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[bookmark: _Toc136685532][bookmark: _Toc137568085]Executive Summary
This report outlines a sustained revenue generating strategy for the Hilton hotel, with a particular emphasis on the choice to outsource the housekeeping department. The focus key goal is to evaluate the viability of outsourcing the housekeeping operation. The report begins by highlighting the benefits of housekeeping in the hotel industry, emphasising the important role of the housekeeping department in ensuring customer satisfaction.  Insourced and outsourced housekeeping departments are compared in terms of abilities, expertise, financial implications, results, sustainability, consistency, and guest experience. The evaluation is supported by a thorough review of academic research. The findings lead to recommendations for the best approach for the Hilton hotel's housekeeping department. The report's conclusion emphasises the need of addressing sustainability and guest experience.
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The process of outsourcing the housekeeping department of the Hilton Hotel to an external contractor has the potential to produce many positive outcomes. Housekeeping adds towards hotel revenue profit by managing the hotel cleanliness, meeting guests expectations, and keeping guests pleased with the level of service provided. It essentially allows the hotel to focus on its key abilities, which include excellent customer service and forecasting for the future, while outsourcing specific tasks of housekeeping to external contractors. The hotel can rely on the ability of a specialised service contractor, the potential benefit is increased efficiency and productivity (BAQUERO, 2022). In addition, outsourcing housekeeping offers a chance to lower expenses by removing the need to hire, train, and supervise an internal housekeeping team. Hilton hotel may benefit from lower labour costs and better distribution of resources through leveraging an outsourced housekeeping company’s advantage of size and specialised experience. Also, outsourcing housekeeping supplies the potential to boost sustainability initiatives by encouraging careful waste management, energy conservation, and the use of safe ecological cleaning practices. This is because well-known outsourcing firms usually prioritise sustainability in their projects (Chatterjee, 2019). Outsourcing the housekeeping department could result in savings on expenses, operational effectiveness, and the chance to align with sustainability goals, and may enhance the overall experience for guests.
[bookmark: _Toc136685535][bookmark: _Toc137568087]Comparison of Insourced Housekeeping Team Vs. Outsourcing Housekeeping Team
 Housekeeping forms one of the most important divisions and can be regarded as the backbone of any hotel business. A housekeeping team managed and employed directly by Hilton Hotel is an insourced housekeeping department. The level of control and checking which the hotel has over their team operates is one of the advantages of having an insourced housekeeping staff member. The hotel may implement educational activities and benchmarks to ensure that housekeeping staff members are in line with the hotel's brand and quality of service (Pesonen, 2015). Furthermore, using an insourced housekeeping staff members leads to improved synchronisation and communication among different areas within the hotel, enabling smooth operations and meeting customer requests with higher efficiency (Sharakhin et al., 2021). However, there are distinct disadvantages to relying only on internally supplied cleaning staff members (Nimri et al., 2020). The cost implications of supporting an insourced housekeeping department are a large obstacle. If the Hilton hotel were to be outsourcing the housekeeping department would require collaborating with external contractors who specialise in services related to housekeeping. Using outsourcing has the potential to save money (George and Hancer, 2018).
Hilton Hotel can benefit from cost reductions by using an outsourcing company since the contractor can manage personnel, training, and material expenditures for a variety of businesses (Mohammad et al., 2022). This might result in lower labour costs and a greater flexibility to distribute personnel more effectively. Hotels have been grappling with the decision whether to manage marketing themselves or outsource this responsibility to outside contractors. Each approach has its individual advantages, both within and outside the hotel organisation, are balanced by each of their drawbacks.
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[bookmark: _Toc137568088]Abilities of those employed
Hilton hotel's internal housekeeping employees  diverse set of abilities, competence, and previous experience which are essential in maintaining an optimal level of cleanliness and satisfaction among guests. The employees receive training instructed in proper housekeeping operations, housekeeping staff are educated in many types of cleaning procedures, including dusting, vacuuming, mopping, and sanitising surfaces. They can clean all areas of the hotel swiftly and successfully with diligence, and sufficient time allocation. Abilities of employees for insourced housekeeping department makes up of strong cleaning abilities, keen observation of cleanliness, ability to perform tasks alone as well as a member of a workforce, ability to prioritise, effective customer service abilities, and comprehension of housekeeping equipment and supplies, problem-solving skills, and interpersonal skills are required (Dodu et al., 2021). Thorough understanding of the hotel's cleanliness methods ensures that every room meets the established excellence standards (Busuioc, 2016). Additionally, the insourced housekeeping is well versed at managing various cleaning supplies and chemical substances, utilising them effectively to get exceptional results (Cahyani et al., 2023). Their training includes excellent interpersonal abilities, allowing employees to interact effectively with guests and address their requests or complaints.  Added skills or experience, such as bilingualism, understanding of hotel software systems, and the capacity to work extended hours, including holiday  periods and weekends. An insourced housekeeping employee's job can be challenging, with talents varying based on the hotel's requirements, training programs, and quality of service expected, but it can also be rewarding. When outsourcing the housekeeping department, Hilton has access to a pool of skilled professionals with experience in organisation and maintenance. These professionals' typical competence includes specialised cleaning procedures, precautionary measures, and customer satisfaction.
[bookmark: _Toc136685538]Their broad ability to manage several types of hotels allows them to understand the specific demands for different hotel settings depending on the scale of hotel organisation. They may assure extensive and punctual execution of tasks by adopting effective cleaning procedures, hence optimising efficacy and resource utilisation. Also, the hired cleaning professionals tend to be flexible in different situations and can quickly convert to the standards and needs of Hilton hotel, ensuring a consistent level of cleanliness and hygiene. In terms of the outsourced workers, their level of expertise is extremely beneficial for upholding housekeeping standards, enhancing guest satisfaction, and generating profitable revenue for Hilton hotels.
[bookmark: _Toc137568089]Cost implications
The financial implications are critical in deciding whether to insource or outsource the hotels housekeeping operation. Having the insourced housekeeping department forms direct expenditures associated with recruiting, learning and salary of employees within the hotel organisation (Cooke et al., 2015). The costs include salaries, rewards, insurance, and employee development efforts. Additionally, the hotel must budget for the purchase of equipment, sanitising agents, and housekeeping uniforms and overheads. Outsourcing the housekeeping department, on the other hand, may help Hilton hotel to save expenditure. Outsourced housekeeping companies have access to innovative cleaning technology and equipment, allowing them to clean guest rooms and public spaces more rapidly and efficiently. Hotels can gain a competitive edge, decrease expenses, and boost flexibility via outsourcing. The hotel can successfully reduce the need for internal labour costs, such as benefits, salaries, and education costs, by hiring an outsourcing housekeeping company (Chan and HKSAR, 2019). The assigned outsourced company will take on these responsibilities and manage the financial aspects of hiring housekeeping staff. 
[image: Comparative annual costs of outsourcing and insourcing ]Source: ResearchGate, (2023)
[bookmark: _Toc136685539][bookmark: _Toc137568090]Results
[bookmark: _Toc136685540]The outcomes of outsourcing or insourced housekeeping departments are complicated and need careful consideration. Outsourcing may provide the hotel with improved cost control and savings due to revenues of size and the removal of direct employment expenditures (Elhoushy et al., 2020). Revenues generated by the outsourced company's particular abilities enhance customer service and operational efficiency. Complications may arise because of preserving consistency and assuring that the outsourcing company follows the hotel's reputation and level of service (Mubako, 2019). In contrast, outsourcing the department of housekeeping allows for better control and synchronisation across the hotel, resulting in a more cohesive and harmonised workforce (Al-Hawary and Al-Syasneh, 2020). Also, to keep the outsourcing company "on brand," ensure that the outsourcing workforce feels included, motivated, and on board. Outsourcing the housekeeping department helps better control and synchronisation across the hotel, resulting in a more cohesive and organised workforce.
[bookmark: _Toc137568091]Sustainability
Hiring an externally outsourced housekeeping department can have positive as well as negative impacts on a hotel business financial future. Resource efficiency, specialised knowledge, training and compliance, supply chain considerations, communication and collaboration. Subsequently the financial sustainability of outsourcing housekeeping services is decided by the hotel business's specific requirements, targets, and values. Conducting a comprehensive study, taking environmental considerations into account, and matching the outsourcing strategy with the hotel's sustainability goals may help maximise the advantages and reduce any potential risks (Cortinhal et al., 2019). The key consideration of sustainability needs to be addressed contemplating whether it's better to outsource or insource Hilton hotels cleaning personnel. The possible benefits of outsourcing housekeeping departments are to improve sustainability by conducting ethical practices implemented by reputable outsourced companies. 
These companies generally prioritise appropriate disposal of waste and lowering their energy consumption (Escortell, 2020). By contrast, an insourced housekeeping department enables immediate control over the execution of sustainable practices. The hotel can implement and enforce sustainable standard practices, instruct employees and monitor their compliance with sustainable activities (Tiwari et al., 2022). Comparatively, the process of insourced housekeeping ensures an elevated level of accountability and sustainability efforts to the Hilton Hotel's specific requirements and desired goals. Outsourcing and insourced housekeeping department may have a beneficial impact on sustainability overall (Reidhead, 2020). According to John Elkington's Triple Bottom Line approach, business success may be evaluated in several situations, including profitability, sustainability, and employee morale (Tech target, 2023).
[image: A visual representation of the triple bottom line framework's three P's.]
Source: Tech target (2023)
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When deciding whether to outsource or insource the housekeeping staff at the Hilton hotel by assessing the importance of consistency. Insourcing the department enables for more leadership and control inspection, resulting in an elevated level of consistency with customer service. The hotel may design its educational programs, set up operating procedures, and excellence systems for managing to ensure each guestroom is kept clean and sanitary consistently following its brand standards. Unplanned and inconsistent approach increases the entire guest experience by allowing guests to expect a particular extent of cleanliness and service during their stay (BAQUERO, 2022). Furthermore, having an insourced housekeeping  team promotes improved communication and synchronisation throughout areas, ensuring seamless movement of data and quickly addressing any customer requests or issues. In contrast, outsourcing housekeeping service brings an element of uncertainty and potential barriers to keeping consistency.
[bookmark: _Toc136685542][bookmark: _Toc137568093]Guest Experience
The outsourced team of employees assigned to housekeeping have an immense effect on a guest's experience. Their ability to do work with  diligence, and skill is essential in making sure guest satisfaction and loyalty (Reidhead, 2020). Insourced housekeeping department allows for greater control over the quality of facilities provided to guests. The Hilton hotel may set up precise customer service criteria, train employees to follow brand expectations, and ensure consistent delivery of exceptional service. The hotel can encourage a hospitable atmosphere by employing an interactive approach to checking the cleaning personnel, aligning their targets following the hotel's goal of guest satisfaction. Outsourcing  housekeeping department, on the contrary, proposes a potential threat to the guest experience. The hotel must strategically choose the outsourcing company to make certain that their commitment to providing exceptional service is mutually shared (Tiwari et al., 2022). Uncertain communication, inconsistent monitoring, and infrequent performance reviews are  disappointing the expected level of guest satisfaction.
[bookmark: _Toc136685543][bookmark: _Toc137568094]Recommendation
Following an analysis of the various aspects, it is recommended that Hilton hotel implement a hybrid strategy that combines insourcing and outsourcing for their housekeeping department. Through this hybrid method, the hotel may get direct leadership and management by utilising an internal workforce, as well as reduced expenses and professional skills. The Hilton hotel may consider outsourcing housekeeping operations that are highly regulated and may receive help from revenues of size, like laundry services or specialised cleaning tasks. Allowing the hotel to focus its resources and management efforts on key aspects of the guest experience and strategic planning helps best distribution of resources (Jones, 2017). Despite this, outsourcing significant tasks that need to be in line of the hotel brand and service expectations, such as interaction with guests and cleaning of rooms, is an effective strategy for ensuring a consistent quality and personalised guest experience. Hilton hotels' hybrid strategy enables them to strive for greatest profitability, keep excellence in service, and match sustainability goals while simultaneously improving customer service.
[bookmark: _Toc136685544][bookmark: _Toc137568095]Conclusion
In conclusion, deciding whether to outsource or insource the housekeeping department at Hilton hotel needs an in-depth analysis of lots of variables. The comparison of insourced and outsourcing housekeeping company's suggested the advantages and limitations of each strategy. Insourcing is an agreement between better independence, synchronisation, and a dedication to the hotel's standards and increases expenditures and monitoring obligations.  While outsourcing results in possible savings in expenditures, access to diverse expertise, and flexibility in staff, although it requires cautious control of quality and effective communications to maintain consistency and guest satisfaction. 
[bookmark: _Toc137568096]Furthermore, it is important to remember that the consistency and quality of cleaning services have a considerable influence on how happy guests are with their stay. As a result, the strategy used must emphasise keeping an elevated level of customer service.  Hilton hotel must make a decision that is consistent with its needs, assets, prospective goals, and commitment to offering an outstanding guest experience.
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1. Advantages of outsourcing 
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