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1. Introduction
Employee engagement refers to the systematic effort to ensure that each employee experiences a profound sense of connection to their work, channeling their energy, passion, and dedication into their daily responsibilities (Wayne, 2020). This coordinated endeavor aims to cultivate a working environment characterized by heightened productivity and job satisfaction. Hotel companies may benefit greatly from employee engagement since it increases client satisfaction, boosts productivity, and decreases staff turnover. Given that the primary goal of hotel establishments is to ensure customer satisfaction, it is observed that workers are more inclined to exert greater effort in serving guests when they remain engaged and committed, thus resulting in enhanced levels of customer satisfaction.
This essay presents a discussion on the role employee engagement plays in engaging Gen Y employees in the hotel industry. In addition, the essay discussed the different ways hotel firms can increase employee engagement and how it can benefit them. While examples of Hilton Hotels are mostly used to support the discussion, examples from the whole industry are highlighted to support the essay’s analysis, including the employee lifecycle analysis and the analysis of the Zinger employee engagement model.
2. Employee Lifecycle and Ways of Engaging Gen Y Employees
The role of Human Resources (HR) is crucial in maintaining employee engagement within the hotel industry. Employee engagement is important in hotels as it directly influences guest satisfaction and overall business achievements (Dickmann, Brewster and Sparrow, 2016). HR achieves this by recruiting and choosing individuals who possess a passion for hospitality ensuring their skills and interests align, with the job requirements. For example, Marriott International follows a selection process to guarantee that employees genuinely prioritize delivering service to guests resulting in elevated levels of engagement (Hotelier Staff, 2023). Marriott seeks candidates who have a strong interest in hospitality and who fit the employment criteria in terms of skills and interests. Marriott International, for example, has a demanding hiring procedure to guarantee that staff members really care about giving customers outstanding service, which influences engagement levels.
Also, HR is concerned with the learning and development of employees. They invest in their employees by providing regular training programs that increase their knowledge and abilities, which in turn boosts productivity and keeps workers interested in their work. One such example is Hilton Hotels, which makes investments in the Hilton University, where staff members have access to a variety of training courses to improve their abilities and progress in their jobs (Hilton, 2023). HR also promotes a pleasant workplace environment. They establish a friendly atmosphere where workers are treated with respect and feel valued. The Ritz-Carlton, which is well-known for providing outstanding service, encourages workers to take initiative and go above and beyond for guests by cultivating an engaged culture (Ritz-Carlton Leadership Center, 2023).
Generation Y (also known as Millennials) was chosen for this analysis since it includes those born between 1981 and 1996, who are likely to be the majority of employees. The hotel sector in the UK has to pay close attention to the expectations and behaviors of this generation’s workers to better meet the needs of its staff.
First, Millennial and Gen Y workers have high aspirations for their careers. They are always on the lookout for ways to improve themselves professionally (Vui-Yee and Paggy, 2018). Because of this drive, Hilton Hotels & Resorts provides extensive training programs that appeal to the ambitions of Generation Y workers to rise through the ranks. As a result, these workers are dedicated and enthusiastic about their jobs. Also, Work and life balance is an essential goal of Generation Y employees. Some hotels, such as Travelodge, have responded to the need for more adaptable work policies by providing their employees with the opportunity to work flexible hours (Hamilton, 2019). In addition to addressing concerns expressed by members of Generation Y, these adjustments have been shown to boost morale in the workplace.
Moreover, Gen Y workers have a high social conscience and operate best in team settings. For example, Premier Inn’s Force for Good program provides opportunities for its employees to give back to the community, such as by donating surplus food and reducing carbon footprint (Premier Inn, 2012). This not only supports their core beliefs but also gives workers a sense of belonging and purpose. Additionally, Gen Y workers value open lines of contact and consistent feedback. Millennials are encouraged to voice their opinions and concerns at hotels like The Ritz-Carlton, which places importance on transparent means of communication. This method not only fosters teamwork but also makes workers feel like their opinions matter (Karanges et al., 2015).
It is essential for hotel firms to effectively engage Generation Y workers if they want to keep their staff happy and productive (Allen and Turner, 2020). This level of participation may be achieved by a number of strategies, each of which has its own set of advantages.
Offering opportunities for continuous growth through training and knowledge-building stands out as a particularly effective strategy. A passion for advancement in their careers is a common trait among Gen Y employees (Naim and Lenka, 2017). Premier Inn provides its employees with extensive training to help them reach their full potential and advance their careers. This method not only increases Gen Y workers' happiness at work but also keeps them dedicated and enthusiastic about their jobs.
Fostering a balanced approach to work and personal life is another winning approach. The members of Generation Y tend to prioritize their free time and look for jobs that provide some degree of autonomy. The Hoxton, a contemporary hotel chain in the UK, has launched “Working From _” and responded to this need by offering an unofficial space for employees to work, just like they would at their homes (The Hoxton, 2023). This adaptability not only helps to entice talented millennials but also encourages them to strike a better balance between their work and personal life, which in turn improves their engagement and productivity on the job. In addition, recognizing Gen Y's shared values of social responsibility and teamwork is essential to attracting and retaining those workers (Naim and Lenka, 2018). Hilton Hotels encourages its Gen Y workers to participate in social volunteer work. Aligning with the ideals of the millennial generation, these initiatives help employees feel more connected to one another and to the organization as a whole.
The benefits of having an engaged Gen Y team are substantial. Workers who are invested in their work are more likely to achieve their full potential, take pride in their work, and be less likely to leave their positions (Chanda and Shen, 2019). Since happy workers are more motivated to provide outstanding service, this results in satisfied customers. Additionally, Gen Y workers who are invested in their jobs are more likely to offer new insights and creative solutions, which may give a hotel an edge in the increasingly competitive hospitality business (Dyck and Neubert, 2019).
The essay also discusses the employee lifecycle stages—attraction, recruitment, onboarding, development, retention, and separation stages—and illustrates examples of how hotel firms can incorporate different HR practices and strategies to increase employee engagement (Cattermole, 2019).
First, in the "attraction" phase, an attractive employer brand is developed to entice prospects (Adeosun and Ohiani, 2020). Using storytelling in recruitment advertisements to stress the company's culture and commitment to employee development are ways hotels may show prospective workers how much they value their workers' happiness and professional advancement.
Second, during the "recruitment" phase, hotels need to interact with potential employees in an open and effective manner. Hotels, for one, may use technology to improve their hiring procedures (Onik, Miraz and Chul-Soo Kim, 2018), such as automating initial screening or evaluation, keeping applicants up to date with regular communications, and giving them feedback based on their specific interests.
After this comes the "onboarding" phase, where it's essential to effectively engage new hires. Companies in the hospitality industry can better engage new recruits by developing thorough onboarding programs that familiarize them not only with the duties of their positions but also with the company's core values and principles (Stewart et al., 2017). Such HR practice helps in making first-timers feel at home right away.
In addition, encouraging workers to invest in their own development is indispensable when it comes to employee engagement. So, during the “development” phase, hotels may offer their employees a variety of training and education programs. They might take an active role in helping workers move up in their careers, which can build trust and commitment (Naim and Lenka, 2018). To retain personnel, it is necessary to acknowledge and appreciate their contributions. For instance, hotels may include their staff in the company's success by instituting reward and recognition programs, which may increase job fulfilment and loyalty.
Despite the fact that workers may depart for a variety of reasons, keeping up a cordial connection might lead to future partnerships. Hotel management can conduct professional departure interviews and provide assistance to departing employees. Hoteliers may, for instance, create alumni networks for former workers to stay in touch and be involved with the company.
In order to support the essay’s discussion, the Zinger employee engagement model is used in this study. The approach provides a useful framework for boosting engagement among Gen Y workers in the hotel sector by capitalizing on interpersonal ties, and strategy, and recognizing employees' energy levels and professional growth. The approach is based mostly on the "CARE" paradigm, which signifies connection, authentic relationships, acknowledgement, and engagement (Leapsome, 2023).
Connection and Authentic Relationships: The Zinger model stresses the value of encouraging genuine connections and friendships among workers. Hotel management can facilitate the development of strong bonds between staff members. The Dorchester Collection, for instance, regularly hosts events for its employees, such as team-building exercises and social gatherings (www.dorchestercollection.com, 2023). A sense of community and participation can grow out of these interactions.
Recognition and Acknowledgment: In order to motivate Gen Y workers, it is essential to recognize and appreciate their efforts. The hospitality industry can benefit from adopting practices that demonstrate the impact of employees' efforts. For instance, Radisson Hotels in the UK regularly uses a variety of training, certification, and recognition programs to acknowledge and reward superior performance (Dorchester Collection, 2023). Supportive actions like these improve morale and further establish a link between effort and success.
Engagement as a Continuous Action: According to the Zinger model, participation is a never-ending cycle. Hotel firms should view employee engagement as an ongoing process rather than a one-time event. For instance, employees at Marriott International participate in regular one-on-one conversations with their managers to discuss their professional growth and development (reference). Such open communication and feedback-driven culture keeps staff members enthusiastic and committed to the hotel's mission.
Employee engagement is seen as a pyramid in the Zinger model, with different tiers leading to the ultimate goal of employee engagement. At the foundation level, hotels should care about their staff members' physical and mental health and happiness, as well as their ability to focus and perform (Leapsome, 2023). Engagement at the middle level entails establishing meaningful relationships at work and encouraging recognition. This is exemplified by Hilton Hotels through collaborative activities, seminars, and acknowledgements (Hilton, 2020). The top row of the pyramid is concerned with improving performance, helping employees find purpose in their work, and monitoring their development. For example, Premier Inn actively promotes career planning among its Generation Y staff and supports employees' continued education and training (Premier Inn, 2023).
The pyramid's top is results, which come from an engaged workforce. Engaged Gen Y employees are more likely to provide excellent guest experiences, helping hotels like Hilton succeed in the competitive hotel industry.
3. Conclusion
The essay presented arguments in favor as to why employee engagement is critical for hotel firms in today’s world. Gen Y are the major employees of hotel firms so understanding their job expectations is crucial in order to keep staff engaged and motivated, such as their strong ambition for personal and professional growth. The essay emphasized that HR plays a significant role in employee engagement such as hiring the right people and aligning workers’ skills and interests with the job requirements. The Zinger employee engagement model presented can be followed by hotel firms to enhance employee engagement for their staff. However, there is no universal strategy for employee engagement. Not every hotel can benefit from the same strategies. Therefore, hotel managers should focus on the individual needs of their staff members when designing employee engagement programs.
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