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The hospitality industry is a growing sector due to technological development and increased interest of the population in leisure, travel, and new experiences. Hotels are a primary target for travellers as accommodation is indispensable for meeting their needs. This paper will focus on Hyatt Hotels as the main organisation.
The housekeeping sector provides core services for venues as cleanliness is crucial for people’s safety and well-being. Due to financial and operational reasons, some organisations prefer to outsource these services. Outsourcing means transferring this responsibility to a professional company that focuses on performing cleaning.
The purpose of this paper is to analyse the benefits and shortcomings of insourcing and outsourcing. Moreover, it will explain why insourcing housekeeping would be the best option for Hyatt Hotels. 
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Since tourism consistently contributes to the economy and development of a country, the hotels play an essential role due to the accommodation services they offer. It is notable that nowadays the services go beyond simple room and board packages. By anticipating and knowing the needs of customers, hospitality companies create the most attractive conditions to host them to generate potential loyalty and a good brand image (Saleem and Raja, 2014, p.708).
Hyatt Hotels and Resorts is one of the best-known companies in the hotel industry, whose target is the upper-scale and luxury segments. It has been founded by two American entrepreneurs, Hyatt Robert von Dehn, and Jack Dyer Crouch, in 1954. Later, they sold the first Hyatt venue to Jay Pritzker who together with his brother, Donald Pritzker, developed the company and opened several accommodations in the United States and abroad. Today, more than 1350 Hyatt properties operate worldwide as fine hospitality venues.
A growing trend in the hotel industry is the outsourcing of certain services, including housekeeping. Jiang and Wen (2020, p.2565) reported that cleanliness and hygiene are indispensable for quality service, especially since Covid-19 pandemic raised safety standards. Therefore, hospitality companies focus on the best solutions to achieve guests' expectations and offer proper accommodation.
This paper aims to analyse the impact of the outsourcing of the housekeeping service on the Hyatt hotel, as well as its benefits and shortcomings.
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Outsourcing has been defined as process of appointing an external party to perform certain services that typically were conducted by the venture itself (Bhattacharya et al., 2019, p.4188). The companies opt for this strategy to increase the quality of a specific category of amenities and to get more space for other business goals. Although there are debates regarding the impact of outsourcing, it is viewed as a common practice in both local and global markets (Adams et al., 2018). Therefore, Hyatt must consider all advantages and disadvantages of this approach. 
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Dolgui and Jean-Marie (2013, p.6770) identified the cost savings and improved effectiveness as main arguments for outsourcing. Also, Lahiri (2016) reported about an increased access to market and management flexibility due to this strategy. Therefore, this set of advantages contribute to value creation and branding which are important to help Hyatt surpass competitors. In addition, it can help the business to regulate productivity in case of fluctuating demands. 
In the hotel industry, services as housekeeping, IT, security, digital marketing are some of the main activities that may figure as outsourced (Staron, 2021). Being provided by professional assistants, they may enhance and contribute to a smooth flowing of Hyatt’s core operations. 
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However, research shows that there are risks associated with outsourcing which may disadvantage Hyatt. Ravi and Ramachandran (2011, p.295) highlighted the importance of a company’s awareness of outsourcing’s disadvantages in order to design alternatives in case of failures or unforeseen changes. When an organisation hands over a specific function to an external party, it will lose the capacity to perform it and make a valuable evaluation (Salanta, Lungescu and Pampa, 2011). On a long term, Hyatt may encounter difficulties to terminate the contract in case of discontentment. In addition, outsourcing may expose the business to security risks regarding confidential data, leading to potential issues and increased dependence on vendor (Giustiniano and Giulio, 2013, p.155). Consequently, it may take more investment to cover certain damages and reclaim control.
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The housekeeping department owns responsibility for the cleanliness and maintenance of the hotel’s spaces, supplying the rooms with the required products and ensuring the laundry operations. This sector is indispensable for Hyatt’s running as it provides fundamental services for both employees and guests. A sanitized and clean environment is regarded as safe, with low chances to catch an illness, promoting physical health and well-being (Galetzka et al., 2019, p.93). 
Barber and Scarcelli (2010, p.71) stated that the guests’ perceived cleanliness level has been rated as a decisive factor for selecting, staying, or returning to an accommodation. Also, room facilities’ functionality may influence customer’s satisfaction, especially if they were included in the room price. Thus, since Hyatt’s venues portfolio targets the upper-scale and luxury segments, a high level of cleaning and pleasantness must figure as priorities. It is logically for the customer to expect a rigorous protocol for these operations.
Housekeeping failures to accomplish its duties to the hotel’s standards (e.g., dirty rooms, lack of hygiene in sanitarian spaces, poor aesthetics) are one of the most frequent reasons for client’s complaints (Fernandes and Fernandes, 2018, p.132). Although they might be fixed, there are still chances for being posted as a review on digital platforms. Repeated, unresolved cases could represent a significant threat to the organisation’s reputation (Boxall et al., 2019, p.74).
Kandampully and Suhartanto (2003) promoted the housekeeping sector as important for helping the business achieve financial performance. It has already been mentioned that the cleanliness is a determining factor in customer’s choice of hotel. Therefore, the guest may not ask for refund for certain concerns regarding cleanliness/functionality, but even more, he/she will not return to the venue in the future. Also, Cui et al., (2019, p.1107) reported that pro-environmental cleaning and practices can lead to saving money (e.g., using green cleaning products, ensuring green toiletries, low-maintenance towels). The housekeeping department needs to supervise and invest in these practices in order to sustain the business and involve in environmental protection. It has been shown that when tourists are given environmental-friendly options, there are significant chances to reduce pollution and minimising the damage (Knezevic Cvelbar, Grün and Dolnicar, 2019, p. 222).
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A housekeeping team may be insourced through advertising, interviewing and training individuals with the proper competences (Brauers, Lepkova and Zavadskas, 2017, p. 99). Further, as they are part of the hotel’s employees, they represent the company’s image. Hyatt Hotels have their own policy and standards of cleanliness, officially accredited by GBAC Star (Hyatt, 2023b). Therefore, the organisation’s staff is educated and prepared in these parameters and empowered with specific goals. Also, it may be easier to track their performance and have a clearer image of where there is more place for improvement. 
It has been stated that the housekeeping department is usually undervalued, and the room attendants carry a low image (Devrim-Yilmaz, 2017, p.452). As the sector’s duties are often hard, repetitive and poorly paid, the workers may achieve low levels of personal fulfillment and self-esteem. Consequently, people may avoid pursuing a career in this department, due to these types of perceptions. 
Through insourcing, Hyatt could create a friendly work environment (recognition, team building activities, public rewards, respectful interactions) towards all staff departments, including housekeeping, which will result in a positive image for the brand. Thus, people would be more attracted even to a less pursued sector as housekeeping, ensuring a long-time retention (Liu et al., 2013, p.1020). 
In addition, Hyatt may use technology to make the labour easier for its own staff (Ivanov et al., 2020). It would be an investment that would make a difference both in service quality and in personnel’s health conditions. Physical pain due to demanding work has been identified as one of the main causes for sickness leave (Petersen et al., 2019). Sick leave may increase costs and lead to staff shortage. So, it would be a good investment to introduce advanced technology or artificial intelligence in housekeeping department. A robot cleaner or an automated trolley are some examples of technology that can contribute to facilitate the workload, not to replace the people (Hoang and Tran, 2022).
However, one of the main insourcing’s shortcomings is increased costs for the organisation. Hyatt would be exposed to more financial investments if opts out for this strategy (as mentioned, training, salaries, rewards). A close tracking of the employee’s development and professional performance must be executed to make the investment worthwhile.
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According to Tyagi and Zagade (2015, p.4327), in the context of hotel industry, outsourcing housekeeping refers to establishing a contract with a third-party cleaning company to provide their services for a hotel. As a result, the organisation would benefit from an experienced team to accomplish their tasks, without taking much responsibility for their training, payment or concerns. Altin (2019, p. 293) reported that outsourcing represent an increasing trend among the businesses and can help a company to surpass its competitors.
Outsourcing can be a profitable option for Hyatt due to the fluctuant character of hotel occupancy (Guerra-Báez, R. et al., 2017). The venue receives various numbers of guests, leading to peak times or relaxed periods, depending on hotel’s location and its popularity. Obviously, more people would be needed during busy programs as the rooms must be prepared for many customers. Thus, this flexibility allows Hyatt to save finances and invest more in other hotel operations.
Although Hyatt would be able to focus on internal business improvements, Callan et al., (2016, p.1052) agreed that housekeeping workers are part of frontline employees, even if their interactions with the guests is reduced. The housekeepers work contributes to the guests’ experience and perception of the hotel, so they own a huge influence for customers’ impressions and future choice decisions regarding the venue. Therefore, having limited knowledge and managerial control over the individuals sent to work at the hotel, there is an increased chance of risk for unexpected issues to arise. The problem-solving would take longer and the process may encounter complications.
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An organisation that chooses to insource the housekeeping staff has more managerial and operational control. Since Hyatt has consistent amount of personal data and other confidential information passing through the venues, insourced personnel are more accountable for maintaining and observing the associated responsibilities. Also, it would increase the power of decision for selecting the employees or terminating certain contracts. If Hyatt would opt for this strategy, it may result in an increased talent retention and service performance as the workers would be adapted to the brand’s culture and standards (Espino-Rodriguez, Lai and Baum, 2012). 
Therefore, an available quick problem-solving team can deal with complaints, unexpected issues and positively contribute to the guest’s experience (Cai and Chi, 2018). The cleaning chores can be satisfied at different timetables according to the client’s needs. Also, it may create a better communication channel that leads to more predictable work program and tasks. Thus, the workers enjoy a more balanced work-life programme which is an important factor in job satisfaction (Wood et al., 2020).
As the sector’s personnel need to be flexible by adjusting their cleaning methods and procedures, Hyatt can support their resilience through proper training sessions and rewards. Both intrinsic and extrinsic motivation should be approached as people are motivated in different ways (Rivaldo, 2021). Further, the insourced workers can have access to cross-training when the venue is quieter, so they can develop their skills and cover other colleagues when needed. Thus, productivity is ensured (the staff is less stressed and more focused) and waiting time for the customers is diminished. 
Insourced housekeeping can contribute to a more united team as people encounter each other on a regular basis. Teamwork has a significant role in service quality and efficiency, but also in creating a positive, inclusive and fulfilling work environment (Cañada, 2018). Hyatt must encourage cooperation, communication, equality, and fairness to promote their employees as being a group with the same purpose and not independent, self-focused individuals (Alcalde-González, Mozo and Bustos, 2021). The leadership staff has a powerful influence on it, so they should aim to empathise with their co-workers and play a moderating role, not show favouritism.
Insourcing housekeeping brings a wide range of benefits and opportunities that promote the brand of Hyatt and empower it with long term achievements. 
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The sector of housekeeping plays a fundamental role in Hyatt’s activity since it ensures a welcoming and safe environment for employees and guests. Their work is also essential for customer satisfaction and consequently, for financial income generating. Although outsourcing has been found as a popular option for increasing an organisation’s productivity, the paper has shown that insourcing may be the best option for Hyatt’s housekeeping. The financial advantages represent a notable purpose, but aspects such as confidentiality, managerial control, and brand value should not be neglected. On a long-term basis, insourcing can be proven as a good investment, especially for Hyatt’s rich in visitors venues.  
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