
Insourced  housekeeping vs Outsourced housekeeping: IHG



Financial Management for the Hotel Industry
Name of the Student:Iuliana Susanu
Student ID:2117501


Executive Summary
The primary objective of the report was to support an argument either in favour or against outsourcing the department of Housekeeping in the selected organisation. The chosen organisation was Intercontinental Hotels Group. The report has begin with a brief background of the trend of outsourcing and insourcing in the hotel industry. The report has presented logical and factual arguments on the topic using various implicating factors. These factors included cost implications, abilities of the housekeepers, results, sustainability, consistency and guest experiences. The basis of the arguments was the comparison between insourced and outsourced housekeepers. These comparisons have highlighted the advantages and disadvantages of each housekeeping team. A concrete analysis has been furnished for each implicating factor. In the end, a conclusive and proper result of the arguments presented in the report has been delineated.
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[bookmark: _ivqpti4qwayx][bookmark: _Toc135159242]1.0 Introduction
Outsourcing of employees in the hotel industry is a growing trend in this modern times. This is done primarily to reduce the operational costs of the hotels or to combat the declining employee number. This report will aim to support an argument either in favour or against the outsourcing of employees in the Housekeeping department of a chosen organisation. International Hotels Group, henceforth, IHG, is the selected organisation for the report.  It will present arguments on the topic using various significant factors. These factors will include cost implications, abilities of the housekeepers, results, sustainability, consistency and guest experiences. The arguments will be based on the comparison between insourced and outsourced housekeepers. The arguments for each factor will be critically analysed. Lastly, a convincing result of the arguments will be dispensed in the report.
[bookmark: _jmiz59dhijho][bookmark: _Toc135159243]2.0 Background
There have been significant trends in the UK's hotel business regarding the outsourcing and insourcing of housekeeping staff. Numerous hotels have opted for outsourcing to save costs and boost flexibility. The others have chosen insourcing to have more control over service quality and guest experiences. Several factors like cost implications, sustainability and guest experience influence the organisation's choice.
[bookmark: _rup6citowv2][bookmark: _Toc135159244]3.0 Insourced housekeeping team vs Outsourcing housekeeping
There are a few crucial comparisons to take into account when contrasting an insourced Housekeeping team with an outsourced Housekeeping. 
Quality control and service standards
	Housekeeping teams
	Description
	Suitable data

	Insourced
	IHG can directly control the recruiting, management and training of the housekeeping workers when using an insourced workforce. This enables better management guaranteeing that staff members are in line with the organisation's standards and service culture.
	A study has stressed the significance of internalising housekeeping to maintain a high level of service consistency throughout all of its facilities (Igoche et al., 2022).

	Outsourced
	Contracting with a third-party contractor to manage housekeeping services is outsourcing the housekeeping department. Outsourcing may be motivated by cost reductions, however, it may also result in a loss of control over quality standards. 
	According to 2019 research by Mokoena, outsourcing housekeeping in resorts resulted in inconsistent levels of cleanliness and service.


Table 1: Comparison of quality control and service standards
(Source: Author)
Flexibility and adaptability
	Housekeeping team
	Description
	Suitable data

	Insourced
	IHG can have more flexibility to adapt to shifting guest needs and variable demand due to its in-house housekeeping team. The internal workforce may easily be modified to accommodate the hotel's occupancy levels, unique events and individual guest requests. 
	A study has highlighted that an in-house housekeeping team can deliver better-specialised services catered to visitor preferences (Kwan and Tong, 2022).

	Outsourced
	Outsourcing may be flexible in increasing the employee number during peak hours. However, outsourcing the division can make it more difficult for the hotel to rapidly respond to changing conditions and offer personalised services.
	Many hotels outsource housekeeping during peak times (Blank, 2022).


Table 2: Comparison of flexibility and adaptability
(Source: Author)
Communication and accountability
	Housekeeping team
	Description
	Suitable data

	Insourced
	IHG can have full control and supervision over the performance of its in-house housekeeping staff. The streamlining of communication channels makes it possible to respond to requests or problems from customers right away.
	The benefit of open communication and prompt problem-solving with an internal housekeeping crew is emphasised by a research study (Ginthotavidana and Waidyasekara, 2020).

	Outsourced
	Outsourcing the department would put a third party between IHG and the housekeeping team. This can result in misunderstandings, delays and a lack of responsibility.
	As per a study by Twumasi, communication and accountability are identified as major obstacles in outsourcing (Twumasi, 2019).


Table 3: Comparison of communication and accountability
(Source: Author)
Analysis
As per the comparison above, outsourcing housekeeping will lead to communication problems, a compromise in quality standards and cause flexibility problems. Therefore, IHG need not outsource housekeeping and need to focus on the insourced housekeeping team. 
[bookmark: _vpr97z2ysgzq][bookmark: _Toc135159245]4.0 Abilities of employed individuals
Insourced housekeeping
IHG can guarantee that they have control over the hiring process by directly employing housekeeping staff. This will ensure that they can employ people with the required skills and credentials (Kleine, 2020). IHG might give preference to particular qualities including experience in the hotel sector. IHG will be able to create a staff that is well-equipped to live up to the standards of the company and guest expectations. Additionally, IHG can spend on training programs for the continuous development of the staff. This investment will result in job satisfaction and professional development of the housekeeping staff leading to high-quality service delivery. According to the study, compared to outsourced teams, insourced housekeeping teams showed better levels of motivation and work satisfaction (Tra, 2020).
Outsourced housekeeping
IHG can provide a list of qualities to the third-party contractor. However, IHG will have very little control over the selection process. These employees are not permanent employees therefore, investment in their training program will incur loss to the hotel (Kleine, 2020). Outsourcing housekeeping can also lead to a nomadic staff with little devotion to IHG. A lack of knowledge of the hotel's operations, systems and guest preferences may result from the turnover of outsourced employees. This may have an influence on the general efficacy and efficiency of the housekeeping services.
Analysis
IHG can better control the abilities of an insourced housekeeping team than outsourced housekeeping. Therefore, IHG need not outsource housekeeping but rather provide continuous training to its existing team and recruit staff based on talent.
[bookmark: _de78wn7sww5a][bookmark: _Toc135159246]5.0 Cost implications
Insourced housekeeping
IHG may have more control over cost management by internally managing the housekeeping department. There are larger initial expenses in terms of recruiting, training and employee benefits (d’Estmael et al., 2020). Insourcing can result in long-term cost savings by eliminating recurring contract costs and potential price increases associated with outsourcing. Additionally, a well-managed insourced workforce may help to enhance revenue, visitor pleasure and favourable ratings.
Outsourced housekeeping
Outsourcing may seem cost-effective with reduced labour costs and no investment in training programs (Hayes and Miller, 2012). Nonetheless, there are additional incurred costs involved in outsourcing. Sometimes ongoing fees are associated with outsourcing that increases over time (Overby, 2020). These costs can impact the hotel's operational budget (Drury, 2015). In the case, when there is a quality control issues, extra expenses need to be provided by IHG to fix problems (Overby, 2020). In hotels, outsourcing housekeeping can result in unfavourable visitor perceptions and lower general customer satisfaction.
Analysis
Outsourcing may provide initial cost reduction in comparison to insourced housekeeping. However, it is not recommendable for IHG in the long run. 
[bookmark: _5oreiemdqz42][bookmark: _Toc135159247]6.0 Results
Insourced housekeeping
The insourced housekeeping staff has the required skills, educational qualifications and training. They can deliver good quality services to the customer. This raises the standard of the hotel making it more successful. Any hotel like IHG whose main objective is to provide good customer service will go for insourced housekeeping staff, The benefits of using an internal housekeeping workforce to deliver consistent service quality and personalised guest experiences are emphasised by Marriott International. 
Outsourced housekeeping
According to a research study, it might be difficult to maintain consistency and quality of service when housekeeping staff are outsourced (Tra, 2020). The hotel's reputation and earnings may be harmed as a result of reduced guest satisfaction ratings as well as unfavourable internet reviews (HotelTalk, 2022). A study demonstrated the detrimental effects of outsourcing cleaning on patron satisfaction (Ikenwa and Olusegun, 2019). According to a study, rising visitor complaints about cleanliness and responsiveness were a result of outsourced cleaning (Espino-Rodríguez and Rodríguez-Díaz, 2021).
Analysis
The comparison of the results shows that insourced housekeeping is a better option for IHG than outsourced housekeeping.
[bookmark: _i231vxc8dor3][bookmark: _Toc135159248]7.0 Sustainability
Insourced housekeeping
IHG may directly oversee sustainable procedures within the department by insourcing housekeeping. IHG may implement ecologically friendly cleaning procedures like employing green cleaning supplies and lowering water usage. This is consistent with IHG's dedication to sustainability and its Green Engage system. This system aims to lessen environmental impacts across all of its properties (IHG, 2023). The research looked at how in-house cleaning affects a hotel's sustainability efforts (Boğan and Dedeoğlu, 2020). The study showed that hotels with in-house housekeeping had higher environmental performance metrics like decreased waste creation and lower water usage.
Outsourced housekeeping
It is difficult to ensure sustainable practices when the housekeeping function is outsourced (Sayed et al., 2021). The external contractor might not place a high priority on sustainability. The outsourced housekeeper could not have the requisite skills to successfully execute and manage sustainable projects (Sayed et al., 2021). Missed chances to reduce waste and overall decreased sustainability may result from this. It is crucial to keep in mind that outsourcing does not always imply a disdain for sustainability. Some outsourcing agreements could have clauses requiring the use of sustainable practices or offering rewards for doing so. 
Analysis
IHG will be able to highlight its commitment to sustainability only when employing insourced housekeeping. In the case of outsourced housekeeping, there will always be doubt regarding its sustainability efforts.
[bookmark: _ifcgm0mw0qks][bookmark: _Toc135159249]8.0 Consistency 
Insourced housekeeping
IHG will be able to develop uniform training programs and assure regular performance reviews by insourcing the housekeeping department. In doing so, IHG will be able to ensure that every one of its hotels consistently meets high standards for cleanliness, service and guest satisfaction. Hotel companies like Hilton have highlighted the benefits of insourced housekeeping in assuring constant service quality and brand standards (Guix and Font, 2020). They place a high priority on internal training programs, standardised operating processes and routine quality evaluations. This, in turn, ensures consistency in service delivery.
Outsourced housekeeping
Maintaining uniformity across many hotels or properties might be difficult if the housekeeping function is outsourced. The outsourced workforce may operate in several locations or serve numerous clients. This leads to difficulty in guaranteeing consistent service quality and adherence to brand standards. Variations in cleanliness and attention to detail can be brought about by differences in training, management procedures and communication channels. A study found that outsourcing housekeeping might cause service quality variations (Tra, 2020). This can affect guest satisfaction ratings and generate unfavourable comments from visitors.
Analysis
Outsourcing can lead to inconsistent service delivery by the hired housekeepers. This will harm the reputation of IHG, therefore, IHG need not outsource their housekeepers.
[bookmark: _64ljkaa85t10][bookmark: _Toc135159250]9.0 Guest experience
Insourced housekeeping
IHG can assure better control over guest experience by insourcing the housekeeping division. IHG will be able to cultivate a sense of ownership and dedication to providing excellent guest experiences. They can achieve it by personally hiring and training the housekeeping team. This entails providing individualised service, paying close attention to detail and quickly attending to any requests made by guests. Dedication to giving customers individualised, memorable experiences are the hallmark of hotel businesses like Ritz-Carlton (Ritz-Carlton, 2023). In order to increase customer satisfaction as well as loyalty, the hotel place a high priority on thorough training, staff empowerment and a customer-centric attitude.
Outsourced housekeeping
The impact outsourcing cleaning may affect how guests are treated. There is a chance that the outsourced personnel will be less knowledgeable about the hotel's operations, systems and guest preferences because they may not be directly hired by IHG. This may lead to a lack of individualised service and a possible drop in customer satisfaction. A study looked at how outsourcing housekeeping affects hotel visitors' experiences (Twumasi, 2019). According to the study, outsourcing can have a detrimental impact on service quality, responsiveness and overall customer happiness. This can reduce customer loyalty and result in unfavourable online evaluations.
Analysis
A better guest experience can be provided when the housekeeping is hired by IHG themselves. Outsourcing housekeepers can lead to decreased customer experience which can harm their reputation.
[bookmark: _9hz67ln4rx5o][bookmark: _Toc135159251]10.0 Conclusion 
The purpose of this report was to support an argument either for or against outsourcing staff members in a particular organisation's housekeeping division. It has offered arguments for the issue utilising a variety of important aspects. The cost implications, the housekeepers' abilities, the results, sustainability, consistency and the guest experience were among these elements. The arguments have been focused on a comparison of housekeepers who are employed inside and those who are outsourced. A critical analysis of the arguments has been done for each factor. The arguments of each factor has been against the outsourcing of the department of housekeeping in IHG. 
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