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The human resources departments play a significant role in employee management and engagement.  Alam et al. (2023) highlight those human resources practices are dynamic processes that relate to people management. Under people management, human resources departments are deeply concerned with fostering employee engagement by ensuring that employees receive social support, designing organisational activities that support employees, and providing necessary help (Alam et al., 2023). One of the key roles of HRM practices includes employee engagement to ensure employee satisfaction. Further, the hospitality industry faces a significant threat in the reduction of its workforce due to older employees retiring from the industry (Alam et al., 2023). The Human resources departments have a huge task in attracting and engaging the Gen Z workforce considering the significant behavioral traits from preceding generations. Gen Zs are a new, tech-savvy generation with unique traits that require unique engagement strategies that align with their values and characteristics (Wajdi et al., 2024). The human resources department is concerned with ensuring the engagement of employees throughout the employee’s lifecycle from the attraction up to the separation stage. Consequently, Maslow’s hierarchy of needs and the Deloitte Model are crucial models that can be employed to engage Gen Z employees. 
According to Benítez-Márquez et al. (2021), Generation Z (Gen Z) is a generation of people born between the mid-1990s to early 2010s. However, this is a safe assumption because different authors have slight differences in the exact years. However, many scholars tend to agree that they are people born between 1995-2010. For example, Deloitte (2024) highlights that Gen Z are people born between 1995 and 2012. On the other hand, Dimock (2019) in his Pew Research Center findings notes that the millennial generation begins in 1981 and ends in 1996 and Gen Z starts in 1997 and runs up to 2012. For this paper, Generation Z begins in 1997 and ends in 2012. This implies that the oldest Gen Z in the workforce is currently 28 years and the youngest in the workforce is joining in at 18 years (those born in 2007). This demonstrates that this population is filled with youthful populations.
Gen Z’s are the true digital natives as they are born in the digital age. Wajdi et al. (2024) reviewed the profile of Gen Z and noted that they are highly self-directed and autonomous which implies their value for independence and resourcefulness which influences their entrepreneurial nature. Gen Z’s are tech-savvy conversant and fluent with digital tools and technologies. Finally, Gen Z’s are collaborative and highly value problem solving thus their social consciousness. This influences their characteristics as employees. Said et al. (2020) highlight that Gen Z employees prefer work environments that offer fair compensation, are transparent about their decision-making, openly communicate, and display highly ethical behaviour. Seyfi et al. (2024) predict that by 2025, almost 30% of the hospitality sector workforce will be Gen Zs. As older workers are leaving the workforce and being replaced by the young and vibrant Gen Z generation, it’s important to understand their expectations in the workforce thus effectively engaging and motivating them. Seyfi et al. (2024) comment that “Values such as universalism, benevolence, self-direction, achievement, and security, as well as team spirit, ﬂexibility, career assurance, work-life balance, faster progression, independence, and workplace happiness” (p. 9) are highly valued b by Gen Zs in the hospitality sector. It implies that restaurants need to appeal to the values of flexibility through flexible working schedules, career assurance through career progression opportunities, and many other initiatives that appeal to the characteristics and defining values of the Gen Z generation. 
There are different strategies for engaging Gen Z employees in the hospitality industry. Sigaeva et al. (2022) introduce the aspects of effective leadership management in engaging Gen Z employees in the hospitality sector. An effective leadership management approach can effectively understand, engage, and retain Gen Zs in the hospitality sector. Sigaeva et al. (2022) note that authoritarian and servant leadership approaches positively resonate with Gen Z employees. The traits of authoritarian leadership such as open and truthful communication and focus on innovative performance are traits that resonated with Gen Z employees. These leadership approaches are effective among Gen Zers because they promote positive psychology.
Further, restaurants need to have effective human resource departments to entice Gen Z to join the industry.  Goh and Lee (2018) highlight that the hospitality sector is a gruelling and tough career due to long working hours, poor wages, and emotionally demanding and stressful jobs that contradict Gen Z values. Human resources management is critical for attracting and retaining Gen Z employees by appealing to their expectations. Seyfi et al. (2024) highlight that Gen Z employees can be engaged by incorporating personalised experiences such as flexible working schedules, leveraging technology, instituting adaptive work environments, and ensuring ethical business practices and professional developmental opportunities.
There are several benefits of engaging employees in the hospitality sector. Liu et al. (2021) explore the benefits of engaging employees in the hospitality industry. She notes that employee engagement in hospitality is important in enhancing organisational and employee performance outcomes. In addition, employee engagement strategies were important in employee motivation and recognition (Liu et al., 2021). It effectively improved employee collaboration and distributive justice which is the efforts put to others. Activities such as professional developmental initiatives improve employee engagement which in turn positively influences individual employee performance outcomes (Liu et al., 2021). As for Gen Z employees, employee engagement activities are crucial for attracting and retaining Gen Z employees in an industry that is gruelling and tough. Further, Saito et al. (2025) highlight that employee engagement in the hospitality sector helps improve job satisfaction even among Gen Z employees. Some engagement activities also mitigate against job insecurity when might demotivate the employees. Finally, Yu et al. (2024) highlight that some employee engagement initiatives such as well-being programs through company CSR initiatives are beneficial to the organisational performance of the organisations. They build a positive reputation and positive brand image of the restaurants. Moreover, these engagement strategies improve employee's lives making them more effective.
Human resources departments have the responsibility to engage employees at different employee lifecycles. Leung et al. (2021) highlight that the hospitality industry continues to use CSR initiatives to attract Gen Z employees. Gen Z employees feel attracted by CSR initiatives because they resonate with their values CSR activities propagated on social media make Gen Zs develop affective and cognitive trust toward organisations. It’s an effective tool to attract young talent to the organisation. For example, Pret A Manger, a UK-based food and beverage restaurant uses social media to attract prospective Gen Z employees.  On its “Career Site” pages, Pret A Manger promotes sustainability as its core value, provides career advancement opportunities, and promotes social events. Moreover, Pret A Manger goes beyond to offer flexible hours and free food to its prospective candidates (Pret A Manger, 2025). These incentives are more likely to resonate with Gen Z candidates.
According to El Hajal and Losekoot (2024), restaurants continue to use technology to recruit prospective Gen Z candidates into the hospitality industry. The hospitality industry uses AI technologies to recruit new youthful employees. Organisations use AI recruiting events and streamline recruitment processes. At the basic level, organisations are using technologies to streamline the application process. Also, they recruit prospective candidates online through online application processes and even conduct online virtual interviews. For example, McDonald’s “Corporate Career” section makes the process technology-friendly to enhance the recruitment of Gen Z employees (McDonalds, 2025). Mcdonald's has a “Find Your Job Combo,” that makes it easier for Gen Zs to find their preferred jobs (McDonalds, 2025). The website has a virtual assistant, and an integration of AI to help prospective candidates through the application process, scheduling and interview, and aligning job candidates with their careers thus advancing professional development.
The restaurants can focus on developing learning management systems (LMS) such as chatbots, and mobile applications to help provide training and development for employees (El Hajal and Losekoot, 2024). Gen Z is more proficient with technology than older millennials that’s why starts such as e-learning and online training sessions for onboarding purposes. Also, Gen Zs have a high affinity for social consciousness thus strategies such as gamification can be effective for onboarding programs. For example, Nandos, a fast food chain in its culture has a buddy system for onboarding programs (Nandos, 2025).  Nando’s buddy training systems allow for new youthful employees to be oriented.
Khadka et al. (2024) highlight that employee training is important for Gen Z development.  Among Gen Z employees in the hospitality sector, employee training is crucial to improve their skills and capacity to do their jobs. For Gen Zs, virtual training programs may prove to be useful in improving their skills. In addition, Gen Z employees may benefit from short training programs (Mena-Guacas et al., 2023).  The online short-term courses are effective because they allow flexibility, and are responsive to specific labour market demands. This implies that short courses are effective among Gen Z are effective developmental initiatives. In the UK, Wagamama, an Asian-inspired restaurant provides excellent developmental programs for its “early careers.”  The Wagamama has apprenticeship programs where it provides personal and professional developmental skills to its Gen Z employees (Wagamama, 2025). Its Chef Academy equips students with culinary and leadership skills. Top appeal to its Gen Z employees, Wagamama provides these programs in virtual workshops through interactive content, virtual experiences, and videos.
The process of ensuring employee retention after onboarding is crucial to keeping the hospitality workforce. Ghani (2022) highlights that employee retention in hospitality involves ensuring employee satisfaction. Some of the strategies to ensure employee retention are to build a positive work environment and ensure professional development and open communication.  For example, Nandos provides free meals and social programs for its Gen Z employees which are effective for retention (Nandos, 2025). Finally, during the separation phase of employees, it’s important to ensure a smooth transition with employees and provide transitional support. One of the ways organisations can ensure the engagement of Gen Z employees is to ensure they have an effective alumni network. For example, Marriott International has an effective alumni network that helps its employees maintain professional connections for life. Swannie (2024) highlights that Jim Connelly, a top executive of Marriott for the Eastern Region was able to have confidence and motivation to apply for the position after a former senior executive encouraged him to pursue the Individual Development program. It is these programs that set him on the path toward being the president of the US Eastern Region at Marriott.
Maslow’s theory of human needs is a good engagement model for Gen Z employees. Ihensekien and Joel (2023) highlight that Maslow’s theory of human needs stipulates the basic aspects of human needs and by extension employees. The model stipulates that there are five levels to human needs from the most basic physiological needs to peak experiences of self-actualization. Therefore, it means that restaurants should be able to fulfil Gen Z employee's basic needs such as food, safety, and water before focusing on higher-level needs (Ihensekien and Joel, 2023). The restaurants should be able to make Gen Z employees move from “feeling safe” to a position of “feeling inspired.” To ensure maximum productivity of Gen Z employees, restaurants should provide security, the feeling of belonging and connectedness to others, feeling good and confident about their work, responsibilities, and contributions, and finally, they should “feel inspired” to help their organisations and their teams.
In addition to Maslow’s model, Deloitte's model of employee engagement is a good model that makes working “irresistible” to Gen Z employees. The first approach is to make work meaningful to the employees (Deloitte Insights, 2015). This implies that Gen Z employees should have autonomy and the tools to do their jobs and succeed. Moreover, it entails making the best fit for the right people for the right jobs. Restaurants should cross-train Gen Z employees to ensure they can do their responsibilities productively and autonomously. The second approach is to ensure great management that aligns people and supports them do repetitive and routine duties (Deloitte Insights, 2015). Great management implies that organisations support their Gen Z staff, continuously provide feedback, ensure effective coaching, and set organisational and personal goals. Thirdly, the Deloitte model calls for creating a conducive work environment that is humane, flexible, and inclusive. This is particularly important for engaging Gen Z employees who have a great affinity for flexible working conditions (Deloitte Insights, 2015). An important aspect of the model is creating growth opportunities. Gen Zs love personal and professional development due to their entrepreneurial and ambitious nature. Organisations should offer development opportunities, training opportunities, and a culture of learning. Finally, the Deloitte model insists on the need for transparent and visionary leadership.
In conclusion, human resources departments have a huge responsibility towards engaging Gen Z employees in the hospitality sector. Gen Z employees are different from former employees as they are highly self-directed and autonomous, tech-savvy, independent, and resourceful which influences their entrepreneurial nature and social consciousness. HRM activities targeting Gen Z employees must address these important traits of Gen Zs. Human resources management is critical for attracting and retaining Gen Z employees by appealing to their expectations. HR departments can use CSR initiatives to attract Gen Z employees because these initiatives resonate with Gen Z values and shape their trust in these organisations. Also, restaurants continue to use technology to recruit prospective Gen Z candidates into the hospitality industry. Restaurants use AI technologies to streamline the application process and improve virtual interviews and online application processes. The restaurant can focus on developing learning management systems (LMS) such as chatbots, and mobile applications to help provide training and development for employees for onboarding purposes. Finally, organisations can use professional development, open communication, and good working environments to retain their Gen Z employees to push the industry into the next generation.
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