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Executive Summary
Socio-economic factors have a significant impact on the management and monitoring  performance of employees. It can be said that this report contains the background information about the research topic and it has specified the objectives. Moreover, the research will be done on the case study of Marriott. The hospitality business sector in the UK is facing significant issues of employee shortage which is leading them towards implementing automation technologies to improve the quality of services. There are many socio-economic factors which are influencing this issue. This study has recognised the different utilisation of work modes like hybrid and flexible arrangements that Marriott Hotels provide to their employee prospects. This research report has assessed all such factors for Marriot Hotels and delivered feasible solutions to those problems.
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[bookmark: _u4xf435wetkk][bookmark: _Toc158997269]1.1 The Brief Introduction of the Topic
The hospitality industry is a vast sector that consists of economic activities that make a direct or indirect contribution to travel and tourism. In the year 2022, the sector of hospitality was considered the third best employer in the UK and it delivered 3.5 million jobs (GOV UK, 2023). The hospitality sector in the UK  consists of approximately 143000 business organisations. In the year 2019, this particular sector added a gross value of 4.4 Billion Euros. The hospitality sector not only contributes to the UK economy but also helps in building communities. There have been evolutions on a worldwide level related to the functional areas of a business and it is mainly due to the pandemic. The pandemic has made it mandatory to use different working modes in the workplace and maintain the productivity level of the employees.         
[bookmark: _yl4w1gapvaru][bookmark: _Toc158997270]1.2 Background of Marriott Hotels in HR Management
The HR management of Marriot Hotels is mainly associated with recruiting employees based on their specific skills without showing any kind of discrimination. It is to be noted that the management board of the hotel organisations mainly provides proper opportunities to the employees in the form of training and development programs. Training and development programs include teaching the ways of using different technological tools to work in a hybrid mode (Ramírez-Montoya et al. 2021). On the other hand, the performance of the employees can be enhanced if they are provided with flexible working conditions.  In order to maintain the safety of the communities during COVID-19, work-from-home facilities were provided to the employees.  However, working in a remote way leads to challenges in the hotel sector. It can be said that attending to the guests face-to-face is the main aspect of the hotel sector. 
[bookmark: _xhezjmgrwt4b][bookmark: _Toc158997271]1.3 Aim and Objective of the Research
Aim
The main aim of the research is to analyse the effects of socio-economic force on managing and monitoring the performance of employees in different work modes within Marriot. 
Objectives
· To explore different work modes of the hospitality sector and its impact on business performance
· To critically analyse the effects of socioeconomic factors on employee performance management in different work modes of Marriott.
· To identify the challenges faced in managing the performance of employees in various modes within the hospitality sector. 
· To recommend the strategies required to mitigate challenges for employee performance management in various modes within the hospitality sector.  
[bookmark: _1zh46ze8uc7b][bookmark: _Toc158997272]2. Literature
[bookmark: _sm05mrxb6g75][bookmark: _Toc158997273]2.1 Introduction
The chapter consists of information about the research topic based on the previous work done by the other authors or experts. The variables associated with the topic have been explained in detail within this chapter. This section contains data about the effects of socio-economic factors on different working modes within the hotel sector.  
[bookmark: _25jnwylqf290][bookmark: _Toc158997274]2.2 Past Findings
[bookmark: _v7gbhv6dj6qq][bookmark: _Toc158997275]2.2.1 Implementation of Different Work Modes in the Hospitality Sector and its Impact on Business performance
According to Waples and Brock Baskin (2021), the work modes of an organisation refer to the arrangement and strategies an organisation takes to guide its employees to deliver their daily responsibilities in the workplace. These strategies help an organisation and its employee maintain productivity as well as work-life balance which improves their engagement with the organisation. As mentioned by Pillai and Prasad (2023), different work modes are Hybrid work mode, office work environment, and flexible work mode which provides both facilities of work in the office and work from home. Osinaike and Thomas (2023) stated that, the UK hospitality sector is facing a significant workforce shortage, especially after the Covid-19 pandemic. More specifically the intense work pressure in the hospitality industry is leading many talents to shift from this sector which affects the productivity of an organisation. In this context, the hybrid work mode increases employee productivity and helps an organisation get access to a wider talent pool. As argued by Makarius et al. (2024), Marriott International provides a hybrid work culture to improve the work flexibility and productivity of the employees. On the other hand, Silva et al. (2020) mentioned, office work mode helps improve employee retention in an organisation. Marriott International has thousands of vacancies which can be improved through strengthening office work culture. Apart from this, Limanta et al. (2023) mentioned, that working from a work-from-home culture helps improve work-life balance and services from workers can be acquired independently in their locations. As stated by Floricic and Pavia (2021), Marriott provides work with a home facility which improves its brand advocacy significantly. Hence these different work modes help improve the flexibility of the workforce and the productivity of an organisation that enhances the global reach of a hospitality organisation like Marriott. In this context, socio-economic factors play a vital role in improving performance and cultural diversity in an organisation.
[bookmark: _Toc158997276]2.2.2 Impact of Socio-economic Forces on Employees’ Performance Management and Monitoring in the International Hospitality context
There are certain social factors in a hospitality workplace such as diversity and inclusion, job satisfaction and communication with the management that affect the performance of hotel employees. International hotel brands like Marriott International Inc. have several policies related to the inclusion of diverse employees in different tourist locations. According to Selin (2022), this hotel group consists of various programs like “Unity” and “TakeCare” that support diverse recruitments and financial grants for employees with hardships respectively. Employees also get affected by the elements of job satisfaction like job security, career opportunities, compensation benefits and working conditions that are present in the workplace of international hotel businesses [Refer to appendix].
According to the research conducted by Peiyang et al. (2023), high job satisfaction is achieved by employees from the social input of 5-star hotels like Marriott. These hotels focus on employee treatment and management practices along with staff training and compensation. These play a major role in the successful engagement and performance of hospitality activities by hotel staff. As stated by Dorta-Afonso et al. (2021), performance appraisals directly affect the attachment of an employee along with dedication towards a workplace in the hospitality sector. The rewards for deserving compensation are affected by economic factors like inflation. 
According to Bundtzen (2023), different factors affect the motivation of an employee like recognition. Monetary rewards and salary components in the compensation of hotel staff fall under these factors according to Herzberg’s motivation-hygiene theory. A rise in the prices of commodities in the market also brings about higher compensation expectations to fulfil basic needs during inflation. A shortage of employee force in the market along with high turnover because of international events like the covid-19 pandemic and Brexit have destabilised employee performance. This is where the layoffs led to more work pressure on existing employees and reduced employee performance during such economic crises. 
Constant review and monitoring of employee performance are facilitated by the affiliative and coaching styles of management and leadership in Marriott hotels. As explained by Peláez Zuberbuhler, Salanova and Martínez, (2020), coaching sessions in every field help in the evaluation and monitoring of the previous actions and knowledge in other sessions. Such practices help Marriott uphold the performance of its employees through training and affiliation. The use of CCTV and sensory systems helps the management to keep watch on the service quality of staff in Marriott hotels. The service gaps between services and guest expectations are monitored and mitigated to improve the experience of customers.      
[bookmark: _Toc158997277]2.2.3 The challenges faced in managing the performance of employees in various modes within the hospitality sector
The entire hospitality sector is service-based and highly dependent on the performance of employees towards their customers. The utilisation of various work arrangements like hybrid and flexible work modes can affect the performance of employees in the hotel business. According to Weideman and Hofmeyr (2020), major drawbacks of flexible work arrangements include abuse of company policies and a lack of communication along with lower coordination. The misalignment of work hours of employees who need to work in collaboration with flexi-arranged employees leads to diminishing quality of hotel services. An element of partiality and favouritism also occurs in flexible work modes. 
Hotel businesses like Marriott International Inc. have global reach and face numerous drawbacks of arranging remote work modes from home or convenient locations for the employee. As stated by Hajal (2022), hospitality employees face major issues in using remote working modes like teleworking that bring about interpersonal conflicts between personal and professional lives. An issue of isolation for not remaining physically present in the workplace brings a state of depression and stress in hospitality. The management at Marriott Hotels has tried to mitigate the issues with the help of the latest digital technologies and human resource management practices to keep employees engaged in their work.            
[bookmark: _Toc158997278]2.2.4 Potential solutions to issues arising in performance management of employees in the hospitality sector
The issues arising in managing the performance of the employees can be mitigated with the help of technological advancement and providing the employees with deserved benefits and compensations.  It is to be noted that business organisations in the hotel sector can use automation technology to meet the demands of customers due to employee shortages. Moreover, hotel organisations can mitigate the challenges of employee shortage by using robotic technology and use it for inventory management. On the other hand, the increase in the inflation rate in the UK increased the salary expectations of the workers (Jaravel, 2021). This challenge can be mitigated by replacing the human workers with robotic workers. In order to proceed with that, the business organisation in the hotel sector requires proper budget management. It is required by hotel organisations to cut some of the costs required in other departments and use it to create robots. This is a strategy that can be used by hotel organisations for the long term and it also leads to maintaining the proper efficiency of the tasks.  
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It can be summarised that this chapter has signified the need to consider socio-economic factors when different work modes of the hotel sector are analysed. However, the chapter has given authentic information about the different work modes within hospitality and their challenges. 
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[bookmark: _fh47iryit864][bookmark: _Toc158997281]3.1 Evaluation
The above assessment of past studies shows that employee satisfaction is an important factor that helps improve the performance and productivity of an organisation. The UK hospitality sector is facing a significant labour shortage issue which is leading them towards implementing different work modes like hybrid, and work-from-home. The CEO of Marriot International, Anthony Capuano mentioned that employee shortage is the most significant challenge in the contemporary hospitality industry (Travelpulse, 2022). Therefore, these different work modes improve employee engagement in an organisation which improves its productivity. The studies have also found how socio-economic factors like diversity and inclusion, and inflation affect job satisfaction in international hospitality organisations like Marriott. The study has also helped identify the  implication that automation technology can help these organisations deal with employee shortages without compromising with quality of hospitality services. Apart from this increasing salary of the employee was found to be a feasible solution to the socio-economic challenges in the UK hospitality sector especially in Marriott.
[bookmark: _gpns35o3ec7f][bookmark: _Toc158997282]3.2 Overall Conclusion
As per the above assessment it can be concluded that different socio-economic forces like inflation, diversity and inclusion and work-life balance help improve productivity of employees in hospitality sectors in the UK like Marriott. This sector is currently facing employee shortage issues which can be resolved by implementing these different work modes, increasing salaries for employees and implementing automation technologies to improve productivity by reducing human engagement. Overall, it can be stated that the socio-economic challenges can be resolved by focusing on employee needs and properly meeting them which can also improve employee retention in an organisation.
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Recommendation 1: Marriott is Recommended to promote its flexible work culture to attract talent towards the hospitality sector.
Justification: The flexible work culture in Marriott has made 62% of workers satisfied with their benefits, and 67% of Marriott employees feel their work environment is positive (Comparably, 2024). Hence promotion of this work culture can help the organisation attract new employees and develop a strong workforce.
Recommendation 2: The organisation is recommended to increase its employee salary to attract new talent towards this sector.
Justification: Around 3 million employees in the UK have received a pay rise of more than four times the rate of inflation from April 2020 (Rezcontrol, 2020). However, the salary of employees at the ground level of Marriots is not meeting the high inflation rate which is leading its workers toward striking (The Guardian, 2023). Therefore, increasing salaries can attract new talents towards this sector in the UK, especially in Marriott.
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[bookmark: _Toc158997285]Appendix: PESTLE Analysis 
	Factor 
	Description 
	Impact

	Political 
	· Political stability index in the UK is 0.5
· Brexit cause supply chain disruption 
	Moderate

	Economic
	· Inflation rate 3.9 in 2024
· GDP of UK is 3.13 lakhs crore USD in 2021
	Positive

	Social
	· Job satisfaction rate of employees is good.
· Job security among employees 
	Positive

	Technological 
	· UK government contributed more 13 in R&D of food manufacturing 
	Positive

	Environmental
	· CSR activates need to improve 
	Negative

	Legal
	· Follow employee safety legislation 
	Positive 
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