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Introduction
Gen Z’s are entering the workforce and human resources has the responsibility to understand this generation to develop effective strategies for engagement and performance. Generation Z is the generation that was born between the mid-1990s and mid-2000s. The older generation, millennials, have been extensively studied in the workplace, and similar curiosity should be accorded Gen Z. Gen Z are the ‘digital natives,’ born and raised with technology and social media use. Aggarwal et al. (2020) highlight that Human Resources Management should come up with innovative, digitally oriented HR practices and policies that appeal to the characteristics of Gen Z. The survival and growth of the tourism and hospitality industry hinges on having a consistent workforce. The current hospitality workforce is experiencing massive workforce shrinkage due to the high employee turnover, considering that older hospitality employees are retiring. Human Resource Management needs to understand Gen Z in the workforce since they are the replacement for the older generations (Goh and Okumus, 2020). The hospitality industry should review the characteristics of Gen Z, their engagement strategies, and their employee lifecycle to understand areas of improvement to recruit and retain Gen Z and ensure the survival of the hospitality industry. Gen Z engagement is an important aspect of talent management to improve productivity and organizational performance in the hotel industry.
Role of HR in employee engagement
Saks (2022) highlights that the HRM are involved in designing employee engagement strategies. The HR is responsible for supporting managers in identifying baseline engagement by measuring and tracking metrics such as employee satisfaction, engagement surveys, turnover, and performance to understand an organization's level of engagement (Burnett and Lisk, 2019). Human resources are involved in employee engagement by providing guidance and direction for businesses to improve or undertake employee engagement strategies. HRM practices focus on developing processes and mediating mechanisms crucial in influencing and developing activities and initiatives to promote employee engagement. Saks (2022) notes that HR departments should be involved in developing caring models that meet employee needs and concerns, resulting in higher employee engagement. The caring HRM practices are geared towards improving employee health, growth, and well-being. Further, Rabiul et al. (2021) highlight that HR is involved in creating an organizational culture that promotes the psychological states of an employee, such as meaningfulness, safety, and availability, which in turn improves employee engagement. HR is at the center stage of initiating, designing, and conducting employee engagement activities. After all, employee engagement is linked to improved performance, productivity, customer service delivery, psychological well-being, profitability, low job turnover, and reduced stress. 
Generation Z Characteristics
Generation Z (Gen Z) was born between the mid-1990s and early 2010s, but some scholars perceive it between 1995 and 2010, and years slightly change depending on the researcher. Benítez-Márquez et al. (2022) highlight that Gen Z is the rightful and true definition of ‘technology natives.’ This implies that they were born and raised in the heart of a digital age, where they interact and use technology and social networks from childhood.
[bookmark: _Hlk148983414] Benítez-Márquez et al. (2022) note that Gen Z are mainly self-confident and ambitious. However, Schroth (2019) highlights that about 33% of Gen Z fear taking up more responsibilities and leadership positions at the workplace because of their lack of self-confidence. These account for a third of Gen Z's, which doesn't represent the entire demographic. Benítez-Márquez et al. (2022) note that Gen Z is more entrepreneurs than their immediate Gen Y generation. Pichler et al. (2021) highlight that the entrepreneurial nature of Gen Z is informed by their extensive influence of internet technologies and smartphones, which has exacerbated their individualistic learning and self-reliant nature to technology. It has motivated their ease in accessing opportunities fine-tuned to their skills. Consequently, Pitcher et al. (2021) highlight that their individualistic nature has impacted their communication skills and interaction, considering about 70% struggles with interpersonal communication affecting their teamwork. In fact, Mahmoud et al. (2021) note that their lack of social skills and greater freedom of expression make them more sensitive and reactive to situations at the workplace that put them off. Gen Z is more informed and aware, influencing their thinking and acting. It has improved their greater freedom of expression and openness. Furthermore, looking at the Premier Inn own research specifically focused on the Gen Z workforce, 32% of the junior staff is more likely to travel for business now than before the pandemic, versus 23% overall (PremierInn.com/business,2023), thus reflecting Gen Z`s positive attitude toward business travel and new opportunities.
Engaging Gen Z and impacts of engagement
Gaidhani et al. (2019) highlight that to understand how to engage Gen Z, a deep understanding of their workplace attitudes and motivational factors. Gen Z's preference in the workplace is flexibility, transparency, personal freedom, and self-reliance. Therefore, employee engagement activities geared toward Gen Z should meet these preferences. Per Kuzior et al. (2022), many organizations focus on improving Gen Z motivations with flexibility, freedom, and self-development opportunities. Gen Z's employees are engaged with competency development, facilitated by flexible career management that promotes work balance. Moreover, organizations are taking a more personal approach to Gen Z by ensuring they focus on cultural, social, and relational factors. Despite Filatrovi and Attiq's (2020) controversial findings that fair compensation and career opportunities do not correlate to employee engagement, they discovered that organizations that provide psychological meanings in their strategies result in employee engagement.
Che et al. (2023) note that increased employee engagement among Gen Z was correlated with higher job performance. High Gen Z engagement was linked to improved performance, leading to high job involvement and passion for work. In addition, Gen Z engagement resulted in a higher retention rate as many Gen Z's preferences for personal ethics contributed to their remaining at their places of work.
Gen Z employee lifecycle
An employee lifecycle is attracting, recruiting, onboarding, developing, retaining, and leading the workplace. McCrindle Research (2019) highlights that Gen Z's experiences are different, and the lifecycle process must be tailored. Attracting Gen Z isn't hinged on the job description but job functional attitudes that advocate for exciting, fulfilling, and interesting opportunities. It should enforce a workplace culture that appeals to Gen Z's lifestyle, such as flexibility and training opportunities. Goh and Okumus (2020) highlight that in the information age, employers should utilize digital technologies, such as organizations having social media presence dangling organizational work culture. Goh and Okumus (2020) note that human resources must devise new recruitment strategies or adjust the old traditional strategies to cater to Gen Z. Gen Z possess digital savviness that could be used to recruit, such as online recruitment strategies that assess their traits and align them to appropriate jobs that match their values. The onboarding process tends to familiarize and improve the confidence of Gen Z by equipping them with the necessary information, training, and skills required for a new job responsibility. Chillakuri (2020) highlights that Gen Z's onboarding experience is fine-tuned and involves a friendly interactive process by providing meaningful work, providing real-time feedback, creating a work-life balance, and providing personal connections to the Gen Z. Gen Z prefers self-directed, self-learning and organizations should leverage technology. Employers should provide necessary training and acquire skills relevant to their jobs. Also, Gen Z development programs are most successful for mentorship or "buddy" programs where they gain necessary advice. Gen Z retention programs are built on career development. McCrindle Research (2019) notes that Gen Z's retention hack is "promotion, promotion, promotion," and organizations should be transparent about career development opportunities (Acheampong, 2021). Schroth (2019) highlights that managers don't fully comprehend Gen Z's thinking process; therefore, during separation, HR can conduct exit interviews to improve and understand the growth and improvement of Gen Z's experience at the workplace (Umeh, 2023).
Examples of employee engagement activities
Remote working/Hybrid working conditions
Most Gen Z’s prefer to have a work-life balance when they begin their work. HR departments using hybrid or remote working options allow Gen Z’s to have flexible working hours and proper work-life balance as they can take time off to pursue their interests. Moreover, most Gen Z’s are amenable to technology use since they have access to and the knowledge to use digital technologies. Giving Gen Z remote working options improves their engagement (Barhate and Dirani, 2022).
Mentorship or “Buddy” program
Barhate and Dirani (2022) note that Gen Z has a desire to emulate mentors and work with a supervisor with mentoring abilities. Ott (2023) highlights that the impact of mentors in Gen Z’s work life is crucial as they foster growth and improve their personal and professional lives to achieve their goals. They help Gen Z solve workplace issues, overcome challenges, and advance their careers. For example, the Graduate Management Program of the Buddy Program in some industries improves Gen Z engagement (Goh and Okumus, 2020).
Gamification at workplace
Gen Z experiences a sense of satisfaction and gratification from gamification. Gamifying experiences such as tasks and goals can improve employee engagement. Grünewald et al. (2019) highlight that gamification began with startups but has been a major engagement driver among Gen Z’s. Gamifying rewards systems, leaderboards and challenges related to goals or tasks fuels Gen Z’s competitive nature thus improving engagement.
The GROW Coaching Model
Watts and Corrie (2022) highlight that the Grow Model provides practice-based insights and a useful framework for leadership coaching and personal development. Villegas (2023) highlights that the model was developed by John Whitmore in 1992 after his book Coaching for Performance gained worldwide acceptance and recognition.  The Grow Model is a four-step process that can be adapted to improve employee engagement. The GROW model seeks to improve employees' performance by improving employees' engagement, learning, and caching a sense of purpose. Human Resource departments can use the GROW Model to improve Gen Z engagement. 
The GROW Model of employee engagement is done in a sequential manner that entails Goal setting, assessing current realities, exploring options for possibilities, and having the willpower to take action and be accountable between the coach and the mentee. The purpose of the model is to ask mentee questions, and not necessarily teach, so they develop efficacy and get the solutions within. Goal setting should be done by setting SMART Goals, which build the Gen Z employees increased collaboration, trust, personal investment, and autonomy for results (Ibarra and Scoular, 2019). Assessing the current obstacles entails assessing the internal and external obstacles that stand between achieving goals. The options represent exploring possibilities by assessing your strengths and resources required to achieve a breakthrough. Finally, the coach and the mentee set specific actions to be taken to achieve the goals and accountability and reporting.
Example in practice
Performance Consultants (International) Ltd has been using the GROW model for over ten years to coach leaders. Performance Consultants was co-founded by the investor of the GROW Model to develop stronger leaders. The organization uses the GROW Model for management training to improve employee engagement. Performance Consultants have used coach training at IKEA, the world’s largest furniture retailer to drive business performance to improve performance that is complementary to the organization's value and culture (Performance Consultants, 2023). The GROW model created a high internal motivation and enthusiasm, in the end, the increased engagement resulted in a 5% KPI increase, a 30% improvement in management abilities, and departmental improvement. Other than Performance Consultants, InsideOut Development and Culture Amp and Lattice use the GROW Model for coaching thus improving employee engagement.
Conclusion
Employee engagement is an important responsibility of Human resources that promotes productivity and performance among Gen Z’s in the hospitality industry. HRM is responsible for identifying the needs for employee engagement activities and initiatives, designing these strategies, and promoting employee engagement as it improves organizational performance and productivity. Gen Z’s are born between the mid-1990s and mid-2000s, and they are known to be entrepreneurial, ambitious, self-confident, informed, and aware. Gen Z in the hospitality industry can be engaged using workplace flexibility, self-development opportunities, and transparency, which improve organizational performance and productivity. Gen Z’s employee lifecycle indicates that technological involvement is critical for the lifecycle as they are attracted by functional attitudes such as fun and exciting adverts on social media, are recruited using online recruitment strategies that promise self-development by matching their skills to the job requirement, their onboarding facilitated through the interactive process during training, real-time feedback, work-life balance, and personal connection. Consequently, Gen Z can be retained through training opportunities, mentorship programs, and career development through promotions. The GROW Model can be used to coach Gen Z and a critical employee engagement model that improves employee engagement but has potential benefits that can be tailored for the hospitality industry. A deep understanding of engaging Gen Z employees facilitates the management and leadership development of Gen Z to take up vacancies left by older generations. The study provides deeper insights into generational trends, helping HR in the hospitality industry to retain employees and reduce high turnover rates.
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