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[bookmark: _Toc129288981]Executive Summary
For Hilton, it is important to carefully consider whether to internalise or externalise its housekeeping division based on a number of variables. In terms of skills, outsourcing offers the specialised knowledge, flexibility, and risk management, whereas insourcing offers more specific training and linguistic and cultural awareness. When compared to keeping an internal Housekeeping team, outsourcing can result in significant financial savings. In the end, the choice should be based on Hilton's requirements and objectives while maintaining a high standard of housekeeping services for visitors. To ensure success and satisfy guests' expectations, effective communication and clear expectations are essential.
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[bookmark: _Toc129288982]Introduction
The Housekeeping department is an essential part of the hospitality industry, responsible for maintaining the cleanliness and upkeep of guest rooms, public areas, and the entire hotel premises (Sudarmayasa et al., 2022). In recent years, many hotels, including Hilton, have considered outsourcing their Housekeeping department as a way to reduce costs and improve efficiency. According to Garg and Jain (2019), outsourcing of housekeeping provides access to a pool of skilled and trained staff, reduces labour costs, and improves service quality. In this report, the discussion will be made on arguments for considering the housekeeping department within Hilton to be outsourced. At the same time, the argument will mainly focus on the comparison of insourced housekeeping teams versus outsourced housekeeping.
[bookmark: _Toc129288983]Main Body
[bookmark: _Toc129288984]Insource Housekeeping
Insourcing housekeeping refers to the practice of hiring and managing Housekeeping staff internally within a hotel or hospitality organisation rather than outsourcing the Housekeeping function to an external cleaning company supported by Matias (2022). Insourced Housekeeping staff are directly employed and managed by the hotel, and they are responsible for maintaining guest rooms, public areas, and other areas of the hotel to the hotel's standards of cleanliness and hygiene. Insourcing Housekeeping provides the hotels like Hilton with greater control over the recruitment, training, and management of Housekeeping staff (Terry, 2022). As a result, it helps to ensure that Housekeeping staff meets the hotel's standards and provides a consistent level of service to guests. Insourcing can also be more flexible, as the hotel can adjust staffing levels to match occupancy rates, ensuring that the hotel has the appropriate number of the Housekeeping staff at all times supported by Iannuzzi and Sacchetto (2022).
[bookmark: _Toc129288985]Outsourced Housekeeping
Outsourcing housekeeping refers to the practice of hiring an external cleaning company to provide Housekeeping services to a hotel or hospitality organisation like Hilton (Sinha and Fukey, 2020). The external cleaning company is responsible for managing Housekeeping staff, providing cleaning supplies, and ensuring that Housekeeping services are provided to the hotel's standards of cleanliness and hygiene. Therefore, Outsourcing Housekeeping provides several benefits, including cost savings, as external cleaning companies may be able to provide Housekeeping services at a lower cost than the hotel could provide internally. Outsourcing also provides the hotel with greater flexibility, as the hotel can adjust the level of Housekeeping services provided by the external cleaning company to match occupancy rates (Paulino, 2023).
[bookmark: _Toc129288986]The comparison of insourced Housekeeping team Vs Outsourcing Housekeeping
The decision to insource or outsource the Housekeeping department can have a significant impact on the hotel's operations, cost structure, and overall service quality. According to Alhassan et al. (2023) insourced Housekeeping team is hired and managed by the hotel, while an outsourced Housekeeping team is hired and managed by a professional cleaning company. Therefore, with an insourced team, the hotel has more control over the recruitment, training, and management of Housekeeping staff. However, it can be challenging to find and retain the right staff with the necessary skills and experience (Kaiser, 2021). In contrast, Outsourcing Housekeeping provides access to a pool of trained and skilled staff, which can be difficult for the hotel to recruit and retain on its own (Najafi, 2019).
Similarly, Anteneh (2021) found that insourcing the Housekeeping department can be expensive, as it involves costs such as recruitment, training, payroll, benefits, and other overhead expenses, which directly impact on profitability. In contrast, outsourcing housekeeping results in significant cost savings for the hotel as they have to pay a lump sum amount to the company to manage their workforce. This is because outsourcing companies have economies of scale, which allows them to provide Housekeeping services at a lower cost than the hotel could achieve by managing an in-house team. Furthermore, an outsourced company has a specific team for housekeeping that is an expert in Housekeeping services (Tiwari et al., 2023). Therefore, they have the expertise to provide high-quality Housekeeping services that meet the hotel's standards. However, an insourced Housekeeping team may not have the same level of expertise or access to the latest Housekeeping technology and equipment due to the limited resources of hotels (Terry, 2022). Simultaneously, Escortell et al. (2020) found that outsourcing housekeeping can provide the hotel with greater flexibility in staffing levels. As the outsourced company has the ability to adjust staffing levels to match occupancy rates, ensuring that the hotel has the appropriate number of the Housekeeping staff at all times. At the same time, due to contracts, they have more access to the labour market, and they can easily find the staff to provide services seasonally. Therefore, they are able to reduce costs during slower periods and ensure that the hotel is adequately staffed during busy periods.
In contrast, an insourced Housekeeping team may not have the same level of flexibility as the organisation is focused on other business activities. Due to which, they might find it difficult to manage staff to match the occupancy. Moreover, for managing insourced housekeeping, hotels like Hilton might not have access to the labour market, and they have to put in additional efforts to find a resource that matches with job requirements. But on the other hand, outsourcing housekeeping can help to improve the quality of Housekeeping services provided to guests supported by Singh and Sharma (2022) as outsourced housekeeping companies have established processes and procedures for housekeeping, which can help to ensure that the cleaning is consistent and meet the standards set by hotels. At the same time, outsourcing provides access to the latest Housekeeping technology and equipment, which can further improve the quality of Housekeeping services.
In contrast, an insourced Housekeeping team may not have the same level of consistency or access to the latest technology and equipment. At the same time, the requirements of the adoption of the latest equipment and technology might not be affordable for the hotels like Hilton as they have to place extra resources on the adoption of technology and equipment. In addition, despite the adoption of technology and equipment, hotels like Hilton have to bare additional expenses for training and development of staff to adapt to technology and equipment.
According to Penninga and Chibili (2019), Outsourcing the Housekeeping department can result in significant cost savings for hotels like Hilton. It is because outsourcing companies have economies of scale, which allows them to provide Housekeeping services at a lower cost than Hilton could achieve by managing an in-house team. Similarly, Iheriohanma and Austin-Egole (2020) stated that outsourcing can also help to reduce labour costs, such as recruitment, training, and employee benefits. Moreover, professional cleaning companies that specialise in Housekeeping services have years of experience in managing Housekeeping teams (Khymdeit, 2022). Due to which, they have the expertise to provide high-quality Housekeeping services that is able to meet Hilton's standards.
Further, outsourcing can also provide access to a pool of trained and skilled Housekeeping staff, which can be difficult for Hilton to recruit and retain on its own. Outsourcing the Housekeeping department has the ability to provide hotels like Hilton with greater flexibility in staffing levels. Thus, the cleaning company can adjust staffing levels to match occupancy rates, ensuring that Hilton has the appropriate number of the Housekeeping staff at all times supported by Stringam and Gerdes (2021). As a result, outsourcing can help hotels to reduce costs during slower periods and ensure that Hilton is adequately staffed during busy periods. According to Twumasi (2019), outsourcing significantly helps to improve the quality of Housekeeping services provided to guests. 
Thus, the outsourced companies have established processes and procedures for housekeeping, which supports to ensure that the cleaning is consistent and meets the standards set by hotels. At the same time, outsourcing also provides access to the latest Housekeeping technology and equipment, which can further improve the quality of Housekeeping services. Outsourcing the Housekeeping department can help to reduce the liabilities of hotels like Hilton. The cleaning company which has been given with the responsibility of managing housekeeping has to ensure that its staff is properly trained and insured, which helps to reduce the risk of accidents and injuries during the job role supported by Twumasi (2019). Whereas it also helps to protect Hotels like Hilton from potential lawsuits related to Housekeeping issues. Thus, it can be determined that outsourcing the Housekeeping department within Hilton can provide many benefits, including cost savings, access to expertise, flexibility, improved service quality, and reduced liability. While through outsourcing Housekeeping, Hilton can focus on its core business of providing exceptional hospitality services to guests while leaving the housekeeping to the experts.
[bookmark: _Toc129288987]Abilities of Employed Staff
In an insourced Housekeeping team, employees are hired by the organisation directly based on their qualifications and skill sets as per the requirement of standards of hotels like Hilton, which consumes time and effort. The staff is trained and managed by the hotel's management team, due to which they have an understanding of their skills and capabilities. However, outsourcing the Housekeeping department to a professional cleaning company can provide access to a pool of skilled and trained staff who specialise in Housekeeping services. This can ensure consistent and high-quality service, which is essential for maintaining the hotel's reputation (Ali et al., 2021). In addition, insourced Housekeeping teams can receive more specialised and tailored training to match the hotel's specific needs and standards (Matias, 2022).


In contrast, Outsourced Housekeeping teams may have less specialised training as they need to cater to a wide range of clients. But the resources they outsource companies have the experience of working with different hotels, due to which their skills and experiences are high as compared to staff from insourced housekeeping teams. Moreover, insourced housekeeping teams can develop more extensive experience working in the hotel's specific environment and with the hotel's unique equipment and processes (Terry, 2022). On the other hand, outsourced Housekeeping teams may have less experience working with the specific equipment and processes of the hotel, but they have the ability to overcome their weakness by quickly adapting to the situation.
[bookmark: _Toc129288988]Cost Implications
Managing an insourced Housekeeping team can be expensive. It involves costs such as recruitment, training, payroll, benefits, and other overhead expenses. On the other hand, outsourcing the Housekeeping department helps hotels reduce their costs (Tavitiyaman et al., 2022). At the same time, the outsourced housekeeping company is responsible for recruiting, training, and managing their staff, which means that the hotel can save on expenses related to employee benefits, payroll taxes, and other overheads. Similarly, outsourcing can also provide flexibility in staffing levels, allowing the hotel to adjust staffing levels to match occupancy rates and reduce costs during slower periods. Therefore, Outsourcing the Housekeeping department can significantly reduce labour costs for Hilton. This is because external cleaning companies often have access to a larger pool of labour, allowing them to provide services at a lower cost than Hilton could provide in-house, supported by Acquier et al. (2019).
Additionally, Hilton would not be responsible for providing benefits or training for the outsourced Housekeeping staff. Likewise, Outsourcing the Housekeeping department can also reduce overhead costs for Hilton. This is because the external cleaning company would be responsible for providing equipment, supplies, and uniforms for Housekeeping staff, which can be costly for Hilton to provide in-house. On the other hand, Outsourcing the Housekeeping department can provide cost predictability for Hilton, as the external cleaning company would be responsible for managing Housekeeping staff and ensuring that they are appropriately staffed based on occupancy levels. This can help Hilton to avoid the costs associated with overstaffing or understaffing the Housekeeping department while increasing profitability. In addition, outsourcing the Housekeeping department can help Hilton to better allocate its budget to core business activities, such as marketing and customer service (Ahmad and Scott, 2019). This can help Hilton to improve its overall profitability and competitiveness. At the same time, Outsourcing the Housekeeping department can provide greater scalability for Hilton. This is because the external cleaning company can quickly adjust the level of Housekeeping services provided based on changes in occupancy levels. This can help Hilton to avoid the costs associated with maintaining a large in-house Housekeeping team during periods of low occupancy.
[bookmark: _Toc129288989]Conclusion
In conclusion, the decision to insource or outsource the Housekeeping department in Hilton needs to be based on careful consideration of various factors, such as cost implications, the abilities of those employed, and other strategic priorities. While insourcing Housekeeping teams may have advantages such as more specialised training, greater consistency, and stronger language and cultural awareness, outsourcing housekeeping can offer benefits such as cost savings, specialised expertise, flexibility, quality of service, and risk management. Ultimately, for hotels like Hilton, the approach of outsourcing best aligns with its goals and needs while ensuring that it maintains a high level of Housekeeping services for its guests and enhances their experiences.
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