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 Introduction 

Organisations must understand and engage with Generation Y employees in today's rapidly changing hospitality industry. Also known as millennials, this generation brings unique characteristics and expectations to the workplace. By understanding these traits, hospitality organisations can implement effective engagement strategies that attract, engage, and retain them at each journey. By digging into what resonates with this group and adjusting accordingly, organisations can create an environment where they will thrive, as they feel supported in growing their skills and motivated to stick around longer term (Myers & Sadaghiani, 2010). The essay will research and discuss the above topic within a large Grand Hotel.                                                

Human resources (HR) plays a vital role in the employee engagement process. From recruitment to retirement, HR ensures that the organisational environment caters to the preferences and aspirations of its workforce. As workplaces become more diverse, companies must understand each generation's needs. According to the workbook "Generations in the Workplace: A Workbook for Engaging the Best Talent of All Ages" (2020), multi-generational teams have become more common as employers realise the value of involving people of all ages. According to Zopiatis et al. (2012), the hospitality workforce today is more diversified than ever due to the coexistence of three or even four generations. This coexistence presents many challenges and possible sources of conflict, which would hinder business effectiveness. The implications of such a situation unquestionably demand the complete attention of the hospitality stakeholders. As workforces continue shifting to include multiple generations, organisations must understand and embrace these differences and use them to their advantage.

Research by Purcell (1995, cited in Tyson, 2008) reveals that HR strategies often follow business strategy or are primarily focused on implementing business strategies. The organisational structure is a determining factor in how much influence HR has over strategic issues. One of the main factors affecting HR effectiveness is the alignment of business and HR strategies (Tyson, 2008). Currently, much attention of the HR Department is concentrated on employee engagement, defined as 'a hot topic in the world of human resources' (Endres & Mancheno-Smoak, 2008, p. 69 cited in Maxwell et al., 2010). This attention focuses on hiring and retaining staff with value-added behaviours and attitudes (Truss et al., 2006; referenced in Maxwell et al., 2010). Corace (2007, p. 171 referenced in Maxwell et al., 2010 ) highlights that 'in the modern world of Organisational Development, employee engagement is seen as the "Silver Bullet" — the magic formula for enhancing employee performance in every organisation' (see also Bui &Lee, 2023). Figuring out what makes each generation tick at different career stages can seriously boost employee involvement and productivity. Engaged employees also tend to be brand ambassadors, promoting the company positively in their networks.
The significance of employee engagement is furthermore highlighted in the hospitality and tourism industry, where human capital makes a pivotal contribution to service excellence and customer satisfaction (Aslam et al., 2020; Pompurová et al., 2022 cited in Bui & Lee, 2023) and thus to the overall company's reputation and may differentiate it from its competitors (Alam et al., 2021; Sacher & Lal, 2017; Sendawula et al., 2018  cited in Bui &Lee, 2023). Furthermore, contrasted with other service industries, the high seasonality with significantly large and frequent replacements in personnel also carries a noteworthy challenge for managers. Beyond retaining employee commitment and satisfaction, managers must keep employees engaged as service providers and aligned with the strategy and vision of the business (Bui &Lee, 2023). 
According to Purcell et al.'s (2003) people performance model, the AMO (Ability, Motivation, and Opportunity) model, employees' ability, motivation, and opportunity to make individual or team decisions about how the job is done and how quickly, carefully, and innovatively it is delivered influence their discretionary behaviour and effort and, consequently, their level of performance. The crucial function of AMO policies is to craft employee engagement. The model highlights several HR practices and procedures as particularly influential, such as career development, job influence and challenge, training, performance, appraisal, teamwork, and work-life balance (id). This is especially relevant to the HR policies and practices of Grand Hotel and applies to Generation Y, the so-called millennials.

Millennials, the generation born between the early 1980s and the late 1990s, have reshaped the workplace, challenging organisations to adapt and modify their approaches to employee engagement (Aleksić & Rangus, 2020). Perlick (2001, p. 65, cited in Maxwell et al., 2010) states that this age group is 'rewriting the book on workplace wishes and demands' in the hospitality industry context. As the primary demographic currently in the workforce, their characteristics, values, and experiences have played a pivotal role in determining how HR engage employees. This group grew up with technology - they are "native digitals" (Aleksić & Rangus, 2020), experts with smartphones and the internet. Because of this, they are not afraid of change and quickly adapt to new systems or technologies (Stephens, 2020). This flexibility carries over into their work, too. Millennials value having some choice in their schedules. Having some control over their hours or periodically working from home is essential to them (Stephens, 2020). They value their work-life balance. Another driver of this generation is finding meaningful work. For millennials, feeling like their job makes a positive difference is more important than a big paycheck (Stephens, 2020). They want to feel their work contributes to helping people or making the world a slightly better place. Companies offering ongoing training and courses show millennials care about continuing growth and learning new skills (Stephens, 2020). Providing chances to take on new roles or responsibilities within the organisation appeals to millennials' desire to develop professionally.  
                 
The journey an employee takes from joining to leaving a company is essential for any organisation to understand so they are set up to achieve their goals with the right team. Barbosa (2021) noted how a business recruits, trains, develops and retains staff, connects and contributes to overall success. At each step of the way, though, organisations need to think about what a young person today wants and needs to feel invested in their work. If a company can show them they get them and provide the environment they find meaningful, they will be more engaged and productive. Businesses must tailor their approach to reflect the values that matter most to millennials (Bradkar & Brooke, 2008; Eisner, 2005; Myers & Sadaghiani, 2010).
Bui & Lee (2023) proposed a framework that assesses the correlation between organisational engagement and organisational culture. Organisational culture significantly impacts employee engagement and productivity (Buchanan & Huczynski, 2013). The iceberg model of culture helps understand its finer nuances, and it is used to contrast formal and informal organisational functioning and to highlight the influence of informal aspects on workplace behaviour. People are unpredictable and have disparate needs, attitudes and motivations, and the informal organisation can provide for their social and psychological needs outside the formal structure. This informal, "hidden" network of social connections, social influence, and power can limit and challenge formal overt policies and systems (Robinson, 2006). Managers must be aware of their teams' social networks and relationships because informal relationships can enhance or diminish their effectiveness (Robinsons & Coulter, 2016). Managers must understand that teamwork skills can be learned, refined, and reinforced through team-building exercises, good communication and appropriate leadership and support, meetings with open-ended discussion and active problem-solving as a team, as these abilities do not come naturally to everyone (Robinsons & Coulter, 2016).
Before proceeding through the six stages of the "employee life cycle", HR should evaluate the current workforce to assess what is needed in each position to maximise the organisation's effectiveness (Kelly and Williams, 2018). HR managers must also evaluate the future supply of workers, a real challenge due to the continual shift of the workforce, especially in the tourism industry, and forecast human resources requirements closely tied to the goals and strategies of the business (id). After having this picture, they can design the first phase, the attraction, by advertising the position with its job description. In the attraction phase, Grand Hotel may engage millennials by showcasing company culture, growth opportunities, and the organisation's values and mission statement. They can use platforms like LinkedIn to share behind-the-scenes content, highlighting work-life balance and CSR initiatives.
In the recruitment phase, when a company looks for new talent to join the team, the Grand Hotel HR could implement a digital recruitment process with AI-driven match questions and video interviews, for example, to cater to their tech-savvy nature and also to reach a wider pool of potential remote or international employees. The recruitment and selection process should also rule out unfit candidates with the culture and values of Grand Hotel. In the hospitality and tourism industry, there are alternatives to recruitment to save costs. These include outsourcing, using contingent workers, employee leasing and overtime (Mondy et al., 1999). All these alternatives can be attractive to millennials who value flexibility in their schedule (Aleksić & Rangus, 2020).
Once hired, the onboarding process kicks in. As Barbosa (2021) described, this stage is about helping the new hire get comfortable - showing them around, introducing them to coworkers, and ensuring they know what is expected of them. During onboarding, mentorship programs where new hires are paired with experienced Grand Hotel employees may facilitate smoother integration. Significant weight is attributed to induction and training as primary mechanisms for cultural socialisation.   
The next phase is development, when the learning experience happens through training and other opportunities to grow their skills. During development, Grand Hotel should offer continuous learning opportunities, like workshops or online courses, and chances to take on new roles and responsibilities inside the company to feed its thirst for growth.
Keeping employees engaged and wanting to stick around long-term is the retention phase. To retain the millennials, Grand Hotel should leverage social media platforms to communicate with employees, provide feedback, recognise achievements, support team-oriented projects (Kim et al., 2018), offer flexible working conditions and foster a sense of belonging and community. The discussion around work-life balance arose in the context of shifting the future of work, flexible working patterns, and increasing re-evaluation by many employees of their priorities in life (Brewster et al., 2023). The argument involves questioning the efficiency of working long hours, resulting in employees feeling conflicted, resentful, and experiencing self-loathing. Work-life initiatives provide employees more freedom to balance their various responsibilities, enabling them to rearrange the lines separating work from non-work (Brewster et al., 2023). Making people feel satisfied and engaged in their roles is crucial to avoid high turnover. To engage their team, team leaders should instil Grand Hotels values in the collective mindset: passion for customers, trust and responsibility for each team member, results through teamwork and integrity in every approach.
Finally, in the exit phase, Grand Hotel should conduct exit interviews, gather feedback, and maintain a network for potential future re-engagement. However, according to research, students who are exposed to the industry are much less likely to choose hospitality as their first career (Johns & McKechnie, 1995, cited in Ramakrishnan & Macaveiu, 2019) and are more likely to strive for positions with higher status (Getz, 1994). They also believe that jobs in the tourism industry are stressful, involve long hours, poor retributed and need more room for advancement (Newbury et al., 2008, cited in Ramakrishnan & Macaveiu, 2019).
One of the popular employment engagement models is the Gallup Q12 Engagement Model, which focuses on 12 core elements leading to employee satisfaction and performance. Gallup describes employee engagement "as the involvement and enthusiasm of employees in both their work and workplace" (Gallup, 2023). Elements like "having the opportunity to do what they do best" and "feeling their opinions count" are particularly relevant to Millennials. The model has four implementation steps: Survey: using the Q12 questionnaire to assess employee engagement. Analysis: finding gaps and areas of improvement. Action: addressing concerns and implementing recommended adjustments. And feedback & repeat: continuously collect feedback and reiterate strategies.
Companies like Google and Salesforce have become benchmarks in engaging Millennials. Google, for instance, emphasises work-life balance with facilities like on-site gyms. They also focus on providing opportunities for continuous learning and growth, ensuring their younger workforce remains engaged.
On the other hand, Salesforce integrates philanthropy into its core, allowing employees to take paid time off for volunteering, resonating with the purpose-driven nature of Generation Y.                                               
Conclusion 

Engagement has become the cornerstone of organisational success in an era dominated by the Millennial workforce. As this generation seeks purpose, balance, growth, and technological integration, HR strategies must align with these desires. Organisations like Grand Hotel can foster a motivated, loyal, and productive Generation Y workforce by understanding and acting upon the stages of the employee lifecycle and employing engagement models like the Gallup Q12.
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