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[bookmark: _Toc168439174]Introduction and Background 
Marriott Hotels is an American multinational company operating globally. Marriott's business model operates on franchising and licensing brands, including residential properties, hotels, and timeshare properties. It is considered to be the brand with the most powerful portfolio within the entire hospitality industry. They have more than 30 leading brands and more than 8,900 properties in 141 territories and countries (Marriott, 2024). Since 1927, which was the inception of Marriott, the brand has been guided by family leadership, and its core principles remain intact and embedded in its operations and company culture. The company strategy, i.e. ‘Growing Forward’, encapsulates the priorities of the company, which helps the company to provide high-quality services to its customers (Marriott, 2024). 
Within the hospitality industry, there are a number of employee performance challenges that are being faced by the hospitality industry as a whole. Human resources (HR) is very essential for the hospitality industry because having good quality human resources is central to the provision of good service quality and guest satisfaction. In this regard, effective HR management (HRM) strategies are in place in order to hire, train, and support the employees who will ultimately be responsible for the provision of services to esteemed customers. One of the major challenges that the hospitality industry is facing is the higher employee turnover rates. According to the statistics of Beaurea of Labour Statistics, the turnover rate within the hospitality sector was a staggering 130.7% (QSR, 2021). Because of this issue, hotels have to spend additional money on hiring more people and training cost is also incurred. 
Moreover, various position in the hospitality industry requires skilled employees which has now become a significant challenge for the HR personnel to find such people. Some companies within this industry also face problems in terms of determining the performance of their employees. There are many positions in this sector that require an exceptional level of customer care and service, which is hard to measure quantitatively. Employee engagement is another mainstream issue that the employees of this industry face. Employees tend to lack motivation to work within their companies, and thus, their work is impacted adversely, leading to poor customer management. The industry trends and dynamics are changing rather rapidly, which requires the employees to comply with them. Many employees are not adequately trained enough to provide the necessary service or to deal with the customers properly. 
This proposal will focus on assessing the socio-economic factors that impact the way in which Marriott Hotels operates. The industry trends are also determined in this report; through this, the challenges that are faced within the hospitality industry have become apparent, and the strategies that are utilised by hotels are also determined and analysed. 
[bookmark: _Toc168439175]Literature and Discussion 
The hospitality industry is labour-intensive, and it relies majorly on its employees to provide high-quality services to its esteemed customers (Du Plessis et al., 2016). There are various HR-related issues which the hospitality industry faces in the current times. In order to assess the impact of socio-economic factors that are faced by employees, partial PESTLE analysis is carried out where the socio-economic factors are determined and evaluated. 
	Partial PESTLE Analysis

	Socio-Economic Factors
	· Perceptions of the industry's prestige and opportunities for advancement

	
	· Socio-economic status, which can impact access to resources and opportunities

	
	· Income inequality and disparities in pay

	
	· Inequitable access to resources, such as training and development programs, which can hinder career advancement"

	
	· Family expectations and pressure to pursue high-status careers

	
	· Challenging work environments, including long hours and few benefits

	
	· Limited career progression and development opportunities



	The above table has highlighted some of the socio-economic factors that impact employees within the hospitality sector. From carrying out partial PESTLE analysis of socioeconomic factors, the human resource problems which the hospitality industry at large is facing. It is often perceived that the hospitality industry is a low-skilled industry, and there are fewer opportunities for advancement and career progression (Baum, 2019). This tends to discourage individuals from choosing it as a permanent career. Many individuals work within this industry until they get a more prestigious and higher-paying job. This leads to high employee turnover within the industry. The majority of the employees working in this sector at a middle and low level belong to low-income households, which means that they have limited access to resources (Santero-Sanchez et al., 2015). Such employees cannot afford to get training and development programs in order to stay up to date on the work modes and industry trends. This tends to limit the prospects of such employees to move up the corporate ladder. 
	Between the different levels and positions of jobs within the hospitality sector, the disparity in income is very high. Such inequalities can cause higher dissatisfaction among employees based on their compensation (Cotilla and Campos-Soria, 2021). This results in lower engagement and job satisfaction. Ultimately, these employees leave the industry, creating turnover. The social background of the employee also has a role to play in impacting the accessibility to resources and opportunities (Manstead, 2018). this also tends to impact career decisions and choices. Individuals who belong to the upper class may have family pressure not to pursue jobs in the hospitality industry as a full-time career. Such families want them to pursue higher-paying and prestigious career options (Zhao and Ghiselli, 2016). The overall work environment of the hospitality industry is said to be negative because it is associated with longer working hours, lower pay, and fewer benefits and infringements (Harjanti and Todani, 2019). This perception of the hospitality industry discourages people from working in this industry. It is usually assumed that the career development and progression within this industry is very low, which detects potential employees to enter this industry and existing employees to leave this industry. 
	By assessing the different trends within the hospitality industry, we can assess the human resource problems that are commonly being faced by the industry as a whole. The following table summarises the problems that are being faced: 
	Industry Trends
	Description 

	Recruiting employees with the right skill set
	The industry struggles to find employees with the required skills, attitude, and experience, particularly in specialized areas like customer service, culinary arts, and management, making it essential to develop effective recruitment strategies (Ghani et al., 2022).

	Managing employee scheduling
	Creating schedules that accommodate variable shifts, part-time workers, last-minute changes, and fluctuating business demands is a complex and time-consuming task requiring advanced scheduling systems and strategies (Solnet et al., 2015).

	Evaluating employee performance
	Assessing employee performance in the hospitality industry can be subjective, making it challenging to identify areas for improvement, develop effective training programs, and ensure fair evaluations (Hole, 2019).

	High staff turnover rates
	The hospitality industry faces a significant challenge in retaining its workforce, with high employee turnover rates due to various factors such as seasonal demands, limited career progression opportunities, and low wages, leading to a constant need to recruit and train new staff (Dwesini, 2019).

	Implementing effective training programs
	Developing training programs that address specific skills gaps, meet business needs, and ensure compliance with regulations is a significant challenge in the hospitality industry (Grobelna, 2015).

	Managing and tracking irregular working hours
	Tracking and managing variable shifts, overtime, absences, and other irregular working hours is an administrative burden, requiring advanced HR systems and processes (Murphy et al., 2018).

	Employee satisfaction and morale
	Maintaining high employee satisfaction and morale is crucial in the hospitality industry, but challenging due to the high-stress environment, long hours, and demanding customers (Triatmanto, 2015).



	Through the assessment of the industry trends, it is evident that there are a number of HR-related problems that are being faced in the different employment modes in the hospitality industry. The most prominent problems that are affecting performance management and monitoring within this sector are recruiting employees with right skills, managing scheduling, evaluating performance, high turnover rates, implementing effective training programs, managing irregular working hours, and employee morale and satisfaction. 
	Many players in the hospitality sector are using effective measures and strategies for the purpose of overcoming these challenges. According to Al (2024), Hilton Hotels has greatly modernised its talent acquisition strategy for finding the perfect personnel who can adjust well to their culture. They have customised a unique AI algorithm for their recruitment process. The AI predicts the best candidates who are most suited for their position as well as the company culture. Moreover, through this, Hilton Hotel is also able to screen and rank the candidates based on their education, experiences, and other relevant data (Tunney, 2020). Having the right employee is important for the provision of high-quality services and, thus better monitoring and performance management. IHG Hotels constantly monitors the performance of their employees by using different digitalised and automated systems and software. They use a Learning Management System (LMS), Time-tracking software, and email monitoring software. IHG uses Whole Brain Thinking and Herrmann Brain Dominance Instrument (HBDI) for the purpose of improving communication and helping employees to be more creative in terms of their thinking. HBDI helps the management to know how the employees think and what preferences and factors impact their behaviour, communication, and relationship building. Through these frameworks, the management of IHG is able to achieve the desired performance from their employees (Think Herrmann, 2024).
	Similar to other hotels, the chosen hotel, i.e. Marriott also ensures that they have effective performance management and employee monitoring strategies that can help them in terms of increasing their job satisfaction and morale to reduce negative employee outcomes such as turnover. Marriott Global Source is a cloud-based human capital management system that manages employee data, performance and management (Catana and Toma, 2021). Having such automated processes helps the company to have more control over the performance management of employees in different work modes such as office work arrangement, hybrid work mode, and flexible work mode. Marriott uses SAP Jam which is a social networking platform to organise learning programs and training programs for its employees. This is an effective and engaging way to keep track of employees’ training needs and also monitor the training programs (Starner, 2015). This ensures that all the employees of Marriott are aware of the important changes that have occurred within the industry and they have the required skills and knowledge to provide the best services to its customers. 
[bookmark: _Toc168439176]Evaluation and Conclusion 
The above proposal has highlighted the current trends and challenges pertaining to human resources within the hospitality sector globally. Important socioeconomic factors have been highlighted in this proposal that contribute to human resources-related problems such as turnover and lower employee engagement. It has been found that some of these factors are: the perception that the hospitality industry is a low-skilled industry and there are fewer opportunities for advancement and career progression; many individuals work within this industry until they get a more prestigious and higher-paying job, between the different levels and position of job within the hospitality sector, the disparity in income is very high, and challenging work environments, including long hours and few benefits. The HR department employees face issues in managing the employees’ performance and monitoring them. It becomes difficult for them to create schedules that accommodate variable shifts, part-time workers, last-minute changes, and fluctuating business demands is a complex and time-consuming task, requiring advanced scheduling systems and strategies. It has been determined from this proposal that assessing employee performance in the hospitality industry can be idiosyncratic, making it challenging to identify areas for improvement, develop effective training programs, and ensure reasonable evaluations. Regarding all the different problems that are being faced by the hospitality industry, it is important that companies like Marriott Hotels incorporate advanced and automated systems for their monitoring and tracking of employee performance. Moreover, AI and machine learning should be utilised in order to shorten the time required for acquiring the required talent. The above proposal has shown that many hotel brands currently have employed effective strategies, including Marriott Hotels. However, there is much more that needs to be done in order to fight the modern-day challenges. 
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