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In this essay we will talking about through a large hotel example what is the role of human resources department to engage employee and why is it important to maintain it throughout the employee’s whole lifecycle within the company. First of all we have to identify what is human resource. Human resource management is the basis of all management activity in every large hotel. HRM gives a strategic prospective to the management to maximize the performance of the organization through their main resource – the people working there. (Armstrong, 2020, p. 25) The centre of this strategy is to maintain the employee engagement. Employee engagement is a method to measure and recognise how dedicated and linked workers are to their job and how connected they are to the main goals and values of the business. Engagement is the result of workplace conditions that provide support and make employees feel fulfilled and valued. (Netsuite, 2021) An engaged employee is willing to invest its own physical and emotional energy for helping the organization to achieve its own goals. (Kruse, 2012) The task of HRM is to develop ways which are  help to maintain employee satisfaction throughout the employee’s whole journey with the company, from the beginning to the end of the employment relationship. This journey can be called employee life cycle and identified as a six stages HR model which consist of attraction, recruitment, onboarding, retention, development and separation. (Personio, 2021)
In the following, we can see how the HR management works in one of the world's largest hotel chain, Hilton Hotel Group and what tools they use to find the best quality workforce for their hotels worldwide. The epidemic period of recent years has affected the entire hospitality sector, but it seems that everything is starting to go back to normal. Hilton boosted its full-year profit prediction after it announced a stronger quarterly profit due to the recovery in the travel demand. So we can see that Hilton is one of the most successful hotel business in the world which is largely due to the fact that it is staffed by people who are committed to the company and highly motivated. (Reuters, 2022) 
They recognized that one of the most important investments to increase growth and profits is creating a positive employee experience. A Gallup’s report on employee engagement presents that organisations with engaged workforce are 21% more prosperous and 17% more productive compared with companies with disengaged workforce. (TeamStage, 2022) Laura Fuentes, chief HR officer at Hilton said that “in order to be the most hospitable company in the world, we understand that our culture and our Team Members have to be at the heart of our business.” (Hospitality Net, 2021) They are clearly on the right path, as they currently employ 142000 people. (Macrotrends, 2022) 97% of them feel it is a fantastic place to work, compared to the average 57% satisfaction rate at a usual company in the US. (Great Place to Work, 2022)
In a large company is not easy to find out what makes our employee engaged. Employee engagement models can give the HRM team help what kind of things are essential to improve engagement. Penna’s hierarchical engagement model, just like the Maslow’s hierarchy, starts from the basic needs: descent pay, working hours, safe and healthy working conditions. (Vaughn, 2022)
The labour shortage of recent years has also affected the large hotel chains. Hilton, and also Marriott and IHG, starting to offer workers on-demand pay, which create a more stable financial situation. They do all this in the hope of attracting and engaging more talented employees who will be loyal to the company in the long run. (Schomer, 2022) Hilton also offers flexible working hours and  quality working conditions. Hilton starts to upgrade staff places range from small repairs to main tasks, such as renovating canteens and storeroom to make them tidy and comfortable. These actions are part of a bigger package of worker well-being enhancements that also contains parental leave benefits for both waged and hourly staff members to ten weeks for fresh moms and two weeks for fresh fathers. (Staley, 2018) 
The next level of Penna’s model is the learning and development. Hilton has already helped its employees in their development with access free online learning platforms, free hospitality-focused courses at Cornell University and GED assistance and tuition reimbursement programs. (Hilton, 2022) Their latest effort on the subject is a collaboration with Guild Education starting this January. It offers a wide range of learning opportunities which are debt-free for all team members. At all levels of workforce, the program will provide a clear route for professional growth, which basically took us to the next level of our model – promotion and opportunities. (McCracken, 2022)  
The levels above are essential, but not enough. At the top of Penna’s pyramid people are seeking trust, respect and meaning from their job. A fully engaged employee needs to feel valued and appreciated by their managers. 63% of business leaders said that relationship with managers have significant impact on engagement. (Kitto, 2020) Therefore, the satisfaction of the managers are highly important, too. If managers are disengaged, their employees are 3 times more likely to be disengaged. (Gallup, 2022) 
Consequently, managers have to be aware of the commitment level of employees, what they are satisfied with and where there are gaps. This is a very complex task, especially in a large hotel. Therefore, one of the most important role of the HRM team is to monitor employee satisfaction during their whole lifecycle in the company. 
The most effective ways of monitoring is to create an effective employee engagement survey covering all significant question. As mentioned above, with the help of engagement models, we can find the right questions starting from the basics. (Vaughn, 2022)
Attraction is the first stage of the employee lifecycle in which the employee is not connected yet with the company just hear about it and try to get some information. Hilton is in a good position on this stage because it has been chosen one of the World's Best Workplaces by Fortune magazine and Great Place to Work for the seventh year in a row for its remarkable working culture. This award already makes a good impression on a potential job seeker. (Hospitality Net, 2022) 
The basic needs and the wellbeing improvements what we mentioned above can be also very attractive for future employees.
When jobseekers have been successfully attracted, the next role of the HRM team is to find the right workforce. During recruitment, which is the next point of the employee's life cycle, HRM must hire people whose values and carrier aims match the values and needs of the company. When these things are aligned, companies have a better chance of retaining their employees for long term, which is a pivotal point for the smooth growth of the company. For example, Leonie Trottmann, HR manager at the Hilton Garden Inn in Davos, Switzerland, says that they hire people with strong soft skills and also make sure that employees enjoy outdoor activities because the hotel is located in mountain area. (EHL Insights, 2022) 
The next stage of the employee’s journey is the onboarding. In addition to quickly completing various legal and registration documents, this phase already offers many opportunities to engage our employees. A good onboarding process is a long term procedure and gives everything a fresh worker needs to feel comfortable and perform well. Continuous communication, profound job training and accurate description of the work requirements and company values are all essential for the employee to be confident with their new position and it also increase their commitment. Workers who had an efficient onboarding experience became 18 times more devoted to the organization. (Peterson, 2019) 
Hilton, as one of the most prominent hospitality firms of the world, also does everything to make this process go as smoothly as possible and uses modern technology to make the joining experience as fun as possible. They implement virtual reality in their unique onboarding experience to involve their new workers in daily life of the company. (DiversityInc, 2019)
After the introductory training, it is important that the employees have all the opportunities for continuous development in the future. As we already mentioned above Hilton provides several ways to develop with free access to online platforms and even supports the acquisition of higher education. Most companies invest a lot in this area, because research proves that it is a profitable investment as it increases commitment of employees, the quality of their work and help to improve their hard skills. (Peuter-Rutten, 2022)
By improving our employee hard skills we can increase the human capital of our organization, which is a decisive factor for success in the market conditions. Human capital is the collective value of hard and soft skills, life experiences and enthusiasm of the staff. (Mathis and Jackson, 2010, p. 5)
So employees, who get chance to improve, inspired and happy with their job and were impressed on every level of the lifecycle above, thus they more likely to carry on with the company. We have reached the next stage of the employee life cycle: retention. It is a highly important topic, because the average employee leaving cost depending on their pay can be 16% to 213% of their annual salary. It is not surprising if we remember how long the way is from fresh workers to fully qualified and experienced workforce. It is not just a costly but a time consuming process, too. (Thangjam, 2022)
Employee retention and employee commitment are in close relation to each other. Hilton prove that after the basic needs and development opportunities they have several other engagement booster actions. For example, travel discounts, health and welfare benefits, insurance benefits, retire and fiscal benefits, childcare benefits, adaptation assistance and mental wellness support. They also have once in a year a one week-long conference, where every Hilton employee can take part and have awards to be motivated for the following year. These benefits are not just attractive but also meaningful. 
Perhaps one of the biggest challenges for HRM is generational differences. Each generation has its own priorities and attitudes. This could be happened because each generation has its own historical, cultural and social background. However, it cannot be an effective solution if a company only chooses employees from the same generation, as it harms the diversity of the workforce. There are several elements that create diversity within companies. Age is the most obvious and widespread influence of it. The current workforce consist of four generations: Baby boomers, Generation X, Millennials and Generation Z. By understanding these differences, HR plans can be developed that promote the smooth cooperation of different generations within the company. The biggest gap between the generations is caused by extremely fast developing technology and constantly changing communication. Appropriate training of the workforce in these areas can be an effective solution. (Neff, 2017)
If, despite the above, the employee still decides to leave the company, it is important to leave with the best possible impression and not become an antagonist of the company. Consequently, offboarding process is an important stage of the employee lifecycle and has a large impact on the reputation of the company. 15% of the workforce will return to their previous workplace. Of course, only if the separation process took place smoothly and with dignity. (Anderson, 2019)
In summary, we can conclude that Human Resource Management work is a vital help for the management of a large hotel, an important component of smooth and successful operation. Main duty of HRM is to maintain employee engagement at all life cycle stages of the workforce. We saw the importance of employee engagement through the example of the successful Hilton Hotel. They realized they can increase profits and improve the growth of the company by creating positive employee experiences. They realized that to ensure the well-being of employees is a good investment as it contributes to the growth of the company and the increase in profit. In order for the hotel's management to be aware of the level of employee satisfaction, it is important to continuously conduct engagement surveys on the subject. Different engagement models are available to HRM to find the most important questions. Through the Penna’s engagement model, we looked at the most important points in order of importance, starting with the basics. We got to know each stage of the employees life cycle from the attraction to the offboarding, emphasizing how important it is to increase commitment at all points. 
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