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32%17 - 3729.2%7 - 27Millennials 

33.2%38 - 5222.8%28 - 42Gen Xers

27.2%52 - 7032.4%42 - 60Baby Boomers

7.6%71 - 8815.6%61 - 78Matures

% of
Labor
Force 

Ages
% of
Labor
Force

AgesGENERATIONS

20162006
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• The survey instrument used outcomes from focus group discussions
of lodging managers that define each generation and differences 
among those generations (adapted from Gursoy et al, 2008). 

“Generational differences: An examination of work values and generational gaps in the hospitality workforce”

• A Zoomerang survey link was sent to: 
– RCRA members
– Personalized request letters sent via first class to GM’s at 

• “The 100 top resorts in the United States”
• “North America’s top 100 family resorts”

• The sample consisted of 343 self-selected resort managers, from all 
departments, with various levels of tenure with their current 
organizations. All participants surveyed were at least 18 years of 
age. Managers from 43 resorts participated.
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Work is an obligation:
� Hard work
� Respect authority
� Duty before fun
� Adhere to the rules
� Detail oriented and disciplined
� Comfortable with chain of command 

style of leadership
� Loyal to their employers
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• What are your experiences 
working with the Mature 
Generation?



"���
���
��
���
���������:		��
�
4���
���	����������
�+�	
�������-

Baby Boomers – An exciting 
adventure

� Highly competitive
� Workaholics
� Work efficiently
� Crusading causes
� Personal fulfillment
� Desire quality



'	�������
���
����������	
��������
	������:		��
�4���
���	�2



?�
����
������5





















��������
@�����	�.

• What are your experiences 
working with the Boomer 
Generation?
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Work is: A difficult challenge, a 
contract
� Self reliant
� Want structure and direction
� Skeptical
� Technologically savvy
� Informal
� Question authority
� Globally oriented
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• What are your experiences 
working with Gen X?
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Work is a means to an end,
fulfillment
� “What’s next?”
� Multitasking
� Tenacity
� Hard working
� Optimistic
� Confident
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• What are your experiences 
working with the Millennial 
Generation?
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AdvancementFearChanging JobsChanging Jobs

IgnoreAdmireOrganization ChartOrganization Chart

PeerPaternalisticManagement StyleManagement Style

GrowthSecurityRetentionRetention

MeritTenurePromotionPromotion

Employee’s ResponsibilityCompany’s ResponsibilityCareerCareer

YoungerYounger

WorkersWorkers
OlderOlder

WorkersWorkers
ValuesValues



3�����	������������
+ 
�����	������� ��2-

Tech savvyTech savvyPositive and Positive and 
hopefulhopeful

CollaboratorsCollaborators

Goal orientedGoal orientedMultiMulti--taskerstaskers

Team playersTeam players

ASSETSASSETS

Lack of Lack of 
experienceexperience

andand

OverOver--confidentconfident

ImpatienceImpatienceLack of skills Lack of skills 
in dealing in dealing 
with difficult with difficult 
peoplepeople

Distaste for Distaste for 
menial workmenial work

LIABILITIESLIABILITIES
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Benefits of understanding and dealing with generational diversity:

• Getting and keeping the best talent
• Gives hotel a competitive edge
• Increase productivity
• Happy positive workers
• Increase in quality service
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1. Identify the problem areas
2. Rate your success in hiring talent
3. Learn how to keep talent
4. Job responsibilities vs. job roles
5. Spend time getting to know your people
6. Be a leader, not a friend
7. Does your character count?


