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“How to engage employees (Generation Zs) throughout the employee lifecycle”
Human Resource Management (HRM) can be described as a strategic approach to overseeing an organisation's most invaluable resource, its human capital through meticulous planning, strategic recruitment, nurturing of skills, and ensuring employees' continued commitment to helping the organisation meet its goals most efficiently and effectively (Seemiller & Grace, 2019). In this essay, we will delve into the Hilton perspective on engaging Generation Z employees and explore the characteristics of this emerging generation. How HR can actively engage employees will also be discussed along with drawing from the Employee Engagement concept, Maslow's Hierarchy of Needs, the intersection of Technology and HR, and the significance of Employee Wellbeing and Health. Additionally, the employee lifecycle will also be used, practical examples for Hilton will be used, in the context of the hotel industry, to engage its teams.
Hilton Hotels, as a renowned global hospitality company, recognises the importance of engaging its employees, including those from Generation Z, to provide exceptional guest experiences and ensure its success. Hilton Hotels places a paramount emphasis on engaging its workforce, as it understands that the commitment and enthusiasm of its employees are pivotal in creating an exceptional and memorable stay for its guests (Castellano, 2016). To engage employees in the organisation, the HR of Hilton is responsible for attracting candidates who align with the company's culture and values, effective onboarding programs, and identification of training and development opportunities for employees. HR also plays a critical role in designing and implementing retention strategies by creating a positive work environment and ultimately is responsible for smooth operation in the Hilton Hotel. Employee engagement, particularly within the diverse Generation Z workforce, is regarded as the most crucial task for Hilton's HR for the company’s continued success in the dynamic realm of the hospitality industry. Generation Z encompasses individuals born from 1996 to 2010, with the eldest among them reaching 27 years of age in 2023. This generation holds the distinction of being the largest demographic segment, constituting approximately 32% of the world's population (Sharma, 2020). Managing employees throughout their employee lifecycle in a hospitality industry leader like Hilton Hotels requires special attention to employees' unique characteristics and expectations. One of the most notable attributes of Generation Z is their profound connection with technology. Being born into a world where the internet, handheld devices, touchscreens, and social media were already prevalent, Gen Z is often hailed as the first generation to be truly 'digitally native.' Generation Z displays a remarkable aptitude for technology, feeling at ease with digital tools and innovative perspectives implementation within the hospitality sector (Pantelidis, 2019). Their entrepreneurial spirit leads them to actively seek out opportunities for innovation and contribute novel ideas to the industry. This generation places a high value on diversity and inclusivity, underlining the pivotal role of HR in cultivating a welcoming and inclusive workplace. Additionally, many Gen Z individuals are socially conscious, seeking to align with organisations that share their values, which Hilton can capitalise on through its Corporate Social Responsibility initiatives. Employee engagement is the most crucial aspect of Human Resources (HR) management in any organisation, which encompasses the emotional investment and genuine enthusiasm that employees bring to their work, resulting in increased productivity, job contentment, and the overarching triumph of the organisation (Gallagher, 2016). HR of Hilton needs to employ technology to streamline the work processes, facilitate remote work when necessary, and enhance communication to resonate with Gen Z's tech-savvy nature and contribute to engagement. Hilton HR must emphasize employee wellbeing, offering wellness programs, mental health support, and work-life balance initiatives to ensure employees are physically and mentally fit for their roles. HR provides comprehensive healthcare benefits and initiatives to support the physical and mental health of employees (Phin, 2017). Also, recognition and celebration of individual and team achievements can foster a strong bond and fulfill the psychological needs of Gen Z. These steps of engaging employees through continuous motivation can make them more committed to their work increase work productivity and contribute to the organisation's success. Engaging a Team can advantage Hilton Hotel through increased productivity, higher job satisfaction of employees, generation of creative and innovative ideas, lower employee turnover, positive workplace culture, etc. which in turn will increase customer satisfaction in the long term. In the six stages of the employee life cycle that includes, Attraction, Recruitment, Onboarding, Development, Retention, and Separation; HR of Hilton needs to approach each stage with utmost attention to the characteristics of Generation Z. In the first steps, Hilton should focus on its strong brand and reputation to attract Gen Z talent that embodies values, culture, and customer-centric ethos. Highlighting the organisation's commitment to innovation, diversity, and social responsibility in recruitment efforts and emphasizing Hilton's contribution to local communities and sustainable practices can be attractive to Gen Z who purpose. In the second step, Hilton can utilize technology to reach Gen Z where they are most active – on digital platforms and social media with engaging, authentic, and interactive content that can be appealing, showcasing the company culture and opportunities for growth (Stredwick, 2020). In the onboarding stage, HR can introduce new employees to the organisation's mission and values early on, emphasizing their role in delivering exceptional guest experiences to Generation Z appreciates a seamless onboarding experience. As Gen Z is eager to learn and advance, HR can provide them with a clear path for career growth and skill development with regular training opportunities, mentorship programs, and cross-training in various departments to keep them engaged and to offer a sense of progress. In the fifth stage to retain Gen Z employees, Hilton must foster a supportive, inclusive work environment by recognising their contributions involving them in decision-making processes and providing them with regular feedback and performance evaluations that align with Gen Z's desire for recognition and self-improvement. Lastly, when Gen Z employees choose to move on, the HR of Hilton needs to conduct exit interviews to gather insights and learn from their experiences (Pantelidis, 2019). This feedback can lead to improvements in the work environment and retention strategies. Effectively engaging a Gen Z team at Hilton Hotel necessitates a customised approach that resonates with their specific preferences and core values. HR can effectively engage a Gen Z team through their wellness programs, training programs, communication, effective leadership, or by providing with adequate compensation and benefits. Gen Z values physical and mental well-being, so they should be given access to counseling services, stress management workshops, and mental health resources (Luttrell & McGrath, 2021). HR can also offer fitness challenges, yoga classes, or gym access to promote physical health and can encourage employees to use their vacation days and unplug from work during time off to boost employee engagement to another level. By pairing Gen Z employees with experienced mentors for career guidance and providing them with opportunities to gain experience in different departments within the hotel, HR can create advancement opportunities. It can increase employee engagement among Gen Z who are eager to learn and advance in their careers. Moreover, HR should identify that Gen Z prefers transparent and open communication. So, conducting frequent team meetings for updates, feedback, and idea sharing, using communication apps and platforms to facilitate quick and efficient information sharing, and providing channels for anonymous feedback to encourage honest input can be effective steps by HR managers in strengthening employee engagement within Hilton Hotel. Managers need to develop themselves as an effective leader to motivate and guide employees in their workplace. They need to offer internal and external training programs to new and existing employees to make sure they know what to do and how to do it. Providing on-the-job training, seminars, and workshop sessions for employee development, encouraging managers to be approachable, and providing constructive feedback, recognising and celebrating individual and team achievements are the main responsibilities of a good leader. By setting a SMART goal, continuous monitoring, ensuring training and development, and continuous feedback, leaders can keep employees engaged in their work. Finally, HR needs to ensure salaries that are competitive within the industry, as well as comprehensive healthcare coverage for employees. Much like Maslow's Hierarchy of Needs maps out the evolution of human needs, encompassing basics, psychological elements, and self-fulfillment desires, the process of engaging a team is similar to this journey, as it addresses the fundamental requirements of employees in the workplace. HR of Hilton Hotel needs to recognise that providing competitive compensation, job security, and safety which are the foundational needs in Maslow's model is essential for employees to feel secure and motivated to perform well (Armstrong & Michael, 2020). To make sure of engagement HR should provide a safe and healthy work environment, including regular health and safety training, and should ensure employees have fair compensation and job security which in turn will fulfill the basic need of safety. Secondly, they need to offer employees with job security and financial stability by establishing a culture of trust and respect in the workplace.  HR of Hilton should promote teamwork and collaboration among employees and establish a sense of camaraderie and inclusivity by encouraging social events and team-building activities to ensure employees feel belongingness and love. To fulfill the social esteem needs of the employee, HR needs to recognise and reward achievements and contributions offer opportunities for skill development and career advancement through regular performance appraisals, and provide constructive feedback (Kwon & Park, 2019). To meet self-actualization needs, employees should be provided with opportunities for personal and professional growth, such as training and development programs. Employees should also be encouraged to take on challenging assignments and innovative projects. By implementing Maslow's Hierarchy of Needs within the organisation, Hilton Hotel can create an environment that meets the fundamental requirements of all employees while addressing the unique needs and preferences of Generation Z (Hellriegel, 2022). In the competitive landscape of the hotel industry, employee engagement is a critical element for success as engaged employees provide better customer service, which is crucial in a service-oriented sector like hospitality. For example, Marriott Hotel has a robust employee engagement program that focuses on various aspects of the employee lifecycle which they term as "Take Care" program. By combining wellness, training, recognition, and technology, they aim to meet the diverse needs of their workforce, including Generation Z, while fostering a supportive and engaged environment. On the other hand, another giant in the hospitality industry, Four Season Hotel & Resorts takes a more personalised approach, emphasizing the importance of its employees as unique individuals. They offer intensive training through the "Four Seasons University" and have a strong leadership development program (Gilmore & Williams, 2016). Four Seasons encourages innovation and creativity among employees, allowing them to provide personalised and memorable guest experiences. Both Marriott and Four Seasons prioritise employee training and development. However, while Marriott offers extensive digital training through its Global Source platform, which might appeal more to tech-savvy Generation Z employees, Four Seasons, on the contrary, focuses on personalised, hands-on training, fostering innovation and a deep understanding of guest needs. While Marriott integrates technology in HR processes and training, making it convenient for employees to access resources digitally, Four Seasons' uses more personalised in-person interactions that resonate differently with Generation Z, who are accustomed to digital tools (Dollins & Stemmle, 2021). Hilton Hotel also prioritises training and development and uses technology to streamline operations and communication. Hilton and Marriott invest in clear, two-way communication with their teams with regular team meetings, feedback channels, and digital platforms, which resonate with Gen Z's preference for openness and collaboration. However, Hilton differs from other competitors in their well-being program, as they have taken the Thrive@Hilton" initiative which reflects a strong emphasis on employee wellness, which can be particularly appealing to Gen Z. Through their "Spirit to Serve" program Hilton celebrates employees' efforts, contributing to a culture of appreciation. Hilton, although recognising achievements, might not be as robust in this area as Gen Z appreciates frequent feedback and recognition, which Marriott actively provides (Castellano, 2016). The hospitality industry is therefore a very competitive industry where all participants are trying to make their way to the top by satisfying customers with robust services. To provide these services a healthy and engaging workforce is the primary need to achieve which these organisations are continuously adapting new strategies.
Engaging a team is not only about simply keeping employee content, rather it involves fostering a deep connection and enthusiasm for their roles (Carbery & Cross, 2019). To ensure better customer service and to gain and maintain a reputation in the industry, organisations need to adapt new strategies in their ways of providing service. For this reason, ensuring employee engagement is a crucial task for HR. Besides, motivating employees according to Maslow's hierarchy need theory by identifying the stage employees are in and then meeting their needs will eventually make employees more engaged in their work which should be the primary focus of HR in Hilton Hotel. To maintain success in this competitive industry, Hilton's HR should adopt an advanced training program and create a more friendly environment and culture to increase employee engagement. 
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