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Report on the Outsourcing of the Housekeeping Department in Intercontinental Hotels Group
Introduction
Intercontinental Hotels Group (IHG) is a household name known for its extensive global network of hotels and resorts in the hospitality industry. IHG, a market leader in the hospitality industry, recognizes the significance of the housekeeping staff in sustaining high levels of guest satisfaction and operational effectiveness. IHG's dedication to providing superior experiences for its guests includes the housekeeping staff, whose job is to keep the hotel clean, tidy, and comfortable. This paper aims to analyze the advantages and disadvantages of outsourcing IHG's housekeeping services. It will thoroughly examine the benefits and drawbacks of the insourced housekeeping staff and the option of contracting third-party service providers. This report will examine many facets, such as the competence of employees, financial repercussions, operational results, sustainability considerations, service reliability, and the effect on customers' overall satisfaction, and hopes that investigating these issues can help IHG make a well-informed choice concerning the future of its housekeeping division.
Comparison of Insourced Housekeeping Team vs. Outsourcing Housekeeping
The current in-house housekeeping team at IHG comprises hardworking individuals committed to keeping the hotel clean, upholding strict hygiene regulations, and providing the highest level of service to guests. They have the training and equipment to effectively complete a wide range of cleaning tasks, making them a profession (Baquero, 2022). These employees are in-depth familiar with IHG's service standards, standard operating procedures, and guest expectations, allowing them to provide excellent service consistently. In addition, by keeping housekeeping operations in-house, IHG can exercise more significant influence over its employees' recruitment, development, and management, fostering a culture of loyalty and shared objectives.
However, when IHG hotels outsource their housekeeping services, they hire a separate company to take care of these tasks on their behalf. Expertise, resources, and domain knowledge are just some things these service providers bring to the table when they offer comprehensive housekeeping services (Ko, 2019). Outsourcing offers several potential benefits, such as reduced administrative burden, access to specialized technology and equipment, and the ability to scale up or down based on fluctuating demand. IHG can concentrate on its core business by delegating housekeeping duties to specialists outside the company.
On the other hand, outsourcing could have some negative consequences. Having a third-party service provider handle hiring and supervising the housekeeping staff raises some red flags. This could affect the degree of personalization and conformity to IHG's exceptional standards and guest expectations. In addition, IHG may need help integrating the outsourced housekeeping staff with the rest of the organization (Ko, 2019). In order to lessen the impact of these dangers, it is crucial to thoroughly assess prospective service providers' standing, dependability, and history.
The best fit for IHG must be determined through a comparative analysis of the two approaches. To this end, weighing the pros and cons of in-house and outsourced property management teams to determine which will best meet your needs is essential. Regarding brand and property nuances, an in-house team may have a better understanding, but outsourcing can provide access to specialized skills and industry best practices. In-house teams have more direct management and training control than their outsourced counterparts, who may have their training programs.
About Those Employed
IHG's housekeeping personnel undergo extensive training to ensure they have the qualifications and skills essential for their jobs (Tiwari et al., n.d). Employees in this department receive comprehensive training that includes instruction in efficient cleaning methods, meticulous attention to detail, efficient use of time, and friendly service to customers. They have the training and knowledge necessary to keep the hotel's guest rooms, common areas, and other spaces neat always. IHG trains its housekeeping employees in the brand's policies and processes to further assure establishment uniformity. A pleasant guest experience may be partly attributed to their familiarity with IHG's service philosophy and training to provide outstanding service.
If IHG decided to outsource housekeeping services, it would first investigate the qualifications of any candidates. These third-party companies should have extensive experience providing excellent housekeeping services to hotels and other hospitality businesses (Gebril et al., 2020). The qualifications of their workforce, industry experience, and adherence to industry standards and best practices are all factors that IHG would consider. Their capacity for handling large-scale operations, familiarity with the unique needs of hotels, and reputation for professionalism and dependability are all crucial considerations. The external service provider should also offer evidence that they provide their staff with continual opportunities for professional development.
The caliber of work, professionalism, and service delivery would be the focal points of comparing the hired workforce's skills in each situation. IHG directly employs housekeeping personnel, so they are well-versed in the company's core values, brand standards, and guest expectations (Rahman et al., 2021). Because of their knowledge of IHG's mission, they can give consistent and customized service to guests. They are vital to the hotel's infrastructure and can respond swiftly to new circumstances or individual guests' needs.
However, when you hire an outside company to handle your housekeeping needs, they bring their skills and equipment. They have probably worked with various hotels and resorts, meaning they may have gained valuable insights and knowledge from their experiences (Tiwari et al., n.d). However, not all of them will provide the same quality of service or meet all IHG's requirements. To ensure that external suppliers' abilities match the expected quality, professionalism, and attention to detail, IHG must thoroughly evaluate its capabilities.
Cost Implications
When examining the financial aspects of the insourcing housekeeping department at IHG, there are many direct and indirect costs to consider. Salary, benefits, and overhead costs like taxes and insurance are all considered direct costs. To keep its skills up to date, IHG will also need to invest in staff training and development initiatives. To run its daily activities, the organization will need to spend money on housekeeping materials, equipment, and supplies. The yearly budget should account for these continuous direct costs.
However, while thinking about whether to outsource your housekeeping, it's important to factor in the associated costs. The amount that IHG must pay the supplier for the service is based on the parameters of the contract and the pricing model. One such option is a flat rate per room that needs cleaning. Foreseeable costs above what was originally estimated, including fines for inadequate service or unanticipated service disruptions, would require careful consideration of the contract conditions by IHG. There may be opportunities to save money by using a service network to outsource tasks, such as lower operational costs or greater economies of scale.
IHG would evaluate the whole cost of each option to make an educated choice. To do so, one must compare the direct costs of insourcing, such as salaries, benefits, training, and supplies, with the costs outlined in the outsourcing contract (Tiwari et al., n.d). Cost considerations are another element that IHG must consider. Insurance costs may be impacted by variables including personnel turnover and the requirement for regular training. Changes in demand or the length of the contract might have an impact on costs in outsourcing. In addition, it is important to consider how each approach will affect the organization's capacity to distribute resources more effectively as well as its long-term financial repercussions.
Results
The consequences of insourcing and outsourcing housekeeping in similar firms in the hospitality industry have been the subject of numerous case studies and empirical findings This study provides useful data to analyze the results comes to the fore in terms of operational efficiency, cost savings, service quality and customer satisfaction. One case study examined how outsourcing housekeeping impacted a hotel chain and affected operational efficiency (Aguilar-Escobar et al., 2019). The hotel chain cut administrative costs, improved resource allocation, and streamlined personnel needs by contracting with outside service providers. As a result, expenses were reduced, and operational leeway was broadened.
In contrast, research on a hotel that decided to outsource its housekeeping staff discovered that it improved service quality and customer satisfaction. The hotel met its brand requirements and guest expectations for housekeeping service because it oversaw these activities directly. As a result, the overall quality of the guest experience increased, and the percentage of satisfied guests rose.
The results of this research, and others like them, apply to the aims and needs of IHG. IHG is a multinational hospitality company that serves a wide range of guest categories across several markets. The choice of whether to insource housekeeping should consider IHG's brand standards, the required level of control, the necessity for operational flexibility, and the unique expectations of its target guests (Aguilar-Escobar et al., 2019). IHG may learn a lot about the possible effects of insourcing and outsourcing on operational efficiency, cost-effectiveness, service quality, and customer happiness by looking at the outcomes in similar firms. With this data, IHG can better connect its housekeeping approach with its overall aims and requirements, strengthening its competitive edge and ensuring consistently excellent guest experiences.
Sustainability
Examining the environmental effect of in-house activities is essential when examining the sustainability of housekeeping operations at IHG. Chemical use, energy use, and trash disposal all fall within this category (Karim & Rabiul, 2022). Linens, toilet paper, and cleaning supplies are only a few examples of the waste produced by housekeeping departments. To lessen its environmental impact, IHG has to adopt waste management measures, including recycling programs and ethical disposal procedures. Cleaning products have environmental impacts, so IHG must also ensure they are used appropriately and green.
On the other hand, while debating between different housekeeping outsourcing possibilities, assessing the sustainability practices and activities of potential service providers is crucial. IHG needs to evaluate any potential service suppliers' sustainability priorities and policies to ensure that they align with IHG's sustainability objectives (Hamza et al., 2019). Cleansing products that are kind to the environment, recycling programs, and using less energy all fit into this category.
In any insourcing or outsourcing scenario, IHG must consider its sustainability objectives and corporate social responsibility. IHG can ensure its sustainability criteria are met through In-House Sourcing, which gives them complete control over the process. They may customize sustainability efforts to their business and keep a close eye on their success (Bhatnagar & Dheeraj, 2019). However, service providers with proven sustainability programs may be accessible through outsourcing, providing IHG with access to knowledge and creative solutions consistent with the company's sustainability objectives. However, to keep environmental stewardship consistent across all its properties, IHG must ensure that the chosen service provider's sustainability standards align with its own.
Consistency
Maintaining guest happiness and safeguarding IHG's reputation requires ensuring consistency and reliability in the performance of housekeeping services. Staff turnover and training programs are two variables that affect consistency in the case of an in-house housekeeping crew. When there is a lot of staff turnover, it might cause problems with continuity of service (Tiwari et al., n.d). Suppose IHG wants to maintain a high standard of cleanliness throughout its properties. In that case, it needs to find ways to attract and keep a competent housekeeping crew and provide those employees with enough opportunities to learn and grow. Consistency in service delivery may be encouraged by implementing extensive training programs encompassing standard operating procedures, cleanliness standards, and customer service.
The service provider's policies on employee turnover and training might affect the consistency of an outsourced housekeeping service. If IHG wants reliable service, it should investigate the provider's history of keeping employees on board and providing ongoing education. Service quality may be monitored and kept at a high-level using quality control procedures like inspections and reviews of employee work (Espino-Rodríguez, 2023). Performance management systems are crucial to ensuring that services are consistently provided. IHG's internal and contracted housekeeping services need defined goals and metrics for success. To close any performance gaps and guarantee steady growth, it is essential to conduct regular evaluations and feedback sessions.
Consistency can significantly influence the guest experience and the brand's reputation (Karim & Rabiul, 2022). A pleasant guest experience begins with a clean, comfortable space, achieved via consistent and reliable housekeeping services. Rooms must be consistently clean and well-maintained to avoid dissatisfied guests and poor evaluations. Furthermore, IHG's general reputation as a hospitality provider might be harmed by a reputation for inconsistency. Housekeeping services consistently provided show professionalism, attention to detail, and a dedication to guest happiness.
Guest Experience
Housekeeping services significantly influence guest satisfaction, loyalty, and overall experience at IHG. Guest perceptions are significantly influenced by neatness, responsiveness, attention to detail, and service personalization (Karim & Rabiul, 2022). Cleanliness is a basic expectation of guests, and a spotless, well-kept atmosphere increases guest satisfaction. The guest experience is improved, and guests are more likely to stay again if the room is kept tidy.
Meeting guest needs and quickly addressing any problems depends on responsiveness. Providing prompt service in response to guest inquiries increases both satisfaction and the impression of quality. Care and professionalism may be shown in the individual's attention to detail (Twumasi, 2019). Guests are impressed by the attention to detail in the hotel's well-organized facilities, freshly made beds, and spotless common areas. The guest experience is elevated when service is tailored to everyone. Guest loyalty increases, and a perception of value is created by tailoring services to match specific tastes and needs.
The guest experience may be impacted by insourcing or outsourcing housekeeping. IHG maintains brand consistency through in-house procurement, which enables better control and customization. To improve service quality and guest satisfaction, outsourcing can open access to specialist knowledge and resources. When assessing the guest experience, industry benchmarks, and consumer input are helpful. The success of various approaches and their influence on guest satisfaction and loyalty may be gleaned by analyzing satisfaction ratings, reviews, and comments from guests at hotels with comparable profiles within the industry.
Other Relevant Elements
In the decision-making process regarding outsourcing the housekeeping department at IHG, several additional factors should be considered. Legal considerations, such as labor laws and contractual obligations, play a crucial role in determining the feasibility and compliance of outsourcing arrangements (Ko, 2019). Employee morale and job security are essential to assess, as outsourcing may affect the motivation and loyalty of in-house housekeeping staff. Organizational culture should be considered, considering the impact on teamwork, communication, and the alignment of outsourced services with IHG's values and standards. Strategic alignment with IHG's long-term goals and objectives should also be evaluated, ensuring that the decision aligns with the company's strategic direction. These factors and others specific to IHG's unique context provide additional depth and considerations to support the chosen stance on outsourcing the housekeeping department.
Conclusion
In conclusion, this report has examined the key aspects surrounding the decision to insource or outsource the housekeeping department at IHG. Through a thorough analysis and evaluation, we have considered various factors, including the comparison of insourced and outsourced approaches, the abilities of employed personnel, cost implications, results from similar organizations, sustainability considerations, consistency and guest experience, and other relevant elements. Based on the findings, it is recommended that IHG consider outsourcing the housekeeping department. This approach offers potential benefits such as cost savings, access to specialized expertise, flexibility, and scalability. However, it is crucial for IHG to carefully manage the transition carefully, ensuring clear communication, robust quality control mechanisms, and ongoing monitoring of service delivery. By embracing outsourcing, IHG can optimize operational efficiency, enhance the guest experience, and focus internal resources on core competencies while mitigating potential risks associated with this decision.
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