                   BA INTERNATIONAL HOTEL MANAGEMENT
                      Personnel Resourcing and Development
                                     BMIH5005

         How to engage employees Generation Y throughout the
                                     employee lifecycle







Student name:LAVINIA LENUTA SIMINIUC
Student number: 2208461
Lecturer name:Deborah Lloyd
Word count:2214





In the dynamic world of hospitality, engaging employees, particularly those from Generation Y—commonly known as millennials—has become essential for organizational success. The generation born between 1981 and 1996 is distinct due to their approach to work-life balance, proficiency with technology, and emphasis on values in career decisions, which sets them apart from earlier generations as Kuzior, Kettler, and Rąb, (2022), stated in their study. Individuals' ambitions and dedication to personal and professional development require customised approaches to fostering their involvement within the work environment.
In the luxury hotel industry, employee engagement is significant due to the emphasis on personalised guest experiences and exceptional service standards. The Ritz Carlton is a prime example of outstanding hospitality. The brand is well-known for its exceptional service, strong dedication to excellence, and a culture that strongly aligns with the values of Generation Y (Goh and Lee, 2018) For establishments such as the Ritz Carlton, it is crucial to tailor engagement strategies to accommodate millennials' preferences and work styles to maintain their reputation and market position.
This essay examines the challenges of engaging Generation Y employees at the Ritz Carlton throughout their careers. It highlights the strategic importance of Human Resources (HR) in developing a work environment that attracts, retains, and develops talented people. This essay aims to analyse and recommend ways to improve employee engagement in luxury hospitality by combining theoretical models with industry examples. The goal is to show that understanding and embracing generational characteristics can greatly enhance the guest experience, drive innovation, and strengthen the Ritz Carlton's legacy.
Employee engagement refers to the level of enthusiasm, commitment, and focus that employees demonstrate towards their work as Kahn, (1990) describes in his research. Employee commitment, passion, and loyalty is crucial for achieving high organisational performance. This concept is particularly important in service-oriented industries such as hospitality, where employees play a direct role in shaping the service experience and, consequently, the overall perception of the brand. 
Luxury hotel chains, such as the Ritz Carlton, heavily rely on their employees to create exceptional guest experiences. They represent the brand and their interactions with guests can greatly influence guest loyalty and satisfaction. Therefore, it is crucial to have high levels of engagement, which go beyond just job satisfaction and include employees' enthusiastic endorsement of the hotel's mission and values. In high-end service environments, engagement refers to employees going beyond their basic duties to provide guests with an exceptional service experience (Bhattacharya, 2011).
Kazlauskaite et al. (2006) concluded that engagement in this context goes beyond employee happiness or satisfaction, instead emphasising the deep alignment between employee aspirations and organisational goals. Effective strategies are needed to engage employees, especially those belonging to Generation Y, who prioritise finding meaning and opportunities for personal growth in their professional lives. Luxury hospitality establishments, such as the Ritz Carlton, can boost engagement by promoting a culture that values employee well-being, continuous learning, recognition, and a sense of community. This leads to innovation, enhances guest experiences, and strengthens the brand's position in the competitive hospitality market.
Millennials, also known as Generation Y, have unique characteristics that greatly impact the dynamics of the workplace and strategies for engaging employees. The younger generation, having grown up in the digital age, is skilled in technology and often surpasses older generations in using new tools for efficiency and innovation (Espinoza, Ukleja, & Rusch, 2010). Proficiency improves operational workflows and brings new perspectives, promoting technological integration in traditional service models such as the Ritz Carlton.
However, the technological inclination is only one aspect of this generation. Millennials prioritise work-life balance, valuing flexibility and personal well-being over job security (Kuron et al., 2015). Employers in the hospitality industry must adapt their schedules, offer remote work options, and foster a culture that values personal boundaries and off-duty time.
Additionally, Generation Y is motivated by a sense of purpose and actively seeks meaningful involvement in their professional endeavours. Employees want more than just completing tasks; they seek to make meaningful contributions to the overall narrative of an organisation. They aim to comprehend how their efforts contribute to the success of the organisation and generate social impact (Espinoza, Ukleja, & Rusch, 2010). The Ritz Carlton combines tradition and innovation, which can be advantageous. Leaders can align millennial values with company goals by transparently communicating the brand's legacy, mission, and community involvement. This fosters a passionate workforce committed to upholding the hotel's reputation and service excellence.
Furthermore, this current generation has a strong desire for professional growth and advancement. They perceive their roles as steppingstones in a learning journey (Meister & Willyerd, 2010). Investing in ongoing learning programmes, providing diverse skill-building opportunities, and outlining clear career paths can greatly enhance engagement among Generation Y employees.
Engaging millennials in the luxury hospitality sector, particularly at establishments like the Ritz Carlton, necessitates a comprehensive understanding of their unique traits. The Ritz Carlton can foster a motivated, loyal, and satisfied workforce by integrating technology, accommodating work-life balance, providing purposeful work, and supporting professional development. This improves organisational culture and raises service standards, ensuring the brand is associated with exceptional luxury and guest satisfaction.
In the hospitality industry, HR plays a vital role in cultivating a highly skilled and engaged workforce, as service quality directly impacts guest satisfaction, and it shapes the work experience, especially for Generation Y employees who value meaningful and fulfilling employment (Saks & Gruman, 2014).
HR's strategic involvement begins with recruitment, where they ensure that new hires align with the hotel's commitment to providing exceptional guest service. This alignment encompasses both work ethics and millennials' aspirations for purpose-driven careers. By promoting a compelling narrative that highlights the Ritz Carlton's heritage, dedication to excellence, and societal contributions, HR aligns with the current generation's desire for purposeful employment.Additionally, HR supports ongoing growth and learning by offering thorough onboarding programmes, skill development initiatives, and leadership training, recognising millennials' desire for career advancement. They also use effective feedback systems, which are important for Generation Y, as they prefer constructive communication to feel valued and understood.
Furthermore, Ritz Carlton's HR department acknowledges the significance of maintaining a healthy work-life balance. To achieve this, they implement flexible work arrangements, health and wellness programmes, and team-building activities that comprehensively address the well-being of their employees.
The HR department at Ritz Carlton engages with and caters to the intrinsic needs and career expectations of its workforce, fostering commitment, contentment, and productivity.
Engaging employees, particularly Generation Y, is crucial throughout the employee lifecycle. The ongoing process at prestigious organisations like the Ritz Carlton involves carefully combining the brand's tradition with the energetic spirit of millennials (He et al., 2019) .
The Ritz Carlton utilises digital platforms during the attraction phase of the lifecycle in response to Generation Y's strong presence in the digital realm. The hotel's social media recruitment campaigns showcase not only job openings but also highlight an engaging work environment. These campaigns highlight a diverse workforce, social events, employee testimonials, and opportunities for impact beyond the job description. These aspects align with the values of inclusivity, community, and purposeful work important to millennials as concluded in Stephens's (2021) journal.
The Ritz Carlton updates its hiring methods to align with Generation Y preferences during recruitment. The hotel employs technology and platforms that are popular among millennials, including mobile-friendly job applications and virtual reality tours of their facilities. Additionally, the Ritz Carlton prioritises a narrative in interviews that appeals to millennials' inclination to create an impact, emphasising their engagement in the community, commitment to sustainability, and prospects for individual and career growth (Gonzalez et al., 2020). 
The onboarding process, also known as the 'First Day' experience at the Ritz Carlton, is important for establishing the employee's perception and relationship with the hotel. Tailored for Generation Y, the immersive experience enables new employees to comprehend the brand, interact with a diverse group of team members, and grasp their role within the hotel's broader narrative. Interactive sessions are replacing traditional orientations to accommodate millennials' preference for engaging dialogues rather than standard lecture-style presentations (Baker, 2013).
As Islam et al. (2022) discussed in their journal, the development phase is crucial for maintaining the engagement of Generation Y employees as they become accustomed to their roles. The Ritz Carlton prioritises continuous learning opportunities to meet the developmental needs of millennials. Programmes in the hospitality industry include cross-training in different departments and mentoring initiatives that pair employees with experienced managers, providing insights into diverse career paths. These programmes offer a balance between structure and flexibility, enabling employees to customise their development paths, meeting Generation Y's autonomy and self-direction preferences.
During the retention phase, the hotel implements strategies that acknowledge the professional and personal aspects of their employees' lives. The Ritz Carlton may provide flexible scheduling or remote work options to accommodate Generation Y's emphasis on work-life balance. Recognition programmes acknowledge both professional accomplishments and personal milestones, as well as employees' involvement in community service, aligning with millennials' aspiration for a well-rounded lifestyle (Cismaru, 2019).
Even after the journey concludes, during the separation phase, the connection remains intact. The Ritz Carlton can create alumni networks to maintain connections with former employees, recognise their contributions, and foster relationships through updates and events. Effective offboarding processes, which prioritise respectful and appreciative farewells, demonstrate the hotel's commitment to its employees and can leave a lasting impression, often leading to positive word-of-mouth recommendations from departing staff as seen in Bateman’s (2014) study.
The Ritz Carlton combines its esteemed traditions with a modern approach throughout each phase of the employee lifecycle (Flamholtz & Randle, (2011). By embracing and adhering to the values of Generation Y, the hotel can improve its internal culture and establish itself as a pioneering force in the hospitality industry. This will create an environment where all employees, from their initial day of employment until their departure, feel genuinely appreciated, involved, and part of an extraordinary endeavour.
Implementing a strong employee engagement model at the Ritz Carlton goes beyond surface-level modifications. It requires a fundamental strategy that aligns with the core values of the workforce, specifically Generation Y. Kahn's 1990 engagement model is based on three psychological conditions: meaningfulness, safety, and availability. This model is relevant for millennials, who prioritise meaningful relationships and meaningful work.
To enhance meaningfulness, the Ritz Carlton must ensure that employee roles and responsibilities go beyond mere tasks and align with broader objectives as Vorster (2022) described in his work. The same study stated that for Generation Y, work should go beyond routine tasks and instead focus on projects that have a positive impact on the community, promote sustainability, or introduce innovative guest experiences. Employees can participate in the hotel's corporate social responsibility initiatives, enabling them to establish a connection between their work and wider societal contributions.
Safety, as the second condition, pertains to establishing an environment conducive to employee expression without apprehension of adverse outcomes. The Ritz Carlton can achieve this by adopting open-door policies, fostering an inclusive company culture, and establishing a feedback mechanism that values and implements ideas from employees, particularly millennials. Promoting psychological safety entails training managers to be empathetic and receptive, fostering an environment where team members feel respected and heard (Vorster, 2022).
In alignment with Khan's (1990) and Salazar’s (2018) studies, availability, the third condition pertains to the emotional and physical resources required by employees to carry out their job responsibilities. The Ritz Carlton could offer mental health and wellness programmes to address the significant stress levels in the hospitality industry. Providing ongoing professional development is crucial for employees, especially those from Generation Y, to acquire the requisite skills for their job requirements and advance in their professional trajectories.
Adapting Kahn's model to the Ritz Carlton context involves aligning its traditions with the goals of a new generation of employees, rather than completely changing its established legacy. By prioritising meaningful work, creating a psychologically safe environment, and providing necessary resources, the hotel can improve engagement levels, leading to better guest service and a stronger brand image.
Including Gen Y workers in the complex world of hospitality, especially in high-end establishments such as the Ritz Carlton, requires a careful balancing act between comprehending their traits and integrating them into the organization's mission. These workers want more than just money; they want a work environment that aligns with their values, a sense of purpose, and fulfilment. In this setting, the Human Resources department is essential in creating experiences that are not just procedures but rather well-planned journeys that represent the goals of the employees, from hiring to separation.
Strategically speaking, this entails incorporating chances for skill development, social contribution, and work-life balance that are specifically designed to satisfy the complex needs of this generation. The impact is significant when these desires are fulfilled, especially in high-stress, customer-focused settings like the Ritz Carlton. Workers now genuinely add to the visitor experience with greater enthusiasm, commitment, and alignment with the company ethos.
This all-encompassing involvement is a key strategic attempt that considerably strengthens the Ritz Carlton's position in the market, not a side project. It improves the brand's standing, motivates staff, and fosters an excellence-focused culture, all of which have a direct impact on customer loyalty and happiness. In essence, businesses may guarantee that operational success is not just met but routinely surpassed by fostering employees in a way that speaks to their inner motivators.
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