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[bookmark: _Toc128080294]Introduction
The hotel industry is regarded as one of the most profitable industries that are involved in all sorts of activities related to the accommodation process of the guests. Many hotels are accommodating people from various regions of the world to ensure that they can get one of the most pleasant experiences so that they turn into their regular customers. In the hotel industry, the financial aspects are related to the way the organisation can regulate its customers and make a profit (Chakravarti, 2018). This report aims to go for an appropriate argument that will help to evaluate the relevance of the housekeeping and outsourcing teams in hotel management actions under the context of one of the major hotels in the UK, named InterContinental Hotel Group. This report will be forecasting the relevant data regarding the comparisons to assess the integrity of all the arguments and counterarguments.


[bookmark: _Toc128080295]Overview of the IHG Hotels and Resorts
InterContinental Hotel Group, popularly called IHG Hotels and Resorts is one of the most prominent names in the hotel business in the UK and operates as a multinational hotel giant having Its headquarters in Britain. Being founded only about 19 years ago in 2003, the organisation already created a strong name in the hospitality industry and is known for being listed not only on the London Stock Exchange but also on the New York Stock Exchange. The total number of successfully and actively operated hotels in the UK is 6,028. Moreover, the organisation currently has more than 325,000 personnel working for its good performance every day all over the world. The total amount of profit level attained by the company in the year 2022 has been assessed to be about $376 million along with an approximate amount of operating revenue of $628 million (InterContinental Hotels Group PLC, 2023). 
[bookmark: _Toc128080296]The housekeeping department 
The housekeeping department of a hotel can be termed one of the most predominant departments that are responsible for managing activities related to the hotel’s organisation and cleanliness. Precisely, this department is responsible for managing the rooms in which guests stay in a hotel as well as ensuring the cleanliness of all the rooms and other areas within the hotel so that the organisational reputation can become up to the mark. This department tries to maintain the tidiness and appeal of the hotel so that it can easily generate a safe and serene place for the guests to live in. In short, this department is involved in the actions related to hotel maintenance, guest room management, and ensuring cleanliness. In the housekeeping department, there are different sections such as the executive housekeeper’s office, desk control room, uniform room, tailor’s room, laundry, lost and found section, etc. For ensuring a smooth day-to-day operation in a hotel like intercontinental, it is crucial to have an effective housekeeping operation (Mansour Ghazi, 2019). 


[bookmark: _Toc128080297]Insourced housekeeping and outsourcing housekeeping 
Insourced housekeeping is termed the process of assigning various hotel maintenance activities to internal employees instead of getting a third party to accomplish the tasks (Chakravarti, 2018). However, outsourcing housekeeping means hiring the housekeeping staff from any third party or agency instead of hiring under the brand name of a hotel. Outsourcing housekeeping can be denoted as supplemental staffing or incorporating a major portion of staff from external agencies. In recent years, the concept of outsourcing employees from a third party has become so popular as there are many organisations which are specialised in providing staff to other companies. In many cases, the housekeeping department of a hotel is run by another company, which is also a kind of outsourcing housekeeping. Generally, supplementary staffing is not permanent because the hotels go for an agreement with a third party based on the demands of the hotels. But before going into the contract with the housekeeping vendor, certain criteria should be considered by the management of the hotel like Intercontinental such as experience, reputation, expertise, cost, requirements of the contract, etc. There are a wide range of activities covered within the outsourcing contracts but the most common are cleaning, laundry, decorations, flower, furniture and equipment, pest control, etc. Any type of hotel that has a housekeeping department can invest in outsourcing housekeeping to serve the customers (Pennsylvania Bar Institute, 2017).  
[bookmark: _Toc128080298]Insourced Housekeeping team Vs Outsourcing Housekeeping
In the following section, some arguments will be presented by comparing both approaches in two parts- the ability of the employees and the cost implications. Outsourced housekeeping implies that InterContinental Hotel Group would contract with a third-party service provider to perform the essential housekeeping duties. Some of the advantages of this technique involve more personnel and scheduling flexibility, decreased administrative costs, and access to specialized supplies and cleaning equipment (Firth, 2021).
[bookmark: _Toc128080299]Abilities of the employee's perspective 
Both of the approaches have some benefits as well as some limitations. But the approach which surpasses the drawbacks should be chosen by international hotel chains like Intercontinental. First of all, some key advantages can be grabbed by the hotels if they have an insourced housekeeping team. Having greater agility and flexibility is one of them that means often there are some restrictions in outsourcing contracts for which the time-sensitive procedures get delayed. In human resource management, the need for flexibility is highly valued which is a key driver towards the insourced housekeeping teams (Dixit, 2021). Another positive side of having an insourced housekeeping team is that the organisations can train as per their requirements and they invest a greater amount for skill enhancement. Hiring the staff and training procedures require an initial capital outlay of the reputed hotels like Intercontinental and throughout the procedure, the staff can be trained up within the brand value. The agencies providing outsourcing services mainly focus on budget services, that’s why the employment opportunities gear up in the insource housekeeping where most of the employees are hired permanently and the skills and expertise also increase. When the organisations have to respond immediately towards any changes in macro-environmental factors which is not always possible in outsourcing contracts. More importantly, the top management can impose direct control over the internal teams to assuring quality services to the guests which are not applicable in outsourcing housekeeping and for this reason, sometimes they fail to ensure the quality standards, impacting the reputation (Reisman, 2021). 
However, there are some key reasons why outsourcing employees in the hospitality sector have become so popular. The main reason is cost-effectiveness, but there are some other factors also behind the massive recognization. In recent times, so many well-structured outsourcers have been developed who have the guts for providing world-class facilities to hoteliers. They provide adequate training to the employees that helps to cater for the individual preferences of different hotels. So, like the insourced housekeeping staff, outsourcing can also assure the better quality by well-trained employees. In terms of communication, there is a massive advantage of outsourcing. In the case of insourced housekeeping teams, all the departments of housekeeping must be coordinated such as instructing, innovation, changing policies, etc. whereas in terms of outsourcing, the management of the hotel group has to communicate with one party only. When a hotel outsources housekeeping teams, it helps them to focus on the other departments so that they can thrive on the enhanced resources. That means the efficiency of the core operations can be improved when using outsourcing. Also, organisations get the flexibility of labour hires as they don’t need to stress about employee turnover, fixed salary, absenteeism, etc. Besides, the external agencies providing outsourcing services to the hotels have a high level of concentrated expertise, that’s why the additional burden to provide training to the in-house employees can be avoided (Johnson, 2021). 

[bookmark: _Toc128080300]Cost Implication of both approach
To decide the best approach, it is important to consider the cost-effectiveness of both approaches. In the following section, the direct and indirect costs of both alternatives have been presented from which it is evident that the direct costs of having insourced housekeeping teams are greater compared to outsourcing housekeeping staff. 
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Figure 1: Cost Breakdown Alternatives
Source: (Cali et al, 2021)
From the above figure, the direct costs of insourcing are three types-personnel, supplies, and equipment whereas the direct cost of outsourcing is only the contract cost. There is no cost for supplies and equipment. There are some indirect costs of both alternatives which are mainly training which is the cost of personnel facilitating in outsourcing and the cost of personnel participating in training. 
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Figure 2: Annual Cost Breakdown for Insourcing
Source: (Mujasi and Nkosi, 2021)
The above figure presents the annual cost breakdown of insourcing where we can notice that the cost of supplies occupies 52%, personnel cost is 27%, equipment cost is 16%, operational cost is 3%, and management and training cost is 3%. 
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Figure 2: Annual Cost Breakdown for Insourcing
Source: (Sharma, 2020)
In terms of the outsourcing cost, the major cost is the contract cost as it occupies 96%. The operational cost is 3% and the management cost is 1%. Compared to the annual cost breakdown of insourcing, the dimension of costs in outsourcing is higher. 
According to recent statistics, it has been found that organisations in the hospitality sector have reduced the total operation costs by 27% by outsourcing housekeeping staff from a third party (Reisman, 2021). The running costs of in-house housekeeping teams may occur several expenses, such as equipment, perks, wages, and supplies, which can add up to a significant amount (Kimmel et al., 2022). Large hotel chains like Intercontinental can use outsourcing to save money and access focused expertise. Especially, the training cost can be significantly saved by outsourcing the housekeeping staff. However, in terms of economic uncertainty like the Covid-19 breakdown, the organisations using outsourcing don’t need to bother about the fixed salary and maintenance cost of the permanent employees. Due to the pandemic in 2020, the tourism and hospitality industry has been greatly affected as several restrictions were imposed in terms of travelling from one country to another. Many organisations have brought so many changes in the existing operations and one of the key drivers of the change is to manage the cost.  As most organisations are hit hard, they opt for cutting the total operational cost as a weapon against declining profitability. There are so many arguments for and against the two approaches-insourced housekeeping and outsourcing housekeeping. In the past few years, outsourcing has become so appealing to many hoteliers but some of them are sceptical about the quality of service (John, 2023).
[bookmark: _Toc128080301]Conclusion 
In this report, several arguments have been presented to evaluate whether insourcing housekeeping staff is better or outsourcing housekeeping staffs are better. The evaluation has been supported by different dimensions such as employee performance, cost-effectiveness, quality of the services, communication issues, human resource management issues, competitive edge, etc. It has been found that outsourcing is being used predominantly in the hospitality sector for the past few years, especially after the Covid-19 breakdown. Though some organisations are still quite sceptical regarding performance, the outsourcing industry has developed in a rapid phase by gathering concrete expertise to meet the requirements of the hotels. So, the bottom line is that organisations should outsource the housekeeping staff but they need to engage in a contract with a reputed external agency to ensure that the guests are being served according to the criteria of the hotels. 
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