilitate global HR coordination: Help HR departments in different areas collaborate to ensure plan consistency and best practices sharing (Hilton Worldwide, 2023).
In conclusion: 
Hilton must understand and respond to social and economic issues that affect hospitality performance management to succeed. This plan offers strategies to strengthen Hilton's HR processes to adapt to global market changes (Hilton Worldwide, 2023).
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Start and Background 



Brief Hotel Brand Analysis 



Hilton Worldwide Holdings Inc. is a major hotel chain. Hilton began as one hotel in Cisco, Texas, in 1919. It has over 6,500 outlets in 119 countries and is a worldwide giant. The organisation is known for hospitality, innovation, and customer service. Hilton was one among the first corporations to leverage new technologies and services to improve guest experiences. Hilton shapes hospitality trends and standards in addition to its size and reach (Hilton Worldwide, 2023).



Current Workstyles 



To fulfil employee and operational needs, global hospitality companies like Hilton provide multiple ways to work. Some are (Magnini, Crotts, and Zehrer, 2013).



1. The COVID-19 pandemic has popularised this paradigm. The hybrid model lets Hilton corporate workers work from home while still being in the office, giving them greater freedom. This mode can be switched between areas to maximise productivity and employee well-being (Hilton Worldwide, 2023).



2.Office Work Arrangement: Hotel managers and on-site guest services workers still have office or on-site work arrangements. These occupations demand guest interaction or on-site responsibilities that can't be done well from home. 



Hilton allows employees to establish their own hours and work shorter weeks, among other flexible work arrangements. Operational workers can better organise their jobs around personal obligations and busy times with this freedom. 



Economic and social factors 



Hospitality performance management is heavily influenced by socioeconomic issues. Forces affecting Hilton include:.



Tourism is heavily influenced by the economy. Hilton's performance management must adapt to economic cycles by shifting resources and techniques to maintain costs low and income high (Xiao, O’Neill, and Mattila, 2019).



• Technology advances: Fast technology growth affects service delivery. Technology automates guest booking and workforce tracking at Hilton. This changed personnel supervision and management. 



National and societal trends: increasing diversity and changing social values like mental health and work-life balance effect employee expectations and Hilton's HR policies. These tendencies help retain good employees and keep them engaged. 



• Regulatory Environment: As minimum wage, working hours, and remote work legislation change, Hilton must adjust how it manages its global staff (Lam, Baum, and Pine, 2001).



Hilton needs a flexible, fast-response performance management system due to these social and economic variables. This manner, the organisation can maintain its top rank and reputation for exceptional service while global events shift. This adaptable approach ensures that Hilton addresses immediate issues and plans for the future to stay in business and keep employees satisfied in all work modes (Kusluvan, Kusluvan, Ilhan, and Buyruk, 2010).



Review of Literature and Discussion 



Social and economic factors 



The hospitality industry is affected by many socioeconomic issues that affect operations and HR. Some examples are: 



1. Economic changes: Economic changes affect travellers and hospitality. When the economy is bad, individuals spend less on travel and lodging. Instead, economic booms increase travel. Hotels like Hilton must be flexible with its workforce, having the proper amount during busy times and less during slack times to handle these variations (Baum, 2015).



2. Demographic changes: As the world's population ages, baby boomers are fewer tourists while millennials and Gen Z value experiences over possessions. Demographic shifts alter service delivery and expectations. Hilton's HR practices must adapt to acquire and retain a diverse staff that can meet all guests' needs (Lam, Baum, and Pine, 2001).



3. Technological Progress: Hotels require tech-savvy staff to deploy robotics and AI-powered customer service tools and data analytics to tailor clients' experiences. Hilton updates its training and performance management tools with new technology (Hilton Worldwide, 2023).



Business Trends 



Industry indicators like turnover and retention rates indicate hotel HR performance: 
 (Baum, 2015).



1.Retention Rates: Hospitality organisations like Hilton that offer competitive compensation, benefits, and growth tend to retain more employees. Hilton reduces industry-wide turnover by promoting internal career advancement and employee happiness. 



2. Turnover Rates: The economy, seasonal work patterns, and job market competition can affect the hospitality industry's turnover rate no matter how hard people try. Hilton, like other companies, loses many workers during the seasons. Strategic HR practices help the organisation deal with this.



Best Practices for Performance Management 



Marriott, IHG, and Radisson inspired Hilton's performance management, which can be adapted to diverse work styles.



Hilton's performance management approach includes frequent assessments, ongoing feedback, and digital tools to track performance. Performance results—not simply presence—support flexible work designs. 



• Marriott: Like Hilton, Marriott has a solid performance management system, but it prioritises culture fit and leadership potential to adhere to its people-first concept.



To improve its global brand impact, IHG incorporates global mobility and diversity into its performance management to create a more welcoming workplace (Hotel Management, 2023).



• Radisson: Performance management is less centralised, therefore it varies per location. This allows local managers to tweak their tactics to suit their workforce (Boella and Goss-Turner, 2013).



See the Literature 



Hotel performance management research has several key themes: 



1. Effects of Socioeconomic Changes: Studies demonstrate that the hospitality industry needs performance management systems that can quickly adjust to economic, population, and technological changes to stay competitive (Baum, 2020).



2. Studies that compare Hilton, Marriott, IHG, and Radisson show that while they all use flexible and thorough performance management, the details of how they do it—like how much they stress cultural integration or adopt new technology—make a big difference in how well they run their businesses and how happy their employees are. 



3. Technological Integration: Most study believes that technology is increasingly making performance management more efficient and effective. Digital tools simplify tasks and provide data-driven insights for strategic decision-making. 



4. Employee Retention Strategies: Performance management improves hospitality employee retention. Regular feedback, career advancement, competitive remuneration, and work-life balance were considered to be best practices. 



This assessment highlights how crucial it is to adapt performance management to economic changes, industry practices, and HR technologies. Hilton's strategies reflect its culture and operational goals as well as those of other organisations in the same area (Hotel Management, 2023).



Yet More Analysis 



Our literature study and discussion sections gave us new insights into major hotel industry developments, particularly at Hilton. These insights are affected by social and economic circumstances, competitive standards, and corporate trends. Full story in Kusluvan et al..



1. Technology implementation and workforce adaptability: As technology permeates hospitality, staff must be highly skilled and able to master new tools and processes. Hilton invests in back-end and guest-service technology. The organisation must teach and develop people to use these tools effectively. 



2. Cultural and Demographic Changes: Hilton's visitors and workers are more diversified, thus HR management must be flexible. Younger guests and employees have different expectations, which affects marketing, company operations, and communication. 



3.Global Economic Climate: Hilton is affected by many economic conditions due of its global presence. Growth in one sector might offset economic downturns in another. However, a globally coordinated HR strategy that can shift resources and focus is needed. 







Hilton Worldwide Holdings Inc. is a global hotel leader because it innovates and adapts to market needs. Hilton is a hotel chain and a leader in elegance and efficiency in the hospitality sector with its many locations. This section of the report would explain how Hilton's branding and operational excellence have kept it at the top of the hotel sector. It would focus on how these initiatives integrate with the company's HR management. 



Current Workstyles 



Hilton's hybrid, office, and flexi work modes reflect worldwide job market and employee needs. This detailed analysis will examine Hilton's operational structure and evaluate each work mode's success and issues. This would allow comparisons with other industries to highlight how hotel business peculiarities affect work styles. 



Economic and social factors 



In this section, we'll examine how global economic developments, governmental changes, and cultural adjustments affect Hilton's business operations and human resources practices immediately. Hilton would learn how to handle future social and economic shifts by studying the causal links between these factors and the effects. 

In politics:



International issues including visas, trade, and local government security affect Hilton's operations. In some places, political unrest or regulatory changes may prevent Hilton from doing business.

Business:



Economic conditions affect the hotel industry. People spend less on travel and luxury services in a weak economy. A strong economy allows people to travel more and spend more. Hilton must adjust its strategy to the global economy.

People:



Social factors like ecotourism, demography, and client tastes effect Hilton's services and operations. Hilton must adapt because more consumers desire tailored vacations and eco-friendly practices.

With tech:



Digital booking systems, AI, and IoT are revolutionising hospitality. Hilton must embrace cutting-edge technology to improve customer service, boost efficiency, and remain ahead of the competition.

The law:



Hilton must observe several international rules. They include employment, health and safety, and buyer protection laws. If these standards alter, Hilton's business and staff management may change.

Environment:



Environmental issues like climate change and sustainability are growing in importance. Hilton is expected to utilise sustainable business methods to reduce its environmental effect and satisfy eco-conscious travellers (Hilton Worldwide, 2023).

Hilton has many challenges in its complex external environment, highlighting the need for adaptable tactics.







Business Trends 



Here, the discourse would focus on how industry trends like employee loss and retention rates may be used to evaluate HR. This would include a statistical summary of developments over the past decade and a link to major policy or economic changes. Case studies from Hilton and other top brands and expert assistance would deepen the research.



Best Practices for Performance Management 



This section would analyse Hilton's performance management systems, including metrics, tools, review frequency and manner, and feedback systems. Employee comments and performance results would be used to criticise these practises and suggest improvements (MarketLine, 2023).



See the Literature 



The literature analysis would theoretically frame the issues using recent academic and business articles. This would illustrate where existing research agrees and disagrees and where Hilton's approaches could address gaps. We could suggest fresh research or work for Hilton (Lockyer, 2007).



Socioeconomic Factors in HR Analysis 



It would be further split down to show how social and economic changes effect Hilton HR tasks including hiring, training, performance reviews, and retention. The socio-economic factors discussed will be utilised to analyse each function to show their relationship. 



Meaning for Hilton 



This section examines Hilton's development and sustainability prospects based on the trends and practices examined. It would discuss risks and opportunities and provide a strategic perspective of how HR practices support company goals (MarketLine, 2023).



Strategy Ideas 



Based on the findings, actionable suggestions would be given. Each idea would be supported by data-driven reasoning explaining projected consequences and how to achieve them. These solutions' feasibility and potential drawbacks would also be discussed. 



I would outline each part's important elements to explain how socio-economic issues, HR practices, and Hilton's strategic goals are related. Hilton needs adaptable and proactive HR management to stay competitive in the fast-paced hotel industry. 



The in-depth study would bring valuable insights and detailed evaluations to the report and give Hilton a firm platform to develop its HR strategies to meet company goals and market conditions.











Evaluation and conclusion 







Summary of Findings 



The study indicates a complex relationship between Hilton performance management and socioeconomic difficulties. Important results include: 



Hilton personnel must actively learn and adapt to stay up with the rapid speed of technology change.



Population and cultural changes require HR planning to be increasingly targeted to all employees and consumers (Lockyer, 2007).



Hilton's performance management strategies must be robust and flexible to handle and benefit from global economic developments (Lam, Baum, and Pine, 2001).



This impacts the hotel brand. 



Hilton's HR practices are heavily influenced by societal and corporate factors: 



• Scalability and Flexibility: Hilton must adapt its personnel management to economic and technological changes (Chathoth, Altinay, Harrington, Okumus, and Chan, 2016).



As the population changes, Hilton's HR practices must focus on cultural awareness and acceptance to attract and retain a diverse workforce. 



• Strategic Resource Allocation: In a weak economy, Hilton must plan ahead and strategically use its resources to be as efficient as possible without compromising guest quality.



Ideas for Action 



The following strategies can improve performance management in the specified work modes: 
 (MarketLine, 2023).



1. Improved Training courses: Create ongoing, flexible tech and customer service training courses that fit varied work styles. 



2. Flexible Work Arrangements: To attract and retain top talent, especially younger workers who desire flexibility, make flexible work arrangements the norm worldwide (Tracey and Hinkin, 2008).



3. Performance Metric Changes: Focus on results and customer satisfaction instead of productivity to allow for diverse work modes. 



4. Crisis Management Training: Because the economy is uncertain, include crisis management training in regular training to prepare workers for economic downturns and other issues (Hospitality Net, 2023).



5.Global HR Coordination: Making it easy for regional HR departments to collaborate on a single plan and exchange best practices for managing cultural and economic diversity (MarketLine, 2023).






[bookmark: _Toc168248229]REFERENCES



Books
1. Boella, M.J. and Goss-Turner, S. (2013) Human Resource Management in the Hospitality Industry: A Guide to Best Practice. 10th edn. London: Routledge.
2. Dev, C.S., Zhou, K.Z., Brown, J. and Agarwal, S. (2009) Hospitality Branding. London: Palgrave Macmillan.
3. Lockyer, T. (2007) The International Hotel Industry: Sustainable Management. 1st edn. Oxford: Butterworth-Heinemann.
4. Baum, T. (2015) Human Resource Management for Tourism, Hospitality and Leisure: An International Perspective. 2nd edn. London: Thomson Learning.
Journal Articles
1. Baum, T. (2020) 'Hospitality employment and COVID-19: An uncharted waters perspective', International Journal of Contemporary Hospitality Management, 32(9), pp. 2936-2953.
2. Boella, M. and Goss-Turner, S. (2013) 'Human Resource Management in the Hospitality Industry: A Guide to Best Practice', International Journal of Contemporary Hospitality Management, 25(5), pp. 400-418.
3. Chathoth, P.K., Altinay, L., Harrington, R.J., Okumus, F. and Chan, E.S.W. (2016) 'Co-production versus co-creation: A process based continuum in the hotel service context', International Journal of Hospitality Management, 32(1), pp. 11-20.
4. Dev, C.S., Zhou, K.Z., Brown, J. and Agarwal, S. (2009) 'Customer orientation or competitor orientation: Which marketing strategy has a higher payoff for hotel brands?', Cornell Hospitality Quarterly, 50(1), pp. 19-28.
5. Guchait, P., Paşamehmetoğlu, A. and Dawson, M. (2020) 'Perceived supervisor and coworker support for error management: Impact on perceived psychological safety and service recovery performance', International Journal of Hospitality Management, 87, pp. 102-374.
6. Jones, P., Hillier, D. and Comfort, D. (2016) 'Sustainability in the hospitality industry: Some personal reflections on corporate challenges and research agendas', International Journal of Contemporary Hospitality Management, 28(1), pp. 36-67.
7. Kusluvan, S., Kusluvan, Z., Ilhan, I. and Buyruk, L. (2010) 'The human dimension: A review of human resources management issues in the tourism and hospitality industry', Cornell Hospitality Quarterly, 51(2), pp. 171-214.
8. Lam, T., Baum, T. and Pine, R. (2001) 'Study of managerial job satisfaction in Hong Kong’s Chinese restaurants', International Journal of Contemporary Hospitality Management, 13(1), pp. 35-42.
9. Magnini, V.P., Crotts, J.C. and Zehrer, A. (2013) 'Understanding customer delight: An application of travel blog analysis', Journal of Travel Research, 52(5), pp. 543-553.
10. Tracey, J.B. and Hinkin, T.R. (2008) 'Contextual factors and cost profiles associated with employee turnover', Cornell Hospitality Quarterly, 49(1), pp. 12-27.
11. Xiao, Q., O’Neill, J.W. and Mattila, A.S. (2019) 'The role of hotel owners in international hotel brand management: The case of Marriott and Hilton', International Journal of Hospitality Management, 77, pp. 303-312.
12. Magnini, V.P., Crotts, J.C. and Zehrer, A. (2013) 'Understanding customer delight: An application of travel blog analysis', Journal of Travel Research, 52(5), pp. 543-553.
13. Chathoth, P.K., Altinay, L., Harrington, R.J., Okumus, F. and Chan, E.S.W. (2016) 'Co-production versus co-creation: A process based continuum in the hotel service context', International Journal of Hospitality Management, 32(1), pp. 11-20.
14. Guchait, P., Paşamehmetoğlu, A. and Dawson, M. (2020) 'Perceived supervisor and coworker support for error management: Impact on perceived psychological safety and service recovery performance', International Journal of Hospitality Management, 87, pp. 102-374.
15. Jones, P., Hillier, D. and Comfort, D. (2016) 'Sustainability in the hospitality industry: Some personal reflections on corporate challenges and research agendas', International Journal of Contemporary Hospitality Management, 28(1), pp. 36-67.
Websites
1. Hilton Worldwide (2023) Corporate Responsibility. Available at: https://www.hilton.com/en/corporate/(Accessed: 5 June 2024).
2. Hilton Worldwide (2023) Annual Report 2022. Available at: https://ir.hilton.com/annual-reports (Accessed: 5 June 2024).
3. Statista (2024) Hilton Worldwide Holdings Inc. - Statistics & Facts. Available at: https://www.statista.com/topics/1298/hilton-worldwide/ (Accessed: 5 June 2024).
4. Hospitality Net (2023) Hilton Worldwide News. Available at: https://www.hospitalitynet.org/organization/17001916/hilton-worldwide.html (Accessed: 5 June 2024).
5. MarketLine (2023) Hilton Worldwide Holdings Inc.: Company Profile. Available at: https://www.marketline.com/company-profile/hilton-worldwide-holdings-inc/ (Accessed: 5 June 2024).
6. Hotel Management (2023) Hilton’s Performance Management Practices. Available at: https://www.hotelmanagement.net/strategy/hiltons-performance-management-practices (Accessed: 5 June 2024).
Mixed Sources
1. Baum, T. (2020) 'Hospitality employment and COVID-19: An uncharted waters perspective', International Journal of Contemporary Hospitality Management, 32(9), pp. 2936-2953.
2. Hilton Worldwide (2023) Annual Report 2022. Available at: https://ir.hilton.com/annual-reports (Accessed: 5 June 2024).
3. Lockyer, T. (2007) The International Hotel Industry: Sustainable Management. 1st edn. Oxford: Butterworth-Heinemann.
4. MarketLine (2023) Hilton Worldwide Holdings Inc.: Company Profile. Available at: https://www.marketline.com/company-profile/hilton-worldwide-holdings-inc/ (Accessed: 5 June 2024).




 pg. 2


1

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




