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[bookmark: _Toc129292096]Executive Summary

The following report is having as main subject Outsourcing The housekeeping services within Intercontinental Hotels Group. For this reason , there will be analyzed financial aspects, the benefits and risks of the outsourcing processes and as well , how IHG approaches it. Furthermore, there will be included information about the outsourcing efficiency in comparison with insourced housekeeping services along with a conclusion that will summarize the report.
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Outsourcing refers to the commercial practice of contracting with an outside company to supply goods and services that were previously provided in-house and when businesses send their work elsewhere, they are engaging in a form of globalization known as outsourcing and hospitality businesses frequently resort to outsourcing as a means of cutting costs. Therefore, it may affect a wide variety of careers, from front-line customer service to manufacturing to administrative support. (Jacobs & Wade, 2013)

Not until 1989 did the term "outsourcing" become widely used to describe a method of doing business but it it had already become a cornerstone of contemporary business economics by the 1990s and outsourcing is widely accepted, however there are some countries that have strong reservations about it. There are many who are against it because they believe it has contributed to a decline in manufacturing and other domestic employment and many people are in favor of outsourcing because they believe it helps keep free-market economies around the world and encourages firms to focus on areas where they can have the most influence. (Teo, 2012)

[bookmark: _Toc129292098]History of Intercontinental Hotels Group 

The Intercontinental Hotel Group (IHG) is consistently ranked among the most successful businesses on a global scale within the hospitality industry and it manages about 6000 hotels and resorts spread out across more than 70 countries and territories worldwide and  In the year 1881, the beginnings of the corporation that would one day be known as the Intercontinental Hotel Corporation were laid. It started out as a modest collection of hotels and motels around the United States, but it has since expanded to become one of the most successful hotel chains in the globe. (IHG Corporate, 2023)

IHG has been in the hospitality business for more than 140 years, and throughout that time it has established itself as one of the most prestigious brands in the world and the very first Intercontinental Hotel was located in Miami, Florida, and it welcomed its first guests in the year 1881. The illustrious Intercontinental Hotel Group, which had its beginnings in the 1870s with the work of Arthur J. Thompson, was the owner of the hotel. When Thompson was just getting his business off the ground, one of his primary objectives was to make it possible for tourists to stay in nice locations without completely blowing their budgets. Become one of the most successful hotel chains in the country in a very short amount of time. (IHG Corporate, 2021)

The Intercontinental Hotel Group and the Holiday Inn firm, which had its headquarters in the United Kingdom, joined in 1971 and the new integrated hotel network is by far the largest in the world, boasting more than 3,000 properties spread over more than 65 countries and as a consequence of the business deal, the company decided to change its name to Intercontinental Hotels Group. (IHG Corporate, 2022)

IHG is one of the most successful hotel chains in the world, with a large foothold in virtually every region of the world. The objective of the organization is to give vacationers access to lodging and services of a high standard that are offered at prices that are affordable And also, , the company is dedicated to sustainable and ethical business practices, and it contributes substantially to a wide variety of charity organizations including UNICEF, the World Wildlife Fund, and the American Red Cross. (Financier Worldwide, 2020)
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IHG commonly uses the services of third parties when it comes to contracting out cleaning services such as housekeeping, laundry, and janitorial labor so, IHG can concentrate on what they do best and offer better service to its customers as a result of their decision to outsource the tasks that are required to maintain a high level of cleanliness to third-party contractors. The supply of each of these conveniences is necessary if an acceptable standard of cleanliness is to be maintained at all times. (Grubbs, 2006)

IHG contracts with a separate company to handle the provision of housekeeping services while this hospitality company is accountable for the comprehensive cleaning and sanitization of all hotel facilities, including guest rooms, public areas, the lobby, and function rooms. In addition to cleaning the windows and the bathrooms, this includes dusting, vacuuming, and polishing the furniture and other surfaces. In addition, housekeeping is responsible for replenishing used amenities, such as shampoo and conditioner, and supplying guests with clean towels and linens and the corporation routinely works with commercial cleaning agencies in order to ensure that its hotels continue to meet the stringent requirements set forth by IHG. (Laxity et Al, 1993)

IHG is able to deliver superior service to its clients and concentrate on their primary areas of expertise thanks to the fact that the company contracts out the provision of cleaning services to third-party organizations and as a consequence of this, IHG will incur fewer expenses related to the recruitment and retention of housekeepers, as well as the training and education of those housekeepers, and the provision of the supplies that are necessary for them to efficiently do their jobs. IHG possesses the resources necessary to reliably meet the needs of guests by delivering the services they seek in a prompt and effective manner as the use of an independent cleaning service has made this accomplishment conceivable. (Naeem & Dawar, 2016)

By contracting out its housekeeping operations, IHG was able to devote more of its time, energy, and resources to expanding the scope of its core capabilities and boosting the quality of service it offers to its customers and as a direct consequence of this, there has been an increase in productivity, a decrease in expenses, and an assurance of compliance with applicable rules. IHG is able to guarantee the safety and satisfaction of each and every one of its guests as a result of these advantages, which have enabled the company to maintain its preeminent position in the hospitality industry as IHG is a global leader in the hospitality industry. (Yap, 2006)
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IHG hotels  can save money on labor costs and cut down on the number of seasonal employees they require by entering into contracts with outside parties and the hotel will not have to hire any more employees, which will result in cost savings and as a result of lower costs associated with both their equipment and their products, they are able to reduce the expense and bring it closer to the limits of their budget. (Bhawe, 2011)

During these times, it is essential for IHG hotels  to have access to a larger variety of specialized cleaning services, such as in-depth cleaning to eliminate viruses, which are provided by contractors who are also able to provide these services on demand as it has been demonstrated that contracting out housekeeping duties to a third party can be an efficient method for some businesses and this is due to the fact that management does not have to spend as much time monitoring a large cleaning team, which enables them to channel that focus toward expanding the business. (Nguyen, 2019)

Because outsourced companies are committed to maintaining the most transparent relationship possible with its clientele they usually  develop a client app that supplies users with up-to-date information regarding the operation of their company and the utilization of outsourced companies for Housekeeping services will  enables IHG hotels  to swiftly and affordably fill unforeseen openings in their employees in the event that they occur as they provide hotels with temporary employment opportunities for their staff as a courtesy to the hotels as  little as four hours each shift.(Hill, 2018)

Of the many potential dangers associated with outsourcing, the threat of losing control is among the most crucial to bear in mind and when a company hires a third party to complete a task, it often gives that person or company full control over how it's done. So, the burden of ensuring proper operation execution and happy customers is on the contractor and this is an issue for many businesses since it suggests the contractor is prone to making mistakes, some of which may have serious financial consequences. Unfortunately, when a company hires a contractor rather than an employee, there is less opportunity for responsibility and monitoring, which can lead to more expensive mistakes. (Giamartino, 2018)

One of the major issues people have with outsourcing is the worry that the quality may suffer as a result. When a company relies on a contractor to carry out an assignment, it is taking a calculated risk that the job will be done to satisfaction as the company's expectations may not be met if the contractor does not have the necessary expertise. When a company's ability to produce a high-quality, marketable product is dependent on an outsourced process, this could be an issue. It can be expensive for a company to spend time and money fixing issues that arise as a result of poor quality. (Fadzil, 2016)

The risk of client dissatisfaction is another concern with outsourcing so, when a company outsources a task, like customer service, it often gives up some measure of control over that task. There's a chance that clients won't feel like their issues are being handled as promptly or expertly as they would if they were talking to a representative of the company face to face and as a result, they may feel less than satisfied with our service. Although it can be difficult, maintaining happy clients is crucial to any business's long-term survival and growth. (Deloitte, 2017)

[bookmark: _Toc129292101]CSR
IHG Green Engage is a user-friendly online system that allows to monitor the energy, carbon, and water consumption at each of the hotels, as well as the waste management and associated costs and this allows to control and limit environmental impact more effectively. IHG Green Engage's more than 200 Green Solutions are a crucial component of the program, as they enable hotels to limit the amount of damage they cause to the local environment while realizing up to a 25 percent reduction in their monthly energy bills. (IHG Corporate, 2019)


Ecolab and Diversey, two of the most recognizable companies in the hygiene and cleaning technology and services industries, launched the Way of Clean program with IHG in 2015 and the program is currently being expanded with new COVID-19 guidelines and best practices, many of which are already in place as a result of recommendations from the World Health Organization (WHO), the Centers for Disease Control and Prevention (CDC), and local public-health authorities in markets around the globe. (IHG, 2020)
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 When it comes to insourced or outsourcing the housekeeping services within Intercontinental Hotel Group we should admit the fact that  being able to draw conclusion over the financial aspects of outsourcing and insourced housekeeping services is hard due to the fact that most likely the outsourcing companies will ask for  certain price per square meter and the insource services are when the hotel is paying directly their employees in order to maintain the cleanliness in it. (Buckley & Jennings, 2004)

   In conclusion in order to be profitable when it comes to the housekeeping services each hotel from the Intercontinental Hotel Group should be calculating their offers regarding their size of the hotel and then comparing to how much will they spend on workforce for insourced housekeeping department. (Dutta & Verma, 2019)
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Nonetheless, IHG hotel management that is considering outsourcing their cleaning services should thoroughly consider the benefits and drawbacks of doing so before making a final decision and it is necessary for managers to select a trustworthy staff supply that is capable of reacting swiftly to changing demands.
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