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Executive Summary
The housekeeping department of Intercontinental Hotel Group prepares and cleans the guestrooms properly as attractive as the day of starting the business operation. Arguments in favour of outsourcing of housekeeping services are reduction of hard cost, better quality, more focus on core business, share risk, competitive advantages, improved data security, and better communication etc. 
Besides these, outsourcing the housekeeping facilities enables higher levels of contractual experiences and flexibility in labour hiring.
 Arguments for developing a housekeeping team instead of outsourcing the housekeeping services are reduced control, communication issue, lots of customers, and quality etc. Besides, if housekeeping is outsourced by IHG, it has to bear some hidden costs like lawyer fees, spend time and effort to get appropriate agency, face redundancy problems with organisational employees etc. 
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Introduction
Housekeeping is the process of cleaning, organising and maintaining guest rooms and all the premises of the hotels. Housekeepers are responsible to ensure pleasant and attractive surroundings within the hotel. By applying a cleaning standard, they create a better, tidiness, cleanliness, and safer guest environment. 
This part of the report provides arguments in favour and against of the housekeeping department the hotel. Then, a comparison will be made between insourced and outsourced housekeeping. 
The tasks will be completed in perspective to Intercontinental Hotel Group. It is one of leading hotel chain in hotel and hospitality industry which generated £4.6 billion total profit in 2020. 
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Concept of housekeeping 
Housekeeping is the provision of ensuring a clean, safe, comfortable, and appealing environment. The attraction and beauty of the hotel premises mostly depends on the proper management of housekeeping. 
The housekeeping department of Intercontinental Hotel Group prepares and cleans the guestrooms properly as attractive similar to the day of starting the business operation. In this hotel, housekeeping department has the maximum number of employees considering other departments (Robinson, 2020). 
The management set a code of conduct for ensuring better housekeeping and the front desk of this department gets room status regularly. This department also has strong connection with other departments also as the housekeepers regularly identify different maintenance issues.    
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Arguments for and against housekeeping department to be outsourced.
 Housekeeping is one of the core departments for the hotel management business. Some hotel businesses have own housekeeping department where some businesses outsource housekeeping facilities from other agencies. 
Both the issues have some advantages and disadvantages. Most of the large hotel chains have individual housekeeping department which is generated by themselves. Small or start-up hotel businesses outsource housekeeping services as they don’t have developed housekeeping department (Barbara et al, 2017).
 Intercontinental Hotel Group is a large hotel chain operating from 2003. At the beginning of 2023, it has more than 325,000 employees and most of them working in housekeeping department. In this part of the report, key arguments will be provided for and against of housekeeping department to be outsourced in perspective to Intercontinental Hotel Group. 
Arguments for housekeeping department to be outsourced.
There are lots of advantages for housekeeping department to be outsourced. Especially for the start-up hotel business and small hotel firm, it is costly to manage a team who provides housekeeping services.
 The following arguments can be seen in favour of outsourcing of housekeeping services.   
Reduction of hard cost: The requirement of housekeeping services can be up and down based on bookings rates. For example, if the booking rates is 70 percent, then the firm can save 30 percent cost (Sobaih, 2015). 
On the contrary, Intercontinental Hotel Group has to bear the whole costs of housekeeping department irrespective of the booking rate. 

Better quality: The outsource service providers are qualified in this field as their core business is providing this service to different hotel and hospitality chains on a contractual basis. They have world class and well-trained employees in this area (Wood, 2017).
 So, IHG may miss this quality services if they don’t outsourced housekeeping from the agencies.  

Technology: Technology is an integral part of hotel management in case of check-in, keyless entry, promoting website etc. Outsource housekeeping service providers also provides technological facilities to their clients. 
They can provide comparatively as lower cost as they implement those facilities for large number of clients (Mratinković Aleksandar, 2019). 
So, IHG also can capture these facilities through outsource housekeeping. 

More focus on core business: When housekeeping service is outsourced, the firm need not to be worried about this service as the employees of contracted agencies will handle this department. 
So, the firm can focus more on other services like creating better engagement with the customers (MS and Bandyopadhyay, 2018).
 the management of IHG can consider this issue even for it niche market segment where standard housekeeping service is not possible by itself. 
 
Sharing risk: For start-up and small hotel and hospitability organisations, it is tough to manage sufficient employees for housekeeping with full employment. In this case, they fall in risk to bear those employee’s salaries in proper time and manner.
 As a large hotel business chain, IHG can handle this issue easily without outsourcing housekeeping.

Competitive advantages: Outsourcing of housekeeping can save time and effort of the firm. Besides, the reduction of operating and training costs related to housekeeping can give a firm competitive advantage to the market to provide services comparatively lower costs (Henkin, 2016). 
The management of IHG can consider this issue through analysis between for and against of outsourcing of housekeeping. 
 
Improved data security: A business firm has to ensure proper data security of the employees. This is very crucial and sensitive for the firm. 
Housekeeping service providing agencies are expert in this field and they ensure updated technology to keep secure the data of the guests. 
Through the code of conduct, the housekeeping management of IHG protect the guest’s data. 
 
Better communication: The hotel management has to communicate with only one party in case of outsourced housekeeping. The management need not to communicate with every layer of overall housekeeping department through proper instructions, training, and supports with new policies and strategies (Iannuzzi and Sacchetto, 2022).
 These facilities can be lost by the management of IHG if it doesn’t outsource housekeeping. 
Besides these, outsourcing the housekeeping facilities enables higher levels of contractual experiences and flexibility in labour hiring. 
It is one of the best tools during the pandemic like covid-19 and economic crisis, as the hotel management can spend lower due to lower bookings in off-seasons (Yasa, 2019). By outsourcing, the management of IHG can ensure these facilities. During the pandemic, it has to bear huge amount of costs for bearing employment of large number of employees. 

Arguments against housekeeping department to be outsourced.
Most of the large hotel chains throughout the world don’t support outsourcing the housekeeping services. Rather they develop a housekeeping service providing team gradually.
 As a large hotel chain, intercontinental Hotel Group also develops a team having different layers of housekeeping team. In spite of being costly, it can manage the team and leads their activities towards the organisational goal (Sinha and Chopra, 2019). 
Here are the arguments for developing a housekeeping team instead of outsourcing the housekeeping services.
  
Reduced control: It is tough for a business firm to keep control on the activities of the third party. A hotel business invests a lot to hire the housekeepers and can’t control their activities which is odd to hear.
 There is huge chance of losing sensitive information about the guests which loses the reputation of the hotel (Pfleger and Steinmetz, 2021).
 To handle this issue, the housekeeping department of IHG makes a team who ensures an attractive environment for the hotel business and also ensures proper protection the company’s confidential information. 

Communication issue: It is tough to ensure proper communication with the employees of third party. In this case, the hiring hotel has to communicate with the representative of the agency about the services of the employed housekeepers. The hotel can’t directly instruct the employees (Rojek, 2017). 
The firm may face miscommunication, misunderstanding, delayed in services etc. Due to these issues, IHG doesn’t prefer housekeeping to be outsourced. 

Lots of customers: The agency who provides housekeeping services has lots of customers. So, a hotel may not be the first priority in getting services from the agency. 
Again, the policies of that agency may not support the business standard of IHG. The agency provides contractual services (Escortell et al, 2020).
 So, the management of IHG can’t expect flexible services if required.
  
Quality: The housekeeping service providing agencies provides contractual services to the hotel. One of the core succussing factors of IHG is going extra mile for creating better customer engagement (Watson and Wright, 2018). 
But, from contractual housekeeping, it is not possible. Besides, the agency may not provide quality services that is expected by the hotel management.
[bookmark: _Toc128581788]Besides, if housekeeping is outsourced by IHG, it has to bear some hidden costs like lawyer fees, spend time and effort to get appropriate agency, face redundancy problems with organisational employees etc. 
Comparison of insourced housekeeping team and outsourcing housekeeping team 
Based on the circumstances, a firm can go for insourced housekeeping or outsourced housekeeping. Normally, the large hotel chain like IHG prefers insourced housekeeping and small or start-up prefers outsourced housekeeping. Here is the comparison between insourced and outsourcing housekeeping.    
	Particulars
	Insourced Housekeeping
	Outsourcing Housekeeping

	Concept
	In case of insourced housekeeping, the housekeeping department and its employees are the staff of the IHG. In this case, the management handles the tasks of this department by the help of this department head. They make a code of conduct to keep the whole premises including the guest rooms, showers, changing rooms, restaurant, spa, swimming pools, hallways and foyers, parking etc (Sadhale, 2021). The management of IHG can get services as per their expectation and can change the policies or strategies at any time as per requirements. The management thinks that they can ensure better and quality services for the guests compared to outsourced company. 
	Outsourcing housekeeping is the process of hiring employees from the outside companies on a contract basis. In this case, the agency transfers its assets and staffs to the hotel for providing housekeeping services for a particular period as per contract (Trethewey and Capp, 2020). This is even applicable for large hotel chain like IHG in case of higher fluctuation in hotel and hospitality industry, economic crisis or big event like war in Russia and Ukraine. In this case, there is little room for flexibility and the hotel can’t easily switch to their expected services. Both the parties make an agreement about the rendered services on a particular day. 

	






Effect

	For IHG, insourced housekeeping is the best way of providing housekeeping services. The employees of IHG feel proud as being part of the team and has enough opportunities to boost their career. They are motivated by the management on a regular basis and rewarded after a successful event like product launching programme or any other event (Pesonen, 2019). As working in the hotel for a long time, the whole team becomes a family and become expertise in particular area which helps them to solve guest’s problems more precisely.  
	There is lots of arguments that the quality of outsourcing housekeeping doesn’t as good as insourced housekeeping. The management can’t implement their ideas in the field of housekeeping easily. Only the proper monitoring can ensure quality services from the outsourcing housekeeping (Jaykumar, 2020). Besides, the outside housekeepers need some time to adapt with the new environment. But for the start and small business, through outsourcing housekeeping, the firm can capture experiences and skills which can be utilised for further improvement within the firm.  

	Cost 
	The cost of insourced housekeeping is more or less same throughout the time. In IHG, the employees of housekeeping are appointed through a recruitment. The housekeeping department of IHG has different segments and the employees of every segment fall in particular salary brackets along with different reward facilities. So, the cost of insourced housekeeping can be predicted (Bhatnagar and Dheeraj, 2019). The management can manage this cost if there is stable business environment and the revenue is generated as expected.   
	The cost of outsourcing housekeeping varies based on hiring employees. In this case, the cost may be lower than the cost of insourced housekeeping. For example, in off-season, the hotel’s booking rate is lower and number of housekeeping employee’s requirement is also lower (Ginthotavidana, 2022). So, the hotel can hire some employees from the agency instead of permanent requirement. But overall quality is comparatively lower because of not working for a long period within an organisation. 


Table 1: Comparison of insourced housekeeping and outsourcing housekeeping; Source: (Self)
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Conclusion 
Housekeeping is an important tool for hotel and hospitality business as customer’s satisfaction mostly depends on the quality services of this department.
 The guests are charmed by the decoration of the premises which is done by the housekeeping department of a hotel and hospitality organisation. 
An organisation, especially the start-up or small business organisation prefers outsourced housekeeping because of higher management cost and the risk of experiences in this field. On the contrary, the large hotel chain develops a housekeeping team gradually who can provide customer’s friendly housekeeping services to the management with lots of modifications. 


[bookmark: _Toc128581790]
References 
Barbara, C., Cortis, D., Perotti, R., Sammut, C. and Vella, A., (2017) in Housekeeping in home and Hotels. 9th edn. New Delhi, India: Random Publications, pp. 39–48.
Bhatnagar, E. and Dheeraj, N., (2019). Impact of housekeeping services and practices on customer satisfaction and repeat business. Prabandhan: Indian Journal of Management, 12(8), pp.46-57.
Escortell, R., Baquero, A. and Delgado, B., (2020). The impact of transformational leadership on the job satisfaction of internal employees and outsourced workers. Cogent Business & Management, 7(1), p.1837460. 
Ginthotavidana, S.S.C. (2022). A performance measurement model for the housekeeping services in healthcare facilities. Facilities, 40(1/2), pp.56-75.
Henkin, S. (2016) in Opportunities in hotel and Motel Careers. 13th edn. New York: McGraw-Hill, pp. 174–187. 
Iannuzzi, F.E. and Sacchetto, D., (2022). Outsourcing and workers’ resistance practices in UK’s hotel industry: The role of migrants employed by cooperatives. Economic and Industrial Democracy, 43(2), pp.877-897.
    Jaykumar, P., (2020). THE TRIUMPHS & CHALLENGES IN THE PATH OF          GREEN HOTEL HOUSEKEEPING. Journal of Services Research, 20(1).
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