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Employee engagement stands as a pivotal factor in the success of any organisation, particularly within the hospitality industry where the calibre of service is inextricably linked to the satisfaction and retention of guests. Engaging employees throughout their lifecycle in the company - from the moment they first encounter the brand, to their exit or retirement - is not merely a human resource function but a strategic imperative. This research delves into the multifaceted role of human resources in cultivating a workforce that is not only skilled and knowledgeable but also genuinely committed to the company’s vision and goals. By examining industry exemplars such as The Ritz-Carlton, Hilton Worldwide, and Marriott International, this study will explore how innovative engagement models and practices can be effectively implemented to foster an environment where employees thrive and contribute to a sustainable competitive advantage. Through this exploration, we aim to shed light on the transformative power of strategic employee engagement and its critical influence on both organisational performance and employee fulfilment within the dynamic landscape of the hospitality sector.
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In a large hotel chain like Hilton, the Human Resources (HR) department plays a critical role in engaging employees from the onset of their employment and throughout their tenure. The hospitality industry, being service-centric, necessitates a workforce that is highly engaged and committed to delivering exceptional customer experiences, which Hilton acknowledges through its globally recognised HR practices (Hilton, 2022).
Recruitment is the first touchpoint in the employee lifecycle where Hilton’s HR establishes engagement. Hilton's HR department crafts job descriptions that not only describe roles but also emphasize the hotel's commitment to providing a workplace that supports growth and personal well-being, reflecting its award-winning workplace culture (Great Place to Work, 2021).
Upon recruitment, Hilton's onboarding process is strategically designed to immerse new employees in the company culture. Hilton University, for instance, offers extensive training and development programs which are crucial for fostering employee engagement from day one (Hilton, 2022). These programs are not mere introductions to company policy but also an investment in employees' career paths, equipping them with skills to excel in their current roles and future opportunities within the hotel chain.
Hilton's recognition and rewards system is another cornerstone of their HR strategy. The 'Hilton Honours’ program is not just a customer loyalty initiative but is also adapted to acknowledge employee achievements, thereby enhancing job satisfaction and motivation (Hilton, 2022).
For sustaining engagement, Hilton's HR ensures fair treatment and equitable policies across all levels of the organisation. This includes performance appraisals that are transparent and constructive, fostering a two-way dialogue between employees and management. Hilton’s 'Thrive at Hilton' initiative is a testament to this, where employee feedback is actively solicited and acted upon to improve work experiences and work-life balance (Hilton, 2022).
Moreover, Hilton is known for its focus on work-life balance through initiatives such as flexible scheduling, which is especially significant in the 24/7 operations of a large hotel. HR’s role in administering these programs demonstrates an understanding of the diverse needs of its workforce, which in turn contributes to high retention rates.
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Engaging a team effectively requires a thoughtful approach that focuses on communication, involvement, and recognition. Regular team meetings, for example, are not only essential for keeping team members informed but also serve as a platform for exchanging ideas and encouraging collaboration (Edmondson, 2012). Creating a sense of ownership by involving employees in decision-making processes can significantly increase their commitment and engagement with their work (Katzenbach & Smith, 1993).
The advantages of engaging a team are numerous and have been substantiated in various research studies. Engaged teams tend to exhibit higher levels of productivity as members are more motivated and put extra effort into their tasks (Bakker & Demerouti, 2008). A meta-analysis by Harter et al. (2002) found that high employee engagement is also related to better retention rates, customer satisfaction, and profitability. Moreover, engaged teams show improved collaboration and innovation because members feel valued and are therefore more likely to contribute their best ideas (Amabile & Kramer, 2011).
In practice, companies like Google have excelled by fostering an open culture where employees feel free to voice their opinions and ideas, resulting in a highly engaged workforce (Bock, 2015). Implementing such strategies can transform the workplace atmosphere, making it not only a place of work but also one of growth and fulfilment.
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The employee lifecycle encapsulates the entire journey an employee undertakes within an organisation, from the initial awareness and attraction to their eventual exit or separation. This lifecycle approach allows human resource professionals to systematically manage each phase to enhance employee engagement and organisational performance.

Attraction
The attraction phase is akin to the groundwork for future employment relationships. Employers must position themselves as employers of choice to lure top talent. The employer brand, therefore, plays a critical role, as it reflects the organisation's values, culture, and benefits that are attractive to potential candidates (Backhaus & Tikoo, 2004). Companies like Google have leveraged their brand effectively, showcasing a culture of innovation and inclusion, which appeals to prospective employees globally (Bock, 2015).

Recruitment
The recruitment phase involves sourcing, interviewing, and ultimately hiring candidates. At this stage, it is imperative to ensure that the recruitment process is aligned with the organisation’s strategic goals. Effective recruitment strategies not only fill vacancies but also contribute to the formation of a high-performing and diverse workforce (Taylor & Collins, 2000). Organisations like Hilton have invested in robust recruitment strategies, highlighting career progression opportunities to attract talent (Hilton, 2022).

Onboarding
Onboarding is the next crucial phase, which encompasses introducing the new hire to the organisation's culture, expectations, and their role within the company. A well-structured onboarding process can significantly influence an employee's ability to integrate and perform effectively (Bauer, 2010). Salesforce, for example, has implemented an onboarding process that fosters immediate connectivity and productivity among new hires (Salesforce, 2021).

Development
Development is an ongoing stage where employees expand their skills and competencies through training, mentoring, and career advancement opportunities. This phase is vital for maintaining engagement and preparing employees for future roles within the organisation (Noe et al., 2017). For instance, Amazon's Career Choice program is an innovative example where employees are given resources for upskilling, thus preparing them for the internal and external job market (Amazon, 2021).

Retention
Retention strategies are implemented to keep employees motivated, productive, and less likely to leave the organisation. Engaged employees are generally more committed and provide higher value to the company (Harter et al., 2002). Retention can be enhanced through recognition programs, competitive compensation, work-life balance initiatives, and positive organisational cultures, as evidenced by companies like SAS Institute, which consistently ranks high in employee retention rates (SAS, 2021).

Separation
Separation, the final phase of the employee lifecycle, involves the employee exiting the organisation. This can be voluntary, such as retirement or resignation, or involuntary, such as layoffs or dismissals. The separation process should be handled with respect and professionalism, as it can impact remaining employees' morale and the organisation's reputation (Maertz & Campion, 2004). It can also be an opportunity for gathering feedback through exit interviews to improve HR practices.
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Engaging a team requires a multifaceted approach, tailored to the needs and aspirations of its members. Google, renowned for its innovative practices, often employs '20% time', allowing employees to spend a fifth of their time on personal projects that could benefit the company (Davenport, 2013). This initiative not only fosters innovation but also enhances job satisfaction by valuing employee creativity.
Another effective strategy is the use of 'town hall meetings', implemented by companies like IBM, where executives engage with employees at all levels to discuss company strategies and address concerns in an open forum (Rometty, 2013). Such meetings encourage transparency and a sense of inclusion, contributing to team cohesion and engagement.
Salesforce takes employee engagement a step further with its 'Ohana Culture', which creates a supportive family-like environment where successes are celebrated, and employees are encouraged to support one another (Salesforce, 2021). Recognition programs, as seen at Deloitte, are also pivotal, where 'Deloitte University' offers learning and development programs that double as recognition for high-performing employees (Deloitte, 2021).
Engagement can also be enhanced through corporate social responsibility (CSR) activities, where employees partake in initiatives that resonate with their values, improving team morale and company loyalty, as demonstrated by Patagonia's environmental campaigns (Chouinard, 2016).
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The Gallup Q12 Employee Engagement Model is a well-regarded framework designed to measure and manage employee engagement. Developed after extensive research, it consists of 12 actionable workplace elements with proven links to performance outcomes (Harter et al., 2002). These elements range from basic needs, such as knowing what is expected at work, to individual growth, such as having opportunities to learn and develop.
Implementing the Gallup Q12 model begins with surveying employees to establish a baseline of engagement. Following this, leaders and managers are trained to understand the framework and how to act on the results. For instance, if responses indicate that employees do not feel their opinions matter, a manager might implement regular feedback sessions to address this concern.
SAS Institute, renowned for its high employee retention rates, employs similar engagement practices by offering a supportive work environment that emphasizes employee satisfaction and well-being, which could be seen as an embodiment of the Q12 philosophy (SAS, 2021). This approach is operationalised through continuous dialogue between employees and management, creating a culture where each team member feels heard and valued.
Effective deployment of the model requires ongoing efforts rather than a one-time initiative. It involves reviewing survey results, setting goals for improvement, developing action plans, and then reassessing to measure progress. Over time, such engagement models can lead to enhanced employee morale, increased productivity, and a strong organisational culture, as evidenced by the sustained success of companies like SAS Institute.
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In the hospitality industry, employee engagement is particularly crucial due to its direct impact on customer satisfaction and loyalty. The Ritz-Carlton Hotel Company provides an exemplary case, where their employee engagement model is centred around the motto "We are Ladies and Gentlemen serving Ladies and Gentlemen." This philosophy empowers employees by treating them with the utmost respect, which in turn motivates them to offer exceptional service to guests (Michelli, 2008). The Ritz-Carlton uses its credo as a daily "line-up" to reinforce company values and ensure that every team member is aligned with the brand’s service ethos.
Hilton Worldwide is another industry leader that implements comprehensive engagement strategies. Through its Thrive@Hilton initiative, the company offers programs focused on physical and psychological well-being, career development, and work-life balance, addressing the holistic needs of employees (Hilton, 2022).
Marriott International employs a similar strategy by providing opportunities for growth through its "Take Care" initiative, which has been recognized for its effectiveness in enhancing employee well-being and engagement (Marriott, 2021).
These industry examples demonstrate how engagement strategies, when integrated into the company culture and supported by management, can create an environment where employees feel valued, leading to superior service, increased loyalty, and a competitive edge in the hospitality sector.
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In conclusion, our exploration into the role of human resources in engaging employees within the hotel industry underscores the profound impact of a well-crafted employee lifecycle. From attraction and recruitment to development, retention, and separation, each stage offers unique opportunities for HR to instil a sense of belonging and purpose among staff. The practices adopted by leading hotels, such as The Ritz-Carlton, Hilton, and Marriott, exemplify the industry's best strategies for nurturing a committed and productive workforce. By embedding engagement deeply into the organisational culture and prioritizing regular dialogue, recognition, and development, these hotels not only enhance their service quality but also drive overall business success. It is clear that the strategic engagement of employees is not just beneficial but essential for maintaining a vibrant, customer-focused, and resilient hotel industry. This research affirms that through continuous commitment to employee engagement, hotels can achieve both high levels of employee satisfaction and superior guest experiences, thereby securing their market position in an increasingly competitive field.
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