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[bookmark: _Toc160262012]Executive Summary
The performance management techniques used by the Radisson Blu Hotel in a dynamic hospitality sector are examined in this report. It focuses on the socioeconomic aspects that affect worker productivity and highlights the main difficulties that hybrid work settings provide. The results highlight Radisson Blu's proactive measures to adapt. The report outlines the methods used to measure performance and suggests solutions to address the challenges. The recommendations are intended to provide guidance to Radisson Hotel Group in developing its performance management system, ensuring competitiveness and sustained success in the dynamic hospitality industry.
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[bookmark: _Toc160262013]Introduction and Background
[bookmark: _Toc160262014]Introduction
The Radisson Hotel Group is a key player in the global hotel sector. Their impressive portfolio and commitment to hospitality are undeniable. They demonstrated their commitment to excellence when Forbes named them as the third top employer in the tourism and leisure category (Martin, 2024). The company has 10 distinct brands to run more than 1250 hotels in the APAC and EMEA areas (Macias, 2024). The Radisson Hotel Group caters to diverse target groups excellently. From business travellers to leisure tourists, families to couples, and event planners, everyone is welcomed with high-quality services and comfort.
[bookmark: _Toc160262015]Focus of the research
This study focuses on exploring the socio-economic factors that influence the performance of Radisson Hotel Group employees. It also aims to develop recommendations for improving working conditions, supporting employee motivation, and commitment for the General Manager. Despite the focus on Radisson Blu, the insights from this research may be relevant to the entire company group.
[bookmark: _Toc160262016]Impact of COVID-19
Since the pandemic, hospitality has experienced substantial changes. To safeguard both its visitors and staff against the pandemic, Radisson Blu set into effect a variety of procedures (Akinboyewa, 2020). They had to modify their business practices in compliance with health and safety regulations. They introduced remote work and flexible working hours and enforce strict safety protocols such as wearing masks and regular cleaning. The pandemic has negatively affected the workforce and guest demands, leading to labour shortages, and changing guest needs (Liu-Lastres, Wen & Huang, 2022). The hotel has invested in technologies to optimise guest experience and operational efficiency while still emphasising employee well-being.
[bookmark: _Toc160262017]PESTLE analysis
The PESTLE analysis factors affect Radisson Blu's operations and employee performance. Political changes can affect labour market regulations and the tax environment. Economic factors determine travel trends, consumer habits, while social factors include health regulations due to COVID and employee expectations. Technological advancements offer new working methods, and the legal environment also applies to labour regulations.
[bookmark: _Toc160262018]Table 1. PESTLE analysis
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[bookmark: _Toc160262019]Industry Trends
In the hotel industry, retaining talent and turnover rates are key indicators that point to employee satisfaction and loyalty to the company (Ununger, 2023). In the past five years, flexible working models have become prevalent in hotel chains, aligning with changes in the labour market and employee needs (Rodríguez-Sánchez et al., 2020). Alongside flexible working, the rise of technology is reshaping the future of hospitality. Online platforms are becoming growing more common for handling reservations, interacting with visitors, and offering guest services. Hotels are trying to utilise energy-efficient technology, create fewer waste materials, and support local suppliers since the environment is influencing guest decisions progressively (Urwin and Sao, 2020). Hotels offer discounts and services tailored to guests' preferences as they seek more personalised experiences. Hotel chains must adapt to changes in the labour market, technological advancements, sustainability needs, and guests' desire for customised experiences in the future to remain successful (Shi et al., 2021).
[bookmark: _Toc160262020]Research Objective
In order to ensure the long-term competitiveness of the Radisson Hotel Group, this research aims to improve employee motivation and performance management. 
[bookmark: _Toc160262021]Discussion/Literature 
[bookmark: _Toc160262022]Introduction
The aim of the research project is to analyse the impact of economic and social factors on performance management and monitoring of employees in different working methods in the hospitality industry. It is essential to review and summarise prior research on the subject before preparing to a project.
[bookmark: _Toc160262023]The Economic Impacts of Flexible Working in the Hospitality Industry 
Ab Wahab & Tatoglu (2020) research shows that by enhancing worker performance and assisting with workforce management, flexible working hours may save a great deal of revenue in the hospitality sector. Companies may adjust to seasonal demand and shifting workloads with the help of flexible working hours, which can result in increased cost savings and resource efficiency. Possible disadvantages might include a deterioration in team cohesiveness as a result of individuals working at various hours and communication issues. Solving these challenges requires consideration and appropriate solutions.
[bookmark: _Toc160262024]The Social Impact of the Work Environment on Employee Performance in the Hotel Industry 
A welcoming and positive environment at work could increase employee’s enthusiasm and drive in hospitality jobs, according to Park, Johnson & Chaudhuri (2019) research. Performance may be enhanced and long-term employee engagement to the organisation can be bolstered by good management techniques, pleasant connections among colleagues, and healthy team dynamics.
[bookmark: _Toc160262025]The Impact of Hybrid Work Model on Employee Performance in the Hotel Industry 
Vyas (2022) research indicates that the use of hybrid working practices in the hospitality sector may improve worker performance. Flexible work can help create a work-life balance and increase employee satisfaction. However, challenges may arise, such as coordination difficulties and information security risks. Employers must also provide appropriate platforms and tools for effective communication and data protection about data protection procedures.
[bookmark: _Toc160262026]Impact of Automation on Workplace Satisfaction and Employee Performance in Hospitality
Jabeen, Al Zaidi & Al Dhaheri (2021) research examined how automation affected employees' job satisfaction and performance in the hospitality industry. The results show that automation can improve efficiency and reduce errors, ultimately improving employee performance and satisfaction in the long run. While automation can bring benefits to the hospitality industry, some challenges can arise. Automation could potentially lead to job losses, fewer opportunities for developing manual skills, and isolation. These challenges need to be addressed with the involvement and support of employees to ensure successful implementation.
[bookmark: _Toc160262027]The Impact of Technological Advancement on Work
Tuomi, Tussyadiah & Stienmetz, (2020) research indicates that technological advancements are radically changing how and where work is performed. New technology has made it possible for employees to work more productively, concentrate on innovation, and automate repetitive activities. Additional advantages of technology improvements that boost employee satisfaction and work-life balance include the capacity for remote work and flexible scheduling.
[bookmark: _Toc160262028]The Impact of Leadership Practices on Employee Performance
[bookmark: _Toc159768145]According to Sun et al., (2022) research, leadership practices play a critical role in shaping employee performance and satisfaction. Effective leadership techniques that are encouraging, inspiring, and supporting can increase employee commitment and drive. Friendly interactions, a welcoming workplace, and chances for professional growth are all factors in higher worker productivity and sustained corporate loyalty. Successful management styles contribute to the development of a good work environment that encourages innovation, collaboration, and general business success.
[bookmark: _Toc160262029]The Radisson Blu Employee Performance Management Strategies
Radisson Blu hotel chain has effectively adapted to socio-economic changes in employee performance management. The company has implemented various measures to promote flexible working, such as adjusting work hours to individual needs. Additionally, they have moved away from traditional yearly evaluations and introduced a performance management system focusing on continuous feedback and development, supplemented by coaching and mentoring programs to support employee growth (Sharma, 2023).
Using technology, Radisson Blu provides online learning platforms for employees to develop necessary skills. The new performance management system ensures fair and equal treatment for all employees and has developed programs to promote workplace diversity and inclusivity (Corder, 2021).
Radisson Blu has a strategic and proactive approach to employee performance management in response to socio-economic changes. The tools and technology provided to employees enable effective remote work. The company emphasises the importance of employee satisfaction and motivation, introducing various programs and incentives to promote personal and professional development (Yampolska, 2023).
The leadership has also adapted to the changing work environment, providing training for managers to effectively lead remote teams. Radisson Blu has measurements and KPIs to assess the efficiency of performance management, contributing to the hotel chain's competitiveness in the industry (Toivonen, 2020).
These case studies highlight how Radisson Blu has shifted to flexible, innovative, and proactive solutions, allowing successful adaptation to the changing work environment and socio-economic changes in employee performance management.
[bookmark: _Toc159768146][bookmark: _Toc160262030]Methods of Performance Measurement at Radisson Blu Hotel
Radisson Blu Hotel employs several methods in their performance evaluation process to monitor and assess employee performance. The company emphasises the following methods:
[bookmark: _Toc160262031]Table 2. Performance Measurement Methods 
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[bookmark: _Toc159768147][bookmark: _Toc160262032]Possible Challenges
Radisson Blu Hotel is committed to achieving excellence among its employees. Effective performance management is crucial for reaching goals, but the current system of the hotel may not necessarily meet the challenges of hybrid work and the demands of a modern work environment (Haque, 2023).
In terms of motivation, commitment, communication, teamwork, and performance review, the hybrid work environment brings additional difficulties. The key to successful hybrid work is ensuring effective communication and information sharing among office and remote workers, improving teamwork and coordination, retaining employee motivation and commitment, and objectively evaluating remote workers' performance (Grzegorczyk et al., 2021).
Continuous feedback is essential for employee development, but the current system may not be efficient. Leaders need to provide regular constructive and developmental feedback to employees about their performance. The hotel needs to introduce a feedback culture where employees are open to criticism and feel encouraged to give and receive feedback (Akhtar et al., 2021).
The use of technology can improve the efficiency of performance management, but current software may not be user-friendly or meet the hotel's needs. The hotel needs to implement performance management software that is user-friendly, meets the hotel's needs, and ensures data security.
Diversity and inclusivity promote workplace excellence, but the hotel still needs to take steps in the fight against unconscious bias and discrimination, as well as in creating an inclusive work environment. The hotel needs to develop a strategy that promotes diversity and inclusivity in the workplace and ensures that every employee feels equally treated.
It is important for Radisson Blu Hotel to proactively identify issues related to employee performance management and develop effective solutions to improve the system. Addressing the above problems will help guide the hotel in future research and in developing a more efficient performance management system.
[bookmark: _Toc159768148][bookmark: _Toc160262033]Possible Solutions
To address the challenges faced in improving the performance management of employees at Radisson Blu Hotel, there are several effective solutions available. During hybrid work, it is important to focus on facilitating effective communication and collaboration (Xu & Wang, 2019). In response to these challenges, it is recommended to introduce online communication platforms and digital tools that support efficient information flow. Additionally, organising regular virtual team-building events can strengthen relationships and collaboration among remote workers.
To maintain motivation and commitment, it is suggested to organise regular online motivational workshops or training sessions, as well as introduce a virtual "workplace club" or community platform for employees to share their experiences. Implementing an objective and fair performance evaluation process, along with the use of performance tracking software, can help achieve effective evaluations in the hybrid work environment (Behson, 2023).
Emphasising the importance of continuous feedback, it is advisable for leaders to introduce and support regular, structured feedback sessions through an online feedback platform. To develop a feedback culture, creating incentives for employees to actively participate in constructive feedback, as well as providing leadership examples and encouragement for open communication, is recommended.
In the realm of technology, introducing educational programs and providing employee support to make the employed software more user-friendly is suggested. To address data security concerns, effective communication of data security measures and regulations, as well as continuous training and awareness-building, are recommended.
To reduce unconscious bias in diversity and inclusivity, the use of leadership training and employee workshops is suggested. To create an inclusive culture, developing strategies that promote diversity and inclusivity in the workplace, including mentorship programs and open commitment from leadership, are essential.
The Radisson Blu Hotels will be able to better monitor staff performance and handle the difficulties associated with hybrid work by putting these ideas into practice.
[bookmark: _Toc160262034]Evaluation and Conclusion
[bookmark: _Toc160262035]Conclusion
Based on the research and case studies, it can be concluded that Radisson Blu Hotel has effectively adapted to socio-economic changes and improved employee performance management. The company proactively responded to flexible work, innovative technological solutions, and initiatives aimed at increasing employee satisfaction.
The introduction of hybrid work mode and automation presented new challenges for the company, but Radisson Blu effectively managed these challenges by improving communication, providing continuous feedback, and ensuring the availability of appropriate technological tools. The company has a strategic and proactive approach to employee performance management, contributing to the hotel chain's competitiveness in a dynamically changing market.
The management of Radisson Blu Hotel must continue to consider the challenges of the changing work environment and continuously improve performance management strategies to maximise employee commitment and efficiency. Supporting flexible work, innovative technological solutions, and employee satisfaction are key to Radisson Blu Hotel's long-term success in the hotel industry.
[bookmark: _Toc160262036]Recommendation
Based on the research, it is recommended to introduction of an effective performance management system tailored to hybrid work. Improving communication and collaboration between remote and office workers, maintaining motivation and commitment, ensuring objective and fair performance evaluation, establishing a culture of continuous feedback, using technology more effectively, and promoting diversity and inclusion all contribute to more efficient workforce management.
Effective performance management is crucial to maintaining competitiveness in the hospitality industry (Islam et al., 2022). The suggestions outlined in the research can help Radisson Hotel Group adapt to the modern work environment and maximise employee performance.
Further steps include developing and implementing the recommendations, monitoring, and evaluating the system's effectiveness, and expanding the research to other hotel brands.
Hopefully, this research has provided valuable insights for Radisson Hotel Group to improve employee performance management.


[bookmark: _Toc160262037]References
Ab Wahab, M. and Tatoglu, E. (2020). Chasing Productivity demands, Worker well-being, and Firm Performance: The Moderating Effects of HR Support and Flexible Work Arrangements. Personnel Review, 49(9), pp.1823–1843. DOI: https://doi.org/10.1108/pr-01-2019-0026.
Akhtar, M.W., Karatepe, O.M., Syed, F. and Husnain, M. (2021). Leader Knowledge hiding, Feedback Avoidance and Hotel Employee outcomes: a Moderated Mediation Model. International Journal of Contemporary Hospitality Management, 34(2), pp.578–600. DOI: https://doi.org/10.1108/ijchm-04-2021-0545.
Akinboyewa, C. (2020). Sustainable Service Innovation- A Case Study at Radisson Blu Waterfront. [online] Available at: https://www.diva-portal.org/smash/get/diva2:1538641/FULLTEXT01.pdf [Accessed 15 Feb. 2024].
Behson, S. (2023). Making Performance Reviews Fairer in a Hybrid Workplace. [online] Harvard Business Review. Available at: https://hbr.org/2023/02/making-performance-reviews-fairer-in-a-hybrid-workplace [Accessed 21 Feb. 2024].
Corder, J. (2021).  Women in Hospitality Must Remember Their worth, Says Radisson Inclusivity Champion. [online] Hotelier. Available at: https://www.hoteliermiddleeast.com/people/women-in-hospitality-must-remember-their-worth-says-radisson-inclusivity-champion [Accessed 14 Feb. 2024].
Ertiban, Z. (2018). The Relationship between Leadership Styles and Employee Engagement the Case of Radisson Blu Hotel, Addis Ababa. [online] Archive.org. Available at: https://scholar.archive.org/work/apoa2cn6p5hndaibufplhegyqm/access/wayback/https://nadre.ethernet.edu.et/record/19410/files/ZerfuErtiban.pdf [Accessed 13 Feb. 2024].
Grzegorczyk, M., Mariniello, M., Nurski, L. and Schraepen, T. (2021). The Importance of Digital Tech Adoption in Hospitality. [online] Available at: https://www.econstor.eu/bitstream/10419/251067/1/1776157362.pdf [Accessed 19 Feb. 2024].
Haque, S.M.S. (2023). The Impact of Remote Work on HR Practices: Navigating Challenges, Embracing Opportunities. European Journal of Human Resource Management Studies, [online] 7(1). Available at: https://oapub.org/soc/index.php/EJHRMS/article/view/1549/2126 [Accessed 22 Feb. 2024].
Islam, T., Khan, M., Ghaffar, A., Wang, Y., Mubarik, M.S., Ali, I.H., Shahid, Z.A., Rehmani, M. and Sharma, A. (2022). Does CSR Influence Sustained Competitive Advantage and Behavioral outcomes? an Empirical Study in the Hospitality Sector. Journal of Global Scholars of Marketing Science, 33(1), pp.1–26. DOI: https://doi.org/10.1080/21639159.2022.2098157.
Jabeen, F., Al Zaidi, S. and Al Dhaheri, M.H. (2021). Automation and Artificial Intelligence in Hospitality and Tourism. Tourism Review, 77(4). DOI: https://doi.org/10.1108/tr-09-2019-0360.
Liu-Lastres, B., Wen, H. and Huang, W.-J. (2022). A Reflection on the Great Resignation in the Hospitality and Tourism Industry. International Journal of Contemporary Hospitality Management, 35(1), pp.235–249. DOI: https://doi.org/10.1108/ijchm-05-2022-0551.
Macias, E. (2024). IT to Thank for Most of Radisson Hotel Group’s Business Initiatives. [online] CIO. Available at: https://www.cio.com/article/1286468/it-to-thank-for-most-of-radisson-hotel-groups-business-initiatives.html [Accessed 24 Feb. 2024].
Martin, L. (2024). Radisson Reports Global Growth in 2023. [online] Hotel Management Network. Available at: https://www.hotelmanagement-network.com/news/company-news/radisson-global-growth-2023/?cf-view [Accessed 13 Feb. 2024].
Park, S., Johnson, K.R. and Chaudhuri, S. (2019). Promoting Work Engagement in the Hotel sector: Review and Analysis. Management Research Review, 42(8), pp.971–990. DOI: https://doi.org/10.1108/mrr-03-2018-0126.
Rodríguez-Sánchez, J.-L., González-Torres, T., Montero-Navarro, A. and Gallego-Losada, R. (2020). Investing Time and Resources for Work–life balance: the Effect on Talent Retention. International Journal of Environmental Research and Public Health, [online] 17(6), p.1920. Available at: https://www.mdpi.com/1660-4601/17/6/1920 [Accessed 15 Feb. 2024].
Sharma, R. (2023). How Radisson Hotel Group Makes Its Fresh Talent Pool Future Ready. [online] HR Katha. Available at: https://www.hrkatha.com/features/how-radisson-hotels-group-makes-its-fresh-talent-pool-future-ready/ [Accessed 20 Feb. 2024].
Shi, F., Shi, D., Weaver, D. and Samaniego Chavez, C.E. (2021). Adapt to Not Just Survive but thrive: Resilience Strategies of five-star Hotels at Difficult Times. International Journal of Contemporary Hospitality Management, ahead-of-print(ahead-of-print). DOI: https://doi.org/10.1108/ijchm-10-2020-1194.
Sun, Z., Wu, L.-Z., Ye, Y. and Kwan, H.K. (2022). The Impact of Exploitative Leadership on Hospitality Employees’ Proactive Customer Service performance: a self-determination Perspective. International Journal of Contemporary Hospitality Management, 35(1). DOI: https://doi.org/10.1108/ijchm-11-2021-1417.
Toivonen, J. (2020). Employees Satisfaction Should Always Be Higher than Customers Satisfaction: Case Radisson Blu Plaza. [online] www.theseus.fi. Available at: https://www.theseus.fi/handle/10024/339182 [Accessed 19 Feb. 2024].
Tuomi, A., Tussyadiah, I.P. and Stienmetz, J. (2020). Applications and Implications of Service Robots in Hospitality. Cornell Hospitality Quarterly, 62(2), p.193896552092396. DOI: https://doi.org/10.1177/1938965520923961.
Ununger, F. (2023). Developing Sustainable Talent Management in the Hotel Industry Can Sustainable Talent Management Lower the Turnover Rates in hotels? [online] Available at: https://www.diva-portal.org/smash/get/diva2:1574875/FULLTEXT01.pdf [Accessed 14 Feb. 2024].
Urwin, R. and Sao, E. (2020). Generation Y’s Perceived Preference for Green Hotels. African Journal of Hospitality, Tourism and Leisure, [online] 9(2). Available at: https://www.ajhtl.com/uploads/7/1/6/3/7163688/article_40_vol_9_2__2020_uj.pdf [Accessed 16 Feb. 2024].
Vyas, L. (2022). ‘New Normal’ at Work in a post-COVID world: Work–life Balance and Labor Markets. [online] academic.oup.com. Available at: https://academic.oup.com/policyandsociety/article/41/1/155/6512154 [Accessed 17 Feb. 2024].
Xu, F.Z. and Wang, Y. (2019). Enhancing Employee Innovation through Customer Engagement: the Role of Customer Interactivity, Employee Affect, and Motivations. Journal of Hospitality & Tourism Research, 44(2), pp.351–376. DOI: https://doi.org/10.1177/1096348019893043.
Yampolska, O. (2023). Specifics of Organizational Culture in Multinational Corporation (based on Radisson Hotel Group case). [online] elib.uacu.edu.ua. Available at: http://elib.uacu.edu.ua/xmlui/handle/123456789/191 [Accessed 19 Feb. 2024].
2

image2.jpeg
adirssn B

Punctuality

Tracking employees' tardiness and absences as these factors can

impact individual performance and attitude.

Quality of Work

Radisson Blu places a high emphasis on timely and quality completion

of projects as a key indicator in measuring employee performance.

Attitude Monitoring

Monitoring employees' attitudes as negative attitudes can affect their

effectiveness and the work environment.

Observing Personal
Habits

Monitoring employees' workplace behaviour including office gossip,
unauthorised breaks, or personal computer use like social media or

online shopping.

Completing Customer
Surveys

Filling out customer surveys helps in quickly identifying issues related
to individuals as poor employee performance can eventually manifest

in customer service.

Random Checks

Utilising random checks in line with the nature of the business to review
quality standards. This may involve checking records, updating guest
profiles, and analysing customer-employee relationships to contribute
to continuous improvement in performance standards at Radisson Blu
Hotel.
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Examples of changes affecting Radisson Blu
Changes in legislation related to working hours can affect the labour costs of the
hotel as well as the satisfaction of employees.
Increasing the minimum wage can raise the labour costs of the hotel.

Brexit may have an impact on the labour market, immigration rules, and the
economy.

Tightening visa policies can make it more difficult to recruit foreign workers.

Adverse tax changes can reduce the profitability and investment opportunities of the
hotel.

Economic recession may lead to a decline in tourism, resulting in lower occupancy
rates and revenue losses for Radisson Blu.

Changes in exchange rates can impact the hotel's revenues from foreign guests.
Inflation can increase the hotel's procurement costs, leading to price increases.
Social changes, such as the increasing demand from employees for a better work-life

balance and flexible working arrangements, may result in a need for more flexible
work options at Radisson Blu.

Demographic changes, such as the aging population, can influence the composition
and needs of the guest demographic.

Growing health consciousness among guests could prompt the hotel to offer
healthier food and beverages and pay more attention to hygiene.

The increasing popularity of online booking platforms, such as Booking.com and
Airbnb, can result in more guests and higher revenue for Radisson Blu, but it also
intensifies competition in the hotel industry, prompting Radisson Blu to invest more in
online marketing and the development of direct booking channels.

The use of artificial intelligence and robotics in the hotel industry can make
operations more efficient and improve the guest experience.

New communication technologies, such as video conferencing, enable remote work
and virtual team collaboration.

Compliance with labour laws, such as working hours, rest periods, employee rights,
and laws ensuring minimum wage, is essential for Radisson Blu.

Changes in tax laws can impact the profitability and investment opportunities of the
hotel.

Environmental regulations also affect the hotel, regulating waste management or
requiring certain sustainability measures.

Climate change can impact tourism, prompting Radisson Blu to adopt more
sustainable operating practices.

Natural disasters, such as floods and hurricanes, can cause damage to hotels and
disrupt travel.

Increasing environmental awareness among guests may encourage the hotel to use
energy-efficient appliances and reduce waste production.




