‘When | say jump...

y nephew turned 15 mn July. He's one
of the noatest people 1 know. But as
he inches closer to the legal driving
age, 1 lind it increasingly difficult to
stay relevant in his life, A fow yoars ago he was
content shooting darts, watching TV or looking
for Hoolls™ i thie woods. Mow 1 have wo work
{somenmes prey hard) to sty connected.

Il you're like the rest of that chunk of corpo-
rate Americs Uit pulls u sizeable poruon ol us
emplovees from Generation Y, vou have an idea

as to what I'm talking about. Perhaps a better way

of referving w my nephew and te 40 willion Kids
lus age that make up rthis group is Generation
Wiy, a tesm coined by “Gen Why" expent Enc
Chester, who xlmkc o attendecy at last mondy’s
Navonal Convenence Store Advisory Group con-
lerence fsee pp. 30 443,

When yvou tell them w jumg, they don't say,
‘1low hugh?” Chester says. “They ask, “Why?""

It's u dillerent world now, and this is 2 different
generation—different than the baby boomers, dilf
lerent than those hapless slackers in Generatnon X
(e wehiel ' g proud member). Gen Whys never
had ta get up to chanpe channels on the TV. Gen
Whys never had o play Solitaire with real cards.
Mose Whys never knew Lile without the Intemet,

The muth is that Gen Whys are not any hetrer
or worse than generations that preceded them,
aceording w Chester. Thev're just diferent.

Chester told NCSAG antendees he recently saw
# Gen Why with se many body pierangs, he
“looked like he foll down the stas canving a
tackle box!” To many of us, pierced and ranooed
(en Whys look werd and act strangely. These
kids grew up warching realiy TV and listening tw
the likes of Eminem and Marilyn Manson—not
cxactly the mild-memnered, sit 1 the corner-and-
behave types. Gen Whys want o be nodeed—
good or bad, but definitely not indifferent.

Being non-Gen-Whys mskes it hard for us (o
understand Gen Whys' behavior. Bur in the
*nigw” cullute we live in, where lads share nextto
no quiality tme with their parents, the culware {1e.,
TV, the Web, peers. etc)) establishes the mles. As
a resull, jobs oflering litde change, where assoo-
ates are asked o follow msmuctions “because [
said so” are avoided Like the plague. Hourly jobs
in our mdustry might fall uto this category.
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“Some [Gon Whys] look at vou like tiey're,
dead [rom the neck up if you ask them to do
something,” one retailer with stores in the
Southwest told me after Chester's NOSAG pres
entation, “But we're probably guilry af not giving
these kids some credit. Maybe they do juse need a
challenge”

Getting ‘engaged’

Chester says Gen Whys prefer physical fnjury
tr boredoan, e compares them, in some wivs, to
dogs wearing shock collars—they're willing 1o
“take the pain” {i.e, face punishment) if there's u
reward on the other side of the fence they per-
ceive as heing more interesting, Unlike previous
generanons, these kids thrive on change, And thiat
ix hoth u blessing and w curse,

Our industry is also changing-with techooly
gy, with the products we sell, with the way cus-
tormiers and competitors perceive us. Gen Whys, if
properly motivared, can hie some of the mos
aduptable and ellicient employees in the company.
Rur firse, you must “engape” Qe

Chester paints to Pal's Sudden Serviee, u
Termessee bused Last leeder with one of the induos-
try's lewwest turnover rates, He alsosays Ws 500
more profitable than any ather QSR chain,

Why? Pal’s hus engaged its employees by
enabling them o forpe scrong tes widh daeir
peers; peer-to-peer employee Teviews are common-
place. Pal's also excels al lraining and empowers
employees o make decisions—sturting with some
thing as simple as grving them the power o offer
Fremeh fries w less o salislied customers.

As for me and my | Svear-old nephew, I'm
comrnitled 10 vemaining “the cool uncle” (nol that
myw hrothers-n-law are uncool), I comumitted to
remaiming “engaged” In roday's waorld, you've gt
t.u thaink dlﬂug those same lines. There’s a “Help

Nanted” sign in cvery windew, su kiels need a
reason to come to work for vou—and stay there,

As ightening as Lhe prospect sounds, Chester
says emplovers must “mix things up” " with Cen
Whys and offer the flesabality they seek in order
tor attract amnd keep tiem on the payroll,

It's critical thar wenn make the effore, because
Gen Whys are not just prospective employees hur
earrent and future customers, wo—they pumped
abeut $252 hillion into our cconomy last yean



