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[bookmark: _Toc159878320]Introduction  
The hospitality industry is dynamic and fast-paced. Attracting a diverse workforce, it is severely impacted by the changing socio-economic factors. Such factors can affect experiences of guests but in this essay we will cover how they can impact employee’s performance management and monitoring. Thus, HR professionals must explore the changing trends and adapt their policies accordingly. This report studies the socio-economic trends in context of the Marriott group of hotels.
[bookmark: _Toc159878321]Background of Hotel 
Marriott is a luxury 5-star hotel that offers breathtaking views. It offers a relaxing getaway with facilities such as a spa, sound bath serenity and fitness centers, which aims to attract guests from all demographics. Some of their hotels also house a Michelin star restaurant for the finest dining experience money can buy. The hotel also arranges private city tours and aims to provide guests with an enriching city experience. Marriott International was founded in the late 1900’s and was able to place a firm foothold in the hospitality industry. Today, it spans over 30 brands across 139 countries. The Hotel group has launched several loyalty programs including Marriott Bonvoy. Today Marriott stands tall in the industry and is a common name among guests seeking comfort and luxury.  
[bookmark: _Toc159878322]Socio-economic Factors 
The socio-economic factors discussed in this analysis range from income disparity, digital advancements, globalization and consumer expectations. These factors differ the ways an HR representative may monitor their employees and manage their performance. For workers in an office work arrangement, might require relaxed performance measures due to daunting economic pressures. Hybrid work mode workers require data-driven and swift information to deliver effectively. Flexi work mode workers demand trust, concise communication and relaxed monitoring. 
To combat these or respond to such dynamic work environment, HR must draw out a plan that emphasizes both flexibility as well as inclusivity. Employee monitoring must evolve from conventional methods and now focus on empowering employees to take ownership and self-monitor. Emphasis could be placed on individual goals, constant feedback loops and standardized testing resulting in a worthwhile investment of a skilled workforce. 
Income disparity can cast a shadow over employee’s motivation, automation dampens job security further casting that shadow, migration due to globalization test the limits of every organization’s willingness to adapt to foreign traffic and customer expectations are reliant on real-time feedback which tests the capability of traditional and outdated systems. 
[bookmark: _Toc159025137][bookmark: _Toc159878323]Emergence of different work modes
In the past 5 years, the hotel industry has seen a dramatic shift in the work modes. (Ongsakul et al 2022). The pandemic only added to this as a bulk of the operations had now shifted to a work-from-home based model. Other services such as Airbnb also disrupted the hotel industry by connecting willing homeowners to rent out their property to willing guests. All of this for a much cheaper and homely experience. Such a service also streamlined the check-in process as there is no existence of a front desk. Guests can simply proceed into their pre-booked rooms. The administration system in hotels has also been widely digitalized. Guests simply have to input their digital key after making the booking and a few minutes later they are in their rooms (Fatima et al 2020). The hassle of going through a reception has been dealt with. 
This analysis will dive deeper into the socio-economic factors and the impact it plays on monitoring employee performance in all the 3 different work modes. (Office work, Hybrid and Flexi)
[bookmark: _Toc159025138][bookmark: _Toc159878324]Discussion/Literature 
This report will begin with discussing the socio economic factors (income disparity, education levels, family background etc.) in detail and then analyzing separate research articles and their findings. Factors like job security play an important role in worker morale and retention (Hur et al 2020). When an employee feels secure in their job they tend to work with more commitment and productivity (Nicola et al 2020). Socially responsible organizations and those that are environmentally inclined also tend to attract a loyal workforce. Workers feel comfortable and more devoted. 
During the pandemic many workers were displaced from their usual office-based environments. It gave birth to the hybrid and home working arrangements paving the way for a possibility to deliver on office demands right from the comfort of your room. In remote work the major barrier in monitoring their performance was reduced supervision. How can hotels combat this? The answer was simple. It required a trust building between the employee and the employer and performance reviews in order to adjudge whether they have been taking ownership of their tasks and delivering on it (Grzegorczyk et al 2021). For hybrid workers, the question arose as to how can they be cohesive with the team and maintain that balance? According to (Morieux et al 2022), the answer lied in technology based assessments and time based monitoring. 
[bookmark: _Toc159878325]Employee monitoring in other five-star hotels
In other five star hotels, for example the Hilton hotel, full time employees go through a degree performance review (Trullen et al 2016). In this review the HR representative takes a holistic account of the employee’s performance from their colleagues. For hybrid or flexi workers, feedback is received from the customers and how satisfied they were with their interaction with the employee. If performance is not satisfactory, corrective measures are undertaken to rectify it. In Radisson Blu group of hotels, they aim to cultivate an engaging culture where employees feel motivated and connected to their roles (Adesola et al 2017). Thus performance measurement is not as stringent, as employees focus on achieving the organization’s objectives. Employees understand their individual roles and think of the organization as a whole. 
Building a fair and reputable workplace is difficult when you’re running a dynamic task force. In other words, having a hybrid and flexi team demands more stringent monitoring systems. But how do you navigate around that in a developing work environment where employee rights have taken a place hold? For starters, workplaces need to debunk the myth that employees physically present in the office are more productive than those who are not (Gratton et al 2021). In a study by (Diehl et al 2018), they place an emphasis upon employee performance in relation to poor socio-economic conditions. These conditions include income inequality and low human development and these result in employees relying on organizational justice to play their part. These socio-economic factors impact workers in all forms of work environment. They aren’t just limited to full-time workers. Truly understanding the base of socio-economic indicators and adapting various performance management tools according to the work mode is essential to retain employees and maintain their morale (Mofijur et al 2021). 
[bookmark: _Toc159025139][bookmark: _Toc159878326]Managing remote employees in Marriott
Marriott group of hotels are renowned for its deliverance on excellence in consumer standards as well as work place environment (Catana et al 2021). It emphasizes helpful feedback which is defined as loop where managers provide their thoughts about their performance to employees at least once a year (Neupane et al 2022). This helps reinforce positive behavior as employees know their work is being monitored and are given pointers on how to deliver their performance to the best of their capabilities. Another method the hotel employs to measure performance is the use of KPI’s (Key Performance Indicators). These KPI’s vary across departments and can vary according to budgeted vs actual expense reports or the number of complaints received. This showcases that managers have access to every data available ranging from operational to financial. Diving deeper into the segmentation of work modes and performance management, Marriott Hotels use output based metrics in order to understand the performance in remote work. Since the number of hours worked cannot be efficiently tracked, employees are evaluated on the basis of the output. Moreover, their attentiveness and readiness to work can be tracked via their timely responses to emails. 
[bookmark: _Toc159878327]Managing hybrid role employees 
For a hybrid role, as mentioned above, team cohesion is a factor where workers in this mode would struggle on. To combat this, collaborative software’s could be introduced to bridge the communication gap created from the difference in working conditions (Belte et al 2022). Marriott also believes in 360-degree feedback where input is received from all the members in an organization that the employee has an interaction with. These include peers, subordinates and task managers in order to generate a more comprehensive view of the performance of an employee (Hewagama et al 2019). 
[bookmark: _Toc159025140]

[bookmark: _Toc159878328]Evaluation and conclusion
Marriott hotel aims to align individuals with their organizational vision (Krupskyi et al 2019). This helps employees understand the objectives set. Their performance is regularly viewed and constructive feedback is provided along the way in order to aid their development, both in the short and long term. As highlighted above, regular assessments also highlight areas for development and provide the HR with concrete data to evaluate their performance. This study also aimed to understand the socio-economic factors that had impacted performance within the industry. It was found that lower socio-economic conditions correlated with a feeling of despair and affected the overall well-being of the workers (Ali et al 2021).
Work modes were of a major focus in this analysis. Marriott conducts quarterly, semiannual and annual assessments in order to measure the performance of the employees. Mentoring sessions are also provided in between and feedback is taken from employees in order for them to deliver to the employee’s expectation is well. Key theoretical concepts such as the SMART goals are also taken into account as these increase participations within the worker (Bjerke et al 2017). Since Flexi and hybrid workers are the main focus, Marriott has implemented virtual training for employees that aren’t physically available. These training programs covered a wide range of modules and only upon completion of this program, would the employees gain a certification (Fegade et al 2023). 
[bookmark: _Toc159025141][bookmark: _Toc159878329]Recommendations
A recommendation to Marriott group of hotels would be to leverage such training modules to be implemented across all departments within the hotel. These virtual learning methods would cater to the different work modes and more departments could hence adapt to the dynamic environment that has been created post-pandemic. The 360-degree feedback, is believed to be an extremely smart and efficient way to monitor performance from a co-worker’s perspective. It promotes transparency in the line of work and each to be held accountable. This would also foster growth. The Marriott Employee Handbook is another area of interest. This holy grail entails the company policies and expectations from an employee. It details a worker’s rights and what duties they have to fulfill as a member of the organization. One factor found absent in this handbook was the mention of key socio-economic indicators. They could only strengthen this handbook by addressing topics considered to be taboo in the workplace such as leave policies and work hours (Selin et al 2022). 
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