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EXECUTIVE SUMMARY 

Employee performance management is an important aspect when it comes to any organisation. However, it is essentially even more important to the hospitality industry. Many factors influence employee performance and its management such as socio-economic factors from the PESTLE system, industry trends, and even the emergence of various work models. Thus, hotels have to understand how employee performance can be managed especially with various work models.   


















INTRODUCTION AND BACKGROUND

Intercontinental Hotels Group (IHG) is one of the most popular hotel chains in the world with business in 100 countries and 345,000 employees. They have 6261 hotels and 929,987 hotel rooms worldwide. Some of their famous chains are Holiday Inn Express, Regent, and Kimpton Hotels and Restaurants. They strive to provide “true hospitality for good.” (Group, n.d) Employee performance management is a system that helps managers track and evaluate the work done by their employees. It helps to facilitate a space where employees can all work to the best of their ability to achieve the organisation's goals and objectives. In this essay socio-economic factors that affect performance management will be explained. The trends that affect this will also be detailed. Lastly, the emergence of different work models and how IHG manages performance with these models will also be explained. (Tardi, 2023)  
    













DISCUSSION/LITERATURE

PESTLE framework analyses external factors such as politics, economic society, technology, legal aspects, and the environment. It is used by organisations in their decision-making process. (Development, 2023) Socio-economic factors as part of PESTLE that contribute to employee performance management are job security, economic safety, social status, and social responsibility. (Qualtrics, 2020) Job security is when an employee feels safe and secure in their job position where they are confident, they won't get fired or even laid off. This influences employee performance and how it is managed because if an employee is secure, they would become more motivated. This will influence them to work harder and ensure their tasks are done efficiently. They would be able to feel less stressed. Even though job insecurity makes employees motivated to work harder they become stressed and frustrated because of the unknown and this will influence a high turnover. (Qualtrics, 2023) 
Employee security also ties in with economic safety. When employees can have a job that meets their needs for example proper wages and benefits employees feel motivated to work to ensure their position within the company is safe. Whereas with economic insecurity employees will be demotivated and can and will look for unlawful and sometimes unprincipled ways when doing tasks. (Mollenkamp, 2022) 
Social status in the world of business is mainly due to hierarchy or the respect and esteem given to employees by their colleagues. This can be team leaders, managers, and even other employees. Studies have shown that those in a workplace with a higher status would be less stressed and their performance would be high. High performance is also attributed to the respect given. Ones with higher social status are the ones who work hard and don’t want to disappoint anyone thus their qualities show, and they are given recognition. Employees with high social status were also much more positive and generous to their teams. Thus, managers must know who to give tasks. This can be easily managed when managers allow employees with low social status to have small leadership tasks to work towards improving their social status. (Akinola, M ; Mendes, W.B, 2013) 
Social responsibility is important when changing the dynamic of a company. In recent years many organisations have started practising CSR (corporate social responsibility). This allows them to retain and motivate their most important asset which is their employees. This can come in the form of equity, inclusivity, and inclusion where people feel cared for and understood no matter their gender, background, or race. The goals and values allow the employees to easily identify with them causing them to have more pride in their work. This in turn influences high productivity rates but also allows employees to be able to make decisions where they can allow their creativity to be at its full potential. Corporate social responsibility allows employees to not only work hard but stay long-term in an organisation. (Van Beek, 2021)  
There are many trends within the hospitality industry especially when it comes to employee performance management. Since 2019 there has been an increase in high turnovers in organisations. It was also seen that many employees leave within 30 days of employment. (Klass, 2023) In the year 2023, the hospitality industry has seen the worst turnover than any other sector with 73.8%. This is due to seasonal demands for employees, varying hours, and a lack of opportunities for employees to move up the organisational chain. The average tenure of an employee is based on their age and gender. Thus, organisations have to ensure that the needs of employees are met with attractive benefits. (Careers, 2023) 
This then ties into employee retention. In some hotels, they have started to offer accommodations that are either free or are placed at a lower cost. They are also training their employees so that they can have opportunities to be promoted. It was documented (Klass, 2023) that 20-35% of managers have left hospitality organisations because of the lack of opportunities. Training allows employees to see a map where they can learn and grow to reach certain points. Having staff who feel powerful allows them to do their job to the best of their ability. Some organisations are giving reduced working hours during peak times. This would allow the employee to physically and mentally reduce their stress and encourage a healthier working environment. This type of flexibility is important to have a proper “work-life” balance. Raise in wages has also been a common practice in recent times. As prices for goods and services increase employees need to be able to be secure when taking care of their families. This is very important when trying to retain employees. Employees would feel cared for and motivated to work more productively thus their performance will excel. (Insights, 2024) 
Another trend that occurs in the hospitality industry is proper leadership roles. Leadership roles are critical when it comes to motivating and retaining employees. Once an employee has a good leader, someone they believe understands them and who can lend a helping hand. Having someone who is always looking out for them asking about feedback and what can be done to be improved, They would want to stay and work with them. (Santhosh, 2023)
Recently there has been an emergence in different work models which in turn has effects on employee performance. Some types of work models are fully remote and hybrid. These models have been introduced and used in the hospitality industry in the past five years. The fully remote work model has been around since the internet was accessible in every household however since the COVID-19 pandemic it has become much more popular. In a study conducted it was stated that 6.5million human beings will be working remotely by the year 2025. (Meraki, 2021) In the hospitality industry talent is a very competitive aspect. With the increase in remote jobs, the hospitality industry can not only acquire great talents from around the world but also help with employee retention and low turnover. Work-from-home employees are relatively more productive and engaged. They can work to the best of their ability because they can have a proper balance in their work and life. They are less stressed because they are home or in a comfortable and relaxed environment. They can work from anywhere which makes it easier especially if they have a family. This reduces the time hospitality employees are away from their families because of the long working hours. Employees can also save money which is a plus and encourages them to stay in an organisation because they don’t have to travel to and from work. There is no commute if any very little so they spend less time being in a rush and getting frustrated. (Krzak, 2023)
The hybrid work model is a mixture of both remote and in-office working. Employees can come in when they want or they have allocated days when they can come into the office. This can also affect employee performance and allow it to be managed properly. As stated in an earlier paragraph remote working has its advantages but one of the disadvantages is that many people would come to work and get a stress reliever from being away from home. Some people might live alone and would not be able to interact with people until they get to work. When an employee can go to work a few days in the week it allows them to get a break from their homes, allowing them to be more mentally stable where they can deal with customers. In the hotel industry, many issues and complaints can arise daily thus employees need to have a balanced life. Another way in which hybrid office models can help with employee performance is that coming into work for specific days in the week allows employees to easily organise and change their schedules to fit the in-office days. This way employees have a plan thus they are less frustrated and can be able to easily do their tasks and objectives. For example, the Marriot hotel had opened up a new location and within this new location, they adopted the hybrid work model with different sizes of areas for meetings and spaces for employees giving them a type of flexibility while working. (Inc, 2023) 
The InterContinental Hotel Group (IHG) is not public when it comes to their management procedures for various work models however some similar procedures are practised in the hospitality industry to manage employee performance and it is called employee monitoring. Employee monitoring is a legal practice to keep track of the employee’s performance while they are working remotely. Learning management systems are an easy way to manage employee performance. It allows the hotel group to train their employees to work remotely but also to allow them to understand what they expect from them. Another method is management. There are ways in which hotels can monitor their staff from the time they log into work, the number of hours being worked, and the time they usually leave work. This is software that is placed on the computer or a server so that they can identify any issues that can arise. Another type of management is keeping track of employee mistakes and their reviews. This would allow the organisation to identify what the problems are and how they can be fixed so that productivity is maximised. Data collection is also another management system that can be placed on a computer so that managers can understand the productivity level of all employees. (Atanasoska, 2021) 
In terms of hybrid models, they are a combination of remote and in-office work models. This would mean that while the employees are working remotely data collected from their activities can be used so that when employees come into the office managers will be able to identify why their performance is reduced. For example, some people learn better virtually than others thus those who are struggling would be able to get training in person. This is also advantageous to persons who are not technology savvy whereby they can give feedback and work better in the office space where they can get the chance to learn with physical help. 



EVALUATION and CONCLUSION

Solutions and recommendations that can be used are firstly having attractive benefits that would allow organisations to acquire the best talents. Lastly, leadership and work culture are important because once there is proper leadership employees feel understood and motivated to work to the best of their ability. This in turn creates a healthy work environment for everyone. These two solutions are some ways in which employee performance is managed and competitive advantage is achieved.     
In conclusion, employee performance management is very important when it comes to the success of a business. The socio-economic impacts from security to social status are essential to the performance of employees. Trends also have a part to play when it comes to employee performance because they allow managers to examine what is needed to retain but also attract long-term employees. Thus, with the changing times work models have been introduced and used such as remote and hybrid so that employees can work better but also be given a certain amount of flexibility to perform at their best. These work models when used in hotel brands such as IHG allow managers to examine the performance of employees and to understand what is needed for them to better achieve current or future goals. 
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