
ANALYSE THE IMPACTS OF SOCIO-ECONOMIC FORCE ON EMPLOYEES’ PERFORMANCE MANAGEMENT AND MONITORING IN DIFFERENT WORK MODES: HOSPITALITY HR’S PERSPECTIVE.
Student name: Sonia-Lorena Porumb



Executive summary






Marriott International, a globally recognized hospitality giant operating across 139 countries, epitomizes exceptional guest service through brands like Marriott Hotels. As socio-economic dynamics evolve, implementing diverse work modes within Marriott, such as hybrid and flexible arrangements, presents multifaceted challenges. Persistent issues in employee performance management, including ambiguous expectations and inadequate focus on development, underscore the need for strategic adaptation. Socio-economic forces and technological advancements significantly influence performance monitoring and management practices. Retention strategies and emerging work modes, such as the gig economy and hybrid models, reshape traditional employee management paradigms. Marriott's forward-thinking approach integrates cutting-edge technology, comprehensive training initiatives, and adaptable policies, aligning with prevailing industry trends and research insights. Recommendations emphasize the importance of clarifying performance expectations, establishing robust feedback mechanisms, and fostering strategic collaborations to effectively navigate socio-economic complexities. By prioritizing adaptability, technological integration, and employee development, Marriott Hotels can successfully navigate evolving socio-economic landscapes, ensuring sustained excellence in the dynamic hospitality sector.
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Marriott International is a leading global hotel chain that operates in over 139 countries and territories. With a diverse portfolio of brands, including Marriott Hotels, JW Marriott, and The Ritz-Carlton, Marriott is known for providing exceptional guest experiences and innovative hospitality services. Marriott Hotels, one of the flagship brands of Marriott International, offers upscale accommodations and a range of amenities tailored to both business and leisure travelers. Marriott Hotels places a strong emphasis on employee training and development, aiming to provide exceptional service through well-trained and motivated staff. The company takes pride in being environmentally responsible. It aims to reduce its impact on the environment through various initiatives. The brand focuses on providing personalized service, modern design, and state-of-the-art technology to enhance guest satisfaction (Marriott Hotels, 2024).
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The feasibility of implementing different work modes in the hospitality industry, specifically within Marriott Hotels, has become a significant consideration in recent years. Socio-economic factors and advancements in technology have influenced the adoption of various work modes, including hybrid work mode, office work arrangement, and flexible work mode. Evaluating the feasibility of these work modes in the context of Marriott Hotels requires an examination of their impact on employee monitoring and management.

Socio-economic factors, such as economic circumstances and labour market trends, can significantly impact employee monitoring and management practices in different work modes. For instance, during periods of economic downturn, hotels may face challenges in maintaining adequate staffing levels, which can impact the effectiveness of performance management strategies. Additionally, societal values and cultural norms shape employee monitoring and management approaches (Abdullahi et al., 2022). 
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1. Lack of Clarity in Performance Expectations:
One of the current issues in employee performance management is the lack of clarity in performance expectations. A lack of familiarity with the requirements pertaining to objectives, targets, and metrics may prevent employees from comprehending their responsibilities and goals. This can impede their ability to excel (Armstrong, 2012).

2. Ineffective Performance Evaluation Methods:
Another issue is the use of ineffective performance evaluation methods. Traditional annual performance reviews may not provide timely and actionable feedback, leading to a disconnect between performance assessment and improvement. This can result in demotivation and hinder the development of employees (DeNisi and Murphy, 2017).

3. Insufficient Focus on Employee Development:
A significant issue is the lack of emphasis on employee development in performance management. Many organizations focus primarily on evaluating past performance rather than investing in the growth and development of employees. This can lead to stagnation and hinder the organization's ability to adapt to changing business needs (Hinkin and Tracey, 2010). 
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[bookmark: _Toc160073591] Economic Impact on the Hospitality Industry

In the hospitality sector, the macroeconomic variables act as a crucial element in shaping the disciplines of performance management. The varying economic elements, like inflation, exchange rates, and GDP growth, have an impact on the available funding for employee training and development programs. Additionally, economic stability and consumer spending patterns can influence the demand for hospitality services, affecting employee workload and performance expectations (Costa and Costa, 2022). 
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Social factors, such as cultural norms, societal trends, and social expectations, can significantly impact employee performance in the hospitality industry. For instance, the cultural diversity of employees in Marriott Hotels may require a nuanced approach to performance management to accommodate different communication styles, work values, and expectations (Kim and Lee, 2019). Moreover, societal trends like the increasing importance of work-life balance and employee welfare can influence performance management strategies, such as flexible work arrangements and recognition programs (Deery and Jago, 2015).
The impact of socio-economic forces on employee performance at Marriott Hotel can be strengthened through proactive monitoring strategies. Utilizing advanced data analytics (Smith et al., 2020), employee feedback mechanisms (Golden & Gajendran, 2020), and flexible performance metrics (Armstrong, 2012) allows for a nuanced understanding of how economic conditions influence employee productivity and motivation. Moreover, investment in training and collaboration with external stakeholders (Costa & Costa, 2022) equips employees and management with the insights and skills needed to adapt monitoring practices effectively, fostering resilience and optimizing performance amidst socio-economic fluctuations.
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Technological advancements can also have a significant impact on employee performance management in the hospitality industry. The use of digital platforms, data analytics, and performance monitoring systems can enhance the accuracy and efficiency of performance evaluation, feedback, and goal setting (Armstrong, 2012). Marriott Hotels may utilize technology-enabled performance management tools to track employee performance, provide real-time feedback, and identify areas for improvement.
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Employee management, particularly in the hospitality industry, is undergoing significant transformations driven by emerging work modes and evolving trends in retention rates and turnover.
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Challenges in Retention:
Retaining employees in the hospitality industry has long been a challenge due to factors such as low wages, long and irregular hours, and limited career advancement opportunities. A study by Hayes and Ninemeier (2009) found that turnover rates in the hospitality industry are typically higher than in other sectors.

Impact of Turnover:
· High turnover rates in the hospitality industry can lead to increased recruitment costs, decreased productivity, and a negative impact on customer service (Hayes and Ninemeier, 2009).
· The sudden departure of experienced staff members can have a negative impact on the organization's efficiency and customer service (Woods and King, 2017).
· Employee turnover can disrupt team dynamics and negatively affect employee morale, leading to decreased job satisfaction and increased turnover intention among remaining employees (Kim and Lee, 2017).
· Turnover can lead to increased training and onboarding costs for new employees, as well as a temporary decline in service quality until new hires become fully proficient (Kusluvan, 2003).
Retention Strategies:
Hospitality businesses are increasingly focusing on implementing effective retention strategies to mitigate turnover. Various strategies can be used to create a favourable work environment and attract and retain talent. These include providing high-quality pay and benefits, promoting development and training programs, and implementing adaptable work hours. Creating a positive work environment, characterized by supportive management, teamwork, and recognition, is crucial for employee retention in the hospitality industry (Cho & Woods, 2019).

Technology Solutions:
Emerging technologies, such as predictive analytics and AI-driven HR software, are being utilized to identify factors contributing to turnover and predict which employees are at risk of leaving. By leveraging data analytics, hospitality companies can tailor retention strategies to address specific employee needs and preferences (Hameed et. al, 2020).
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Gig Economy and Freelancing:
The gig economy has influenced the hospitality industry, with platforms like Airbnb and Uber changing the way people find accommodation and transportation. Similarly, platforms like Upwork and Freelancer have enabled freelance hospitality professionals to offer their services on a project basis, providing flexibility for both workers and employers (Rogers, 2020).

Remote Work and Virtual Services:
The COVID-19 pandemic accelerated the adoption of remote work and virtual services in the hospitality industry. Hotels and restaurants began offering virtual experiences, online cooking classes, and remote concierge services to engage customers and generate revenue during lockdowns (Chen and Gursoy, 2021).

Hybrid Work Models:
Hybrid work models, combining remote work with in-person tasks, have become increasingly popular in the hospitality industry. This approach allows employees to enjoy the flexibility of remote work while still maintaining a presence in the workplace for tasks that require physical presence, such as guest interactions and on-site services (Nankervis et al., 2021).
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1. Hybrid Work Policies:

Marriott Hotels has implemented hybrid work policies that combine remote work with in-person collaboration. Research by Golden and Gajendran (2020) suggests that hybrid work arrangements can enhance job satisfaction and work-life balance. Marriott's approach aligns with this research by providing employees with the flexibility to choose where they work, thus accommodating individual preferences and improving overall satisfaction.

2. Technology Integration:

Marriott integrates technology to facilitate communication and collaboration among employees in different work modes. According to a study by Bapna et al. (2018), effective use of technology in remote work environments can improve team coordination and performance. By leveraging tools such as video conferencing and project management software, Marriott ensures seamless interaction between remote and in-office teams, enhancing productivity and efficiency.

3. Performance Measurement and Feedback:

In Marriott's hybrid work environment, performance measurement focuses on outcomes rather than inputs. Research by DeRue and Myers (2017) suggests that outcome-based performance management promotes accountability and results-driven behaviour. Marriott's approach aligns with this research by evaluating employees based on their contributions and achievements, rather than the number of hours worked or their physical presence in the office.

4. Flexible Scheduling:

Marriott offers flexible scheduling options to accommodate employees' diverse needs and preferences. A study by Kelly and Moen (2019) found that flexible work arrangements can improve employee well-being and job satisfaction. Marriott's flexible scheduling policies enable employees to balance their work and personal lives more effectively, leading to higher levels of engagement and retention.

5. Training and Development:

Marriott invests in training and development programs to equip employees with the skills necessary for success in hybrid work environments. According to research by Nahrgang et al. (2017), providing training on remote work best practices can enhance employee performance and satisfaction. By offering training on digital collaboration tools, time management, and communication skills, Marriott ensures that employees are well-prepared to excel in hybrid work settings.
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Marriott International operates globally, offering upscale accommodations and exceptional guest experiences through brands like Marriott Hotels. The company prioritises employee training, sustainability initiatives, and personalized service to enhance guest satisfaction. However, managing employees in different work modes, especially in the dynamic hospitality industry, requires careful consideration and adaptation to socio-economic forces.
The feasibility of implementing various work modes, including hybrid work arrangements, within Marriott Hotels hinges on socio-economic factors and technological advancements. Economic conditions and societal values influence employee monitoring and management practices, while advancements in technology facilitate communication and collaboration in different work modes.
Current issues in employee performance management include a lack of clarity in performance expectations, ineffective performance evaluation methods, and insufficient focus on employee development. Addressing these issues requires a comprehensive understanding of socio-economic factors and industry trends shaping employee performance management practices.
Socio-economic factors, such as economic stability and societal trends, significantly impact employee performance management in the hospitality industry. Economic conditions affect financial resources for training and development, while societal values influence cultural diversity and work-life balance expectations. Technological advancements offer opportunities to enhance performance management through data analytics and digital platforms.
Challenges in retention and turnover, emerging work modes like gig economy and remote work, and strategies for employee management in different work modes are key industry trends. Retention strategies focus on creating a positive work environment and leveraging technology for predictive analytics. Emerging work modes, such as hybrid work models, offer flexibility while addressing socio-economic challenges in the hospitality industry.
Marriott Hotels' approach to hybrid work integrates flexible policies, technology, performance measurement, flexible scheduling, and training and development. These strategies align with research findings on the effectiveness of hybrid work arrangements and address challenges in managing employees in diverse work modes within the hospitality industry.
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The research underscores the intricate relationship between socio-economic forces and employee performance management in hospitality. Understanding these dynamics is pivotal for devising effective strategies to tackle challenges and boost organizational performance. Key implications include:

Need for Adaptability: Organizations like Marriott Hotels must remain adaptable to changing socio-economic conditions. This entails flexible work arrangements, performance management practices, and retention strategies to navigate uncertainties and seize emerging opportunities.

Importance of Technology: Technological advancements offer avenues to enhance performance management and address socio-economic challenges. Leveraging digital platforms, data analytics, and communication tools can refine employee monitoring, feedback mechanisms, and decision-making processes.
Focus on Employee Well-being: Economic instability and societal trends can impact employee well-being and job satisfaction. Prioritising employee wellness initiatives, work-life balance programs, and mental health support fosters a positive work environment and boosts employee performance.
Investment in Training and Development: Continuous training and development programs are imperative for equipping employees with skills crucial for evolving work environments. Marriott Hotels and similar organizations should invest in upskilling employees, particularly in digital literacy, remote collaboration, and customer service excellence.
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Drawing from research findings, the following recommendations can enhance performance management in hospitality:

· Clarify Performance Expectations: Provide clear performance expectations, goals, and metrics, ensuring alignment with organizational objectives to boost accountability and motivation.
· Implement Regular Feedback Mechanisms: Establish consistent feedback loops between managers and employees, fostering open communication, constructive feedback, and recognition of achievements for continuous improvement.
· Promote Employee Development: Offer opportunities for skill development, career advancement, and personal growth through training programs, mentorship initiatives, and learning resources.
· Embrace Technology Solutions: Utilize technology-enabled performance management tools for streamlined processes, tracking performance metrics, and identifying areas for improvement.

[bookmark: _Toc160073603]Strategies to Navigate Socio-Economic Forces in the Hospitality Sector

To navigate socio-economic challenges, consider the following strategies:

· Diversify Revenue Streams: Explore alternative revenue streams such as virtual experiences and remote services to mitigate risks associated with economic fluctuations.
· Adapt Workforce Planning: Adopt flexible staffing models and cross-training programs to optimize resource allocation and minimize disruptions caused by changing demand and economic conditions.
· Enhance Customer Engagement: Strengthen customer relationships through personalized experiences and loyalty programs to counteract the impact of economic downturns on consumer spending.
· Collaborate with Industry Partners: Engage in partnerships with industry peers, government agencies, and community organizations to collectively address socio-economic challenges, share best practices, and foster innovation.
By prioritising adaptability, technology adoption, employee development, and strategic collaboration, organizations like Marriott Hotels can effectively navigate socio-economic 
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