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Employee engagement is a critical success factor in the dynamic and highly competitive hotel industry (Kwon and Kim, 2019). It is also important for organisations to understand what it takes to keep Generation Z employees engaged and retained throughout their entire employment cycle because of its special nature. The focus of this paper is on how to get engaged into these generations in a big hotel establishment. This article discusses the role of Human Resource in ensuring that managerial goals do match with labour expectation. With this, HR develops an environment that satisfies the unique requirements and tastes of generation Z workers, but in line with the company’s objectives. The subsequent sections will scrutinise every phase of the employee lifecycle from enticement/recruitment through onboarding, development, retention, and separation but with a unique focus on specific generational cohorts. In essence, we will have understood the importance of good staff engagement within the hospitality sector and appreciated the contribution the HR function makes to a healthy employee experience journey.
Employee engagement is more than administrative functions of HR that should include training and development, management support, recognition, career opportunities, and so forth. Therefore, as highlighted earlier, HR is important in shaping an organisational environment where employees enjoy satisfactions, motivation, and commitment. The role of HR in employee engagement includes strategic leadership (SHRM, 2019). It is essential for human resource staff to participate in formulating and executing a company’s internal communication plan. The company strategically designs programs that are responsive to the diverse needs and tastes of the diverse generations (Generation Z), targeting each uniquely. As such, HR has the potential for creating a favourable work atmosphere through recognising varied traits unique to this era while motivating their active involvement as well as attachment to the organisation.
Another critical role of human resources is to serve as a liaison between management and employees (Armstrong, 2020). HR departments facilitate open communication channels, ensuring that management's vision and objectives align with employees' expectations and needs. They provide a forum for employees to express their feedback and concerns, as well as mediate conflicts as needed. Human resource professionals act as advocates for both employees and management, representing employees' interests to the leadership team and ensuring that employees understand the organisation’s goals. To summarise, HR's contribution to employee engagement extends beyond traditional administrative responsibilities. Their role entails understanding, nurturing, and improving the employee experience, making them crucial in developing a workplace culture that effectively engages and retains employees from Generations Y and Z.
According to (BBC, 2019) generation Z, or Gen Z, refers to people born between the mid-1990s and the early 2010s. This generation differs from their predecessors in several key ways, and understanding these differences is crucial for effectively engaging them in the workplace. One of Generation Z's distinguishing characteristics is their strong technological proficiency. Growing, therefore, as ‘digital natives’ Gen Z is very much into technology. They tend to follow innovations easily, for they demand that the digital devices work just naturally in the place of work. Their preference is on job roles that allow remote working, online communication, and continuous improvement of their skills due to digital fluency. One other trait that defines Generation Z is their enterprising nature. These individuals are usually motivated and need flexibility to drive big results. Flexible working arrangements, social responsibility, innovating and taking ownership – this shows itself as a preference for meaning job, social responsibility, innovating and own job. Furthermore, Gen Z is known for their dedication to diversity and inclusion. They value cultural diversity and actively seek jobs that value equality and representation. This trait emphasises the importance of creating inclusive environments in order to effectively attract and engage Gen Z employees. Generation Z possesses a distinct combination of technological proficiency, entrepreneurial drive, and a commitment to diversity and inclusion (Nguyen Ngoc et al., 2022).
Engaging Generation Z employees in the workplace necessitates relevant strategies that reflect their unique features (Nguyen Ngoc et al., 2022). To effectively engage this generation, a variety of methods and strategies can be used: Providing opportunities for skill development and continuous learning is one effective strategy. Because Generation Z values personal and professional development, providing training programs, mentorship, and access to online courses can keep them interested. It is also important to cultivate a sense of purpose. Organisations can engage Generation Z by emphasising how their roles contribute to the greater good or align with societal and environmental values. Another important factor is adaptability. Gen Z values work-life balance and the option of remote work or flexible schedules, which can boost engagement. Communication channels must be kept open. Employees in Generation Z can feel valued and engaged if they receive regular feedback and are transparent about company decisions.
The advantages of hiring a Gen Z team are significant. Employees are more motivated and committed to their tasks in an engaged workforce. Reduced turnover is a significant advantage because engaged employees are less likely to seek new opportunities. Furthermore, engaged Gen Z employees frequently bring fresh perspectives and innovative ideas to the organisation, contributing to its growth and adaptability in a quickly shifting business environment. Organisations that effectively engage members of Generation Z can expect a more inspired, dedicated, and innovative workforce, which will result in improved performance and long-term sustainability (Nguyen Ngoc et al., 2022) .
Attracting Generation Z employees to a large hotel requires capitalising on their distinctive characteristics and preferences. Authenticity, transparency, and social responsibility are important to Generation Z. In its branding and recruitment marketing, the hotel can attract Gen Z talent by emphasising its commitment to sustainability, community engagement, and ethical business practices (Ozkan and Solmaz, 2015). Using real employees and their stories in marketing materials can pique the interest of Gen Z candidates who value genuine connections. Furthermore, Generation Z is technologically savvy and heavily reliant on digital channels for job searches. The hotel should have a strong online presence, making job opportunities easily accessible via mobile-friendly websites and job boards. Active social media participation and the use of visual content, such as videos and interactive job postings, can help the hotel stand out and appeal to the digital preferences of Generation Z (Gabrielova and Buchko, 2021).
Recruiting Gen Z employees requires adapting the hiring process to their values and expectations. Because Generation Z values efficiency, streamlined and technologically advanced application processes are critical. Using artificial intelligence and chatbots for initial candidate screening can help to ensure a smooth and quick application process. Furthermore, highlighting the hotel's commitment to technology and innovation during recruitment can be appealing. Because Gen Z candidates frequently seek opportunities to work with cutting-edge technologies and tools, mentioning these aspects during the recruitment process can be appealing (Gabrielova and Buchko, 2021).
Effective onboarding practices for Generation Z employees should take into account their desire for socialisation and rapid integration into the workplace. Group orientations, team-building activities, and mentorship programs can assist Gen Z employees in making connections and feeling more at ease in their new roles (Gabrielova and Buchko, 2021). To accommodate their preference for self-paced learning, training should be interactive and accessible via digital platforms. Gamified training modules and micro-learning content can be especially effective at engaging Generation Z employees during the onboarding process.
Professional development opportunities are critical for retaining Gen Z employees. They place a premium on lifelong learning and development (Gabrielova and Buchko, 2021) . The hotel can provide learning and development programs, encourage conference and workshop attendance, and provide access to online courses. Personalized development plans that are aligned with individual career goals and interests can also keep Gen Z employees engaged and motivated.
Mentorship programs can be especially effective in retaining Gen Z employees (Gabrielova and Buchko, 2021). They value advice and assistance from more experienced colleagues. These mentorship relationships not only help Gen Z employees grow, but they also help them feel like they belong in the organisation. Another important consideration is career advancement opportunities. Employees in Generation Z are ambitious and goal-oriented, so clear paths to advancement and promotions can keep them engaged. Regular feedback and performance evaluations are also essential, as Generation Z values recognition and the opportunity to improve.
When Gen Z employees decide to leave, it is critical to ensure a smooth transition. Exit interviews can provide useful information about their reasons for leaving as well as areas for improvement (Spain and Groysberg, 2016). When Gen Z employees leave, knowledge transfer mechanisms such as comprehensive handovers and process documentation can help to minimise disruption.
The employee engagement strategies of two hospitality industry giants—Accor Hotels and Mandarin Oriental—are unique and proven. As such, Accor Hotels have developed their own “Heartist” culture making them unique among others. Heartist culture focuses on ensuring guests and staff feel right at home (Accor, 2020). With such a philosophy, Accor expects employees to be “Heartists”’ who show deep concern towards others. By so doing, it creates feeling of belongingness and pride in them when they know that their effort is appreciated. People Centred Operation is one of the ways in which Accor engages its staff and makes them loyal to it. This involves taking care and ensuring that the guests remember and feel welcomed, providing first aid in case of need and open communication is encouraged. The spirit of making a conducive environment is felt among the employees and they keep motivated in their work.
The oriental hotels group has become a household name and mandarin oriental is the leading brand in this industry. oriental hotels have realised that without employees’ health and wellbeing they cannot be successful. Mandarin Oriental has implemented wellness programmes that cater to the physical and mental health of its employees, recognising that a happy and healthy workforce is essential for providing exceptional service. Yoga classes, stress management resources, and mental health support are all available through these programmes. Mandarin Oriental ensures the physical and mental well-being of its employees while also engaging them on a deep level by prioritising holistic wellness in their workforce. The availability of resources to promote stress reduction and mental health reinforces a sense of care and appreciation, resulting in high employee engagement (MANDARIN ORIENTAL HOTEL, 2021).
Abraham Maslow's Hierarchy of Needs is an effective employee engagement model for the hotel industry. This model organises human needs into a hierarchy, beginning with basic physiological needs and progressing to self-actualisation needs. This model is useful in the context of hotels. Fundamentally, it is critical to ensure that employees' physiological needs are met, which includes fair compensation, safe working conditions, and adequate breaks. Offering competitive wages and implementing employee wellness programmes, for example, can address these basic needs and contribute to overall job satisfaction. The next tier of needs is safety, and hotels should provide a safe and supportive work environment. This includes comprehensive emergency response training, the implementation of safety measures, and the provision of health and retirement benefits (Benson and Dundis, 2003). Employees are more likely to participate fully in their roles when they feel safe and well-cared for. Belongingness and love needs can be met through team-building activities, positive workplace relationships, and socialisation opportunities. Regular staff meetings and mentorship programmes, for example, can help employees feel a sense of belonging and community. Recognition and appreciation are essential for meeting esteem requirements. Recognising and rewarding exceptional performance through employee of the month awards, recognition programmes, and clear career advancement opportunities can boost self-esteem significantly. self-actualisation must prioritise personal and professional development. Employees can reach their full potential when employers provide training, development opportunities, and clear career progression paths. Hotels can tap into their employees' intrinsic motivation by facilitating self-actualisation. Incorporating Maslow's Hierarchy of Needs as an employee engagement model enables hotels to address their employees' diverse and changing needs. Hotels can create a work environment that encourages employee engagement, personal development, and job satisfaction by recognising and catering to these needs, ultimately leading to an improved guest experience and the hotel's overall success (Fallatah and Syed, 2018).
In conclusion, this essay has examined the difficult task of engaging employees throughout the employee lifecycle in the context of the hotel industry, with a particular focus on Generation Z. The importance of the Human Resources department in fostering employee engagement was emphasised during the discussion. HR is crucial in aligning management objectives with employee expectations, resulting in a positive workplace culture that caters to the distinct characteristics of these generational cohorts. Throughout the essay, we discussed strategies for attracting, recruiting, onboarding, developing, retaining, and separating Gen Y and Gen Z talent. The significance of personalised well-being, continuous learning, mentorship, and meaningful career advancement was emphasised. Furthermore, the advantages of employee engagement in the hotel industry are numerous. Employees who are engaged not only provide excellent guest experiences, but they also contribute to increased productivity, lower turnover, and long-term organisational success. The importance of human resources in sustaining this positive employee lifecycle is paramount, as it is the linchpin in cultivating a culture of engagement and well-being for the benefit of both employees and the hotel itself.
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