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1.0 [bookmark: _Toc180211959]Introduction and Background
[bookmark: _Toc180211960]1.1	Introduction
Hospitality performance management and monitoring are intrinsically critical and relate directly to the quality of service and, hence to business outcomes. With different working modes like hybrid, remote, and flexible, for instance, gaining ground, performance management is more complicated (Friedman, 2012). Socio-economic forces such as economic fluctuations, disparities in income, and the ever-changing labour laws influence the approach towards monitoring performance by the HR professional. Factors such as employee engagement and retention, which can positively influence their productivity in performance, force hotels to adjust their strategies towards them (Marchington and Wilkinson, 2016). This developed research proposal will analyse how socioeconomic forces shape performance management in a selected hotel brand, providing insights and recommendations for optimizing employee management across different work modes for the General Manager.
[bookmark: _Toc180211961]1.2	Hotel Brand Overview
This research proposal focuses on Marriott International, one of the largest and most well-established hotel chains in the world. The company was founded by J. Willard Marriott in 1927 and has since grown into a well-respected global brand (Anlesinya and Susomrith, 2020). It was founded by Willard Marriott and Alice Marriott, starting as a root beer stand in Washington D.C. before expanding into the hospitality business with the company opening its first hotel in 1957. Today, Marriott operates over 8,500 properties in 138 countries and territories under 30 brands-which include The Ritz-Carlton, St. Regis, and Sheraton among others (Mohammad and Darwish, 2022). Marriott goes ahead with a destination for customer segments, from luxury to the budget class, with around 377,000 employees globally (Sarwar et al., 2024). It has been highly recognised for its service standards and customer satisfaction. Marriott uses complete performance management strategies to observe and improve the performance of working arrangements, such as on-site, remote, or hybrid modes.
[bookmark: _Toc180211962]1.3	Current Issues
Some of the important socioeconomic factors that greatly impact the performance of employees in the hospitality industry include of economic decline, unequal distribution of income, and an increase in the cost of living (Kronenberg and Fuchs, 2021). Economic troubles such as inflation and recessions place a critical financial constraint on employees and employers, hence hindering job satisfaction and motivating factors, while income disparity and increased cost of living precipitate turnover rates due to an unstable remuneration factor as employees migrate to other industries that pay better (Johnston et al., 2012). Meanwhile, the hospitality industry has also seen several working modes, such as hybrid, flexible, office-based, and remote working, especially during the COVID-19 pandemic. These arrangements provide even more flexibility; however, they challenge performance management since securing productivity, consistency in the quality of services, and managing retention in the environment becomes difficult when staff work from different locations (Parker and Chung, 2018). This means it is important that hospitality human resource teams develop a strategy to track employee performance successfully and support employees.
[bookmark: _Toc180211963]2.0	Literature Review
[bookmark: _Toc180211964]2.1	Socio-Economic Factors
Socio-economic factors such as the influence of economic growth or recession shape the performance management landscape of the hospitality industry in performative ways. When economies are in boom mode, for example, consumer spending on travel and hospitality increases, with a similar increase in demand for such services, along with an increase in personnel (Gallagher, 2016). On the other hand, during periods of economic recessions, sometimes as witnessed during the global financial crisis and COVID-19, the hospitality sector is adversely affected by the decline in consumer expenditure because consumers reduce the frequency of visits. This leads to layoffs, a reduction in work hours, and heavier workloads on the remaining employees, ultimately bringing down morale and performance (Serafini and Szamosi, 2015). Moreover, laws and regulations regarding employment play a vital role in the workforce management of hospitality companies. Minimum wage laws, working time directives, and employee rights in terms of fair treatment and benefits are some of the issues which the management has to comply with regularly (Armstrong and Taylor, 2020). For example, altering labour legislation in many countries that brought in legislation to prevent worker exploitation and increased minimum wages has affected their cost structure; thus, the challenge in performance management in the hospitality sector is how to balance labour costs against employee satisfaction and retention.
The social trends that hit the hospitality workforce include changes in work-life balance. Workers today want flexible working arrangements; hence, the evolution of hybrid work models, working from home, and flexible hours (Horn, 2009). While this change presents an opportunity for workers to have an appropriate work-life balance, it presents a challenge to hospitality managers in terms of performance observation and maintenance of service standards consistency. Added to this, the increased emphasis on mental health and employee well-being means that support mechanisms, such as flexibility in working hours and well-being programs, are increasingly expected by Human Resources management as important in retaining talent in high performances given changing socio-economic demands (Omolo and Mose, 2019).
[bookmark: _Toc180211965]2.2	Industry Trends
The hospitality business has experienced radical changes in the retention rate, per cent turnover, and other performance parameters because of economic fluctuations and changing expectations among the workforce (Lather et al., 2016). Even before the pandemic, excessive annual employee turnover-estimated in some locations to be as high as 70%-was part of the cost of doing business, given the sector's reliance on low-wage, part-time labour. Limited opportunities for career advancement, seasonal demand, and long working hours were some of the other factors complicating retention problems (Kagika, 2016). Employee stability was closely aligned with other performance indicators, including employee engagement and customer satisfaction because high turnover meant reduced service quality.
The COVID-19 pandemic compelled deep changes in modes of work, with further impacts on performance metrics. Layoffs, furloughs, and temporary closures commonly befell most hospitality businesses during the pandemic, which saw retention rates fall and turnover rates surge (Murton et al., 2010). However, post-pandemic recovery has seen a shift toward hybrid and flexible modes of working in some aspects of hospitality, especially in support functions and managerial positions. This is demonstrated by the shift from the traditional office-based model of work to more flexible, adaptable arrangements driven by an expectation from employees for much more flexibility (Petcu et al., 2021). These changes have positively and negatively impacted performance management mechanisms that strive for a balance between the two. The flexible schedules allow employees to be more satisfied and create better work-life balances, thus engaging them more in work. On the other hand, managing employee performance both remotely and hybrid brings in new challenges regarding consistent service quality and how to manage dispersed teams (Bal et al., 2022). Due to these changes, the industry is equally compelled to adjust, and HR managers are seeking to balance these changes with robust performance monitoring systems that will ensure the emerging models of work in the industry do not impinge on either operational efficiency.
[bookmark: _Toc180211966]2.3	Emergence of Different Work Modes
Over the past five years, there has been a sea change in the modes of working within the hospitality industry. It's influenced and continuously driven by changing expectations of employees, advances in technology, and external disruptors such as the COVID-19 pandemic (Tooranloo et al., 2017). Conventionally, this industry was dependent on work from the site, with most roles required to mandatorily have employees physically present at the site owing to the nature of the customer service (Torrington et al., 2020). However, once the winds of remote work and digital transformation blew across the world, in specific areas of hospitality work, many administrative, marketing, and managerial workers started moving into the realm of hybrid and flexible models.  This was hastened by the COVID-19 pandemic (Horn, 2009). Because of the concurrent lockdowns and travel restrictions, many hotels had to shut down or work with a skeleton staff, thereby forcing them to think of other ways of working. One feasible option was a hybrid work combination of both office and remote work for non-operational employees; another was flexible modes of work that allowed employees to create schedules that balanced their personal and professional lives (Kagika, 2016). Thus, it became very important for hotels to re-tool their approach to performance management considering such newly emerged work environments.
Hotels also leverage different digital ways of tracking employee performance remotely through cloud-based HR systems, communication platforms like Microsoft Teams and Slack, and other performance-tracking tools so that work tasks are performed efficiently (Parker and Chung, 2018). In this respect, digital transformation empowers managers to track an extensive array of performance metrics-productivity, employee engagement, or service quality though the workers are remote or hybrid. The hotels have also, therefore, initiated flexible evaluation criteria whereby the focus is no longer on physical presence but rather on output and results (Marchington and Wilkinson, 2016). This not only gave a better work-life balance for the employees but similarly allowed hotels to retain good talents, providing greater flexibility in how and where the work is completed and, as such, alleviating some of the traditionally stubborn retention challenges for the industry. With these changes, it has been possible for hotels to ensure a high level of service and support various job arrangements (Parker and Chung, 2018). However, managing the consistency of the service provided is considered a highly challenging task for remote teams, and HR managers have to ring in new performance management frameworks.
[bookmark: _Toc180211967]2.4	Industry Examples and Potential Solutions
Marriott, IHG, and Radisson are among the hotel chains that have created innovative approaches to managing employee performance in different modes of work by using digital tools, policies, and strategies of flexibility that contribute to maintaining standards of service (Friedman, 2012). Marriott, for example, has opted for cloud-based human resources systems and performance review software, enabling managers to monitor all employees' productivity and engagement levels from a distance (Omolo and Mose, 2019). It uses tools such as Microsoft Teams to keep people in touch regularly and continuously to ensure performance is monitored, whether people are working purely in-office or remotely. Also, based on certain IHG positions that could be suited to hybrid ways of working, regular feedback should be forthcoming from performance management platforms measuring outcomes, alongside initiatives looking after employee wellbeing through flexible scheduling and programs offering mental health support (Mohammad and Darwish, 2022). Radisson has introduced tailored training programs and remote management tools to monitor productivity, while also employing policies that emphasise output over physical presence.
To further enhance performance monitoring in these dynamic work environments, hotels could adopt more sophisticated performance management solutions, such as automated review software that monitors key performance metrics in real time (Gallagher, 2016). The periodic virtual check-in, apart from the structured performance reviews, will create a continuous loop of feedback for better transparency and accountability. The outcome of such measures would be increased retention if there were initiatives to overcome major socio-economic challenges, such as the rising cost of living, through either cost-of-living adjustments or flexible benefits to support work-life balance (Kagika, 2016). With such customized benefits and competitive wages, in addition to flexible models of working, hotels have the potential to improve their engagement in the longer term, through better performance by establishing a more flexible and resilient workforce.
[bookmark: _Toc180211968]3.0	Evaluation and Conclusion
[bookmark: _Toc180211969]3.1	Summary of Findings
The analysis reveals that socioeconomic forces, which relate to economic downturns, income disparity, and the increase in living costs have been of great importance in altering space in employee performance management in the hospitality industry. The disturbances in the economy because of inflation and financial stability contribute to a further slump in employee morale and, consequently, the participation of employees in such industries, whereas income disparity generates higher turnover due to employee pursuits of opportunities elsewhere. These pressures are exacerbated by the move to hybrid, flexible, and office-based modes of working, each with distinct challenges in monitoring performance. While office-based employees have the benefit of traditional methods of management, hybrid and remote employees work better through digital tools and less rigid supervision. While hybrid and flexible work models are accommodating to employees and offer great satisfaction and work-life balance, complications come along with ensuring consistent service quality.
[bookmark: _Toc180211970]3.2	Implications
These social-economic and operational factors have some very important implications for the hotel HR teams, amplifying the need for adaptable approaches toward performance management. Traditional in-person methods of oversight and supervision, in a landscape increasingly dominated by hybrid and flexible models of work, are no longer sufficient (Parker and Chung, 2018). For this reason, HR managers can no longer afford to neglect digital capabilities that would facilitate real-time tracking of employee engagement, productivity, and service quality. In addition, they must address the financial well-being and good mental health of the staff struggling with such broad economic pressures. 
[bookmark: _Toc180211971]3.3	Recommendations
It is hence recommended that the General Manager implement a mix of advanced HR tools, policies, and specific training to develop employee performance management (Kagika, 2016). Advanced automated performance review systems and real-time KPI tracking software will enable smooth monitoring across all work modes for consistency and productivity. Virtual check-ins alongside structured feedback meetings will help maintain alignment and communication of employees to managers regarding the work environment (Gallagher, 2016). Apart from this, offering flexible benefits such as a cost-of-living adjustment and customised packages will protect the talent retention policy when economic pressures are strong. 
[bookmark: _Toc180211972]
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