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[bookmark: _Toc168680236]A Brief Introduction to the Hotel
Employee performance management refers to a strategic and dynamic approach to sustaining the work culture of high performance within an organisation. In the case of the hospitality industry, this high-performance culture is important to enhance guest experiences. Employee performance is dependable in different work modes such as “work-from-home” (Remote), work-from-office, hybrid mode and part-time work mode (Indeed, 2022). The “ InterContinental Hotel Group (IHG)” is one of the leading UK-based multinational hospitality organisations that employed around 7,290 employees including part-time employees on average in 2023 (Statista, 2024). The organisation offers a flexible work culture which includes both remote work culture and work-from-office and hybrid mode (IHG Plc, 2022).  Currently, the total number of employees of the organisation is around 345,000 globally (IHG, 2024). The organisation offers rewards and benefits based on their performances. This also includes loyalty programs which enhance the productivity of the company. 
The current cost-of-living crisis in the UK is affecting the engagement of employees in the workplace and HR performance. Keeping this in mind IHG offers its employees a salary ranging from £8k to £52k per annum (Glassdoor, 2024); which varies based on the different work modes of employees and many times this salary range was not strong enough to satisfy employees. In recent times, especially after the COVID-19 pandemic, the trends of remote working and hybrid work modes have become more prevalent in the UK hospitality sector to overcome the workforce shortage issue in which the impact of socio-economic forces is also significant (Battisti et al. 2022). This research will focus on these forces which have a direct impact on employee performance management in the UK hospitality sector, especially in IHG in the context of different work modes. This will also focus on challenges faced by this organisation to implement these different work modes to maintain employee performances under socio-economic forces and deliver solutions to overcome those difficulties. 
[bookmark: _Toc168680237]Aim 
This research aims to analyse the impact of socio-economic forces on the performance management of employees and monitor them in different work modes in the UK hospitality sector, especially in InterContinental Hotel Group (IHG). 
[bookmark: _Toc168680238]Objective
· To identify the socio-economic forces in the UK which has a significant impact on employee performance in the UK hospitality sector
· To identify the market trends of Human Resource (HR) management in the UK hospitality sector especially in IHG
· To identify the emergence of different work modes in the hospitality industry over these five years, especially in IHG
· To deliver feasible recommendations for overcoming difficulties in implementing different work modes in the UK hospitality industry, especially in IHG
[bookmark: _kob1yumjcpy3][bookmark: _Toc168680239]Discussion/Literature 
[bookmark: _Toc168680240]Describe socio-economic factors that impact on the employee performance management in the hospitality industry  
The labour wage is a socio-economic factor that impacts the business in managing their human resource.  As per the view of  Michael and Fotiadis (2022), employee management becomes quite difficult work for HRM if the salaries are low. Employee turnover rates in the 4-star or 5-star hotels remain low due to their high wage to worthy employees.  Among the 17 participants in the interview process within the study, they replied that they tended to leave their jobs and that their salaries did not meet their expectations. Though they get the extra benefits such as meals, transportation allowance and paid accommodation.  On the other hand, Khan et al. (2020), defined that socio-economic factors of a country are related to the employment rate. This directly plays an important role in the improvement of income factors.  Employment rate increased the participation of local communities in the growth of the hospitality sector. The hospitality sector provides large numbers of vacancies that improve job opportunities in a country where the youths can get jobs and improve their earnings. The job opportunities also become wide which helps in the development of the socio-economic environment of the hospitality sector. In addition,  Lebaron, (2021) elaborated that wage is a significant factor of the socio-economy that impacts the labour management of a company.  This has been found in the study that low wages often lead to risks of forced labour. Often labour trends of the organisation do not meet the regulation of the employment. Hence in the case of managing the workforce performance the management of the wage factors and employment factors is necessary for companies that work in the hospitality sector. This would not only be higher than employee satisfaction but also improve their overall performance. 
[bookmark: _Toc168680241]Describe the industry trend 
The UK hotel industry faces significant growth regarding different services and higher customer engagement. The industry was one of the most affected industries during the sudden outbreak of the COVID-19 disease and restrictions on global tourism. According to Ntounis et al. (2022), the industry faces a huge loss during the pandemic which affects the growth and consistency of the industry. Almost every large hotel faces significant disruption due to constant customer engagement which affects the revenue structure. However, it has become one of the fastest growing industries that errands higher revenue after the suspension and restrictions have withdrawn. The expected annual growth rate of this market is 1.72% in 2024 which reflects the projected market volume to be US $ 23.04 billion by 2028. The current market size is estimated to be US $ 21.52 billion (Statista, 2024). The market penetration rate of the industry is projected to be 51.3% in 2024 which can be increased by 52.6% by 2028. The turnover rate in this industry was almost 15.7 billion British pounds in 2021 which increased from its previous years (Statista, 2022).
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Figure 1: Market Turnover Rate for the UK Hotel Industry
(Source: Statista, 2022)
According to Michael and Fotiadis, (2022), 51% of the hotels in the industry make some effective retention plan to retain its employees which reflects the potential growth of the industry. The industry makes some effective changes in its employee engagement policies and efficiencies to make significant changes within the business practices to engage a higher number of employees within the organisational structure. However, the industry faces different issues during the growth of the market and customer engagements. Most of the challenges are associated with employee engagement which affects the growth and consistency of the industry (Michael and Fotiadis, 2022). The challenges are required to be mitigated properly to make effective changes within the employee engagement efficiency and improvement of different business outcomes. There are challenges related to low wages, employee exploitation, mismanagement of employee engagement regulations and many more. These issues are required to improve for proper development of different operational efficiencies for the constant development of employability efficiency within the industry. 
[bookmark: _Toc168680242]Discuss the emergence of different work modes in the hospitality industry over these five years 
The chosen organisation is one of the largest market drivers within the UK hospitality industry. During the outbreak of the COVID-19 virus and related pandemic, the management of IHG has developed different work modes to continue their operations and provide satisfactory services to the visitors. During this period, the industry faced the emergence of different work modes that helped the management to connect with their employees and continue their services. Some of the work modes that emerged and adopted by the management of IHG are discussed below. 
The traditional method of working from the office continued for a limited number of employees. These employees were required to come to the office or outlets to attract visitors and offer them effective and satisfying services. The organisation was highly dependent on these employees as they played a significant role in continuing the services. However, as an immediate reflection of the global pandemic and closure of the markets and organisations, the management engaged in Remote work mode for their employees. In this work mode, the employees were not required to come to the office for any operational performance or organisational engagement. They were given the ability to work from their homes and control different functionalities and operational efficiencies (Donnelly and Johns, 2021). In this work, the management faces different issues in maintaining proper communication with the employees. It affected the efficiency and engagement of the employees within the business operations. 
The company also included a Hybrid mode of working in which they wanted a group of employees to perform from the office and a group of employees to perform from their homes alternatively (Rainoldi, Ladkin and Buhalis, 2024). It helped in maintaining efficiency and balance within the workload for the employees. However, it was identified that the employees faced issues related to excessive work pressure in this work mode. The management pressurised the employees available at the office to work excessively. There was an introduction of Part-time work mode as well. Employees had to work at frequent work hours based on the demands of the visitors (Tan et al. 2020). Exploitation of the work-life balance was a significant issue that the organisation faced in this work mode. It hampered employee engagement and operational efficiency highly.   
[bookmark: _Toc168680243]Strategies taken by IHG to manage employees’ performance in different work modes
IHG has several work modes such as work-from-home, work-from-office, hybrid and part-time. During the COVID-19 pandemic UK hospitality organisations faced significant workforce shortage issues due to lack of physical connectivity. At this time the organisation was always committed to the safety and well-being of its employees for which they arranged the “Stay with Confidence Program”  (IHG Plc, 2024) to support the changing needs of meeting planners with employees.  This particular program includes resources like technologies as well as tools for hybrid events which help employees work in remote and hybrid modes. This made communication with employees more flexible which helped maintain the productivity of the organisation throughout its internal operational structure. 
Overwork (Hybrid Work) is one of the major issues which cause hostility among the workers. Hence to improve the workforce management’s efficiency, IHG hotels followed strict hours of working within the hybrid model of work. Here the workers only have to work for 40 hours a week in their flexible timing (Indeed, 2023). Apart from the full-time workers, the part-time workers also have to work for 30 hours. The employees have their full freedom to work as per their desired schedule and prevent the stress factors due to the risk of forced labourers as well while working in hybrid modes.  
Work-life balance has been improved by the IHG by improving the working hours flexibility.  The part-time job workers only can work for 30 hours in the hotels after settling their timing for the jobs. Thus working hours adhere to the work-life balance in the company. The employees of the company have rated 3.8 to IHG  in case of prioritising their employee's work-life balance (Ambitionbox, 2024).  For the development of the part-time job, workers skill the company also offers diverse job roles to their workers as per their choice. Hence,  the company has accepted the technology,  flexible working and strict adherence to the office timing in order to lower issues related to communication.
Potential solutions
The performance-based salaries and incentives can be provided to the employees. As per the view of Jeni et al. (2020), the workers have to maintain their work marks in order to get rewards. This can only seek employee recognition while lowering the risk of spending more money on rewards for all employees regardless of their worthiness. On the other hand investment in ICT technology also helps to improve the interaction with workers who work in remote modes or hybrid modes (Wontorczyk and Rożnowski, 2022). 
[bookmark: _enizpgqvntpl][bookmark: _Toc168680244]Evaluation and Conclusion 
The discussion can be concluded with the idea that IHG faces different issues within their operational issues and implements some effective issues within the operational management to make proper improvements within their business. This discussion aims to identify the socio-economic impacts of different functions on employee engagement and the emergence of different work modes to make effective improvements within the business functions. The discussion reflects different work modes that the organisation has adopted for the development of different operational efficiency and maintain continuity within the services. The discussion focuses on the industry trends and evaluates the different market trends. An evaluation of different socio-economic factors helps in identifying different issues that affect the operational efficiency of the company. The emergence of different work modes is discussed which helps in identifying potential gaps within the business performances and operational efficiencies. 
[bookmark: _Toc168680245]Recommendations   
· Invest in Information and Communication technologies 
It is recommended to invest in Information and Communication technologies to make proper improvements within the operational management and reduce communication-related issues from the employment structure (Wontorczyk and Rożnowski, 2022). It is also suggested to make effective improvements within the employee engagement strategies. It is suggested to introduce proper feedback and appraisal methods within the operational management to improve employee engagement. 
· Implementation of Rewards and Recognition strategy
Proper implementation of the Rewards and recognition strategy helps in increasing the professional excellence of the employees (Jeni et al. 2020). In addition to that, it is suggested to adopt some motivational programs for the employees to increase their engagement within the organisation. It helps in influencing the employees to perform better and improve their efficiencies. 
· Implement inclusion and diversity
As the sector is dealing with different visitors from different cultural and economic backgrounds, it is suggested to train the employees to adopt proper diversity and inclusion within their approaches (Nguyen et al. 2022). It helps in improving the operational efficiency of the employees as they will be able to show sensibility and empathy towards the visitors. It helps in managing different inefficiencies within the business practices effectively.   
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