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Objectives | Managing work-attitudes and employee retention is one of the biggest challenges for
contemporary high-contact service organisations, such as hotels. As it seems to be generally agreed
that a steady supply of skilled, motivated and committed labour force is a persistent issue in any
industry, retaining valuable and highly qualified employees has become more important than ever
(Andersen & Hjalager, 2001; Scott & Revis, 2008). As each generation has its own unique work
values, attitudes, expectations and set of skills, many challenges emerge when managing people’s
careers (Goh & Lee, 2018; Gursoy, Chi, & Karadag, 2013). By adding a generational perspective, this
study (which is part of a wider-ranging, ongoing doctoral thesis) aims to offer a more comprehensive
understanding of the factors influencing employees’ perceptions of quality of work life, focusing on
career stories and experiences, and intentions to pursue, move on from, or to return to a Tourism
and Hospitality (T&H) career.

Methodology | The approach to collecting and analysing data in this study followed a qualitative,
interpretivist approach, to investigate individual career and quality of work life understandings. The
topic hereby presented is underpinned by generational cohort theory. This study is based on in-
depth interviews with a total of 56 informants nationwide, with different job positions in the hotel
sector, at different career stages: ‘current’ workers (30 informants), ‘former’ workers, i.e., leavers
who decided to pursue a different career (14 informants), and ‘future’ workers, i.e., students who
had a first contact with hospitality work (e.g., internship; 12 informants). Participants were selected
purposively; all hold (or are close to completion, as in the case of students) a higher education
degree in the T&H field.

Data collection took place between November 2018 and June 2019. Interviews, conducted either in
person or by web conferencing, provided an opportunity to explore how participants evaluate their
career development, as informed by their personal expectations, experiences and conceptions of
quality of work life. Data analysis was carried out alongside data collection and an interim analysis

informed adaptation of the topic guide and on-going sampling. The point of data
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saturation/informational redundancy — where no new insights emerge from the analysis of an
additional case (Given, 2008; Sandelowski, 1995) — determined the final sample size. Qualitative
data were imported into NVivo and evaluated using thematic analysis (Braun & Clarke, 2006). Coding
was both deductive, based on themes commonly used in the literature (e.g., job security, pay and
fringe benefits, gender-related influences, turnover perceptions), and on new themes which were
identified from the data (e.g., stagnation, stability, conviction of (career) choice, pros and cons of

managerial positions, image of T&H as valuable career).

Main Results and Contributions | Considering the overall group of research participants (7=56),
interviewees had, in average, 32 years old. Younger Millennials (born from around 1986 to 1999,
aged 20-32 years-old by 2019) accounted for the majority of the participants (7=29), while the rest
were equally divided between Older Millennials (1976-1986, 33-39 years; n=13) and Gen Xers (1964-
1979, 40-54 years; n=14). The interviewees hold a variety of jobs, ranging from top management
to middle management and operational positions, crossing almost all departments, and had an
average tenure of 9 years in the T&H industry. The majority (7=22) chose a Public Polytechnic
education institution to get their degrees.

Preliminary results of the thematic analysis with narrative elements, suggest that besides
generational differences in job and career expectations or attitudes and behaviours at work, the
image that employing organisations have about graduates, particularly Younger Millennials, may be
hindering their integration, continuity, and attachment both towards their job and the T&H
occupation/career.

This perceived lack of recognition of the potential and value of talent by hospitality organisations
involves, more specifically, feelings of stagnation, limited opportunities to use and develop graduates’
specific skills and capabilities and lack of fair and differentiated treatment between higher and lower
levels of staff qualification. Younger Millennials consider that employers are often sceptical about
their qualifications, therefore limiting opportunities (e.g., to be more autonomous, to implement

some changes, to progress faster), on the grounds of their insufficient work experience.

Limitations | As the ontological view of interpretivism tends to be subjective, research outcomes
are affected by the researchers’ own interpretations, belief systems or ways of the thinking (Davies,
2003). The decision to finally draw the line where data reaches saturation is not consensually
straightforward. By highly diversifying the participants’ profile, the authors have tried to maximise
the representativeness of the research sample; although generalisation should be treated with some

caution, as some cases can be too specific to be representative.
Conclusions | Despite its reputation of precarious working conditions and high turnover rates, the
T&H industry has become a growing career choice and it is made up by a multi-generational

workforce. This study contributes to the ongoing debate on generational diversity in the workplace,
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specifically its influence on work-related expectations, experiences and attitudes, and its implication

for workers with T&H specific qualifications and human resources management.
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