
[bookmark: BMGM5005]Professional Service BMGM5005


Essay – Case Study
Evaluation


How to engage employees (Generation Z) throughout the employee life cycle?
By 
Amdadur Rashid Masum
Student ID: 2128870
         


[bookmark: Module_Lead:_Chris_Wilkin]
[bookmark: C.Wilkin@uwtsd.ac.uk]Module Lead:Jemma Smith MA, PgCE 
j.smith@uwtsd.ac.uk



Word Count: 2040














Use of Generative AI in Assessment



For this assessment, you I have used ChatGPT to support my research, including searching for bibliography, using tools to summarise, compare and interrogate materials. Check text/creation for grammatical and syntactical mistakes, including rephrasing of my own work within specific standards.



























The hospitality industry is undergoing a significant transformation as Generation Z (Gen Z), the cohort born between 1997 and 2012, enters the workforce. Unlike previous generations, Gen Z brings unique characteristics, preferences, and expectations to the workplace, forcing organisations to rethink their employee engagement strategies. Engaging Gen Z employees throughout the employee life cycle is critical for the success of restaurants, which often face high turnover rates and labour shortages. This essay explores the role of human resources (HR) in engaging Gen Z employees, examines their defining characteristics, and suggests strategies for engagement at each stage of the employee life cycle. By incorporating an employee engagement model and real-life examples, this essay highlights the importance of tailored approaches to attract, retain, and develop Gen Z talent in the hospitality sector.
This generation, characterised by its digital nativity, desire for purpose, and preference for work-life balance, challenges traditional human resource (HR) practices. HR practices play a crucial role in shaping employee experiences and organisational culture. Marchington and Wilkinson (2016) argue that employee engagement is closely linked to the quality of HR practices, such as fair treatment, opportunities for development, and open communication. Engaging Generation Z employees throughout the employee lifecycle is critical for restaurants to attract, retain, and develop talent in a competitive market. Human resource management (HRM) plays a pivotal role in fostering employee engagement, particularly in the hospitality industry, where high turnover rates and labour shortages are prevalent. According to Armstrong and Taylor (2020), HRM is responsible for aligning organisational goals with employee needs, ensuring that employees feel valued and motivated. For example, companies like Starbucks have successfully aligned their organisational goals with employee needs by offering flexible work schedules and mental health support, which have been instrumental in retaining young employees (Ford and Sturman, 2020). In the context of Generation Z, HR must adapt its strategies to address this generation’s unique expectations, such as meaningful work, career development opportunities, and a supportive workplace culture. Engagement begins with understanding what motivates employees. The Utrecht University definition of engagement emphasises three key components: vigour (energy and resilience), dedication (enthusiasm and pride), and absorption (concentration and immersion in work) (CIPD, 2021). For Generation Z, these elements are closely tied to their desire for purpose and personal growth. HR must, therefore, create an environment that fosters these qualities through tailored engagement strategies.
Generation Z is the first generation to grow up entirely in the digital age, making them highly tech-savvy and reliant on technology for communication and learning (Ford and Sturman, 2020). They value transparency, diversity, and inclusion, and are more likely to seek employers who align with their personal values. Unlike previous generations, Generation Z prioritises work-life balance and mental well-being, often favouring flexible work arrangements over traditional 9-to-5 schedules (Torrington et al., 2020). In the restaurant industry, these characteristics present both challenges and opportunities. The role of HR in fostering employee engagement is critical, particularly in industries like hospitality, where turnover rates are high. According to Murton, Inman, and O’Sullivan (2010), effective HR practices involve creating a supportive work environment that aligns with employee needs and organisational goals. For example, restaurants like Pret A Manger have implemented HR strategies that focus on employee well-being and career development, which have been instrumental in reducing turnover and improving engagement (Murton, Inman, and O’Sullivan, 2010). By prioritising employee satisfaction and growth, HR can create a motivated and productive workforce. These initiatives have not only improved employee satisfaction but also reduced turnover rates.
Engaging Generation Z employees offers numerous advantages, including increased productivity, reduced turnover, and enhanced workplace morale. To achieve this, HR must adopt strategies that resonate with this generation’s values and preferences. For example, offering opportunities for skill development and career progression can boost motivation and loyalty. Additionally, fostering a culture of recognition and appreciation can enhance job satisfaction. According to Gallup (2020), engaged teams are 21% more productive and 59% less likely to leave their jobs. These statistics highlight the importance of investing in employee engagement initiatives. The hospitality industry relies heavily on efficient service operations to meet customer expectations and maintain competitiveness. According to Johnston, Clark, and Shulver (2012), effective service operations management involves aligning employee roles with organisational goals to ensure seamless service delivery.

The employee life cycle encompasses six stages: attraction, recruitment, onboarding, development, retention, and separation. Each stage presents unique opportunities to engage Gen Z employees. To attract Gen Z talent, restaurants must leverage digital platforms such as social media, job boards, and company websites. Gen Z is more likely to engage with employers who have a strong online presence and showcase their workplace culture through videos, testimonials, and interactive content. The employee lifecycle begins with attraction, where HR must market the organisation as an employer of choice. For Generation Z, this involves showcasing the company’s values, culture, and commitment to diversity and inclusion. Social media platforms like LinkedIn, Instagram, and TikTok are effective tools for reaching this demographic. For example, restaurants like Nando’s have successfully used social media to highlight their vibrant workplace culture and employee benefits, attracting young talent (Brown, 2019). Additionally, employer branding initiatives, such as showcasing employee testimonials and behind-the-scenes content, can create a compelling narrative that resonates with Generation Z. 
Recruitment is a critical stage where HR must ensure that the selection process aligns with Generation Z’s expectations. This generation values transparency and feedback, so providing clear job descriptions and timely communication during the recruitment process is essential. Incorporating technology, such as video interviews and AI-driven applicant tracking systems, can streamline the process and appeal to tech-savvy candidates (Torrington et al., 2020). For instance, companies like McDonald’s have adopted gamified recruitment processes, where candidates complete interactive challenges to demonstrate their skills (Solomon, 2018). This approach not only engages candidates but also provides valuable insights into their abilities. Additionally, providing timely feedback to candidates, even if they are not selected, can enhance their perception of the company and encourage them to apply for future opportunities.
[bookmark: _Hlk192219974]Effective onboarding sets the tone for an employee’s experience. For Generation Z, this involves a combination of digital and interpersonal elements. E-learning modules can provide essential training, while mentorship programmes and team-building activities help new hires integrate into the workplace culture. For example, for instance, McDonald’s has implemented a global employee advocacy programme called “McFamily,” where employees share their positive experiences working at the company on social media platforms like Instagram and LinkedIn. This initiative not only enhances the company’s employer brand but also attracts young talent by showcasing an authentic and inclusive workplace culture (McDonald’s Corporation, 2019). By encouraging employees to become brand ambassadors, McDonald’s has successfully engaged Generation Z and strengthened its reputation as an employer of choice. Additionally, providing a structured onboarding plan that outlines expectations, goals, and support resources can help new hires feel confident and prepared. Effective onboarding is crucial for integrating new hires into the workplace, especially for Generation Z, who value clear communication and opportunities for growth. According to Jeske and Olson (2021), onboarding should be viewed as a mutual learning opportunity, where both the organisation and the new employee benefit from shared knowledge and experiences. For example, companies like Pret A Manger have adopted a buddy system, where new hires are paired with experienced employees to facilitate knowledge exchange and build relationships (Jeske and Olson, 2021). This approach not only accelerates the onboarding process but also fosters a sense of belonging and engagement among new employees. This approach has been highly effective in helping new employees adapt to their roles and feel valued from the start.

Development is another crucial stage, as Generation Z values continuous learning and career growth. HR must provide opportunities for skill development, such as training programmes, workshops, and certifications. Implementing a 360-degree feedback system can help employees identify areas for improvement and track their progress (Armstrong and Taylor, 2020). Engaging Generation Z employees requires innovative approaches that resonate with their digital-first mindset. According to a video by YouTube (2023), companies can leverage digital platforms to create engaging content that showcases their workplace culture and values.  Additionally, offering access to online learning platforms, such as LinkedIn Learning, can empower employees to take control of their professional development. 

Retention strategies must address Generation Z’s desire for purpose and work-life balance. Starbucks has set a benchmark in employee development by offering its employees access to higher education through the Starbucks College Achievement Plan. This initiative, in partnership with Arizona State University, allows employees to earn a degree online with full tuition coverage (Starbucks, 2023). Such programmes not only enhance employee skills but also demonstrate the company’s commitment to supporting the personal and professional growth of its workforce. This is particularly appealing to Generation Z, who value opportunities for continuous learning and career advancement. Regular performance reviews, recognition programmes, and flexible work arrangements can enhance job satisfaction and reduce turnover. For instance, Starbucks offers flexible scheduling and mental health support, which have been instrumental in retaining young employees (Ford and Sturman, 2020). Additionally, creating a culture of open communication, where employees feel comfortable sharing their concerns and ideas, can foster a sense of belonging and loyalty. For example, The Ivy Collection has implemented a “Voice of the Employee” programme, where employees can share their feedback and suggestions directly with senior management (Solomon, 2018). This initiative has not only improved employee engagement but also led to several operational improvements. The COVID-19 pandemic has further highlighted the importance of addressing employee stress, with studies showing that hospitality workers experienced heightened levels of anxiety and burnout during this period (Wong et al., 2021). Therefore, HR must prioritise mental health initiatives to support employees in overcoming these challenges.

Even when employees leave, HR can maintain a positive relationship by conducting exit interviews and offering support for their future endeavours. This not only provides valuable feedback for improving engagement strategies but also turns former employees into brand advocates. For example, companies like Google offer alumni networks, where former employees can stay connected and access career resources (Gallup, 2020). This approach ensures that the relationship with the organisation continues beyond employment. Additionally, providing constructive feedback and career guidance during exit interviews can help departing employees feel valued and respected.

The Zinger Model of Employee Engagement provides a framework for fostering engagement through well-being, relationships, and performance (CIPD, 2021). In the restaurant industry, this model can be applied by prioritising employee well-being through mental health initiatives, building strong team relationships, and setting clear performance goals. For example, implementing wellness programmes, such as yoga classes or mindfulness workshops, can enhance employee well-being. Additionally, fostering a culture of recognition, where employees are regularly acknowledged for their contributions, can boost morale and motivation (Brown, 2019). Effective people resourcing is essential for attracting and retaining talent, particularly in the competitive hospitality industry. According to Taylor (2014), HR must adopt a strategic approach to resourcing, ensuring that the right people are in the right roles at the right time. By aligning resourcing strategies with the needs and preferences of the workforce, organisations can build a motivated and high-performing team. 

While the strategies discussed above are effective, it is important to critically evaluate their limitations. For example, flexible work arrangements may not be feasible in all restaurant settings due to operational constraints. Similarly, digital onboarding processes may alienate employees who prefer face-to-face interactions. Therefore, HR must strike a balance between innovation and practicality, ensuring that engagement strategies are tailored to the specific needs of the organisation and its employees (Solomon, 2018). For instance, while McDonald’s has successfully implemented gamified recruitment processes, smaller restaurants may lack the resources to adopt such technologies (McDonald’s Corporation, 2019). In such cases, HR can focus on low-cost initiatives, such as employee recognition programmes and mentorship schemes, to engage Generation Z employees.

Engaging Generation Z employees throughout the employee lifecycle is essential for restaurants to thrive in a competitive market. By understanding this generation’s unique characteristics and implementing tailored HR strategies, organisations can attract, retain, and develop a motivated workforce. From leveraging technology in recruitment to prioritising well-being in retention, HR plays a critical role in fostering engagement. Real-life examples and engagement models highlight the importance of a holistic approach to employee engagement, ensuring that Generation Z employees feel valued and supported at every stage of their journey.
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