

Analysing the Impacts of Socioeconomic Forces on Employees’ Performance Management and Monitoring in Different Work Modes: Hospitality HR’s Perspective
[image: A black and white logo

Description automatically generated] 









Module: Personnel Resourcing and Development
Module code: BMIH5005
Lecturer: Helen Lee
Student Name: Velislava Hristova
Student ID: 2233502
Date: 04.03.2024



Table of Contents

1. Introduction and Background 
1.1 Brief Overview of the Hotel: Marriott International 
1.2 Feasibility of Different Work Modes in Hospitality 
1.3 Identification of Current Issues and Socioeconomic Factors
2. Discussion/Literature 
2.1 Summary of Previous Research 
2.2 Examples of Performance Management in Different Work Modes 
2.3 Potential Solutions and Recommendations
3. Evaluation and Conclusion 
3.1 Summary of Findings 
3.2 Implications and Recommendations











1. Introduction and Background

1.1 Brief Overview of the Hotel: Marriott International
Marriott International, a global leader in the hospitality industry, boasts a diverse portfolio of hotels renowned for their exceptional service and luxurious accommodations. With a presence in various regions worldwide, Marriott has established itself as a symbol of hospitality excellence.
1.2 Feasibility of Different Work Modes in Hospitality
Marriott International, a prominent player in the global hospitality industry, continually seeks to enhance operational efficiency and adapt to evolving work dynamics. In exploring various work modes, such as remote work, hybrid models, and traditional on-site arrangements, Marriott aims to optimize employee productivity, satisfaction, and overall organizational performance.
Remote Work:
Remote work has gained traction globally, offering flexibility and work-life balance. Marriott could leverage remote work for certain roles, such as administrative tasks, reservations, and customer service. Studies have shown that remote work can increase employee satisfaction and retention (Bloom et al., 2015), potentially reducing overhead costs associated with office space.
Hybrid Models:
Hybrid work models combine elements of remote and on-site work, offering flexibility while maintaining collaboration and connection. Marriott could implement hybrid models for roles requiring both individual focus and team interaction, such as sales and marketing. Research indicates that hybrid models can foster innovation and teamwork (Holley et al., 2020), aligning with Marriott's emphasis on guest experience excellence.
Traditional On-Site Arrangements:
While embracing modern work modes, Marriott recognizes the value of on-site arrangements, especially in operational roles like housekeeping, maintenance, and food service. On-site work ensures consistent guest service and operational efficiency, aligning with Marriott's commitment to quality standards and brand reputation.
Marriott International faces the challenge of evaluating the feasibility of different work modes to optimize employee engagement, operational efficiency, and guest satisfaction. By carefully considering the advantages and challenges of remote work, hybrid models, and traditional on-site arrangements, Marriott can develop a strategic approach tailored to its organizational needs and industry dynamics.
1.3 Identification of Current Issues and Socioeconomic Factors
Marriott International, as a leading global hospitality brand, faces various current issues and socioeconomic factors that influence its operations and strategic decisions.
Political Factors:
Marriott operates in numerous countries, making it susceptible to political instability, regulatory changes, and government policies affecting the hospitality industry. For instance, shifts in immigration policies or trade agreements may impact labour availability and cross-border travel restrictions, affecting Marriott's workforce and guest demographics (Yang, 2019).
Economic Factors:
Economic conditions, including fluctuations in exchange rates, inflation rates, and GDP growth, significantly impact Marriott's financial performance and consumer spending patterns. Economic downturns, such as the global financial crisis or recessions, can lead to reduced travel demand and discretionary spending, affecting Marriott's revenue and profitability (Yang, 2019).
Social Factors:
Changing societal preferences and demographics influence Marriott's business strategies and service offerings. Trends such as the rise of experiential travel, increasing emphasis on sustainability, and growing demand for personalized experiences shape Marriott's marketing campaigns, brand positioning, and property designs (Smith, 2018).
Technological Factors:
Advancements in technology present both opportunities and challenges for Marriott. Emerging technologies like artificial intelligence, virtual reality, and mobile apps enhance guest experiences, streamline operations, and enable personalized services. However, cybersecurity threats, data privacy concerns, and the rapid pace of technological innovation require Marriott to invest in robust IT infrastructure and digital security measures (Smith, 2018).
Legal Factors:
Marriott must comply with a myriad of legal regulations and industry standards across its global operations. Legal considerations include employment laws, health and safety regulations, intellectual property rights, and compliance with anti-discrimination policies. Changes in legislation or legal disputes can impact Marriott's operations, reputation, and financial performance (Yang, 2019).
Environmental Factors:
Increasing environmental consciousness and regulations necessitate Marriott's commitment to sustainability practices and eco-friendly initiatives. Efforts to reduce carbon footprint, conserve natural resources, and minimize waste not only align with consumer expectations but also contribute to cost savings and brand differentiation (Smith, 2018).
In conclusion, Marriott International must navigate through various current issues and socioeconomic factors, spanning political, economic, social, technological, legal, and environmental domains, to sustain its competitive edge and long-term success.
2. Discussion/Literature
2.1 Summary of Previous Research
Previous research on Marriott International has examined various aspects of its operations, strategies, and performance within the global hospitality industry.
Brand Management and Customer Experience:
Studies have delved into Marriott's brand management strategies, emphasizing the importance of maintaining brand consistency, differentiation, and customer loyalty (Liu & Huang, 2019). Research also highlights the role of customer experience management in enhancing guest satisfaction, loyalty, and advocacy, underscoring Marriott's commitment to delivering personalized and memorable experiences (Esfahani & Pons, 2019).
Market Expansion and Competitive Dynamics:
Scholarly inquiries have explored Marriott's market expansion strategies, including mergers, acquisitions, and brand diversification efforts (Kim et al., 2020). Investigations into competitive dynamics within the hospitality sector have analysed Marriott's positioning relative to competitors, market share trends, and the impact of industry disruptors such as Airbnb (O’Neill & Xiao, 2019).
Sustainability Initiatives and Corporate Social Responsibility (CSR):
Research on Marriott's sustainability initiatives and CSR practices highlights the company's commitment to environmental stewardship, social responsibility, and community engagement (Yeh & Lu, 2021). Studies have examined the effectiveness of Marriott's sustainability programs, stakeholder perceptions, and the integration of CSR into corporate strategy and culture.
Technology Adoption and Innovation:
Scholarly works have explored Marriott's adoption of technology and innovation to enhance operational efficiency, guest services, and competitive advantage (Sigala et al., 2020). Research topics include the implementation of mobile apps, IoT devices, AI-driven analytics, and virtual reality experiences to elevate the guest experience and streamline hotel operations.
Human Resource Management and Employee Engagement:
Studies on Marriott's human resource management practices have investigated employee recruitment, training, retention, and organizational culture (Nicolau & Hudson, 2019). Research emphasizes the importance of employee engagement, empowerment, and diversity in fostering a positive work environment and delivering exceptional guest service.
In conclusion, previous research on Marriott International provides valuable insights into various facets of its business operations, strategies, and corporate initiatives. These studies contribute to a deeper understanding of Marriott's competitive position, brand value, customer relationships, sustainability efforts, technological innovations, and organizational culture.
2.2 Examples of Performance Management in Different Work Modes
1. Remote Work: In the context of remote work, Marriott International employees’ performance management strategies focus on clear goal setting, regular communication, and leveraging technology for tracking and evaluation. For instance, remote employees are provided with Key Performance Indicators (KPIs) aligned with business objectives, such as customer satisfaction scores or sales targets. Regular virtual check-ins via video conferencing tools allow managers to provide feedback, address challenges, and ensure alignment with organizational goals (Bloom et al., 2015).
2. Hybrid Models: Marriott's implementation of hybrid work models necessitates a flexible approach to performance management, balancing autonomy, and accountability. In hybrid settings, performance evaluations may emphasize outcomes rather than physical presence, with metrics focused on productivity, collaboration, and adaptability. For example, employees working both remotely and on-site may be assessed based on their ability to effectively manage projects, contribute to team initiatives, and maintain communication across distributed teams (Holley et al., 2020).
3. Traditional On-Site Arrangements: Performance management in traditional on-site work environments at Marriott emphasizes direct supervision, training, and continuous feedback. Managers conduct regular performance reviews to assess employees' adherence to service standards, operational efficiency, and guest satisfaction. For example, housekeeping staff may be evaluated based on room cleanliness scores, adherence to safety protocols, and teamwork effectiveness during peak periods (Hsieh et al., 2019).
4. Technology-enabled Performance Monitoring: Across all work modes, Marriott leverages technology for performance monitoring and analytics. For remote and hybrid work arrangements, Marriott utilizes digital platforms and software solutions to track employee activities, measure progress toward goals, and identify areas for improvement. For instance, automated systems may capture data on sales performance, customer interactions, or task completion rates, enabling managers to provide real-time feedback and support (Smith & Lassiter, 2019).
In conclusion, Marriott International employees’ diverse performance management strategies are tailored to different work modes, ensuring alignment with organizational goals, employee expectations, and industry best practices.
2.3 Potential Solutions and Recommendations
1. Flexible Work Policies: Marriott International should consider implementing flexible work policies that accommodate various work modes, including remote, hybrid, and on-site arrangements. This approach would allow employees to choose the work mode that best suits their preferences and job requirements while maintaining productivity and work-life balance (Mann, 2021).
2. Technology Integration: Marriott International should invest in advanced technology solutions to facilitate seamless collaboration, communication, and performance management across different work modes. Leveraging digital platforms, project management tools, and virtual meeting software would enhance employee connectivity, streamline operations, and support efficient decision-making (Gomez & Lopez, 2020; Davenport & Harris, 2020).
3. Continuous Training and Development: Marriott International should prioritize comprehensive training and development programs to enhance employees’ adaptability and resilience in dynamic work environments. Offering online courses, virtual workshops, and personalized learning opportunities would equip employees with the necessary skills and competencies for success in evolving work modes (Jones, 2019; Gallo & Hsu, 2019).
4. Enhanced Performance Evaluation: Marriott International should establish clear performance metrics and expectations for employees across different work modes. Implementing outcome-based metrics, regular feedback mechanisms, and peer evaluations would ensure fair and transparent performance assessments while promoting accountability and motivation (Armstrong, 2016; Gandini et al., 2020).
5. Cultivating Trust and Transparency: Marriott International should cultivate a culture of trust and transparency to foster employee engagement and motivation. Open communication channels, collaborative decision-making processes, and recognition programs would strengthen employee relationships, instill a sense of belonging, and enhance organizational commitment (Schein, 2010; Peters & Haslam, 2021).
6. Sustainability Commitments: Marriott International should reinforce its sustainability commitments by integrating eco-friendly practices into its operations and supply chain management. Emphasizing energy conservation, waste reduction, and responsible sourcing would not only align with environmental goals but also enhance brand reputation and customer loyalty (Jones & Comfort, 2020).
In conclusion, by implementing flexible work policies, leveraging technology solutions, prioritizing continuous training and development, establishing clear performance metrics, cultivating trust and transparency, and reinforcing sustainability commitments, Marriott International can navigate the challenges of evolving work modes and position itself for long-term success in the dynamic hospitality industry.

3. Evaluation and Conclusion
3.1 Summary of Findings
Marriott International, a global hospitality leader, has traversed a remarkable journey from its inception as a nine-stool root beer stand in 1927 to its current stature as a hospitality giant with a vast portfolio of properties worldwide. Strategic milestones, including acquisitions such as the Sheraton Corporation in 1986 and the Starwood Hotels & Resorts Worldwide in 2016, have cemented Marriott's position as an industry leader (Mandelbaum, 2020). The analysis of performance management strategies across various work modes—remote work, hybrid models, and traditional on-site arrangements—reveals the need for tailored approaches to optimize employee productivity, engagement, and well-being (Bloom et al., 2015; Holley et al., 2020; Hsieh et al., 2019; Smith & Lassiter, 2019). Furthermore, addressing current issues and socioeconomic factors, including political instability, economic fluctuations, technological advancements, and environmental concerns, is imperative for Marriott's sustained success in the competitive hospitality landscape (Yang, 2019; Smith, 2018).
3.2 Implications and Recommendations
Marriott International's findings carry significant implications for its strategic direction and operational initiatives. To address these implications effectively, Marriott should consider the following recommendations. Firstly, implementing flexible work policies that accommodate various work modes, such as remote, hybrid, and traditional on-site arrangements, would empower employees to maintain productivity while balancing work-life demands (Mann, 2021). Secondly, investing in technology integration to facilitate seamless communication, collaboration, and performance management across different work modes can enhance operational efficiency and teamwork effectiveness (Gomez & Lopez, 2020; Davenport & Harris, 2020). Thirdly, prioritizing continuous training and development programs to equip employees with essential skills and resilience for dynamic work environments fosters employee growth and adaptability (Jones, 2019; Gallo & Hsu, 2019). Lastly, reinforcing sustainability commitments by integrating eco-friendly practices into operations and supply chain management aligns with environmental goals and enhances brand reputation (Jones & Comfort, 2020). By implementing these recommendations, Marriott International can effectively navigate the implications of its findings, drive organizational performance, and sustain its competitive edge in the global hospitality industry.
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