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Outsourcing represents a strategy of hiring an external company to offer professional services or products. In context of hospitality industry, outsourced housekeeping is one of the major trends that helps the businesses to gain financial advantages. Although some firms aim for insourcing their housekeeping, it depends on the factors such as rate of occupancy, competitiveness and tourism congestion in a specific area which is the most suitable option.
This paper compares the advantages and disadvantages of both insourced and outsourced housekeeping. It also elaborates arguments in favour of outsourced housekeeping for Hilton Hotels. 

[bookmark: _Toc1819561639]Introduction

The hotel industry aims to create a wide range of experiences through its products and amenities for its customers. Hilton Hotels and Resorts stands out as a leader in hospitality across the globe. The company has been established by Conrad Hilton in 1919, in Cisco, Texas (Hilton Hotels, 2023). In addition to the owned venues, it operates under franchising and leasing agreements in more than 94 territories and countries. Hilton Honors represents the brand’s guest-loyalty program which encompasses benefits such as discounts, online check-in, and free internet access. Koo, Yu, and Han (2020) emphasised that the guest-loyalty program provides helps the business to create differentiated and exclusive services to attract customers. As a result, the client’s satisfaction and trust may increase.  Therefore, Hilton’s financial performance is positively influenced on a long-term basis. 
Although the utilities' quality and variety bear significant importance for the clients, it has been reported that cleanliness correlates with accommodation selection and guest satisfaction (Dönmez & Alp, 2021, p. 119). The people are looking for hygienic and safe spaces during their stay as they are essential for health and wellbeing. Hilton must ensure their sanitary services, either through own employees or outsourcing.
Thus, this paper will explore the importance of housekeeping services, the advantages and disadvantages of outsourcing services and its contributions for hotel’s performance.

[bookmark: _Toc734436103]The role of housekeeping in hotel’s performance

Compared to other categories of hotel staff (restaurant or front office workers), the housekeeping team has fewer interactions with the guests. Their brief conversations usually target the visitors’ potential needs as certain items or food delivery. Most of the labour is physically demanding and the outside of customer’s presence (Sherman, 2011). However, the room attendants’ contribution to the guests’ satisfaction should not be minimised.  
According to Raghubalan and Raghubalan (2015, p. 9-14), the housekeeping department comprises all activities and operations that maintain the cleanliness and aesthetics of the hotel’s inner and outer spaces (e.g. guest rooms, public areas, laundry, facilities maintenance, gardens, terraces, pools). Hilton must ensure a presentable image from the outside of the building, the entrance and reception since these are the first spaces that the customers encounter. In addition, these generate the guests’ first impressions which are a major factor in perceiving the hotel’s quality (Countryman and Jang, 2006, p.536). However, since the business’s revenue mainly comes from selling rooms, preparing them to generate profit must be a priority. For leisure travellers, cleanliness has been found as a top criteria in choosing a hotel (Wang et al., 2020).  Poor sanitarian environment is often associated with lack of proper management and low-quality service (Choi, 2019, p. 17). Therefore, the guests will launch complains which may affect Hilton’s reputation and finances at a local level. Also, there will be negative reviews on social media which may influence the potential visitors to avoid the venue (Lim, Min and Magnini, 2015, p.225). 
Housekeeping services are indispensable to customers’ health, safety and well-being. The hygiene and sanitization factors have been highly emphasised during the pandemic (Song et al., 2022, p. 134).  Consequently, people have started to pay an increased amount of attention and selectiveness in choosing their accommodation as they linked the high standards of cleanliness to a low risk of infection. Moreover, Tiwari and Mishra (2023) stated that the hotel star rating owned a significant role in attracting visitors. They found that, in consumer’s vision, the rating reflected the importance offered to safety conditions through assessing the safety-orientated operations. A four-star venue was perceived as more equipped and aware of hygiene importance during the pre-stay phase. As Hilton operates in upscale and luxury segments, it must continue to display openness and commitment to sanitization to build safety perception among the guests (Apaolaza et al., 2022). Besides, the high star rating should reflect an aim for raised standards and followed hygiene protocols.
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Outsourcing represents a strategy of hiring a third party to offer certain services or products in order to cut costs, increase efficiency and enhance quality (Sandilyan and Parthasarathy, 2019 p. 2). It is a common practice among hospitality firms due to its various advantages. Outsourced companies own more experience and abilities for specific task completion, so the hotels enjoy professional assistance which may outstand the brand above the competitors (Espino-Rodríguez and Lai, 2014, p. 9). Also, it provides help for managers to reduce their own supervising agenda, so they can allocate more time and resources for a reasonable set of duties.  

[bookmark: _Toc2087665693]Advantages of outsourcing

Outsourcing allows a business to design their core activities and boundaries to promote its own growth and development. Carper, McCool and Platt (2010) reported that Hilton required all its venues to install a high-speed internet service. Although at that time, the internet users were fewer than today, it represented an advantage that could attract customers, especially business travelers, to due to an increased quality of internet service. Therefore, outsourcing empowers the organisation to achieve better results and a strengthened brand image.  Also, it provides mutual support for other businesses’ goals and activities as networking represent a vital part of entrepreneurial success (Maggioni, Marcoz and Mauri, 2014, p.194). 
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On another side, outsourcing has its own weaknesses, especially for a grand hotel chain as Hilton. Being spread across the globe, each venue has its own needs. Therefore, studying the market, and researching for the best options requires time and clear standards to find the most suitable partnerships available in each area (De Vita and Tekaya, 2015, p.101). Whilst in some areas may be plenty of opportunities, in order areas may be less choices available. Therefore, Hilton would have to internalise that specific activity or product instead of outsourcing or agree with the best company available. This would create a lack of balance as some Hilton accommodations may enjoy more success than others because they agreed to different third parties. Elhoushy et al., (2020) reported that an organisation has less managerial control over the outsourced staff or service performance. If the outsourced service or product does not meet the guest’s expectations, Hilton will receive and manage their complains. Also, the hotel’s image would be affected, and not that company’s image.  
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Due to the complexity of Hilton Hotels activity around the world, the choice of outsourcing the housekeeping services represents a local decision rather than an imposed one at global level. Some of Hilton venues are in popular cities (so there are more guests on a regular basis) while other ones are found in less competitive places (the full boarding of the hotel is seasonal). Therefore, both options bear their own benefits and weaknesses. 
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Insourced housekeeping comprises a team of workers hired by the hospitality organisation. As the hotel staff have a major influence over the firm’s image and performance, it is essential to train and develop a team according to the business’ standards (Pousada, 2022). Therefore, the Hilton housekeeping workers would represent the brand in their activities, performance and attitudes. They would owe more accountability towards the hotel, leading to more attention to details which can generate a difference in service quality (Bhatnagar and Dheeraj, 2019). In addition, the hotel’s own housekeeping team would be present a longer period on the site, so unexpected issues would be resolved in a shorter amount of time. Although their interactions with the guests are minimal, the outcome of their work contributes to their satisfaction and creates brand value.
 	When Hilton chooses to insource the housekeeping, it must ensure proper training, equipment and empower them with same opportunities access as the other departments. Robson (2022) found that the costs of such approach are higher than of the outsourcing strategy. The organisation must follow its own payment regulations across all staff, including bonuses, holidays and costs (e.g. maternity, sickness). Hilton needs to ensure these rights to more associates if it relies on insourcing, so it would cost the business a higher amount of money. Moreover, Hilton must invest more resources in advertising jobs, interviews, probation periods and retaining the talented workforce. 
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Outsourced housekeeping stands out as a strategy of hiring an external specialised company for executing certain cleaning services and provide a wide range of amenities for a hotel (Lamminmaki, 2011, p.963). The hospitality businesses’ fundamental objective is to provide accommodation, food and beverage, entertainment and fulfilling experiences for the guests (Wu, Zhang and Li, 2022). As the industry’s environment is highly competitive, focusing on these elements would allow Hilton to deliver exceptional services. Regarding the cleaning company, they are solely to ensure they deliver professional attendance services to as many customers as possible. Moreover, the staff is selected, trained and managed directly by it and not by the hospitality firm. Due to their focus on a particular area of operations, the staff’s techniques, materials and knowledge are more enhanced (Park et al., 2019, p.2935). Consequently, they own multiple skills and an increased level of adaptability. 
However, approaching the outsourcing strategy may create difficulties for Hilton. As the business does not have any authority over staff retention or management, there is no guarantee regarding the people turning up to work at the hotel. Issues such as guiding and training according to the company guidelines may occur, creating performance gaps (Espino-Rodríguez and Ramírez-Fierro, 2018, p.144). Also, the eventual guests' complaints would be Hilton’s responsibility. They must resolve the problem, show compassion and empathy to the customer, deal with negative behaviours, offer compensation if it is needed, then further investigate the issue and discuss with the responsible attendant (Dahiya, Singh and Tiwari, 2022, p.2-5). All these steps may require consistent amount of time and energy. Usually, the front office people manage all the complaints. Therefore, the staff needs to be aware of proper handling of every point mentioned. 
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Ultimately, the hotel industry measures its success by the profitability of venues (Nair, 2019). As Hilton’s interest is to sell as many rooms as possible, hygiene is a vital aspect in achieving this goal. Therefore, lacking certain standards on cleanliness, comfort or aesthetics can threaten the guest’ satisfaction. 
Outsourcing housekeeping represents a professional option for ensuring a quality service due to the consistent amount of money that could be saved. All the costs of staff training, development, retention, and equipment are supported by the cleaning company. Also, the hired business has a wider knowledge regarding the latest trends and technologies in their field to increase their productivity, efficiency and quality. Consequently, Hilton staff would be more able to dedicate to business activities, to adjust itself in the changing environment of the industry. 
Demirel and Yildiz (2014) highlighted that a hotel can face various levels of congestion due to seasonal tourism, events, area’s popularity and friendliness towards different types of guests (business, leisure, families). Therefore, using forecasting strategies, Hilton may request as many attendants as necessary, depending on the size of the venue and rate of occupancy. It requires consistent organising skills, a strong communication and openness to cooperate. Undoubtedly, offering payment for cleaning services is unnecessary if the rooms have not been booked. There would not be any productive activities worth to pay for. Thus, Hilton will save money, increase its profit and further, will be able to invest more in other hotel’s operations.  



[bookmark: _Toc614361924]Conclusion

The rooms are the core product sold by Hilton Hotels. Therefore, the business must invest a high level of interest to maintain the cleanliness and the quality of amenities and facilities. The public areas, lobbies, front office and other spaces also must be displayed pleasant and sanitized. Precarious conditions have a negative influence on customer satisfaction and may affect hotel’s image and reputation.
Outsourcing housekeeping may represent a positive choice for Hilton Hotel due to its flexibility in terms of managing people and finances. It is a profitable option for ensuring professional services and create a trustful partnership with a local business. Depending on the type of accommodation, occupancy rate, forecasting, the number of cleaners can be adjusted so that the business does not lose financially. 
Outsourced housekeeping can contribute to delivering quality service and further, increasing Hilton’s success. 
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