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ABSTRACT 
 
Millennial is a population that currently dominates the workforce in the hotel industry, 
where its composition exceeds 70% among other generations in the workplace. This 
generation could be a demographic component that works most seriously in today's 
workforce with the consideration that they work in certain situations and work 
environments that suit their needs. The characteristic of millennials, who tends to avoid 
monotonous situations, integrate technology in their work-life, and a challenge taker; 
make the turnover rate of this generation quite high because of their freedom to move to 
other companies. With the increasing number of millennials in the workforce and the 
decreasing trend of employee loyalty, it is time for companies in the Asia Pacific (which 
will be home to more than half of the millennials in the world) rethink their business 
models to remain attractive to their best employees. One of the strategic issues in the 
practice of Human Resource Management in hospitality is employee retention, where 
companies compete with each other to obtain and retain potential talents possessed by the 
millennial generation. Therefore, this study aims at elaborating the strategies for 
maintaining top talents and potential millennials through employee retention programs. 
Through the technique of in-depth interviews with five Human Resources Managers from 
five well-known star hotels in Bali, it is known that there are six strategies that can be 
implemented against millennials to incorporate with the uniqueness of their character in 
the hotel industry, such as growth/development opportunities, supervisor/superior 
support, meaningful work/presence, leadership style, work-life balance, and work 
environment. This finding is expected to be a role model for managing and retaining top 
talents of millennials in the hotel industry. 
 
Keywords: Millennials, Employee Turnover, Employee Retention 
 
BACKGROUND 

Bali's reputation as a world tourism oasis has gained international recognition. 
This is evidenced by the coronation of Bali as the world's best tourist destination in 2018 
by the leading travel provider site, Tripadvisor. With the award, Bali outperformed other 
destinations which have become global tourism icons, such as London, Paris, and Rome. 
The existence of Bali which is getting stronger can increase the confidence of the 
government to accelerate the development of national tourism as the nation's leading 
sector and core economy. One of the government's efforts to accelerate national tourism 
development is to establish Bali as a hub for tourism destinations (tourism hubs). After 
enjoying the beauty and traditions of Balinese culture, tourists are encouraged to see 
other destinations outside Bali. Determination of Bali as a tourism hub will have 
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implications for the advancement of investment and trade, both at the regional and 
national levels. 

Human resources and how they are managed are the only crucial elements that 
can highlight potential competitive advantage in a business so that they are able to excel 
compared to their competitors (Simamora, 2014). By understanding that human resources 
are the key factor in the success of an organization, especially in the human-based 
industry like hotel, maximizing the quality of service to guests can be done by 
empowering the potential and competent workforce. The role of a competent workforce 
is a crucial requirement that must be owned because it can guarantee the productivity of 
hospitality business in global competition. 

Today, the millennial generation dominates the population in the workforce 
where its presence reaches more than 50% of the total workforce. This generation can 
be a demographic bonus that works most seriously in the workforce with the 
consideration that they work in situations and work environments that suit their needs. 
As many as 60% of the 1,000 leading enterprise companies in the Asia Pacific region 
have made the digital transformation as the driving force of its growth strategy. With 
the increase in the number of millennials in the workforce and the decline in work 
loyalty trends, it is time for companies in the Asia Pacific (which will be home to 
more than half of the millennials in the world) rethink their business models to remain 
attractive to their best employees. 

In the industrial era 4.0 which focuses on digitalization and the internet of 
things, the talents and potentials of the millennial will be increasingly highlighted 
because the characteristics of this generation are different from other generations in the 
workforce. This is because the millennials are very dependent on technology and can 
work very productively through the maximum use of technology. However, because of 
the unique characteristics and millennial advantages of information technology, it is also 
what causes them to be able to change workplaces freely, thus impressing this generation 
to have low work loyalty. One of the strategic issues in this tight competition of tourism 
industry is employee turnover. 

Employee turnover is an important phenomenon in the life of the organization. 
The high level of employee turnover that has been described is an alarm or warning sign 
for hotel management to fix the factors that cause millennial employees to move to other 
companies. The high turnover rate has a negative impact on the hotel, both directly and 
indirectly. In addition to imbalance and instability in labor formation, high turnover will 
also affect the delivery of services to customers. Employee turnover, especially 
employees who decide to quit and leave the organization voluntarily will cause imparity 
in the system. The imbalance that occurs in the human resource management system must 
be sought for the cause and addressed as early as possible. 

There are times when employee turnover has a positive impact on the 
organization. However, most of them have negative effects, both in terms of costs and 
loss of time and opportunities to take advantage of business opportunities. High turnover 
can disrupt hotel operations, cause moral problems for employees who still survive, and 
inflate costs in the process of recruitment, selection, interviews, tests, new employee 
administration, benefits, orientation, and the cost of lost opportunity because employees 
must learn new skills (Woods and Macaulay, 1989). Replacing potential and reliable 
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employees requires one to two times financial investment compared to the annual salary 
received (Fishman in Stewart, 2012). An organization must design a certain policy and 
procedure to be able to retain its employees, even when they start to have the intention to 
quit and leave the organization. 

Companies need to formulate a series of efforts to maintain potential employees 
through employee retention programs. Departing from the concept that reliable 
employees are the main pillar that is the driving force for the company's progress, the 
company must pay attention to employee retention because it is a crucial component. If 
the employee retention program is not properly formulated, it will have an impact on 
increasing turnover which has negative implications for the company's productivity and 
profitability. Employee retention refers to the company's ability to maintain potential 
employees who are loyal to the company so that the company's goals can be achieved 
(Mathis and Jackson, 2006). This correlates closely with the efforts sought by the 
company to maintain and retain employees in its work environment. In this case, 
employee retention refers more to strategies, not results (Tambajong et.al., 2018). 

This study aims to delve deeper into the strategies that can be done by hotel 
management to be able to maintain its potential millennial employees. With the rapid 
growth of the hospitality business at this time, it can provide flexibility for millennial 
generations to change work in a short period of time. Their fluency in information 
technology contributes to their bargaining power in the eyes of employers. By knowing 
how to maintain millennial potential in a company, the company will benefit profitably in 
winning the global competition. 

 
THEORETICAL STUDY 

 
Human Resource Management Activities 

Management activities are influenced by internal and external environments. 
Human resource management activities according to Mathis and Jackson (2010: 6) are 
described as follow: 

1. Strategic HR Management. As part of maintaining the competitiveness of the 
organizations, strategic planning for HR effectiveness can be improved through 
the use of HR metrics and HR technology. 

2. The Fair Employment Opportunity. Compatibility with equal work, 
opportunities, laws, and regulations affect all other HR activities. 

3. Job Placement. The purpose of staffing is to provide an adequate supply of 
individuals to fill jobs in an organization. Through HR planning, managers 
anticipate future supply and demand for employees and the nature of labor 
problems, including employee retention. 

 
4. Management and Talent Development. Good career planning can identify 

paths and activities for their employees as drivers in the organization. This can 
assess how well employees are performing because their work is focused on 
performance management 

5. Total Rewards. Compensation in the form of salaries, incentives, and benefits, 
giving awards to people to do organizational work. To be competitive, managers 
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develop and refine their basic compensation system and use variable salary 
programs such as incentive rewards. 

6. Risk Management and Employee Protection. Managers must address various 
risks in the workplace to ensure the protection of the employee by fulfilling 
legal requirements and are more responsive to health and safety problems in the 
workplace, as well as workplace security 

7. Employee and Labor Relations. Relationships between managers and their 
employees must be handled legally and effectively. It is important to develop 
communication, renew HR policies and procedures so that managers and 
employees alike know what to expect. 

 
From some of the previous descriptions, it can be seen that human resource management 
activities help to facilitate organizations in achieving activities for employees. For more 
details, human resource management activities can be seen in Figure 2.1. 

 
Figure 2.1 

Human Resources Management Activities Resources 
 
Source: Mathis and Jackson (2010) 
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Employee Retention 
Definition 

Mathis & Jackson (2006) states that retention is an effort to keep employees in 
the organization as long as possible to achieve the goals of the organization. Employee 
retention refers to various policies and practices that direct employees to stay in the 
organization for a longer period of time. Based on this understanding, it becomes very 
important for organizations not to lose employees, which can result in losses and 
inefficiencies in the work of the organization. For this reason, steps need to be developed 
that can retain existing human resource assets in the organization. In principle, the greater 
the employee feels the organization he works for develops human resource policies that 
are professionally centered on welfare, the smaller the tendency of employees to leave 
the organization that employs them. Likewise said by Paille, Bordeau & Galois (2010). 
Blakely et al and Podsakoff et al in Paille, Bordeau & Galois (2010) add that if employee 
satisfaction toward their work conditions is high, employees will increasingly show 
voluntary efforts to help organizations achieve better efficiency. 
 
 
Determinants of Employee Retention 

According to Mathis & Jackson (2006), there are five determinants of employee 
retention, namely: 

1.   Organizational Components. Some organizational components influence 
employees in deciding whether to survive or leave their company. Organizations 
that have positive and different cultures and values experience lower employee 
turnover. 

2. Organizational Career Opportunities. Career opportunities for personal 
development give rise to reasons why individuals take on these jobs and choose 
to survive. Career opportunities are viewed from two sides, namely career 
development and guidance and career planning. 

3. Reward. Rewards will motivate employees to stay with the company. Matters 
included in the reward are competitive allowances, bonuses, compensation, and 
recognition. 

4. Task and Job Design. The fundamental factors that affect employee retention 
are the nature of the tasks and work performed. 

5. Employee Relations. Factors that employees had in the company including 
fair/non-discriminatory treatment, support of supervisors, and coworker 
relationships. 

 
METHODOLOGY 
 
Data Collection 

Primary data was collected by semi-structure in-depth interview and 
participatory observation methods. Questionnaire (list of questions) and observation 
check list are prepared by referring to relevant theories. The resource persons/informants 
in this study were leaders in star-rated hotels in Badung Regency. These resource 
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persons/informants are the people who have the most role in determining employee 
retention strategies. 

 
 

Resource Person/Informant 
Resource person/informants in qualitative research cannot be determined by 

formulas such as in quantitative research and their determination is also not determined 
by the idea that informants must represent the population, but the informant must be able 
to provide the necessary information. Therefore the method applied in determining the 
informant is Purposive Sampling which is a method of determining the subject/object of 
research in accordance with the objectives. By using considerations according to the 
topic of the research, the researcher selects the subject/object as the unit of analysis. The 
researcher determines the unit of analysis based on the needs and considers the unit of 
analysis representative (Satori & Komariah, 2012). Informants in this study were 
Personnel Managers in starred hotels because they were responsible for formulating and 
implementing strategies to retain potential employees in the workplace. 
Data Analysis  

The selection of data analysis techniques in a study is based on the type of data 
and research objectives. Noting this, the data analysis techniques used in this study used 
a descriptive narrative case study approach. This approach is a qualitative research 
paradigm that describes events, people's behavior or a situation in a particular place in 
detail and in-depth in the form of narration (Satori & Komariah, 2012). This analysis 
technique according to Miles and Huberman (1994) is applied through three stages of 
flow, namely: data reduction, data presentation, and conclusion/verification. 

According to research conducted by Shoaib et.al (2009), indicators of employee 
retention consist of opportunities to develop careers, supervisor support, work 
environment, rewards, and work-life policies. Whereas according to Zheng and Lamond's 
research (2010) indicators of employee retention consists of training opportunities and 
the proportion of foreign workers present in local subsidiaries. Burkus (2010) states there 
are six retention strategies for millennial, such as provide growth opportunities, create a 
meaningful experience, establish a mentoring relationship, respect their contribution, 
give copious feedback, and separate presence from activity. 

Furthermore, according to Ghapanchi and Aurum (2011) retention factors 
include remuneration and benefits, training opportunities, fair and equal treatment, and 
organizational culture. While Allen and Shanock (2013) emphasize the relationship with 
the socialization of colleagues, Andrews and Wan (2009) emphasize management and 
leadership styles to improve organizational retention capabilities. Christeen (2014) 
identified eight factors of employee retention including management, a conducive 
environment, social support and opportunities for development, autonomy, 
compensation, workload, and work-life balance. 
 
DISCUSSION 

 
To obtain data in this study, semi-in-depth interviews were conducted on five 

Personnel Managers in star-rated hotels in Badung Regency. The hotels chosen as the 
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focus of the study were hotels that mostly employed millennial employees and had low 
employee turnover rates. Actually, there are no definite numbers to measure the ideal 
turnover rate because it all depends on how many potential employees is missing 
compared to the sacrifices made to get a replacement. However, according to the purpose 
of this study, the parameters used to measure the turnover rate are the number of 
millennial employees in strategic positions (shift leader or supervisor level) who move to 
another place within two years after joining the company. The more employees who 
leave the hotel within two years, it is assumed the turnover is high. Vice versa. 

From interviews conducted by referring to relevant theories, several strategies 
that can be done to maintain potential millennial employees include: 
 
 
 
Growth/Development Opportunities 

Considering the characteristics of millennials who like challenges and avoid 
repetitive and routine jobs, by giving opportunities to millennial employees to be able to 
channel their ideas will increase their interest in staying with the company. That way, 
employees will contribute more to developing the company to achieve the stated goals. 
This can also make employees feel more valued and can make them more developed. 
With the opportunity given to hotels, for example participating in training or given the 
trust to handle certain events, millennial employees have the freedom to explore their 
ideas and able to express their feelings with creative innovation. 

This is also supported by previous empirical studies which stated that millennial 
employees want to be involved in a project or activity in the company so that they have 
the opportunity to learn and grow by directly practicing their expertise (Baldonado & 
Spangenburg, 2009). Tulgan (2009) adds that millennial employees do not really 
prioritize their position on the project, provided they can contribute positively and their 
opinions or ideas are appreciated. Tulgan in Burkus (2010) suggests that the leaders of 
millennial employees need to demonstrate the expected performance that can be shown 
on every job so millennial employees can learn optimally with the right guidance. This is 
also in harmony with the study conducted by Raines (2002) that millennial employee is 
goal and achievement-oriented. Consider assigning projects to groups of employees who 
are evaluated as a group for reaching a goal could be an effective way.  
 
Supervisor/Superior Support 

The supervisor is considered as the representative of the organization. This 
person has the responsibility to guide and evaluate subordinates' performance which 
employees will see as an indication of organizational support (Eisenberger et al., 2002). 
Supervisor’s support is defined as the extent to which leaders appreciate the contribution 
of their employees and care about their welfare (Bhate, 2013). Supervisor support is 
believed to have a very important role in helping employees to achieve a balance of work 
and family roles (Hammer et al, 2009). Supervisor support is one form of informal 
organizational support (Hammer et al, 2011). Even supervisor’s support is claimed to 
have a greater role than the existence of work and family balance policies (work-life 
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balance policies) in helping individuals to balance their responsibilities related to work 
and at the same time their family responsibilities (McCarthy et al., 2010). 

Bhate (2013) explained that supervisor support is a strong tool to improve the 
quality of work that is associated with increased job satisfaction, better perceptions 
between employees and organizations, and reducing turnover in the company. 
Furthermore, also added that employees who have supportive supervisors tend to 
experience greater job satisfaction, stronger work commitments, organizational loyalty, 
and a better balance between work and family life. In accordance with this research, 
supervisor/superior support contributes to enhancing employee’s enthusiasm at work by 
becoming a role model to perform the job properly. Thus, role modeling behavior refers 
to the extent of the supervisor able to provide examples of strategies and behaviors that 
are believed by employees can direct the achievement of expected work target. 
 
 
Meaningful Work/Presence 

Millennial employees live at different times with X generation employees, 
where they grow with unique lifestyles and rely heavily on technology. The employees of 
this generation have a character that is completely different from the previous generation. 
Generation X employees have a tendency to focus on one thing over a long and 
consistent period of time to achieve their stated goals. But millennial employees are just 
the opposite. They have diverse interests and preferences because they like challenges 
and have high curiosity to explore new things. Therefore, they are rarely only focusing 
on one thing for a long time. Seeing that fact, millennial employees want to make a 
positive contribution to the organization even if it is done in a short period of time. 

The appreciation of the surrounding environment for their performance will be 
highly valued because these employees strive to find opportunities to engage in 
something substantial and interesting (Oppel, 2007). Their career choices are driven by 
their desire. They join an organization not because they have to, but because they want to 
(Tulgan, 2009). Therefore, they are looking for opportunities to do something that has a 
positive impact on the organization so that their presence is meaningful in the workplace. 
To be able to increase the meaningful presence of millennial employees in the workplace, 
the organization can match employee job tasks with business goals (Nolan, 2015). 
Furthermore, it was stated that by creating important jobs for individuals in a responsive 
environment, millennial employees will play a more active role in carrying out the 
company's vision. 
 
 
Leadership Style 

Leadership is an important factor in an organization. The main task of a leader 
in carrying out his leadership is not only limited to his ability to carry out programs only 
but more than that. The leader must be able to involve every aspect of his organization, 
members or communities to take an active role so that they able to make a positive 
contribution in the effort to achieve goals. Every leader has a leadership style that is 
different from another leader, and it is not a necessity that a certain leadership style is 
better or worse than other leadership styles. No matter what leadership style is applied in 
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business, effective leaders have traits that can contribute to the development of a 
business. An effective leader must continue to innovate in building value and application 
in the business, not to stick to conventional methods. In addition, he must also inspire 
and motivate everyone in the company to achieve the vision they want to share together. 
A leader must be a good example for his employee. This motivates millennial employees 
to improve their abilities and performance. 

Millennial employees need a leader who can inspire them so they can maximize 
their potential. The leadership style suitable for companies that have many millennial 
employees is transformational leadership. Munawaroh (2011) argues that 
transformational leadership is described as a leadership style that can arouse or motivate 
employees, so they can develop and achieve performance at a high level, beyond what 
they previously expected. Transformational leadership style is a leadership style that is 
used to increase awareness and motivate millennial employees to do something that 
exceeds possible expectations for the good of the group. Millennial employees led by 
transformational leaders feel a sense of trust, admiration, loyalty, and respect for these 
leaders, and they are motivated to do more than initially expected of them. They must 
treat employees as individuals with unique needs and talents, rather than generational 
stereotypes. It is relationships that retain Millennial workers. 
 
 
Work-life Balance 

Work-Life Balance is a condition where employees are able to regulate and 
divide between work responsibilities, family life, and other responsibilities so that there 
is no conflict between family life and work career. This can have an impact on increasing 
work motivation, productivity, and loyalty to work (Riadi, 2017). Getting a balance 
between work and personal life has become the main factor that determines the level of 
happiness of an employee and the retention rate of an organization. This is evidenced by 
the 2018 Hay’s report, where the report revealed that employees gave a healthy work-life 
balance rating (40%) as the main reason why they would remain with their current 
company. Interestingly, this exceeds the salary at 39% and job security by 33%, which is 
second and third as the best reason, why employees choose to stay with the company. A 
source of dissatisfaction at work amongst millennial employees is the conflict between 
the employees’ work-life balance expectations and how they perceive to be supported by 
management in this area (Gilley et al, 2015). 

One strategy for creating work-life balance is to offer flexible working hours or 
with alternatives. Allow employees to have the choice to start work faster or work longer 
but with a shorter number of workdays in a week. This strategy has been implemented in 
many star hotels, where working hours are nine hours per shift instead of eight working 
hours. A very strict work schedule is no longer relevant to current labor conditions. This 
is also in line with a study conducted by Raines (2002) who suggested that a rigid work 
schedule is a way that is believed to make companies lose millennial employees quickly. 

 
Work Environment 

The condition of a good work environment is one of the supporting factors for 
employee productivity which ultimately results in an increase in the level of employee 
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performance. The working environment conditions can be divided into two, namely 
physical work environment and non-physical work environment (Sedarmayanti, 2001: 
21). The distribution of the work environment is inseparable from one another. Between 
the two must be balanced, because both the physical and non-physical work environment 
affects employee performance. A condition of the work environment is considered to be 
a good environment if people inside it can carry out their activities optimally, healthy, 
safely, and comfortable. 

A comfortable environment when carried in the digital era can now be 
implemented with the use of sophisticated technology. Certain jobs which were 
previously done conventionally needs to be redesigned based on technology. In addition, 
millennial employees will work more effectively in work situations that are fun and not 
too formal, so the physical work environment should also be considered. Organizing 
furniture, space lay out, and interior design greatly influences the spirit and enthusiasm of 
millennial employees in their work. Another strategy that can be done is to organize the 
work space with a co-working space format so that the millennials can more freely 
discuss and share ideas. The previous research emphasized the importance of a fun 
working environment and flexibility (Moncarz et al, 2009; Kossivi et al, 2016) 

 
CLOSING 
 
Conclusions  
The strategies that can be done to retain top talents of millennial employees are as follow: 

a. Growth/Development Opportunities. The leaders of millennial employees 
need to demonstrate the expected performance so millennial employees can 
learn optimally with the right guidance. 

b. Supervisor/Superior Support. Supervisor support is a strong tool to improve 
the quality of work that is associated with increased job satisfaction, better 
perceptions between employees and organizations, and reducing turnover in the 
company 

c. Meaningful Work/Presence. Millennial employees are looking for 
opportunities to do something that has a positive impact on the organization so 
that their presence is meaningful in the workplace, for instance matching 
employee job tasks with business goals 

d. Leadership Style. Millennial employees led by transformational leaders feel a 
sense of trust, admiration, loyalty, and respect for these leaders, and they are 
motivated to do more than initially expected of them. Leaders must treat 
employees as individuals with unique needs and talents, rather than generational 
stereotypes. 

e. Work-life Balance. A very strict work schedule is no longer relevant to current 
labor conditions. One strategy for creating work-life balance is to offer flexible 
working hours or with alternative conditions. 

f. Work Environment. Certain jobs which were previously done conventionally 
needs to be redesigned on a technology basis. Organizing the workspace on a 
co-working space format so that the millennials can more freely discuss and 
share ideas is also a good thing to do.  
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Recommendation 
Potential talents of millennial employees are the most important assets which contribute 
to the success of the hotels. The potential employee must be retained so that they do not 
have the intention to quit their job. The transfer of employees to other companies also 
causes losses to the company. Investment for training and development which have been 
spent by the company with a high effort to guide employees, it is a futile effort to 
suddenly move to another company. Thus, the findings of this study can be used and 
applied to retain top talents of millennial employees within the organization. The 
implementation of these strategies is depending on vision, goals, and policies of the 
organization.  
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