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[bookmark: _Toc168648482]Introduction and Background
[bookmark: _Hlk168609446]In the hospitality industry, employees are considered a key resource, performing a critical role in ensuring guest satisfaction, delivering extraordinary services and driving business performance (Papademetriou et al, 2023). Accordingly, appropriate working environment and approaches should be a top priority of HRM strategies in hospitality companies as this is integral for improved commitment, increased job satisfaction and motivation levels (Dorta-Afonso et al, 2021). 
IHG (Intercontinental Hotel Group) is a leading hospitality business operating across the globe. The Group owns a diverse portfolio of 19 hotel brands, operating in more than 100 countries. IHG operates in the America, Aia Pacific and EMEA regions and run by independent hotel owners (Fuchs, 2022). 
The company fosters a culture that embraces employee engagement, celebrates diversity, invests in flexible and hybrid work approaches and prioritizes technological advancement that enables both personal growth and improved business performance. In 2021, IHG refined its annual performance plan to emphasize individual performance in which all employees are evaluated on a unified set of performance metrics. IHG prioritizes attracting and retaining a talented and diverse workforce by cultivating a strong employer brand which ensures that employees have the support they need to succeed throughout their career (IHG Responsible Business Report, 2021). 
IHG’s management aligns workplace culture and business objectives with employee performance and engagement through ERGs (Employee Resource Groups). These groups enable employees to share their feedback on various organisational aspects and work modes. In 2023, the employee engagement score of 87 percent highlighted the importance of delivering consistent experiences across all aspects of work as a key factor in driving future performance (IHG Annual Report, 2023). 
Crowne Plaza Hotels, a leading premium brand of IHG, has released the hospitality industry's first 'Blended Travel' white paper to better understand the evolving needs of employees in response to the growing trend of combining work and leisure travel (IHG Hotels and Resorts, 2022). 

[bookmark: _Toc168648483]Pestel Analysis
Although the UK is a politically stable country, offering a favorable environment for hospitality businesses, the industry may face challenges due to Brexit's implementation. With a per capita GDP of $9,230, the UK possesses a robust economy, and this favorable financial climate has significantly contributed to the thriving UK hospitality industry. Social factors like shared beliefs and cultural environment significantly impact the tourism industry. IHG strives to make a meaningful difference within its communities, by empowering individuals with skills training and driving positive social change.  IHG has embraced technological reform to meet the evolving needs of the hospitality industry (de Haast et al, n.d.). IHG prioritizes customer privacy by clearly charting its privacy policy to foster adherence to UK legal standards. Also, IHG focuses on all aspects of ethical considerations, demonstrated by its initiative to encourage tourists to adopt environmentally friendly practices. 
[bookmark: _Toc168648484]Discussion/Literature
The shift in employment composition serves as a clear indicator that organisations must adapt their structures and nature of work to accommodate new forms of employment, ensuring worker satisfaction and well-being. The hospitality industry is experiencing a significant transformation in work, accelerated by the COVID-19 pandemic. In response, employers have had to adopt flexible schedules, habits, and environments (Leiler, 2023).  In the hospitality industry, effective employee management and effective modes of word are key strategies employed by companies to boost their performance. There is a strong positive correlation between an organisation's performance and effective employee management (Jahmani et al, 2023). 
The pandemic-driven shift to remote work, coupled with the renewed opportunity for in-person connections, is driving the hospitality industry to meet the growing demands and accommodate new modes of working (Reizer, 2022). The concept of digital transformation, characterized by autonomy in work arrangements and flexibility in work schedule and location, not only benefits individuals but also enhances job satisfaction (Davidescu, 2020). Similarly, hybrid, telecommuting, remote-work, flexibility and coworking are emerging trends in hospitality workplaces. 
Arous et al (2022) observed that it is essential to create a comprehensive approach to employee wellbeing for maintaining a motivated and satisfied workforce. This approach encompasses various aspects, including career development, job satisfaction, financial security, social connections, and community engagement. Likewise, Kloutsiniotis and Mihail (2020) discovered that in the hospitality industry, high-performance work practices have varying applications and outcomes for different types of employees and organisational performance. These practices include delegating greater task autonomy to employees, levelling organisational structures, providing comprehensive training, selectively hiring top talent, fostering open communication and introducing gain-sharing policies. 
[bookmark: _Toc168648485]Emerging Trends in UK Hospitality Sector
Hospitality is the third largest private sector employer in the UK, accounting for 10 percent of the country's workforce. The UK hospitality industry encompasses a broad spectrum of sub-sectors, including hotels, cafes and restaurants (Piso, 2022). These businesses vary greatly in scale, ranging from independent, small, organisations to multinational, large corporations with multiple locations. This diversity has a direct impact on the skills and roles required of employees. The sector plays a vital role in the UK's economic growth, regional development, and employment landscape (Kumodji, 2024). As highlighted in the UK Hospitality Workforce Commission 2030 report, the sector employed a significant 3.2 million individuals, contributed a substantial £130 billion to the economy (Baum et al, 2023). Industry, like its global counterparts, struggles with ingrained institutional and structural challenges. These include a workforce with a specific skills profile and demographic, inadequate remuneration, job insecurity, and difficulties in retention and recruitment and skills development (López-Andreu et al, 2019). These issues collectively shape the poor working experience of industry employees in the UK. However, industry-wide efforts are proceeding to support employees in achieving a better work-life balance, with a focus on flexible scheduling and more sociable working hours whenever possible. HR leaders are also driving improvements in management and internal communications, leveraging digital tools to foster closer connections between employees and employers, and facilitate easy access to essential information.
[bookmark: _Toc168648486]Emergence of Different Work Modes
In the hospitality industry, the concept of office hoteling has grown in popularity alongside the rise of hybrid work models, remote, and flexible work arrangements. This flexible workplace strategy allows employees to break free from traditional office locations and work from various spaces across different locations, accommodating remote work and other flexible arrangements. Hotels frequently have underutilized space, and office hoteling offers a forward-thinking solution by repurposing these areas to create dynamic mixed-use spaces (Lacalle, 2024). The hospitality industry demands continuous innovation in amenities to remain competitive, and this adaptability presents a compelling opportunity to generate additional revenue streams and diversify income, thereby maximizing hotel resources and enhancing employee performance (Adebayo and Ibrahim, 2023).
The prevalence of part-time employees in the hospitality industry contributes to management's reluctance to invest in training, stemming from a common perception among hospitality managers that part-time staff are less dedicated, less skilled, and less motivated. Jaworski et al (2018) argued that this perspective overlooks the continuous struggle of the hospitality industry in terms of high employee turnover, which in turn affect the business stability and growth and generates an inflated and costly cycle of endless recruitment.
To overcome these issues, Kloutsiniotis and Mihail (2022) suggested that hybrid work modes are progressively prevailing and enabling hospitality organisations to invest in comfortable and adaptable workplace environments in order to achieve optimal employee performance and wellbeing Likewise, the continuous operations and diverse roles in hospitality sector need to adopt flexi work arrangements to retain valuable staff, reduce recruitment cost, improve business performance and increase employee motivation. The flexible approach to work in hospitality organisations serves as a key differentiator that attracts and retain competitive workforce and increase competitive advantage in highly viable hospitality market (Merkel, 2022). Besides Sanabria-Díaz et al (2021) cited that technological and social advancements aim to reshape employee behavior and attitudes towards work, and the shift of hospitality industry towards innovative work modes is accelerated by the impact of Covid-19 and staff shortage.
As the hospitality industry continues to evolve, accommodating employees' growing demand for flexible schedules has become a strategic imperative, enabling businesses to attract high-competence staff in an increasingly competitive labor market.
[bookmark: _Toc168648487]Industry Examples
Radisson Hotels
The Radisson Hotel acknowledges and respects the unique work preferences of every employee. To support this diversity, the company has introduced innovative programs named nWOW (New Way of Working) to provide employees with the autonomy to work in a way that suits them best, fostering productivity, flexibility and overall employee well-being (Akinboyewa, 2020). Radisson transformed its Minnesota office into a flexible and collaborative workspace by replacing traditional cubicles with lower walls to relax and socialize. Additionally, the company has invested in cutting-edge technology to support remote work for seamless meeting participation and encourage employees to achieve a harmonious work-life integration with flexibility and ease. As per the Radisson Business Report (2020), the company is committed to utilizing the hospitality industry's potential as a positive force in combating modern slavery. Radisson conducts annual talent review meetings across all organisational levels to analyse employee performance. Radisson prioritizes employee development through Radisson Academy by offering personalized training programs to enhance skills and foster a continuous learning culture.
InterContinental Hotel Group - IHG
IHG has launched the innovative ‘my Flex’ system, a flexible work arrangement platform to stimulate the job market and achieve its operational and recruitment goals. This HR system enables employees to self-schedule their working hours, offering autonomy and flexibility. Furthermore, IHG’s flexible workers benefit from a comprehensive package, including paid parental leave, wellness days and personal project days. The company has also prioritized employee mental wellbeing by introducing the “R u OK”? manual, a resource that fosters ' inclusivity, awareness and support among employees, promoting a culture of understanding and care (Lennon, 2021).
Marriot
Marriott has embraced work mode evolution by designing a state-of-the-art global headquarters in Bethesda, Maryland, that represents the company's renowned hospitality determination. In response to shifting employee expectations, Marriott has created a hybrid work environment that depicts the comfort and exceptional service standards traditionally reserved for its guests.
The innovative space features private workstations, resourceful meeting areas, and comfortable shared spaces evoking the feel of a hotel lobby rather than a conventional office cubicle. By incorporating flexible work areas, Marriott has successfully transformed its hospitality expertise into a welcoming and inclusive work environment.
[bookmark: _Toc168648488]Evaluation and Conclusion
Guest satisfaction and comfort are definitive standards of success in the hospitality sector (Iloranta, 2022). The overall structure and work environment of a company all significantly influence employee performance and management, which in turn has a profound impact on organisational performance (Rachman, 2021). 
IHG faces a significant challenge in maintaining uniform human resource practices across its brands due to varying HR procedures and policies. IHG operates on a minimal asset-based strategy, prioritizing growth in fee revenues and margins, which can be achieved with minimal capital expenditures (Gong, 2020). This approach allows the company to expand and invest in business while generating high returns on invested capital. 
For improved employee performance, IHG's reward strategy should be designed to attract, retain, motivate, and engage top performers. This strategy could be strengthened by a rigorous governance framework that ensures equitable and consistent reward and recognition practices diversity factors, and there is fairness across all levels of the organisation, from frontline employees to executive leadership (Nabil Ahmed et al, 2022).
To increase the effectiveness of the employee performance management process, IHG must practice quarterly check-ins to ensure a consistent practice for managers to connect with their team members. It would provide actionable feedback and guidance on progress towards goals, expected behaviors, and development opportunities, thereby ensuring all team members remain focused, aligned and working towards the company’s core objectives. High Performance Work modes aim to improve organisational performance by fostering employee commitment, productivity and capability (Posthuma et al, 2013). 
A hybrid workforce is a distributed workforce that spans multiple locations, including traditional offices and factories, as well as remote locations such as employees' homes or shared living spaces. This hybrid model offers flexibility, enabling employees to work in a way that suits them best (Cabrita and Eiffe, 2023).  By adopting a hybrid approach, IHG can foster innovative work modes, collaboration and agility. Likewise, the company should equip its HR partners with specialized training through performance development workshops and embraced flexible working arrangements to foster a best-in-class approach performance and talent management in IHG’s hybrid work environment. 
The company should offer a range of development and learning opportunities to equip employees with the knowledge and skills necessary to drive a business’s growth (He et al, 2019). To attract and retain top talent, employers must capitalize on the growing demand for blended travel by offering hybrid work arrangements. This approach might be regularly benchmarked against industry standards, guaranteeing market-driven reward packages that meet the evolving needs of its employees (Iqbal, et al, 2021).
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