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[bookmark: _Toc167706258]Introduction and Background
InterContinental Hotels Group (IHG) is one of the world's leading hospitality companies, managing a wide portfolio of hotel brands that encompass InterContinental London Park Lane, Kimpton Hotels & Restaurants, and Holiday Inn. Established in 2003 and headquartered in Denham, in the UK, IHG runs over 5,900 hotels across almost 100 countries, serving market needs from luxury to economy segments (IHG, 2023). For this, the group has focused much on innovation and customer satisfaction in order to have one of the largest global footprints. IHG continues to be a leader with its commitment to sustainability and community involvement in the hospitality space (IHG, 2023). The report will focus on analysing and understanding InterContinental London Park Lane. The hotel is located in the  most decorated location and this hotel presents luxury in heart of Mayfair. The hotel is located in the very site of Queen Elizabeth II childhood residence. To add an element of community the hotel has a garden at the back (InterContinental London Park Lane, 2023). 
The industry faces varying issues, including rise and fall in economic conditions, shortage in labour supply, technological advancement, etc., which affect service delivery. The pandemic has only escalated the scenario for the industry, as such a decline in takeaway occupancy and revenue had never been noted before. According to UNWTO (2022), "international tourist arrivals dropped by 73% in 2020". With such a high decline, it has only emphasised the vulnerability of this industry to sudden global crises and the necessity of a powerful crisis management approach. In addition to this, customer preference seems to change toward a more digitised and personalized service experience, so investment in technology is needed in this industry (Jones et al., 2014). Shortage in labour supply seems to be a significant issue. This is because the hospitality industry faces a challenge in attracting and retaining suitable talents with its increasing competition from other industries, which provide a more stable and lucrative career (Baum et al., 2016).
The nature of the hospitality sector has presented the traditional mode of work in the sector as largely on-site. While flexible work setups have been seen to make major tectonic shifts in the last five years, there has been an insistence on adopting a hybrid mode of working, that which combines remote work and working on-site. Remote management and operations have become more technologically feasible to offer the flexibility that is actualised in adjusted shifts and remote administrative roles for the satisfaction and optimisation of the productivity of employees (Deloitte, 2021). The new modes of working open a new page in monitoring challenges and opportunities in people's performance through HR practices.
This research project proposal seeks to investigate the socio-economic forces affecting performance management and employee monitoring at work in InterContinental London Park Lane.
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[bookmark: _Toc167706261]Political Factors
Political stability and regulatory policies considerably have a significant influence on the hospitality industry. Brexit has several uncertainties. Still, it now influences the mobility of labour and the labour pool in the hospitality industry in the UK. According to Baum et al. (2016), government policies regarding tourism, visa rules, and how they calibrate or restrict travel all have an impact on how hotels go on with their business. Politics around minimum wage and employment rights affect employee satisfaction and Performance Management as well (Jones et al., 2014). 
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The economic conditions greatly affect the hospitality industry. A weakening economy that can be evidenced in economic recessions reduces the extent of travel and tourism, which is a source of hotel revenues (UNWTO, 2022). Inflation and changes in disposable income will dictate the spending behaviour of the customer, something that is going to affect hotel occupancy and profitability. The economic environment also impacts recruitment and retention, as economic uncertainty means higher turnover and problems in hiring skilled workers as well (Baum et al., 2016).
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Social factors in the form of demographical changes and consumer preferences are some of the social trends that impact companies in the hospitality industry. The growing needs of customers for individualized and experience-based experiences create added incentives for the adaptation of corresponding services at hotels. Equally, societal shifts towards a more pronounced work-life balance and flexible-working influence employee expectations and related job satisfaction. The increasing focus on diversity and inclusion also requires companies to ensure comprehensive HR policies to manage the equally diverse workforce effectively (Deloitte, 2021).
[bookmark: _Toc167706264]Technological Factors
The growth of technology has given a new definition to the sector, inducing a change in operational efficiency and the experiences of their customers. Nowadays, the use of digital tools for remote work, customer service automation, and data analytics is a must for the industry (Jones et al., 2014).

Legal Factors
The hospitality industry operates very much under legal compliance regarding issues of health and safety standards, labour laws, and data protection regulations. It is, therefore, proper to keep these laws by all means in order to avoid court penalties, not to mention maintaining a good reputation in the business arena (Baum et al., 2020).
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Environmental sustainability is increasingly an issue that matters most in the hospitality industry. Hotels are pressured to adopt green practices in the hope of saving energy and reducing waste (Jones et al., 2014). These approaches can improve brand image and customer demand, but they require significant initial investments and operational adjustments.
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Retention rates in the hospitality industry seem to be volatile at times. Many hotels are unable to retain professionals because of market pressures and undesirable workplaces. An estimated approximate rate of 70% retention in this industry, therefore, indicates that it is suffering from a high staff turnover with severe consequences. Retention strategies, such as career development and employee competitive remuneration, are very appropriate in ensuring sustainability in the workforce in this industry (Ghani et al., 2022).
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High turnover rates remain a challenge facing the UK hospitality industry, with more than a 30% turnover rate estimated annually. Factors contributing to this increase include low wages, irregular hours, and few career prospects (Blythe, 2021). Such issues can be reduced with improved working conditions and strong engagement policies, reducing the rate of turnover and giving even more organizational stability.
[bookmark: _Toc167706270]Employee Engagement
Employee engagement drives an organisation's performance and is key to customer satisfaction in the hospitality industry. Where employees are engaged, they will most likely give their top-quality service, leading to good guest experiences and positive business results. Engagement strategies that this improvement will share include increasing those that cater to regular feedback, recognition programs, and support in the work environment. The improvement associated with better retention includes driving an increase in overall operational efficiency (Jones et al., 2014).
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[bookmark: _Toc167706272]Hybrid Work Mode
The administrative and support roles in the hospitality industry have been among the jobs that have adopted the hybrid work mode, combining remote and on-site work. This kind of practice offers flexibility to enhance integration between work and life, increasing satisfaction and job productivity. But it also brings challenges in how to maintain consistent performance management and team cohesion (Kirkham, 2024). Such challenges can be mitigated by putting in place robust communication tools and setting clear performance metrics. For instance, InterContinental London Park Lane has adopted hybrid work practices for its corporate offices and has used technology to maintain the productivity and engagement of employees (IHG, 2023).
[bookmark: _Toc167706273]Office-Based Work Mode 
The traditional office-based work mode remains the most prevalent in the industry, particularly among the operations staff, such as front desk and housekeeping. This work mode ensures effective supervision of staff and leaves a possibility open for automatic guest response, where time is always at the heart of affecting quality service delivery to guests (Baum et al., 2016). However, due to high job demands in the hospitality industry, burnout may develop with this work mode. Consequently, hotels under IHG such as InterContinental London Park Lane uses wellness programs and regular breaks as part of its employee well-being (IHG, 2023). The office-based work mode is very important for hands-on roles and which demand the real-time effective response in service delivery.
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The industry is moving towards more flexible work modes, such as flexible shifts and remote working for some tasks. Such changes should help improve the satisfaction and retention of employees by making their own schedules possible and reducing work-life interference (Deloitte, 2021). InterContinental London Park Lane employees are able to schedule time professionally to commit themselves to personal commitments through space provided to work around personal commitments properly (InterContinental London Park Lane, 2023). Such flexibility will enhance the aspect of proper and consistent operational efficiency and service quality if there is good prior planning and clear guidelines.
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[bookmark: _Toc167706276]Performance Management at Marriott
Marriott International has used the following to manage employee performance in many types of work. Marriott's advanced digital systems provide seamless communication and engagement between remote and on-site hybrid workers (Marriott, 2023). Virtual training sessions and reviews of how workers are performing are thus conducted routinely through such platforms in order to ensure that high performance is maintained. Strong corporate culture is equally maintained at Marriott in hybrid work modes by conducting virtual engagement exercises that ensure team cohesion. This will prevent any possible dissonance that will follow and affect performance and kill motivation and drive as per corporate objectives (Cook, 2024).
[bookmark: _Toc167706277]Performance Management at InterContinental London Park Lane 
The company has offered flexible work arrangements, notably in corporate offices, in addition to supporting goals. Performance measurements and comments seem to be incorporated for performance management. The organisation has opened up digital tools for the tracking of productivity along with performance expectations. Hotels under IHG such as InterContinental London Park Lane has introduced wellness programs for its employees, which allows the implication of working in different modes, as it is established that the employees' performance is in direct proportion to their well-being (InterContinental London Park Lane, 2023). Employee engagement and satisfaction levels are high, and their flexibility in timing and remote options has been well maintained. High employee engagement and employee satisfaction help to sustain the performance of the employees (Deloitte, 2021).
[bookmark: _Toc167706278]Performance Management at Radisson Hotel Group
The Radisson Hotel Group has incorporated the use of technology in performance management between different work modes. Radisson monitors remote and hybrid work performance indicators through cloud-based HR systems, giving real-time feedback (Radisson, 2023). In fact, the company has seen the full implementation of online training programs that ensure employees continue to stay conducive and motivated by practising continuous learning and professional development. Radisson has virtual check-ins and performance appraisals at intervals to ensure that there is accountability and maintain performance standards. Radisson ensures all employees, irrespective of their work modes, are supported and performance-managed consistently through technology (Jones et al., 2014).
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Enhance Digital Infrastructure: Hybrid working requires powerful digital platforms that enable smooth communication and cooperation. InterContinental London Park Lane should invest in advanced digital tools to support remote and hybrid work. Virtual training and performance assessments maintain competency and interest (Pendlebury, 2024).
Expand Wellness Programs: Employee well-being is the key factor leading to increased productivity. InterContinental London Park Lane should extend the wellness programs to include mental health care, stress management workshops, and regular health checkups. Implementing work-life balance programs with flexible timings will also increase employee satisfaction (Deloitte, 2021).
Adapt Work Flexibility Policies: Flexible work arrangements translate to increased job satisfaction and retention among employees. Radisson is the case in hand through its flexible scheduling of employees. InterContinental London Park Lane should also develop flexible work policies with clear expectation settings (Wheatley, 2017). There has to be constant feedback and performance tracking of jobs to assess the jobs done within the flexible work arrangement.
Strengthen Performance Management Systems: Strong performance management helps in tracking and improving the performance of employees (Eletive, 2023). InterContinental London Park Lane is to be guided to determine clear performance metrics, frequent appraisals and feedback mechanisms. Technology can further be used to keep track of the analysis of the performance data to help in recognizing the top performers while even indicating the scope of improvement (Jones et al., 2014).
[bookmark: _Toc167706280]Conclusion
The Socioeconomic forces impact InterContinental London Park Lane employee management. Therefore, the company needs flexible techniques to match work mode changes. The company needs to invest in its digital infrastructure, expand its wellness programs, and adhere to more liberal work policies to ensure competitiveness and retention of talent. The reinforced performance management systems will keep a watch on and improve employee productivity. Integrated digital tools like flexible frameworks and holistic wellness programs function successfully at Marriott and Radisson. The proposed strategies help InterContinental London Park Lane manage the challenges of socio-economic factors and result in sustained organizational success. These strategies will ensure InterContinental London Park Lane is a resilient, engaged, and high-performing team to assure overall operational efficiency and customer satisfaction.
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