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[bookmark: _heading=h.gjdgxs]Introduction
Many businesses today use outsourcing as a way to cut expenses and concentrate on what they do best. The housekeeping departments of major hotels like Hilton and Best Western have found that outsourcing has some serious consequences. The goal of this paper is to provide a critical analysis of the case against outsourcing housekeeping at these hotels, with special attention paid to the potential damage that such a move could do to guests' experiences, employee morale, and the hotel's bottom line.


[bookmark: _heading=h.30j0zll]Comparison of insourced Housekeeping team Vs Outsourcing Housekeeping
Outsourcing cleaning in Hilton and Best Western hotels can cause serious issues, which is a solid case against it. An in-depth research reveals that it will hurt guest happiness, service quality, and personnel morale.
First, the hospitality industry relies on service quality, yet outsourcing housekeeping may lower it. The hotel's housekeeping staff knows its operations, protocols, and visitors' preferences. They understand the hotel's unique layout, the different room layouts, and the importance of detail better. However, outsourcing cleaning may reduce familiarity and customization (Turner, Miller and Gilbert, 2014). Temporary staff from external agencies may not be trained or conversant with the hotel's needs. This might cause service disparities and unsatisfied clients, which can damage the hotel's reputation. Ghorbanzade, Mehrani and Rahehagh (2019) found that hotels with in-house housekeeping personnel provided better service and guest satisfaction. This was true regardless of housekeeping service. This shows the importance of always having knowledgeable and experienced staff.
Second, outsourcing housekeeping may lower employee morale. Housekeepers are vital to the hotel's culture and identity. Because of this, they feel connected to their coworkers and the company. If these jobs are outsourced, workers may lose morale due to concerns about job security and future prospects. Outsourcing frequently means firing or relocating current employees and replacing them with lower-paid external labour. This may lead to the loss of experienced staff, institutional knowledge, and specialised skills, which are necessary for good service (Lee, 2017). The surviving workers may feel undervalued and insecure, which may impair their motivation and productivity. Kalleberg (2022) found that outsourcing may lower work satisfaction and increase employee turnover.
Outsourcing housekeeping also risks guest satisfaction and loyalty. Hotel guests value cleanliness, and the in-house housekeeping team can better meet their expectations. They understand the hotel's cleanliness requirements and can customise their services for customers. Outsourced staff may not be as accountable, devoted, or detail-oriented as in-house teams. Guest dissatisfaction and low ratings may result from hotel cleanliness and maintenance discrepancies. External workers with poor language and cultural skills may also struggle to communicate with international guests. Hospitality Consulting (2019) found that hotel cleanliness is the most critical element in guest satisfaction.


[bookmark: _heading=h.1fob9te]Abilities of those employed
To deciding whether to outsource or keep a crew on-site, Hilton and Best Western must consider the skills of their housekeeping staff. 
Familiarity with the Hotel: The hotel's housekeepers know the layout, facilities, and processes. Housekeeping is in the hotel. They know the hotel's room arrangements, safety rules, and guest preferences via training (Dean, 2017). They're hotel-trained. However, outsourced personnel may not be as familiar with the hotel's requirements if they work in other places. They may have less exposure to those requirements.
Adaptability and Flexibility: In-house staff are familiar with the hotel's operational dynamics and can quickly respond to changing conditions or guest needs. They can handle many situations because to their knowledge of the hotel's rules and procedures. This lets them offer great service. Outsourced workers may take longer to learn the hotel's operations and be less flexible than in-house workers.
Cultural and Language Proficiency:  It's typical to consider a hotel's diverse clientele when hiring front desk staff. Hilton and Best Western hotels notably. They may speak a language or comprehend the host's culture, which improves their ability to communicate (Granovetter, 2016). When serving guests from other countries or catering to their specific interests, this can be quite useful. New hires may lack cultural awareness or language skills, which could cause communication problems.
Commitment and Loyalty:  Staff members have a financial interest in the hotel's success. They work hard to make the hotel prosperous. They encourage loyalty, dedication, and pride in their work, which might motivate them to give high-quality service. Due to their third-party employment, outsourced staff may feel less connected to the hotel. They may not care as much about their work (Granovetter, 2016).
Despite outsourced specialists' unique talents and competences, in-house cleaning personnel have many benefits. Familiarity with the hotel, brand standards, adaptability, cultural and language proficiency, and commitment all improve service quality, which increases guest satisfaction and operational efficiency.
[bookmark: _heading=h.3znysh7]Cost implications
	Cost Components
	In-house Housekeeping ($)
	Outsourced Housekeeping ($)

	Salaries and Benefits
	High
	Medium to Low

	Training and Development
	$20,000 per year
	$5,000 per year

	Uniforms and Supplies
	$15,000 per year
	$5,000 per year

	Equipment and Maintenance
	$25,000 per year
	$10,000 per year

	Management and Overhead
	$30,000 per year
	$15,000 per year

	Insurance and Liability
	$10,000 per year
	$5,000 per year

	Staffing Flexibility
	Limited
	High



Explanation of Cost Implications:
Salaries and Benefits: In-house housekeepers earn higher salaries and benefits (Leung et al., 2016). In-house compensation and perks may cost $100,000 annually. Reevaluated laborers might have lesser compensation and advantages, costing about $60,000 each year.
Training and Development: In-house servants should go through yearly preparation and advancement, which can cost up to $20,000. Outsourced housekeeping companies train their staff, saving the hotel $5,000 per year.
Uniforms and Supplies: Due to uniforms, cleaning supplies, and amenities, in-house housekeeping will cost around $15,000. Outsourced housekeeping services usually provide these things, saving hotels $5,000 per year.
Equipment and Maintenance: Hotels with housekeeping staffs must buy cleaning equipment and maintain it, costing them $25,000 a year. Outsourced housekeeping services, which supply and maintain hotel equipment, lower equipment costs to $10,000 per year.
Management and Overhead: An in-house cleaning service requires a committed staff of managerial and administrative resources, costing the organisation roughly $30,000. Outsourcing reduces the hotel's overhead by $15,000 per year.
Insurance and Liability: Hotels with housekeeping staffs must acquire liability insurance (Leung et al., 2016). This requirement costs about $10,000 annually. A hotel can outsource its housekeeping operation and some of its insurance costs. The hotel's financial exposure will decrease by $5,000 yearly.
Staffing Flexibility: In-house housekeeping teams cannot adjust staffing to changing demand. Maintaining a complete in-house team during low occupancy might cause underutilization and higher labour costs (Kleijnen et al., 2014). However, outsourcing housekeeping allows the agency to adjust staff according to hotel needs, lowering costs.
Though in-sourcing costs are high, it bears several benefits for any company. 










[bookmark: _heading=h.2et92p0]Results
	Survey Question
	In-house Housekeeping
	Outsourced Housekeeping

	Overall satisfaction with housekeeping service
	4/5
	3/5

	Cleanliness of the rooms
	5/5
	4/5

	Responsiveness to guest requests
	4/5
	3/5

	Timeliness in cleaning rooms
	3/5
	4/5

	Accuracy in fulfilling guest requests
	4/5
	3/5

	Staff friendliness and professionalism
	5/5
	4/5

	Employee job satisfaction and morale
	4/5
	3/5

	Cost-effectiveness
	3/5
	4/5



A five-person poll found that in-house and outsourced housekeeping services differ in several fundamental ways. Participants preferred in-house housekeeping to outsourced housekeeping. In-house housekeeping scored 4 stars, while outside housekeeping received 3 stars. The in-house housekeeping service received five-star evaluations for room cleanliness, employee friendliness and professionalism, work satisfaction and morale, and overall satisfaction. Outsourced housekeeping performed effectively in several areas. The attentiveness to guest requests and room cleanliness scored an average 4 out of 5 stars. Outsourcing was rated 4 out of 5 for cost-effectiveness, compared to 3 for an in-house cleaning crew (Tarrant, 2018). This shows that participants thought outsourcing was cheaper than in-house housekeeping. These findings are based on a small sample size and may not reflect guest attitudes or Hilton and Best Western dynamics. More extensive study and surveys are needed to better understand the competition between in-house and outsourced housekeeping at these hotels.



[bookmark: _heading=h.tyjcwt]Sustainability
To succeed, the hospitality business must solve sustainability concerns. Wasted food, water, and energy are urgent issues. Preventative steps are necessary to ensure environmental responsibility and long-term sustainability due to these problems. The hotel and tourism industry's capacity to forecast demand, resource constancy, and finance management's ability to look forward all help it overcome these obstacles. Let's discuss these details:
Food waste: In 2020, WRAP reported that the UK hospitality and food service sector, including hotels, generated 1.1 million metric tonnes of waste food. Waste costs the industry £2.5 billion and harms the environment (WRAP, 2020). Waste caused both losses. By reducing food waste, hotels may increase their sustainability. Portion management, menu planning, and staff training are examples.
Water usage: Hotels utilise a lot of commercial water, according to OVO Energy (2022). Hotel guests drink 100–200 litres of water every day. Leaking faucets and outdated fixtures waste water (OVO energy, 2022). Hotels may conserve water by drastically reducing their water use. Low-flow showerheads, toilets, and other water-saving systems can achieve this.
Conserving energy: Heating, cooling, and lighting are major energy users in hotels, according to the 2022 OVO Energy Survey. Hotels are notoriously energy-hungry. Hotels consume about 15% more energy per square metre than comparable commercial buildings. This energy usage emits greenhouse gases, which harm the environment. Hotels may drastically reduce energy use and carbon dioxide emissions by installing energy-saving technology. This category includes LED lights, smart thermostats, and occupancy sensors.
Predictability of Hotel and Tourism Needs: Seasonality, location, and global events can affect hotel and tourism demand prediction. Some tourist locations have constant demand year-round, while others have occasional but sustained demand. Hotels must analyse client demand and accurately project demand to improve resource efficiency and reduce waste (Johns and Gyimóthy, 2017). Researching client preferences, analysing historical data, and forecasting analytics can help hotels understand and satisfy guest expectations.
Stability of Resources Needed: Conditions can change hotel resources including water, energy, and raw materials. Climate change, resource availability, and market dynamics are examples. Hotels must plan for resource shortages and price changes. Preparation is required (Donaldson and Banatvala, 2021). Sustainable practises like renewable energy and water-saving technologies can promote resource stability and reduce dependence on limited or variable resources. Reducing a business's environmental effect yields several benefits (Opoku and Ahmed, 2014).
Forward Thinking of Financial Managers: Financial managers are crucial to hospitality sustainability. Their forward-thinking strategy can help decide the hotel's budget and operations' environmental responsibility. Financial managers must prioritise sustainability investments, undertake cost-benefit evaluations of green initiatives, and consider the long-term financial and environmental impacts of their actions. Hotels can link financial success to environmental responsibility by incorporating sustainability goals into their financial decisions (Kleindorfer, Singhal and Wassenhove, 2018).






[bookmark: _heading=h.3dy6vkm]Consistency
The hotel above relies on consistency to provide great guest experiences and maintain a positive brand reputation. Consistency can be applied to several hotel elements, as seen below:
Service Quality: The hotel must always give high-quality service to meet and surpass client expectations. The hotel can set service standards and train workers to provide high-quality service throughout the establishment, including the front desk, housekeeping, and dining areas (Luo et al., 2015). This consistency ensures that consumers always receive high-quality service, regardless of the contact or staff person.
Brand Standards: The hotel mentioned above must maintain brand standards to strengthen its brand identification and stand out in a very competitive industry. The hotel must ensure that its aesthetics, communication style, and guest experience are consistent across all touchpoints. The hotel's brand standards responsibility covers this. Consistency builds a brand that people can trust, ensuring the same quality and service every time they visit (Hardy, Schmitt and Simonson, 2016).
Employee Training and Development: The hotel should invest in comprehensive training programmes that cover all aspects of good customer service, such as the ability to speak clearly, creatively solve problems, and pay attention to details. The hotel's ongoing training and development activities ensure that every employee has the skills and knowledge to provide great service.
Operational Efficiency: Operational processes and procedures must be consistent for the hotel to attain operational efficiency. To assure quality in cleaning, maintenance, and food and beverage services, the hotel may establish and apply standard operating procedures (Trivedi, 2021). The hotel can give a consistent experience to visitors by streamlining its procedures and reducing errors. This improves guest pleasure.
In order to meet visitor expectations, build a strong brand, and provide great service, a hotel must be consistent. Customers' expectations must be exceeded to achieve these aims. The hotel differentiates itself and builds guest loyalty by prioritising consistency in service, brand standards, customer experiences, employee training, and operational efficiency.










[bookmark: _heading=h.1t3h5sf]Guest Experience
	Guest
	Hotel
	Nights
	Room Type
	Cleanliness (Rating 1-5)
	Housekeeping Experience

	1
	Hilton
	3
	Deluxe Room
	4
	Yes, they did a great job in maintaining cleanliness and tidiness throughout my stay.

	2
	Best Western
	2
	Standard Room
	3
	The room was generally clean, but there were a few areas that could have been improved. The housekeeping staff responded promptly to my requests for additional toiletries.

	3
	Hilton
	1
	Executive Suite
	5
	Absolutely! The room was immaculate and well-maintained throughout my stay. The housekeeping staff was friendly and efficient.

	4
	Best Western
	4
	Superior Room
	4
	Overall, the room was clean and tidy. However, there were a few instances where the housekeeping staff forgot to replenish the toiletries. It was promptly addressed when I informed the front desk.

	5
	Hilton
	7
	Junior Suite
	5
	Yes, the housekeeping staff did an excellent job of maintaining cleanliness and tidiness throughout my extended stay. They were attentive to details and ensured that my room was always in top condition.



Several visitor comments suggest that Hilton and Best Western's housekeeping departments have met customers' needs. Table data suggests this. Most customers were pleased with their rooms' cleanliness, however a few noted a few little places that needed cleaning. Throughout their vacations, guests appreciated the cleaning crew's efforts to keep the accommodations clean. Prompt response and attention to detail were also noted as benefits of the housekeeping service. On average, Hilton and Best Western customers rated their in-house housekeeping services as outstanding. These travellers stayed at both hotels (Oh, Fiore and Jeoung, 2019).



[bookmark: _heading=h.4d34og8]Conclusion
The challenges of outsourcing Hilton and Best Western's cleaning operations outweigh the potential financial gains. To sustain client satisfaction, employee morale, and service quality in the hospitality sector, one must prioritise all three. Contracting out housekeeping can hurt customer service, personnel morale, and customer loyalty. Hilton and Best Western hotels have had to invest more in their in-house cleaning personnel to keep up with their competitors. Expanding the number of roles, improving learning opportunities, and encouraging career advancement can achieve this.
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