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Handling Disengaged Employees in the Hospitality Industry
Employee engagement is important to every organisation. It is even more critical for the hotel industry as employees deal directly with the customers. The hospitality sector is customer-service driven; thus, employees represent the organisation. A disengaged or ill-engaged employee can negatively impact customers’ satisfaction and the company’s overall success.   With the high competition in the hospitality industry in the UK, it is imperative to engage employees to gain a competitive advantage (Hossain et al. 2021, p. 700). Engaged employees will likely offer exceptional services, resulting in customer satisfaction and repeat sales (Kulkalyuenyong 2016, p. 270). Employee engagement also improves productivity and the profitability of the company. It also reduces absenteeism and employee turnover, which can be costly. Various studies have shown that keeping employees engaged increases profits and performance. The employee turnover of organisations with high employee engagement is often reduced by 50% (Shahid 2019). Accordingly, organisations in the hospitality sector should incorporate various measures in the employee life cycle to keep them engaged. The employee life cycle includes attraction, recruitment, onboarding, development, retention, and the separation stages. It is essential to keep employees engaged from the first interaction, the attraction stage, to the separation stage. Hotel organisations should incorporate the Zinger engagement model throughout these stages to help the employees remain engaged and satisfied. The human resources department is responsible for implementing the engagement model and strategies through the employee life cycle. This essay will discuss various employee engagement strategies that large organisations in the hospitality industry can adopt in every stage of the employee life cycle while offering industry examples.  	
The Zinger Engagement Model is a model developed by David Zinger. This model focuses on four elements: connection, authentic relationships, recognition, and continuous engagement of employees (Joshi 2023). This model enhances employee engagement by improving workplace relationships among team members and clients. It offers fourteen strategies that human resource managers may incorporate in every stage of the employee life cycle.
In the attraction stage, potential employees interact with the company for the first time. It could be through a job advert or when they are looking for work opportunities. It does not necessarily imply interacting with someone from the company. In this stage, the employer can showcase itself and its brand (Sivapragasam & Raya 2018, p. 148). The organisation should utilise the available platforms to sell itself. Based on Zinger's model, the organisation should authentically showcase itself to connect with potential employees. Premier Inn markets itself as a “Great Place to Work’’, emphasising employee wellbeing. Organisations should also attract potential employees by highlighting what they offer in terms of salary, benefits, the work environment, and development opportunities for the potential employees in exchange for their skills. Engaging employees in this stage is vital as it helps attract employees whose values and expectations align with the organisation. Moreover, large organisations in the hotel industry should seek to attract employees passionate about working in the hospitality industry to help them connect well with other employees and customers. One of Zinger's models is unity; in the attraction stage, the companies should highlight the essence of teamwork and harmony in their organisation.
The recruitment stage of the employee lifecycle is another stage where employee engagement is necessary. Large organisations in the hotel industry should ensure that various engagement strategies are incorporated into this stage. They should have a standard approach to recruitment, which entails a clear development of job descriptions and competencies required for a particular job. It should clearly articulate in job adverts the skills they are looking for and what the role they are seeking to fill entails. Job interviews should also align with these job descriptions and competencies to help organisations. The Zinger Model emphasises authenticity. During interviews, Human resource managers should be authentic in what they expect from potential recruits and the perks of the job they offer. The interview questions may also be structured to include behavioural questions to help them select the best candidates for the job and minimise bias. In this stage, the HR personnel should review a candidate’s CV and look at various aspects of the candidate, such as personality, soft skills that will allow them to collaborate with others, and their experience working in the hotel industry. If the candidate’s personality, experience, and values align with the organisation’s, they should be hired.  It is essential also to recruit individuals who can be engaged. HR personnel should analyse various factors to identify the engageable candidates. 
Organisations should also engage employees in the onboarding process. The HR managers should incorporate the Zinger Model into the onboarding process to enhance the engagement of new employees joining the organisation. When onboarding new employees, the HR personnel should help them get acquainted with the organisation and their tasks. They should introduce the new employees to the rest of the employees and leaders. They should assign mentors to new employees to help them navigate the new organisation and the company processes, such as navigating the company's website (Gladka et al. 2022, p. 40). Since the Zinger model places a high value on connection, it is important to use the initial few weeks of onboarding to help workers feel like they belong and are a part of the company. The HR managers ought to follow up with them to find out whether they're having any trouble adjusting to life at the company. HR managers need to make sure that they establish a connection with the new recruits throughout the training phase of the onboarding process (Arwab et al. 2022). Making new employees feel like they belong and are a part of the company is crucial during the onboarding process. (Kalaiyarasan 2013). The HR managers should also demonstrate the importance of customer service in the organisation by showing concern for the employees. As part of the onboarding process, the managers should regularly check in on the new employees and offer feedback to employees regarding their performance. Studies indicate that about 31% of employees leave their jobs within the first six months (Gabbitas 2023). Thus, the onboarding process should continue throughout the first year to ensure the employees transition well into their new roles and the organisation.
Hotel industry organisations should also incorporate engagement strategies into the development stage of the employee lifecycle. HR managers should create a continuous learning culture for their employees to prevent disengagement and help employees grow. Most employees quit when they feel like they do not have growth opportunities. Career development should be a continuous process for the hospitality industry. Zinger's engagement model also suggests developing the careers of employees as a way of engaging them (Sato et al. 2020, p. 148). The concept emphasises the necessity of employees' personal and professional growth. According to Wihuda et al. (2017, p. 148. To inspire workers and boost output, hospitality companies should provide a variety of training programmes. Employees can develop their skills, strengths, and values through development opportunities, enhancing their engagement and satisfaction (Karim et al. 2019, p. 26). HR managers should make sure that staff members are always learning in every stage of the life cycle to boost motivation (Antony 2018, p. 35). Moreover, HR managers need to seek feedback from employees regarding development programs. Employee feedback on development strategies helps personalise the development programs to suit the needs of every employee at every level of the organisation. A personalised development plan is more effective than a generic one. For instance, Marriott Hotel International integrates a holistic and personalised approach into its employee development strategy. It has various programs, such as Marriott University, TakeCare, and Life with the Works, which are meant to boost the personal and professional development of all its employees worldwide. Similarly, Radisson Blue offers various development programs, such as the Leaders Excellence Certification Program and Hotel Real Estate & Development Certification, to help their team members gain various skills in the hospitality sector (Radisson Hotel Group, 2023). Such strategies align with Zinger's model, which emphasises assisting employees to excel at their performance. These development programs also foster community and good work relationships among employees.
Additionally, the retention stage of the employee life cycle may be used to foster employee engagement. Various strategies may be implemented in this stage to engage employees. Under this stage, the HR manager should strive to retain their best talent and keep them happy and challenged (Dash 2013, p. 85). There are three Rs of retention: recognition, respect, and reward. One of the strategies to keep employees happy is through recognition. Recognising the efforts aligns with the recognition pillar of the Zinger model of employee engagement. The model suggests that organisations should acknowledge the efforts of their employees. The HR department should develop a suitable recognition program that will suit the needs of its employees. Another strategy that will help keep employees under the retention stage is respecting employees (Gabbitas 2023). It is essential to respect employees, as this boosts their happiness and satisfaction. When treated with respect, employees are likely to have the same respect when handling clients. Zinger suggests that employees' engagement can be enhanced by contributing to their happiness (Inamdar & Abhi 2020, p. 8). Respect is likely to improve genuine respect among the employee and enhance their engagement and retention. Additionally, rewards may be used to engage employees. Hotels should motivate their employees through various reward strategies. These rewards should acknowledge team and individual efforts to enhance a feeling of belonging (Hussainy & Al-Wahaibi 2022, p. 60). Employees should also be allowed to choose their preferred reward packages. These rewards should be inclusive, and employees at all levels should be rewarded. Hilton Hotel employees are offered flexible benefits such as working remotely, which has enhanced employees’ work-life balance and engagement (Hilton 2020). These reward programs may be monetary or non-monetary, depending on the needs of the employees. 
	Separation is the final stage of the employee life cycle. At some point, employees may leave the organisation for different reasons. It could be retirement, or an employee could be resigning to seek new opportunities or has been fired (Heinänen 2022). Irrespective of why employees are leaving the organisation, the HR department should use this as an opportunity to engage employees. It is also an important stage as the organisation gets insights into its shortcomings and how it can improve these challenges to enhance the experience of existing and new employees. Thus, it is essential to engage employees in this stage by holding exit interviews when employees leave the organisation. These interviews may also be a chance to retain the existing employees, as they address why they are leaving and why they are disengaged. Information obtained from these exit interviews should be used to improve the workplace and enhance the engagement of the remaining employees. Additionally, employees leaving the organisation should be treated with dignity and respect, regardless of why they are resigning (Sprigghr 2020). They should be paid their due wages and benefits in full and on time. Any concerns that ex-employees have should be listened to and addressed. When employees are shown respect, even if they are exiting, they are likely to identify with the organisation and be ambassadors of the company. They may leave feedback on various platforms, which could improve the company's reputation and impact future attraction and recruitment of potential candidates.
Conclusively, employee engagement plays a key role in the industry. As the hotel industry is driven by customer service, employees are on the frontline and act as representatives of the organisations. Employee engagement helps enhance the job satisfaction and productivity of the employees. It also improves the organisation's profitability and reduces retention, which is often costly. Human resource managers in the hotel industry can incorporate various employee engagement strategies into the employee life cycle. The Zinger employee engagement model, which highlights various strategies that organisations may adopt to keep employees engaged, may be implemented throughout these stages of the life cycle. HR managers should ensure that they engage employees from the initial stages of attraction to the separation stage to enhance the employees' experience. Nonetheless, each organisation in the hospitality industry is different. Thus, they should adjust the engagement strategies in each stage to meet their needs. Organisations should reinforce their commitment to enhance the work experience of the employees.
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