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Introduction and Background
Service excellence in the hospitality industry requires key considerations toward employee performance management in an increasingly dynamic environment. New socio-economic forces, including rising inflation, changing labor markets, and an ever-growing penchant for flexible work arrangements, challenge new heights for hotel brands like Marriott International. These factors determine whether HR departments are in a good position to manage and monitor the performance of employees on such moments when new work modes, hybrid or remote for example, start to gain widespread use. This study uses Marriott International as a case to critically examine the effect of different work modes on managing employee monitoring.
The paper will analyze socio-economic factors that impact HR practices, assess the performance management frameworks applicable to different work modes, and provide relevant solutions fit for Marriott International. This includes further discussion on how those solutions fit into the right industry trends: flexible, innovative management in the face of labor shortages and retention issues.
[bookmark: _Toc180099022]Background of Marriott International
The company was founded as far back as 1927. Marriott International remains one of the leading players in the hospitality industry by having over 8,000 properties across 139 countries (Marriott International, 2023). The firm's "people-first" philosophy can be seen in its "TakeCare" employee well-being program. Its ability to manage the workforce across varied socio-economic climates and tackle issues such as a high level of employee turnover and seasonal fluctuations in demand has been one of the most important factors in maintaining its leading position.
[bookmark: _Toc180099023]Socio-economic factors and their impact 
The hospitality sector is very sensitive to socio-economic forces, particularly changes facilitated by economic recession, inflation, and shifts in labor market dynamics. Indeed, the additional complexity added to these trends by the global COVID-19 pandemic has amplified the need for flexibility in work schedules, and even sectors that long held hostages to the need for on-site personnel now demand better wages and an improved quality of work-life balance. Thus, the role of the HR department is increasingly being challenged to accept the new changes in expectations (Deloitte, 2022).
To counter the socio-economic factors listed above, Marriott International developed flexible work arrangements for certain roles, yet its frontline employees such as the reception and housekeeping department require physical presence. Here, the challenge for the HR managers is to bring together operational requirements with employee expectations in hybrid and flexible work arrangements (Goh & Baum, 2020).
[bookmark: _Toc180099024]Discussion/Literature Review
[bookmark: _Toc180099025]Socio-Economic Factors Influencing Hospitality HR
The hospitality industry works in a socio-economically sensitive environment. Since it is one of the most heavily spending industries, whatever change in the global or national economy directly affects demand for hospitality services. The downtrend in an economy, as during COVID-19, results in a drastic reduction in the demand for hotel services. Eventually, such reduction in consumer spending forces hotels to bring down their costs, which has led to various policies, including lay-offs, reduction of working hours, or frozen hiring (Deloitte, 2022). The huge task here falls upon Human Resource (HR) departments as they must weigh the operational imperatives of the business with keeping employees' morale and performance at an acceptable level.
Rising Inflation: In many economies across the world, inflation has been constantly on the rise. This remains another major challenge for the hospitality sector. Higher costs of living have led to higher wage claims; with rising living expenses, the more money workers earn, the lesser take-home income towards the end of the month. This is all through the industry where the sector of hospitality had been about paying those who work in the low wages compared to other industries, but now that's changing. There is increasing pressure to shift compensation packages if there is ever going to be a gain in attracting and retaining manpower at this level in this industry. Hotels that are now making very poor profit margins will have a hard time trying to meet the demands of HR managers in keeping worker frustration in check without having to increase the attendant costs.

Social changes have also affected HR practices in the hospitality industry. In recent years, with greater enlightened attitudes toward the appreciation of mental health and personal well-being, workers are asking for work-life balance. Employees, especially the younger generations, prefer flexibility over regular, full-time on-site working hours. There has been growing acceleration of this trend due to the COVID-19 pandemic, which made many industries force people to work remotely. It subsequently brought a more radical review of the traditional work models (Baum, 2020).

Looking into these socio-economic forces, HR management in hospitality business had to respond by adapting its practices. Recent studies have established that flexible work arrangements have been implemented in most positions where possible, especially for employees at the administrative and managerial levels. This poses a significant challenge to HR managers dealing with frontline officers like receptionists or housekeeping staff, who still must be on-site, when trying to balance the needs of their business for operational output with what is now demanded by the employees themselves for flexibility.
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Employee turnover has been one of the major issues identified in the hospitality industry. Goh and Baum (2020) point out that this is one industry that faces the highest turnover compared to any other industry. The average annual turnover is 73.8% in this industry. The causes include low wages, long hours of work, and few promotions. The demands of hospitality jobs, often with irregular hours and the nature of work that can be physically demanding, also lead to the scenario of high employee burnout, according to Khan, 2023.
Socio-economic factors have further intensified the problem of employee turnover. High and increasing cost of living coupled with location targeting in core cities in many countries where most of the hotels situate have made it unaffordable for employees to carry their livelihoods on the low wages prevailing in the hospitality sector. As a result, most employees leave the industry to find work that is better paid and less unpredictable. Labor shortage-the most acute, especially since the COVID-19 pandemic-is another additional challenge (Lockyer & Scholarios, 2021). The pandemic forced many hospitality employees to quit jobs to take up full-time remote employment opportunities outside this industry, which usually pays much better and comes with much more flexible working conditions.

Despite these challenges, hotel HR departments must rethink over employee retention schemes. Some of the hotels increased their compensation package emphasizing a higher wage, bonus, or other perks for better retention of their employees. For example, Marriott International has an employee reward system that bases remuneration on performance metrics like customer satisfaction and accomplishment (Marriott International, 2023). These programs work to drive employees with monetary reward and also maintain service standards at the high level, something critical to hospitality.

Although monetary incentives are rampant, well-being offers ways for HR people to keep employees retained better. For instance, Marriott's "Take Care" initiative presents employee wellness programs that are related to employees' mental and physical health: stress management as well as work-life balance resources and support (Hilton Worldwide, 2022). In a sector with alarmingly high burnout rates, such programs are critical and will likely help to build a more supportive work environment-though this will minimize turnover and is a good contribution toward job satisfaction.
[bookmark: _Toc180099027]Multiple Work Modes in Hospitality
Traditionally, the type of work in the hospitality industry requires people to be physically on-site as most jobs require face-to-face contact with customers. However, the shift of other industries towards remote and hybrid models of work has made hospitality also question work modes behind the curtain and in back-office administrative kinds of work (Bakker & Demerouti, 2020). Hybrid working, with the possibility of distributing time in the work environment and outside it, gives a higher degree of flexibility and has proven effective in improving work-life balance as well as bringing an end to burnout syndrome (Perez & Martin, 2020).

Hybrid work arrangements are increasingly being adopted in hospitality. For instance, those roles that are not so dependent on direct interaction with the customers, such as sales, marketing, and HR will be hybrid work arrangements. Marriott International adopted hybrid work models for its corporate and administrative workforce. This allows the employees to work from home part of the week (Marriott International, 2023). Hybrid work arrangements are thus implemented to respond to growing demand for flexibility as well as reduce the costs of office space and utilities.

For front-line workers like the receptionist, housekeeper, food and beverage worker, to work remotely is out of the question, for their main jobs entail being on-site at the hotel to serve the guest. For the HR managers, this poses a significant task as they have to find a way to respond positively to such requests for flexibility while ensuring that the needs of the hotel in operation are met. Flexible scheduling is one of the approaches adopted by many hotel chains, allowing front-line employees greater control over their working hours (Radisson Group, 2023). This can also help employees achieve better work-life balance as they need to balance personal commitments with professional responsibilities.
[bookmark: _Toc180099028]Marriott International Approach to Employee Management
Marriott International has taken the lead in the adaptation of current novel best practices in HR towards socio-economic changes. For instance, the company has a program called "TakeCare," which is an all-around initiative towards the mental, physical, and emotional well-being of employees (Marriott International, 2023). Among them include mental health support service provision, fitness programs, and employee development, thus ensuring that the employees' stress is relieved while their general well-being is enhanced.

Besides these well-being initiatives, Marriott has additionally implemented technology in enhancing employee performance management. The company utilizes cloud-based human resource platforms, through which it monitors the KPIs; it tracks the attendance, completion of tasks, and feedback from customers (Khan, 2023). Real-time monitoring enables the managers to provide immediate feedback and help where necessary. Through the use of technology, Marriott has been able to achieve high standards of service at the same time adopting new flexible work arrangements that most employees demand.

Moreover, Marriott has implemented hybrid work models among its back-office staff, which allows the corporation to implement greater flexibility without sacrificing operational efficiency. Regular virtual meetings with performance management software and clear performance metrics ensure that remote employees are productive and focused (IHG, 2022). This helped in sustaining employee satisfaction and turnover, especially among administrative roles where flexibility is greatly valued.
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Hybrid and remote employees present unique performance challenges in effective employee performance management. Otherwise, reliant for performance management on direct supervision and face-to-face feedback, performance management systems do not fit well into remote work structures (Armstrong, 2019). Thus, in a hotel that has adopted hybrid or remote models of working, more stringent forms of performance management frameworks will become necessary, including metrics, cycles of feedback, and employee recognition.

One of the main elements for effective performance management within hybrid work environments has been incorporating technology. Most cloud-based platforms enable managers to keep track of employee performance in real-time, ensuring that they meet all their set objectives and remain accountable to the set goals (Kaplan & Norton, 2020). More importantly, the regular virtual meetings and check-ins will afford the manager the opportunity to give feedback and support. That provides employees an opportunity at staying on the task at hand as it offers solutions, they may need upon working from home and clears any obstacle ahead of its way to progress.

Marriott International has efficiently applied these strategies through its hybrid work model. In the company, there is a performance management software that tracks different types of KPIs, ranging from completed tasks to customer satisfaction scores that allow managers to track performance and provide real-time feedback (Marriott International, 2023). Through technology that helps manage performance, Marriott ensures remote, and hybrid employees are engaged and productive even when they are not seen sitting in the office.
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Currently, the hospitality industry is confronted with considerable socio-economic challenges such as inflation that tends to rise, labor shortages, and the increased need for flexible jobs. All these factors force hotels to undergo a change in their Human Resource (HR) policies, especially in retaining employees and managing their performance effectively. The pressure on HR departments to present the most attractive competitive compensation, incentives, and wellness programs to an employee facing high living costs has never been more intense. Companies such as Marriott International have been proactively developing hybrid work systems, flexible shift arrangements, and technology-enabled performance measurement. This will depend on Marriott and the future from the HR department that will help it keep its employees engaged and productive with time.

The inflation or cost of living impacts the happiness or level of productivity employees can be. An HR has to offer his employees reasonable and competitive salaries. Hospitality industry workers, whose wages have generally always been low across employment sectors, are most prone to such pressures. In this regard, HR departments must design compensation packages that reflect the above considerations while at the same time having other incentives for improved morale. Marriott's "Take Care" program, focusing on workers' wellness and work-life balance, is an example of hospitality firms' ways of looking after their workforce. Marriott focuses on satisfying employees with employee mental wellness, physical well-being, and professional development. By strengthening this nexus, the company helps reduce turnover, a problem constantly plaguing the industry.

In the future, hotel management will heavily rely on their ability to respond to socio-economic shifts and adjust to flexible work arrangements, which have revolutionized the management of employees in hospitality. The role of technology is a pivotal factor in this transition because digital resources enable the employee's performance monitoring process to be more efficient, on site or remote. The pivotal performance management systems should give real-time feedback, monitor KPIs, and ensure everything inside working environments is seen by employees. This is how performance would be ensured for operational efficiency and standards of services. It can also help a Marriott hotel keep good employees while being competitive in a global market by creating a well-being culture that cares for and values the employees. Continuous innovation in these areas can make Marriott and other hotel chains able to respond to current problems and keep long-term success.
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