[image: A close up of black text

Description automatically generated]


Personnel Resourcing and Development
BMIH5005



Analyse the Impact of Socio-Economic Force on Employees’ Performance Management and Monitoring in different Work Modes: Hospitality HR’s Perspective



Lecturer: Jemma Smith
Module Lead: Scott James

Student: Lavinia Mihaloiu
2113467 
Table of Contents
1. Introduction and Background	3
1.2 Socio-Economic Factors Affecting Employee Performance	3
2. Discussion Literature	4
2.1 Economic Conditions	4
2.2 Employment Rates and Turnover	4
2.3 Inflation and Cost of Living	5
2.4 Industry Trends and Work Modes in Hospitality	5
2.5 Emergence of Different Work Mode	6
2.6. Technology Impact on Workforce	6
2.7 Industry Examples	6
2.8 Feasibility of Different Work Modes in Hospitality	7
2.9 Flexible Work Arrangements	8
3. Evaluation	8
3.1 Impact of Socio-Economic Factors on Employee Performance Management	8
3.2. Flexible Work Performance Management	8
3.3. Hybrid Performance Management	9
3.4 Recommendations	9
3.5 Conclusion	9
References	10







[bookmark: _Toc168625483]1. Introduction and Background
InterContinental Hotels Group (IHG) fosters an engaging, diverse, and high-performance culture, focusing on tools, technology, and an inclusive working environment. Recognized as a Kin centric Global Best Employer and a diversity leader by the Financial Times and Forbes, IHG enhances its talent pipeline through partnerships with Historically Black Colleges and initiatives like IHG University and the Leading for Growth Executive Development Programme. This proposal analyses the impact of socio-economic forces on employee performance management across different work modes at IHG, exploring industry trends and the feasibility of various work arrangements to optimise performance and operational efficiency (IHG Hotels & Resorts, 2023).
InterContinental Hotels Group (IHG) is a global hotel chain with a diverse portfolio of brands, including InterContinental, Holiday Inn, and Crowne Plaza. Operating in nearly 100 countries, IHG caters to mainstream, upscale, and luxury segments through franchising and management models, tailored to market maturity. Focused on delivering "True Hospitality for Good," IHG supports hotel owners with robust resources, driving guest satisfaction and revenue growth. Recent strategic investments have expanded IHG's brand portfolio and enhanced its loyalty program, fostering long-term value for stakeholders through exceptional guest experiences and sustainable operations (IHG Hotels & Resorts, 2024).
[bookmark: _Toc168625484]1.2 Socio-Economic Factors Affecting Employee Performance
In strategic analysis, the PESTLE framework examines key external factors influencing business environments. Socioeconomic analysis, pivotal within this framework, delves into demographic shifts, consumer behaviour, and economic trends, offering crucial market insights. Additionally, PEST analysis evaluates political, economic, social, and technological factors, guiding strategic decisions by anticipating environmental changes and maintaining competitiveness (Sammut‐Bonnici & Galea, 2015). The hospitality industry faces challenges such as limited career growth, low wages, and tough working conditions, deterring talent. Social class influences career choices, as higher-class families prefer prestigious careers, reducing interest in hospitality. Understanding socioeconomic diversity's impact on career decisions, especially for Generation Z amidst labour shortages, is crucial. The Social Cognitive Career Theory (SCCT) underscores the role of personal and environmental factors, including social class. Family expectations, often favouring higher income and prestige, shape career choices, affecting industry diversity. Lower-class families prioritize job security, easing entry into hospitality roles. Job titles and industry reputation further sway career decisions across social classes (Lee & Yu, 2023).
[bookmark: _Toc168625485]2. Discussion Literature
[bookmark: _Toc168625486]2.1 Economic Conditions
Despite economic concerns, the hospitality industry continues to perform well, defying expectations with strong numbers. Travel demand remains robust, although potential cost-cutting measures by companies could impact it. Efficiencies at hotel and corporate levels, along with a focus on customer experience, analytics, and automation, are crucial. While transaction activity may slow, diligent preparation ensures readiness for opportunities. Despite economic fluctuations, the industry thrives on post-pandemic travel urges and growing business travel budgets, supported by trends like bleisure travel and remote work. This resilience ensures continued revenue and economic recovery (Riaz, 2023).
[bookmark: _Toc168625487]2.2 Employment Rates and Turnover
The hospitality industry grapples with significant turnover rates, impacting service quality and organizational stability. Job dissatisfaction stemming from poor work environments, insufficient training, and low wages fuels this turnover. Mobley's model outlines the sequential stages of turnover, highlighting the urgency of addressing dissatisfaction early. Research emphasizes the crucial connection between employee satisfaction, retention, and customer satisfaction. Strategies to enhance human resource practices and job satisfaction are imperative for reducing turnover and ensuring guest retention, fostering industry growth. Moreover, fluctuating unemployment rates present challenges. High rates offer a broader candidate pool but increase turnover as employees seek better opportunities. This necessitates ongoing recruitment and training management. Conversely, low rates can lead to labour shortages, elevating workload pressure and risking burnout among staff, potentially diminishing performance (AlBattat et al., 2014).
The evolution of hospitality from traditional customs to modern hotel businesses underscores its anthropological significance. Despite its historical roots, the hospitality industry is now a vital sector, contributing significantly to global GDP and employment. However, crises like the COVID-19 pandemic disproportionately impact the hotel industry, affecting employee morale and management practices. Human Resource Management (HRM) plays a pivotal role in addressing these challenges, emphasizing the importance of employee skills and attitudes in ensuring service quality and customer satisfaction. Strategies such as training and improved compensation are crucial for retaining staff and mitigating turnover's disruptive effects. (Abdelazim, 2023) IHG's investment in employee development exemplifies this approach, highlighting the industry's commitment to overcoming challenges through innovative HR practices.
[bookmark: _Toc168625488]2.3 Inflation and Cost of Living
Inflation impacts purchasing power and employee well-being, necessitating regular compensation policy reviews for companies like Intercontinental Hotels Group (IHG). Rising inflation diminishes real income, inducing financial stress and potentially affecting employee performance. By staying updated on economic trends and adopting strategic planning, businesses can thrive amidst inflationary challenges, ensuring employee satisfaction and organisational success. (Voss, 2023) IHG's commitment to maintaining competitive compensation aligns with strategies for navigating dynamic economic environments, fostering employee engagement and business resilience.
[bookmark: _Toc168625489]2.4 Industry Trends and Work Modes in Hospitality
The global hospitality industry, encompassing hotels, restaurants, cruise ships, and more, saw $4.5 trillion in consumer spending in 2020. With 10.3% of global GDP in 2019, COVID-19 profoundly impacted this labour-intensive sector, necessitating a reassessment of industry trends. Through academic and trade journal reviews and practitioner surveys, short-term disease prevention emerged as a priority, while technology and supply-demand dynamics remained crucial both short- and long-term. Academics prioritize broader trends like sustainability, contrasting practitioners' focus on immediate financial needs. Five main disciplinary domains emerged: consumer behaviour/marketing, organisational behaviour/human resource management, strategic management, finance/economics/law/accounting, and operations management. Research includes customer experience, HR engagement, strategic CSR, financial performance, and operational agility (Aksoy et al., 2022).
[bookmark: _Toc168625490]2.5 Emergence of Different Work Mode
Two years post-lockdown, remote work remains prevalent, with hybrid models emerging. Productivity varies; remote workers often work longer but report challenges like loneliness and work-life balance. Companies must prioritize employee well-being, offering support and flexibility. Honest dialogue, time tracking, and updated benefits are vital for navigating this new normal (Rozentals, 2023). High-performance work practices in hospitality vary for internal vs. external employees, impacting organizational performance differently. Internal employees benefit from commitment-based practices, while external workers often face control-based systems. Flexible rewards like performance-based bonuses boost job satisfaction for casual employees. Internal employment correlates with lower turnover and higher productivity (Cheng-Hua et al., 2009).
[bookmark: _Toc168625491]2.6 Technology Impact on Workforce
Human Resources in hospitality plays a supportive role in staffing, training, and retention, leveraging technology for efficiency. Online applications, automated screening, and internet interviews streamline hiring, while predictive software aids in scheduling. Biometric time clocks prevent time fraud, offering quick ROI. Training uses mobile apps for accessible, multilingual resources, enhancing efficiency. Personal safety devices improve worker safety. Technology alters staffing levels and roles, introducing automation for tasks like check-ins and room service. While some positions may reduce, human touch remains essential for complex services. Increased tech usage requires additional training and new skills, particularly in maintenance and engineering (Stringam & Gerdes, 2021).
[bookmark: _Toc168625492]2.7 Industry Examples
In response to hybrid working, IHG invested in flexible workspaces, including a new global headquarters in Windsor and refurbished Americas headquarters in Atlanta. Cybersecurity training was provided to support remote work, focusing on topics like phishing and secure data handling. Ongoing enhancements were made to IHG systems for information security (IHG Hotels & Resorts, 2022). Remote hospitality jobs, three times more popular post-pandemic, include Reservation Sales Agent, Business Development Manager, Area Sales Manager, eCommerce Manager, Digital Marketing Manager, and Revenue Manager. Key responsibilities include taking bookings, guest inquiries, and communication with VIP guests. Professional communication skills are essential (H Careers, 2023). The hospitality industry embraces remote and hybrid work models driven by evolving preferences and technology. Customer service, event planning, and training transition successfully to remote platforms. While senior roles may require physical presence, others like COOs and IT professionals adapt well to remote work. Challenges include communication struggles, maintaining service consistency, and privacy concerns. Remote work influences talent acquisition and retention, particularly among younger generations valuing flexibility. Cost savings emerge as a significant advantage for hospitality businesses adopting remote models (Williams, 2024).
[bookmark: _Toc168625493]2.8. Feasibility of Different Work Modes in Hospitality
The hospitality industry is increasingly embracing remote work and digital nomadism, driven by technological advancements, changing work preferences, and employer acceptance. High-speed internet, reliable communication tools, and collaborative platforms enable seamless remote work from any location. Flexibility and work-life balance are highly valued, allowing professionals to work from diverse locations. Companies benefit from accessing a global talent pool, reducing overhead costs, and increasing employee satisfaction. Remote work allows hospitality professionals to combine work and travel, enhancing their experiences. Dedicated co-working spaces and government visa programs support this trend. Leveraging technology, providing training, and fostering communication are essential for building a sustainable remote workforce (Phonesuite Direct, 2023).
Remote work offers significant advantages for the hospitality industry by broadening the talent pool and enhancing innovation, diversity, and retention. Remote employees, facilitated by tools like Zoom and Slack, bring specialized skills without geographic constraints, improving agility and market responsiveness. Work-from-home flexibility boosts staff morale and productivity, crucial in an industry with traditionally long hours and high turnover. Cost savings from remote work include reduced expenses for office space, utilities, relocation, cleaning services, food, equipment, and taxes. Positions suitable for remote work include sales executives, travel agents, event managers, financial controllers, reservation agents, and digital marketing managers. The shift to remote work enhances diversity, retention, and engagement while cutting costs (Krzak, 2023).
[bookmark: _Toc168625494]2.9 Flexible Work Arrangements
Flexible staffing in the hospitality industry enhances operational efficiency and guest satisfaction by allowing businesses to scale their workforce according to demand. This adaptability reduces labour costs and frees resources for other investments. Skilled temporary workers maintain high service standards during peak times, improving guest experiences. Additionally, flexible staffing minimizes overtime costs and prevents employee burnout. It also enables access to specialized skills for specific events. Recruitment challenges are reduced, and seasonal work opportunities boost employee morale, creating a motivated workforce. Overall, flexible staffing helps manage demand fluctuations, control costs, and ensure both short-term success and long-term sustainability in the hospitality industry (Lee Group, 2023).
[bookmark: _Toc168625495]3. Evaluation
[bookmark: _Toc168625496]3.1 Impact of Socio-Economic Factors on Employee Performance Management
The impact of socio-economic factors on employee performance management at IHG is evident through its various initiatives aimed at fostering an inclusive culture and supporting employee well-being. These include engagement surveys, flexible working policies, talent development programs, and rewards strategies. IHG's efforts to attract and retain diverse talent, address disparities, and promote inclusion reflect an awareness of socio-economic influences on employee performance. By prioritising employee feedback, offering career development opportunities, and promoting work-life balance, IHG aims to mitigate socio-economic barriers and create an environment conducive to high performance and career advancement for all employees (IHG Hotels & Resort, 2021).
[bookmark: _Toc168625497]3.2. Flexible Work Performance Management
The modern workforce, particularly the younger generation, values workplace flexibility for achieving work-life balance. Studies show a positive correlation between workplace flexibility and employee engagement, influencing organizational performance. Different forms of flexibility, including working time flexibility, play a crucial role in reducing stress, enhancing productivity, and improving employee engagement. Hypotheses suggest a nuanced relationship between flexibility and engagement, emphasising the importance of tailored approaches (Lee et al., 2024).
[bookmark: _Toc168625498]3.3. Hybrid Performance Management
Hybrid working poses challenges for performance management, with remote employees' productivity and collaboration potentially affected. Managers must schedule regular meetings, focus on outcomes, and invest in technology for tracking performance. Clear expectations, adequate resources, and timely issue resolution are crucial, as hybrid work doesn't excuse poor performance (Naylor, 2022).
[bookmark: _Toc168625499]3.4 Recommendations
Monitoring productivity alone isn't effective, as it neglects nuanced contributions. Hybrid employees may feel unfairly evaluated due to visibility biases favouring on-site workers. To address this, focus on outcome-based evaluation, equitable work allocation, and recognizing accomplishments regardless of location. Managers need agility in goal setting and assessing contributions, while training and recognition tools should promote equal visibility and acknowledgment. By emphasising outcomes over inputs and ensuring fairness in evaluation, hybrid businesses can enhance performance management and foster trust and engagement among their workforces (Westfall, 2022).
[bookmark: _Toc168625500]3.5 Conclusion
In conclusion, socio-economic factors significantly influence employee performance management at IHG, driving initiatives to foster inclusivity and support well-being. Workplace flexibility, especially in hybrid models, enhances engagement and productivity. Challenges in performance management require outcome-based evaluation, equitable practices, and technology integration for fairness and effectiveness. Employee engagement, distinguished from traditional job satisfaction, prioritizes commitment. Recent literature promotes positive psychology-driven approaches. Modern work complexities require a shift from control to facilitation in management. Fostering employee participation and enhancing the work environment are pivotal for contemporary performance improvement (Haque, 2023).
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