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Introduction

The Hilton Hotel is one of the international chains in London's Hotel & Hospitality industry; one of the most yearned for and regularly visited cities in Europe with a high tourist attraction density. The Hilton Hotel has utilised insourcing and outsourcing housekeepers for efficiency in operations (Elhoushy, Salem, & Agag, 2020). External employees have often been sought upon the guest's requests for specific services due to their experience and the quality attached to their services. Outsourced housekeepers are undeniably viable economically in service delivery and are one of the notable pillars of Hilton Hotels' performance over the decades as Singh (2019) outlines. However, many companies have questioned the sustainability and consistency of outsourcing service providers, some weighing it as an asset while others see it as a liability to their companies. Normative concerns on employees’ flexibility, guest satisfaction, revenue optimisation, resource mobilisation and operational cost keep widening the need to understand more about outsourcing and insourcing employees (Tiwari, Singh and Dahiya, 2023). External housekeepers have made hotels climb to higher heights of serving guests' satisfaction with little or no blemishes of complaints.
Additionally, outsourced housekeepers perform myriad functions such as organising, customer service, waste management and cleaning the physical environment for residential and commercial settings (d’Estmael et al., 2020). Moreover, versatility in immeasurable environmentally friendly techniques that foster hygiene practices has often called hotels to grab early streamlining of the significant management processes steered by outsourced housekeepers, taking advantage of the industry's rare opportunities. Although many scholars have criticised outsourcing as the fountain of hotels' downfall in London, they have set a high standard of quality service and growing customer service. This paper will discuss various aspects of outsourcing the housekeeping department within the Hilton Hotel.

Factors Contributing to Outsourcing Decisions

Outsourcing has rapidly grown in recent years among many hotels. Hilton Hotels often ought to make outsourcing decisions due to increased demand for volatile hotel services as a result of the low labour ratio in the organisation. Hiring all the employees at a permanent agreement might attract complexity in the department's management, making outsourcing employees more favourable according to BAQUERO (2022). Additionally, the need for specialised experts in various hotel activities has attracted the demand for outsourced labour since the insourced employees need more expertise in such services.
Cost saving is a prime reason why most organisations like Hilton Hotel foregoes insource employees and seek services from external providers. Investors with limited resources face hardships in finding and retaining experienced staff, thus settling on outsourcing as one of the easiest ways to grow their businesses. Outsourcing is more economically viable than insourcing, and investors enjoy a significant volume of discounts when outsourcing such employees. Insourcing requires intensive training and consecutive employee seminars, rendering the processes expensive. Therefore, outsourcing has been found to accessible hotels from lucrative expenditure as they offer low-budget services.
Additionally, BAQUERO (2022) further states that outsourcing is a talent pool that has been sharpened through comprehensive training and practices. Therefore, they ease efficiency in time-consuming jobs compared to fixed employees due to the experience and expertise of work. From many interactions with different organisations, external employees have gained quick-response management skills. Such skill has enabled them to render quick and readily essential services to the guests, especially those in dire need. Quality services to guests have substantially contributed to building an excellent organisational reputation, increasing the hotel's market value as a competitive advantage against competitors and creating a solid customer link.
Moreover, internal staff conflict is another factor contributing to decreased insourcing. Regular conflicts by the in-house employees, often driven by self-interest, affect the implementation of the critical projects of the organisation, depriving of productivity increase opportunities and the service credibility (Escortell, Baquero and Delgado, 2020). On the other hand, outsourcing never experiences any tussles as all employees focus on the organisation's core functions. Further, quality service control prompts outsourcing decisions. To win customers' trust, the organisation has to commit to customer satisfaction, which is a priority for outsourced employees.

Comparison of Outsourced Vs Insourced Housekeeping Team

Outsourcing the housekeeping department gives the organisation a competitive advantage over its competitors compared to insourcing housekeeping. Insource housekeeping requires intensive training upon recruitment, which is highly costly and takes time to adapt to the hotel system for streamlined services as Arasli, Alphun and Arici (2019) discuss. Outsourced housekeepers come already trained and experienced due to services they have delivered to many organisations they have worked for, rendering quality services on time. 
A vast pool of talents with specific specialisation in the industry at a reasonably low cost exists in outsourcing providers' butches. Insources are often skilled with partial skills of different functions, making them not experts in specific duties (Singh, 2019). Permanently hiring a specialised employee may break the organisation financially due to high costs. Therefore, short-term hiring of such experts from their outsource providers makes it cost-effective with a high-quality service guarantee. Additionally, Hilton Hotel gets operational flexibility from outsourcing compared to its insource team's slow response to sudden events. According to Elhoushy, Salem, & Agag (2020), high workload flexibility is often a shared experience from outsourcing, rendering service delivery more effective. 
Moreover, outsourcing improves communication of announcements and duties delegations as only the outsourcing provider is involved. According to Tiwari, Singh and Dahiya (2023), the outsource employees receive communication from their employer on the policies and regulations of the hotel. On the contrary, in every demarcation of responsibilities and establishment of all new guidelines, the organisation has to consult its insource human resource department for the reviewing and effective implementation. 
Organisational Cost, Notable Results and Risk Sharing

Cost saving is a notable impact that outsourcing brings to a hotel. Outsourcing is associated with significant financial benefits in my companies. Outsourcing attracts low budget by granting the administration control over finances, transforming the fixed costs into low operation costs variables. Additionally, the hotel may win cost negotiations with the service provider, spending less budget. D’Estmael et al. (2020), in their journal, The Journal of Research on Brussels, state that insourced employees are subject to many benefits, including allowances, commissions and protection covers, such as expensive healthcare that is not offered when the organisation outsources such employees. Therefore, the organisation saves costs when it outsources compared to having insourced. Additionally, the hotel does not need to design and construct any residential and office spaces for its staff or purchase office equipment. 
The Hilton Hotel gains tangible results when it contracts external service providers. Efficiency in operations ensures that customers receive quality services on time. Proficiency in skills improves customer satisfaction and streamlines customer service (Elhoushy, Salem, and Agag, 2020). Outsourced housekeepers relieve the insource employees from project multitasking stress and allow them to focus on resource mobilisation and other core functions of the hotel. High-quality services and good customer services reduce the need for the hotel to recruit more insource. 
Organisation incurs less expense in maintaining their equipment when it outsources employees. In the cases of equipment breakdown during the delivery of services by the external service providers, the organisation, through its policies, seeks to get equipment repair and maintenance costs from the outsource providers saving its expenditure (Tiwari, Singh and Dahiya, 2023). Such risk-sharing allows the resources allocated for equipment maintenance to be reallocated to more organisational projects growing their revenue pool. Risk sharing, although it might be manipulative to the outsource providers, ensures that the handling of the equipment by the employees is well-mannered. 


Guest Expectations and Satisfaction

Employees play a vital role in influencing guest satisfaction. Quality services such as quick cleaning and delivering timely requests have been the primary reasons why many hotels have returning guests and more referrals. Nyambura (2021) argues that hiring outsourced employees in Hilton Hotel mainstreams the processes and services to meet the guest's expectations. The external housekeepers are bundled with experience managing and running such services from many hotels they have worked with for years. Outsourcing not only paints a notable reputation to guests but also improves operations efficiency and ensures consistency in quality services. 
Additionally, skills gained from well-structured training and timely services help the organisation meet guests' expectations of a conducive and hygienic environment (Elhoushy, Salem, and Agag, 2020). The environmental ambience makes the guests feel comfortable during their stay. Housekeepers create an indelible mark of visual impression to the guest by ensuring a hotel's external standards of cleanliness are well maintained. Furthermore, a hotel may maintain an exceptional standard of comprehensive customer service and contentment for visitors by partnering with a one-service contractor for a fixed period. Satisfied guests often visit the hotel for the quality services that they receive. 
Consistency and Sustainability
Outsourcing housekeepers may influence both positive and negative effects on the consistency and sustainability of Hilton Hotel. According to Tiwari, Singh and Dahiya (2023), contracting out the housekeepers helps the hotel to stay under budget while gaining access to the knowledge and adaptability of other service providers. Outsourcing providers stand an excellent chance to offer knowledgeable workers who guarantee consistency of thorough cleanliness and other services throughout the hotel property because they have worked with various unique resorts.
On the contrary, outsourcing housekeeping might harm the resort's sustainability initiatives. For example, the housekeeping staff is occasionally unfamiliar with the resort's environmentally friendly initiatives; they may use expensive and unfriendly products and materials, such as unsafe chemicals that may affect the customers, wavering the hotel's sustainability in the long run. Additionally, not all outsourcing providers subject their employees to comprehensive training; therefore, when hired, they dismantle the consistency in the quality of the hotel.

Risks Associated with Outsourcing of Housekeepers

Many risks are associated with hiring external housekeepers, although they have been known for quality servicing. Lack of background knowledge, constant mistakes, and lack of familiarity with the organisation's working culture and operation system affect the efficiency of rendering operational services, thus deteriorating productivity (Olanrewaju et al., 2022). The quality of services rendered to guests may also be affected, and the guests may receive low standards compared to the rate they are fond of getting. The emergence of indecent conduct, such as rudeness and biased communication towards the guest, may not only paint a bad reputation for the Hilton Hotel but also scare away potential guests resulting in decreased revenue for the hotel. 
Additionally, according to Iannuzzi & Sacchetto (2022), frequent hiring of external service providers increases staff resistance. It kills their morale, casting doubt on their potential and significant value to the organisation. A persistent decrease in confidence creates a vacuum for a hostile environment that cultivates their urge to exit the organisation and seek an environment that does not discriminate against their potential. Therefore, The Hilton Hotel may lose its committed, experienced, and skilled employees to its competitors. 
Furthermore, maintaining long-term solid customer service when working with outsources takes time. Communication defaults are brought about by indirect communication with the employees, which is made through their managers rather than the hotel. Miscommunication or delayed communication paralyses many activities, rendering losses. Outsourced staff find it difficult to have personalised and well-developed communication with guests since they are under strict regulations leading to customer dissatisfaction (Olanrewaju et al., 2022). Also, little control over employees limits the organisation from establishing and implementing new policies and operations and controlling the quality of services. Pennington, Benstead & Meehan (2023) recall that the Hotel industry has faced many barriers regarding its due diligence in outsourcing housekeepers, as the information on the labour supply needs to be clarified in most hotels. Opaqueness in typology for the law and regulation compliance remains a significant test to many hotels hiring external labour. According to Zarour et al. (2019), the hotel should ensure the contracted companies strictly follow the codes of law and ethics, observe laws of fair wages and preserve environmental regulation. However, reading, understanding and complying with all these laws and regulations takes time, leading to delayed services. 

                                                 Conclusion

Outsourced housekeepers have both consistent benefits and degrading impacts on the organisation. Hiring external housekeepers for the Hilton Hotel in London may benefit the hotel in managing costs, efficiency in operations, quality and experienced customer services, consistency and sustainability if ideal contractual terms and processes are implemented. Tiwari, Singh and Dahiya (2023) state that contractors must comply with all laws and regulations to ensure quality and satisfying services. Compliance guarantees that the outsourced housekeepers are familiar with the property's standards and sustainability regulations. However, the hotel might suffer more in the hands of outsourced employees than from its employees, drawing them to financial breakdown, damaging its reputation and losing its market niche to the competitors. The detrimental effects have seen some hotels experience legal, operational, and quality issues that might be long-term. Hilton, therefore, ought to ensure that outsourcing providers acquire necessary permits and insurance to avoid risks. Nevertheless, outsourcing housekeeping departments is more advantageous for the hotel's sustainability in terms of quality service and cost savings.
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