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An Argument Against Outsourcing the Housekeeping Department in Intercontinental Hotels Group (IHG)
Introduction
Outsourcing the Housekeeping department within Intercontinental Hotels Group (IHG) has sparked extensive discussion and assessment. As the hotel industry develops, IHG and other chains must determine whether to outsource or maintain an in-house Housekeeping team. This presentation outlines why outsourcing the Housekeeping department in IHG may not be advantageous. The exploration will encompass various factors that should be considered when deciding. To make an informed choice about your housekeeping team, looking at multiple factors, including in-house versus outsourced options, is vital. Additionally, you should consider staff competencies, cost implications, outcomes attained, and sustainability measures taken for maintaining consistency and providing excellent guest experiences. Opposing outsourcing the Housekeeping department within IHG is based on the idea that keeping an in-house team offers unique advantages. It can be shown by analyzing the critical factors outlined that keeping the Housekeeping department as an integral part of its operations is in IHG's best interest. IHG's long-term prosperity relies on preserving its Housekeeping department.
Comparing the benefits of having an insourced housekeeping team versus outsourcing. Outsourcing Housekeeping
IHG can maintain direct control and supervision over its employees by keeping the Housekeeping department in-house. The company can create and implement precise criteria, protocols, and anticipations using this method. Administrators can furnish instant responses, attend to concerns promptly and sustain a high-quality control standard. Choosing and training an in-house Housekeeping team can ensure a better alignment with IHG's values and culture. The workforce is integrated into the organizational ethos and fully understands its mission statement and principles for delivering superior customer service (Adhikari et al., 2019). This configuration nurtures a perception of dignity, steadfastness, and responsibility toward maintaining IHG's renown. Better communication and coordination throughout the organization: Employing an internal cleaning crew enables efficient communication and coordination across different departments (Godino & Molina Romo, 2019). Smooth operations are ensured by the close collaboration between housekeepers and other hotel staff, like those at the front desk and in maintenance teams. Guest requests can be swiftly addressed, issues resolved efficiently, and interdepartmental collaboration maintained by in-house teams.
By outsourcing the Housekeeping department, direct control and supervision over the workforce is lost. IHG may need help to ensure that contracted workers comply with their standards, protocols, and customer service expectations (Pesonen, 2015). Poor control can cause variations in service quality that can harm guest satisfaction and IHG's standing. Consistently upholding quality standards across multiple properties proves challenging when outsourcing Housekeeping. Several outsourcing enterprises may demonstrate differing levels of education, proficiency, and allegiance to perfection. Inconsistencies in cleanliness, attention to detail, and overall service delivery resulting from this lack of uniformity can compromise guest satisfaction (Paulino, 2023). Training and development are essential for keeping the Housekeeping team skilled, but ensuring its effectiveness can be tough (Tyagi & Zagade, 2015). Nevertheless, outsourcing Housekeeping may present difficulties in offering uniform and efficient training programs. IHG cannot fully determine the outsourcing company's training practices and available resources. Consequently, workers might need more instruction or chances for professional growth, resulting in demotivation and decreased workplace contentment.
Abilities of those employed
Capacity to conform to the precise necessities of the hotel. The hotel's in-house Housekeeping team proficiently comprehends their workplace's distinctive needs and requests. Familiarity with the property's layout, room setups, and cleaning processes is something they possess. Thus, they can proficiently navigate the hotel and deliver tailored services that cater to its precise requirements. Knowing the hotel layout and customer preferences is essential: In-house Housekeeping staff gains knowledge of the hotel's design, which includes guest chambers, common areas, and support sites (Gupta, 2020). This assists them in delivering efficient and effective cleaning services. They adjust to guest preferences, like particular cleaning requests or amenities choices. Their possession of this knowledge enables them to offer personalized and attentive service that enhances the overall guest experience. Establishing strong working relationships with other departments helps in-house housekeeping employees promote efficiency within the hotel environment (Du Toit & Heinecken, 2021). They cooperate closely with front desk staff, maintenance teams, and other operational departments. Interdepartmental coordination enables effective communication, problem-solving, and seamless task execution.
Outsourcing employees might result in a lack of understanding regarding hotel operations. Outsourcing Housekeeping could lead to limited knowledge and experience of the contracted employees in hotel operations. They could be unfamiliar with the requirements and details of the IHG properties they serve. Knowledge is needed to ensure adequate service and hindrances in fulfilling the hotel's demands. Tailoring services according to individual guest preferences has limitations (Cunha & Miguel, 2019). In-house employees are better suited to providing personalized and customized services when compared to outsourced Housekeeping staff. Meeting guests' personal preferences and special requests become more complicated when IHG does not directly hire the staff. A less tailored and individualized guest experience may be the outcome. Outsourcing Housekeeping can result in a decline in loyalty to the hotel brand due to high employee turnover rates of the external service providers (Baquero, 2022). Such an outcome can cause reduced loyalty to the hotel brand. Due to this high employee turnover, service quality's continuity and consistency might need to improve (Du Toit, 2022). Also worth noting is that outsourced personnel may feel less loyal or committed towards their work assignments or brands they represent compared to internal workers leading to potential damage to guest satisfaction levels and the overall reputation of IHG.
Cost implications
IHG can negotiate competitive wages and benefits by directly hiring Housekeeping staff, potentially lowering labor costs. A direct employment model is often cheaper than outsourcing for labor costs. Third-party contractors' pricing could include management fees or a profit margin. Efficient budgeting and resource allocation is possible for IHG with its in-house Housekeeping team. The corporation can strategically regulate staffing levels, cleaning materials, and equipment buying. This optimization considers each property's unique requirements and occupancy levels. External service providers come at a cost when outsourcing housekeeping services, as reflected in the outsourcing contracts (Tiwari et al., 2022). These contracts frequently include management fees, service charges, and potential penalties for early termination or modifications. The sum of these costs may affect IHG properties' overall budget. While outsourcing Housekeeping might look budget-friendly initially, extra expenses could be incurred from the requirement of increased quality control and performance monitoring. IHG could consider investing in supplementary systems, personnel, or audits to ensure that outsourced services fulfill the desired criteria. Over time, the cost of outsourcing may become more apparent as additional expenses accumulate.
Results
Better coordination and faster responses are possible with an internal housekeeping department. IHG's in-house Housekeeping team promotes flawless coordination between the department and other operational teams. Efficient collaboration leads to faster response times for guest requests, prompt issue resolution, and improved overall operational efficiency (Bhatnagar & Dheeraj, 2019). Having workers within the hotel grants them extensive insight into its configuration, methods, and distinctive requirements, empowering them to navigate it easily. Reduced operational flexibility and slower issue resolution are potential outcomes of outsourcing: Getting external Housekeeping support can bring challenges in maintaining operational flexibility. Adjusting staffing levels based on fluctuating occupancy may require external contractors with limited availability or need advanced notice (Legrand et al., 2023). Reduced flexibility can cause delays in addressing guest requests and resolving issues immediately. Dependence on third-party providers can hinder the hotel's ability to respond to unexpected incidents, possibly affecting guest contentment swiftly.
IHG can offer personalized and consistent services with an in-house housekeeping team while maintaining better control over service quality. Guests' preferences and specific requirements can be accommodated by in-house employees who tailor their services accordingly. This customization strategy boosts guest contentment, nurtures allegiance, and leads to favorable recommendations by word-of-mouth, ultimately building a stronger brand image for IHG. Challenges with maintaining consistent service standards when outsourcing Housekeeping could lead to inconsistencies and, ultimately, lower levels of guest satisfaction (Twumasi, 2019). The training techniques and level of service quality can differ among various outsourcing firms. Lack of consistency can result in variations in cleanliness standards, attention to detail, and overall service quality, which may negatively impact guest satisfaction. IHG's profits can be at risk if guests are unsatisfied and decide not to revisit or refer others.
Sustainability
Direct control over sustainable practices is achieved by maintaining an in-house Housekeeping team at IHG. Training in-house employees on environmentally friendly cleaning procedures, eco-friendly product usage, and waste reduction promotion is possible. These endeavors can support the hotel's aim to reduce its environmental impact. Generate steady work prospects for individuals residing in surrounding areas. A committed internal Housekeeping department enables IHG to generate stable work positions for individuals living within neighboring communities (Thao, 2020). Committing to local employment and promoting job security, career growth, and community engagement supports the economy while fostering social sustainability. Housekeeping outsourcing might result in less influence over the environmental practices of external contractors. IHG needs more power in determining the contractors' choice of cleaning products, waste management strategies, or energy-saving initiatives. IHG may need help enforcing its sustainability objectives and reducing its environmental impact due to the lack of control. Communities and local employment may suffer from negative implications when housekeeping is outsourced. The displacement of local workers from Housekeeping roles could result from outsourcing. The outcome may be a loss of income and potential socio-economic hurdles faced by individuals residing within the community. Furthermore, if outsourced, the hotel's engagement with the local society may decrease, negatively affecting their endeavors towards promoting social sustainability and participating in communal projects.
Consistency
Guests are more satisfied and loyal when they receive consistent Housekeeping services. A positive impression is created, and their overall stay is enhanced when guests receive constant high-quality cleaning and maintenance of their rooms and public areas. A certain level of cleanliness and comfort throughout their stay builds trust and loyalty with guests, which is why consistency is crucial. Irrespective of the particular asset under the Intercontinental Hotels Group (IHG) umbrella. Brand standards and reputation maintenance require ensuring consistency in housekeeping services (Weil, 2019). Guest experience, hygiene, and cleanliness have specific guidelines established by IHG across all of its properties (Neog., 2021). Delivering these standards consistently strengthens the brand's image and reputation for excellence. Visitors with pleasant experiences at any IHG facility will expect more when visiting another property within the brand. Meeting expectations consistently requires consistency in approach. The risk of variability in service quality and adherence to brand standards increases when outsourcing housekeeping. Outsourcing firms or contractors may have distinct approaches, service standards, and training programs. Due to this, cleanliness, attention to detail, and overall service quality may need to be more consistent. IHG's brand reputation could improve if guest confidence and loyalty are maintained by consistent service. Maintaining consistent training and performance standards across various properties can be difficult when outsourcing (Elkomy et al., 2019). There is a possibility that IHG has limited influence on external contractors' training programs and procedures. The need for more regulation might lead to discrepancies in the aptitude, familiarity, and effectiveness of Housekeeping employees throughout multiple sites. When there is inconsistency in training or performance, it can harm guests' experiences while compromising the intended level of consistency in delivering services.
Guest experience
Guests' experiences are shaped by clean, comfortable, and well-maintained rooms that are ensured through housekeeping (Olso, 2021). Their accommodations require absolute cleanliness, including fresh linens, neat spaces, and meticulous attention to every aspect of the room. The comfort and value of a positive Housekeeping experience contribute to guest satisfaction during their stay. Their single-service interactions with housekeeping staff can greatly influence guests' perception of the hotel (Wu & Gao, 2019). A welcoming and positive atmosphere can be created by having Housekeeping staff who are friendly, attentive, and helpful in enhancing the guest experience. Housekeeping can improve guests' satisfaction and willingness to recommend the hotel by providing personalized interactions and assistance. Delegating housekeeping tasks may result in less oversight over service quality and attention to detail. IHG's service standards, guest preferences, and brand expectations may be less familiar to external contractors. Guests may only have an optimal experience when there is sufficient control over maintaining consistent cleanliness, thoroughness, and service quality (Ceylan & Tulbentci, 2020). Over time, the in-house Housekeeping staff often form personal connections with the hotel and its guests. They grow accustomed to guest preferences, special requests, and individual necessities. Their familiarity allows them to give customers a more personalized and tailored experience. Outsourced Housekeeping workers might miss out on this personal approach, leading to an uncustomized guest experience.
Conclusion
Several factors support the argument against outsourcing the Housekeeping department within Intercontinental Hotels Group (IHG) to conclude. Opting for an in-house Housekeeping team provides several advantages, such as maintaining direct control over employee conduct. It also leads to greater synergy between corporate philosophies/values and boosts interdepartmental cooperation/communication. Furthermore, this choice enables workers on-site to adjust efficiently based on specific hotel expectations. The sentence underscores the challenges of managing outsourced teams: communication barriers, limited control over employee selection/training, and potential conflicts regarding company values/culture. An in-house team offers cost advantages by reducing labor costs while providing superior expense management and resource allocation. The findings demonstrate that having an internal Housekeeping staff has a favorable influence on operational effectiveness, guest contentment, and loyalty by providing tailored services. Decreased flexibility and lower service quality are common outcomes of outsourcing. Sustainability-wise, creating an in-house team gives way to adopting eco-friendly measures and ensuring steady employment. Control can be limited, and the environment and local communities can suffer negative impacts from outsourcing. Having an in-house team helps maintain consistency, a key aspect of housekeeping, and ensures adherence to brand standards while promoting guest satisfaction and loyalty. In conclusion, the tailored care and awareness of guest preferences delivered by on-property Housekeeping workers boost the guests' enjoyment. Outsourcing may compromise this. In brief, maintaining an in-house Housekeeping department within IHG has multiple advantages over outsourcing. These include improved control, quality, and consistency. This will enhance guest approval, brand notoriety, and overall operational performance.
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