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The Housekeeping department is a crucial part of any hotel, responsible for maintaining the cleanliness, comfort, and overall appearance of the property. It is responsible for a wide range of tasks, including cleaning guest rooms and public spaces, maintaining linen and supply inventories, and ensuring that guests have a pleasant and comfortable stay. The Housekeeping department is an essential component of the hotel's operations and plays a significant role in the overall guest experience. The Housekeeping department is usually one of the largest departments in a hotel, and it is typically responsible for a significant portion of the hotel's operating expenses (Aristyawati, Budasi and Wedhanti, 2020). Outsourcing the Housekeeping department involves hiring an external service provider to handle the tasks and responsibilities of the Housekeeping department, such as cleaning rooms, changing linens, and maintaining public spaces (Wan and Su, 2010). This report aims to evaluate the potential benefits and drawbacks of outsourcing the Housekeeping department for Hilton Hotel with relevant industry examples.  Besides, a comparison will be made between in house housekeeping department and outsourcing the Housekeeping department.
[bookmark: _Toc127742182]Arguments for outsourcing the Housekeeping department
Outsourcing the Housekeeping department of a hospitality organisation can have significant financial implications, as it can result in cost savings, increased efficiency, and improved quality assurance. This approach has been carried out in many hospitality organisations around the world, with varying degrees of success.
Cost Savings: The outsourcing company hires and manages their own Housekeeping staff, which can reduce labor costs for the hotel (Iannuzzi and Sacchetto, 2020). This is because the outsourcing company may have access to lower labor rates or benefits packages, and can also spread the cost of training and development across multiple clients. The hotel is able to avoid the cost of recruiting, hiring, training, and managing Housekeeping staff, and instead pay a fixed rate to the outsourcing company. The outsourcing company may have better purchasing power than the hotel, as they purchase supplies and equipment in bulk for multiple clients. This can result in better rates and cost savings for the hotel. Outsourcing allows hotels to adjust their staffing levels according to demand, which can save costs on labor. During low season or times of lower demand, the outsourcing company can reduce the number of Housekeeping staff assigned to the hotel. This means the hotel only pays for the Housekeeping services it needs, without having to worry about the costs of maintaining a full-time staff.
For example, Marriott International outsourced its Housekeeping department in 2018 to a third-party provider, resulting in significant cost savings (Zhang, Ma and Qu, 2018). The move allowed the hotel to reduce its Housekeeping staff by approximately 10%, saving the company approximately $250 million in employee costs.
Increased Efficiency: Outsourcing Housekeeping services can lead to an increase in efficiency (Sani et. al, 2013).  The outsourcing company would be responsible for hiring, training, and managing the Housekeeping staff, freeing up the hospitality organisation's management to focus on other areas of the business. The outsourcing company may have specialized expertise in Housekeeping management, allowing them to optimize processes and improve efficiency. The outsourcing company may have specialized training programs and performance monitoring tools in place, which can improve the skills and productivity of Housekeeping staff. This can result in improved productivity and operational efficiency. 
For example, in 2017, AccorHotels outsourced its Housekeeping services to a third-party provider, which resulted in significant efficiency improvements. The outsourcing company implemented technology-driven solutions to improve Housekeeping operations, resulting in a 10% increase in productivity and a 15% reduction in Housekeeping expenses (Catrett, 2018).
Quality Assurance: Outsourcing Housekeeping services can also lead to improved quality assurance (Kc, 2017). The outsourcing company would be responsible for ensuring that the Housekeeping staff is properly trained and that they provide high-quality services. The outsourcing company may have specialized expertise in Housekeeping management, allowing them to optimize processes and improve the quality of services (Zagade and Tyagi, 2017). The outsourcing company would also have quality control measures in place to ensure that standards are maintained.
For example, InterContinental Hotels Group (IHG) outsourced its Housekeeping services to a third-party provider, resulting in improved quality control. The outsourcing company provided IHG with real-time visibility of Housekeeping operations, enabling the hotel to monitor performance and identify areas for improvement.
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Quality Control Issues: Outsourcing Housekeeping services can lead to quality control issues, as the outsourcing company may not have the same level of familiarity with the hotel's brand, standards, and expectations (Calbone, 2016). Outsourcing companies may not have the same level of training and supervision as an in-house team, which can lead to quality control issues. If the outsourcing company does not provide adequate training or supervision, Housekeeping staff may not be able to meet the hotel's specific requirements and expectations. Accountability can be a challenge when outsourcing Housekeeping services, as the outsourcing company may not have the same level of accountability as an in-house team. This can make it difficult to address quality control issues and ensure that the outsourcing company is meeting the hotel's specific requirements and expectations. This can result in inconsistent service quality, which can negatively impact the guest experience.
Communication Challenges: Outsourcing can create communication challenges, as the outsourcing company may not have the same level of access or understanding of the hotel's operations, culture, and guest preferences (Calbone, 2016). Communication challenges can arise due to language barriers, particularly if the outsourcing company uses staff who do not speak the same language as the hotel's staff and guests. This can result in misunderstandings and delays. The outsourcing company may not have the same level of access to the hotel's management and operations team as an in-house team, which can make it more difficult to address issues and provide timely updates. This can lead to misunderstandings and delays, which can negatively impact the quality and timeliness of Housekeeping services

Lack of Flexibility: Outsourcing can limit the hotel's ability to adjust staffing levels and services to meet changing guest needs and preferences. When outsourcing Housekeeping services, the hotel and outsourcing company typically enter into a contractual agreement that specifies the scope of work, service level expectations, and other terms and conditions. These agreements can sometimes limit the flexibility of the outsourcing company to adapt to changing circumstances or respond to ad-hoc requests from the hotel (Espino-Rodríguez, Lai and Baum, 2018). The outsourcing company may have a fixed pool of resources, including staff and equipment, that it can allocate to different clients. This can limit its ability to respond quickly to unexpected demands or changes in the hotel's needs. For example, if the hotel needs additional Housekeeping staff during peak periods or to address a specific issue, the outsourcing company may not have the resources available to meet these needs.
An example can be seen in the case of the InterContinental Hotels Group (IHG), which decided to outsource its Housekeeping services in some locations in the US (C.G. Davidson, McPhail and Barry, 2011). However, the move resulted in a decline in guest satisfaction scores and a decrease in the performance of the Housekeeping staff. The outsourcing company was unable to maintain the same level of consistency and quality as the in-house team, and communication challenges led to increased errors and delays.
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Both in-house Housekeeping and outsourcing Housekeeping services have their advantages and disadvantages.  In-house Housekeeping teams are directly employed by the hotel and work exclusively for the hotel. This means the hotel has more control over their performance and can ensure that the Housekeeping staff adheres to the hotel's standards and practices. In-house teams are often more familiar with the hotel's operations and culture, and can respond more quickly to changing needs.
However, in-house Housekeeping can be more expensive than outsourcing, as the hotel bears the cost of hiring, training, and managing the Housekeeping staff (Pesonen, 2015). The hotel must also provide benefits and pay employment taxes for the in-house staff. In-house Housekeeping teams may also be less efficient, as the hotel must manage and maintain the necessary equipment and supplies (Tuzon–Guarin, 2016).
Outsourcing Housekeeping services, on the other hand, can provide significant cost savings for Hilton Hotel (Iannuzzi and Sacchetto, 2020). Outsourcing companies are responsible for hiring, training, and managing their Housekeeping staff. They also provide their own equipment and supplies, reducing the hotel's costs. Outsourcing can also increase efficiency and quality assurance, as outsourcing companies specialize in Housekeeping services and are often able to provide higher levels of expertise and experience.
However, outsourcing can also present certain challenges. Communication can be more difficult, and the hotel may not have the same level of control over the Housekeeping staff's performance. In addition, there may be contractual limitations on the outsourcing company's flexibility to adapt to changing circumstances.
In terms of costs, in-house Housekeeping can be more expensive due to the need to hire and train staff, provide equipment and supplies, and manage payroll and benefits. According to industry data, the average cost of employing a single Housekeeping staff member can range from $28,000 to $40,000 per year, depending on the region and level of experience (Andrade, Miller and Westover, 2020). For a hotel like Hilton, which may require dozens of Housekeeping staff, the costs can quickly add up.
Outsourcing Housekeeping services can provide cost savings, as the outsourcing company is responsible for many of the costs associated with Housekeeping operations. The cost of outsourcing Housekeeping services can vary depending on the region, the level of service required, and the specific terms of the contractual agreement. However, industry data suggests that outsourcing Housekeeping services can result in cost savings of up to 25% compared to in-house Housekeeping. These savings can come from reduced labor costs, lower administrative expenses, and better supply chain management.
	Cost Implications
	In-house Housekeeping
	Outsourcing Housekeeping

	Labor costs
	Salaries, wages, benefits, and taxes
	Service provider fees

	Training and development costs
	Yes
	Typically covered by service provider

	Equipment and supply costs
	Vacuum cleaners, mops, cleaning solutions, linens, etc.
	Potentially covered by service provider, depending on contract agreement

	Maintenance and replacement costs for equipment and supplies
	Yes
	Potentially covered by service provider, depending on contract agreement

	Management and administration costs
	Hiring managers, scheduling, oversight
	Reduced due to third-party management

	Liability and insurance costs
	Yes
	Typically covered by service provider


(Tyagi, H. and Zagade, 2015)

(Bisson, 2022)
Hilton Hotel should consider outsourcing housekeeping staff. Outsourcing housekeeping staff is a common trend in the hospitality industry. By outsourcing housekeeping services, the hotel can significantly lower its recruitment and training costs, which are usually high due to the department's high turnover rate. This approach might allow hotel management to redirect their attention and resources towards improving guest services and marketing efforts which may result in competitive advantage. However, the authority should also evaluate the flaws of outsourcing housekeeping services and take preventive measures for mitigating these issues. 
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In conclusion, this report has discussed the pros and cons of outsourcing the Housekeeping department for Hilton Hotel, and has evaluated the financial implications of both approaches. While outsourcing Housekeeping can result in cost savings, increased efficiency, and quality assurance, it can also present challenges such as quality control issues, communication challenges, and lack of flexibility. On the other hand, keeping the Housekeeping department in-house can provide more control over the quality of services, better communication, and greater flexibility, but it can also be more expensive due to higher labor and administrative costs. After careful evaluation and analysis, it is recommended that Hilton Hotel outsource the Housekeeping department to a reputable outsourcing company. This approach can result in significant cost savings, increased efficiency, and quality assurance, as long as the hotel carefully selects a reliable and experienced outsourcing company that can meet the hotel's standards and expectations.
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Cost Implications

In-house Housekeeping	Labor costs	Training and development costs	Equipment and supply costs	Maintenance and replacement costs for equipment and supplies	Management and administration costs	Liability and insurance costs	Overall Costs	1	1	1	1	1	1	1	Outsourcing Housekeeping	Labor costs	Training and development costs	Equipment and supply costs	Maintenance and replacement costs for equipment and supplies	Management and administration costs	Liability and insurance costs	Overall Costs	0.75	0	0	0	0	0	0.7	
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