
HOW TO ENGAGE EMPLOYEES (GENERATION YS OR GENERATION ZS) THROUGHOUT THE EMPLOYEE LIFECYCLE?
 




The modern workforce is continually evolving, with each generation bringing its unique set of values, preferences, and expectations to the workplace. One such generation that has garnered significant attention is Generation Y or Gen Y, commonly referred to as Millennials. “Born between the 1981 and 1996, though different sources can vary by a year or two, is “known for being adaptable and considered the first digital generation, quickly acclimating to new technologies including smartphones, social media, and streaming entertainment” (Zelazko, 2023). “Millennials, who are already emerging as leaders in technology and other industries and will comprise 75 percent of the global workforce by 2025, want to work for organizations that foster innovative thinking, develop their skills, and make a positive contribution to society” (Deloitte, 2014).  Engaging Generation Y employees within the employee lifecycle, particularly in the context of a large hotel, presents distinct challenges and opportunities. Human Resources (HR) plays a pivotal role in facilitating this engagement, as they are responsible for recruiting, onboarding, developing, and retaining talent. This essay will explore the characteristics of Generation Y, the role of HR in engaging employees, and suggest strategies for effective engagement. The essay will also provide real-life examples from the hotel industry and propose an employee engagement model tailored for Generation Y, along with its implementation.
According to Zelazko (2023), Generation Y is the generation that has received the most formal education and being the largest and most diverse generation in workforce can help create a positive customer experience. Understanding their characteristics is essential for developing strategies to engage them throughout the employee lifecycle in the hotel industry.
According to Zelazko (2023), Generation Y is the first generation that grew up with technology and are adept at using various devices, platforms, and applications. They are highly proficient in using digital tools for communication and are quick to adapt to new technologies. They are comfortable with online learning, remote working, and digital communication. “Millennials and Gen Z usually prefer employers that offer the latest technology and tools to enhance their performance in the workplace” (Timmes, 2022).
Millennials work for employers that offer flexible work schedules (Stephens, 2021). They prioritize work-life balance, remote work options and opportunities for growth and development (Forbes, 2023).  Tangibly impactful benefits are at the top of Millennials' desires in a job, and these benefits must support a healthy work-life balance. In fact, more than 80% say they seriously consider how a position will affect their work-life balance (Alesso-Bendisch, 2020).
Millennials value social connection. Having the ability to work openly in teams where they are constantly collaborating and receiving colleague help and feedback has been shown to boost job satisfaction (Alesso-Bendisch, 2020). Being the “most liberal generation”, they prefer a participative and democratic leadership style that involves them in decision-making and problem-solving. 
Millennials are driven by a need for purpose and meaningful work (Alesso-Bendisch, 2020) and want to make a positive impact through their work. Gen Y want to leave their mark on the world by working for organizations that benefit society, encourage innovation, and provide them the opportunity to expand their skills (Deloitte, 2014).
Being the most educated generation in history (Zelazko, 2023) they are eager to learn, and things and Millennials want to work for organizations that foster innovative thinking, develop their skills, and make a positive contribution to society (Deloitte, 2014). Millennials are strongly influenced by how innovative a company is when deciding if they wanted to work there and they are more inclined to stay engaged when they see their career progression supported through training, mentorship, and development programs.
“Attracting and retaining dedicated employees is a challenge for many organizations. The Human Resource department plays a key role in fostering employee engagement and job satisfaction, which then leads to improved employee retention, productivity, and a more positive workplace culture” (Forbes, 2023).
As per Price (2023), he presents five key reasons why HR is essential to organizational success: attracting and retaining top talent, building a positive workplace culture, managing, and mitigating risk, driving business strategy and improving organizational performance.

According to Erickson (2009), the first step to managing Ys is understanding them and what drives Ys to think and act in ways that often may seem different. Once the company understands them, the company will be able to apply this knowledge to their recruiting and managing efforts. 
As per PWC’s survey, carried in 2011, there are a few key points employers should take in account to resonate with Gen Y. The characteristics of millennials – such as their ambition and desire to keep learning and move quickly upwards through an organisation, as well as their willingness to move on quickly if their expectations are not being met – requires a focused response from employers. Millennials want a flexible approach to work, but very regular feedback and encouragement. They want to feel their work is worthwhile and that their efforts are being recognised. And they value similar things in an employer brand as they do in a consumer brand. These are all characteristics that employers can actively address.
Looking at the Gen Y specific characteristic the proposed engagement model discussed in the essay for Gen Y is the IES model which according to Robinson, Perryman and Hayday (2004) the model emphasizes that employees must feel valued and involved to be properly engaged with their employer. According to IES model the employees have opportunities to develop, managers listen to the employees’ suggestions and employees are involved in decision making. 
The above mentioned are all characteristics which are part of the Gen Y’s employee lifecycle.  “The employee life cycle identifies the seven major stages in the employee experience that leaders should focus on in their employee experience strategy” (Nelson, 2022).  
As PWC found in their study, millennials are attracted to employers who can offer more than merely good pay. Millennials are attracted to employer brands that they admire as consumers. The biggest draw for millennials, though, is the opportunity for progression. Ritz-Carlton has a strong brand reputation that appeals to Millennials (Nurin, 2016) and highlights its commitment to employee development and career growth and is “reinforced through ongoing training and development programs, as well as through recognition and rewards for employees who embody the company’s values” (Maya, 2023) and “focuses on creating a culture in which employees, referred to as Ladies and Gentlemen, feel inspired, passionate, and driven” (Hoffman, 2018). The Ritz-Carlton also uses social media and other digital platforms to reach out to Millennial job seekers. For example, the company has a dedicated careers website and social media accounts where it posts job openings, company news, and employee stories (Ritz-Carlton, 2023).
The unique characteristics of millennials demand a different strategic approach to the recruitment and retention of employees. Millennials are looking for more in life than “just a job” or a steady climb up the corporate ranks. They want to do something that feels worthwhile, they consider the values of a company when considering a job, and they are motivated by much more than money (PWC, 2011). Solmon (2014) describes how Ritz-Carlton empowers their employees and make them feel involved in the planning of work and give them satisfaction and joy in doing their job. 
Ritz-Carlton uses a variety of channels to reach Gen Y, including social media and job sites such as Indeed, which eases the process of recruitment because of millennial’s affinity with the digital world (PWC, 2011). Ritz-Carlton makes the recruitment process more convenient for Gen Y as they can apply for jobs online and track the status of their applications through the company's applicant tracking system (Ritz-Carlton, 2023).
According to Michelli (2019), Ritz-Carlton has a comprehensive onboarding program that helps new employees get up to speed quickly and learn about the company's culture and values and new staff members are assigned learning coaches who train and certify them on the core competencies of their jobs. 
When asked which benefits they would most value from an employer, respondents named training and development and flexible working opportunities over financial benefits (PWC, 2011). This is a generation with an expectation of ongoing workplace training and learning. Digital training systems would be readily accessed by this generation plus on-site leadership academies and formal mentoring programs are also likely to provide effective outcomes for an organisation (Buultjens and Cairncross, 2007). Ritz-Carlton has a comprehensive training program aimed at developing skills and promoting career progression. “Every employee joining Ritz-Carlton receives more than 250 hours of training in the first year of operation, we develop and nurture a well-trained and loyal team of Ladies and Gentlemen who are at the very heart of our operation” (Micheli, 2019). 
Another key aspect of Ritz-Carlton’s training approach is a commitment to ongoing learning. The company offers a variety of training opportunities, including online training, virtual courses, and certification programs. These programs are designed to help employees stay up-to-date with the latest trends and best practices in the hospitality industry. Ritz-Carlton’s training program is also highly personalized. Each employee’s training plan is tailored to their individual needs and goals. This ensures that employees receive the training and support they need to excel in their roles (Maya, 2023).
To drive engagement and retain employees, companies must create a “beautiful culture,” where people feel valued, trusted, and engaged” (Borzykowski, 2018). One of the strongest millennial traits is that they welcome and expect detailed, regular feedback and praise for a job well done. The companies that are most successful at managing millennials are those that understand the importance of setting clear targets and providing regular and structured feedback (PWC, 2011). One such example is Ritz-Carlton’s “The Employee Promise” which recognises that the staff is the most important resource in the service commitment to the guests (Ritz-Carlton, 2023). They also have various awards and recognition programs such as Associate Appreciation Week (Segundo, 2023) and the “Five-Star Recognition, which program was created to celebrate and recognize those employees that set the standard in the dedication to their work, positive attitude, and overall best in class performance” (Maui Now, 2020).
According to PWC’s, the work/life balance has always been a priority for millennials and 2011 survey results reinforce that view, with 95% of respondents saying the work/life balance is important to them and 70% saying it’s very important. According to the job site Indeed (2023) where employees can leave a feedback or review about their work-life balance, at Ritz-Carlton they offer employees flexible scheduling and remote work opportunities, leading to increased job satisfaction and retention rates.
This is a generation with more respect for ability and getting things done than one’s rank and which associates job satisfaction with a positive work atmosphere and an expectation of ongoing workplace training and learning.



“Millennials are a talented and dynamic generation, and the best of them are hard to find and even more difficult to keep. Employers need to work much harder on understanding this generation and appealing to their needs to attract and retain” (PWC, 2011). According to the job description of a Human Resources Coordinator at Ritz-Carlton (HCareers) the HR's role during separation involves conducting exit interviews to gather feedback and improve the workplace.
According to the job description of a Manager for Human Resources and Training at Ritz- Carlton, the HR department will be implementing a comprehensive employee engagement model and will be actively managing and monitoring through all employees’ lifecycle. HR will start with managing the recruitment and hiring process. The “team at Ritz-Carlton plays a crucial role in the hiring process. They work closely with hiring managers to identify the key skills and competencies required for each role and to develop a comprehensive job description” (Maya, 2021). According to the same job description, the HR will be administering and educating employee benefits, managing employee development, maintaining employee relations, and managing legal and compliance practices, such as the employee handbook model. 
In conclusion, engaging Generation Y throughout the employee lifecycle in a large hotel is a dynamic and comprehensive process that necessitates an in-depth understanding of their unique characteristics and preferences. Human Resources plays a central role in designing and implementing effective strategies. To attract, retain and motivate Generation Y employees, hotels should adopt a personalised Gen Y approach, including flexible work arrangements, continuous learning and development, technology integration, diversity and inclusivity, recognition, and feedback.
The employee engagement model presented in this essay provides a structured framework for HR professionals to follow, focusing on key aspects such as recruitment, development, feedback, work-life balance, and career advancement. Implementation of this model involves assessing the current state, providing the necessary resources, communicating effectively and continuously improving to create an engaging work environment for Generation Y employees in the hospitality industry.
By embracing these strategies, hotels can create a work environment that aligns with the values of Generation Y, resulting in increased job satisfaction, retention rates, and overall productivity. The hospitality industry can take inspiration from Ritz-Carlton, which has successfully implemented these strategies.
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