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                                           INTRODUCTION


Depending on the type, size, basic offers, contents, category, usage level, and duration of the hotel, housekeeping departments are found in hotel organisational structures. Among its responsibilities are accurate occupancy rate reports, preparation of rooms and other hotel units, training of employees, application of standards, and continuous application of hotel business policies. Housekeeping is primarily responsible for cleaning and maintaining hotel units and rooms, so selecting the right head housekeeper is crucial to the success of the hotel's business, recognition, and reputation. (Batinic, 2015) Besides a high school or university education and language skills, the head housekeeper must also possess ability to plan, organize, lead, and control, as well as having a good knowledge of hygiene and psychology. Hotel housekeeping is overseen, directed, and organized by the head housekeeper. (Jones and Jones, 2007)





                            







                        Outsourcing:  A Modern Necessity                                 


Business relationships and networking have become crucial to the survival of a company in today’s highly competitive market. To improve their performance, firms across industries are turning to outsourcing, which means contracting out a portion of their business activities to an external party rather than performing them internally. The contracted activity may be the provision of a service or production of goods (Hayes and Tillement, 2022). To maximize the efficiency of operations, it is both essential to deploy resources effectively and develop strategies to enhance them (Akshita et al, 2023). Although, using external sources to perform activities requiring more workforce and diverse skill sets is believed to be an effective way for organisations to focus on their competencies, enhance their core services, and utilize their strengths, there is no consensus as to its effectiveness (Lahiri, 2016). Businesses are increasingly outsourcing, particularly offshore outsourcing, to ensure their viability and survival in today's globalized business environment (Mukherjee et al., 2023). As a result of the recent covid-19 pandemic, hoteliers have had to adapt and innovate to remain competitive and increase their competitive advantage. (Jain, 2020). Organisations in the hotel industry have been implementing outsourcing for some time as part of their management strategies. To reduce costs and maximize efficiency, hotels contract certain services to external parties, allowing them to focus on their core services. (Espino-Rodriguez and Lai, 2014) Outsourcing is increasingly receiving attention from hotel sector experts due to the global economy and considered essential for delivering a wide range of services to clients and staff. Most businesses nowadays outsource some tasks to third parties or use their services to enhance the quality of their offerings allowing the corporation to significantly reduce costs. Outsourcing specialized tasks helps complete work more quickly and effectively. Many hotels are adopting the outsourcing strategy to compete successfully with other hotels and, at the same time, reduce expenses (Espino-Rodriguez, 2023)


                     Outsourcing versus Insourcing

The decision to outsource or internalize its revenue management functions is a matter of requirement for any hotel (Altin et al, 2017). Both internalized and outsourced housekeeping have their own set of benefits and disadvantages. 

The Positives
1. Pros of Internalized housekeeping
The benefits of internally training employees cannot be matched by outsourcing, even though the initial investment may be higher. Among these is the fact that the company's employees are trained in its brand values, with 'hospitality' being a major driving force. It is the result of several factors, including training the housekeeping staff in good conduct, teaching them the tenets of the brand, and creating a sense of brand identity from their professionalism.
Due to the first benefit, it creates better employment opportunities for professionals in this field. Most outsourcing agencies provide budgetary services, leaving employees with little opportunity for income. The hotel's internalized staff earns a much higher salary and has access to rewards and benefits. Housekeeping must be internalized by brands that want to achieve the highest level of quality.

2. Pros of Outsourcing Housekeeping
Outsourcing always has the advantage of reducing operational costs. Economies of scale are realized by managing housekeeping personnel for various brands at once, thus reducing establishments' housekeeping expenses (HotelTalk, 2022) (Hospitality Net, 2021)
Furthermore, with outsourcing, hotels can schedule more hands-on-deck during the busy season and reduce staffing during the off-season, so they do not have to run at full capacity all the time. Outsourcing offers the hospitality industry greater flexibility in scheduling staff rosters (Patil, 2023). Among the many reasons hospitality establishments choose to outsource housekeeping are reducing liabilities, streamlining management's workload, as well as flexible resource utilization. (Soltani and Wilkinson, 2010)
Hoteliers can choose either housekeeping method based on their business needs.

The Negatives
1. Disadvantages of Insourcing 
Housekeeping teams today require a large budget to sustain themselves. The housekeeping fleet is hired based on the statistics of the busy season, hence would be overstaffed, and burdened with payroll duties during the off-season which is inefficient when trying to survive or cut costs (Ucal Sari, 2017).
The second problem associated with internalized housekeeping is the supervision, training, and management of the staff. Hotels are responsible for administering and managing their housekeeping crew in addition to dealing with pay increases, bonuses, appraisals, and staff training.

2. Disadvantages of Outsourcing 
Outsourcing hotel housekeeping may seem attractive, but there are disadvantages as well. The organization has little or no control over the outsourced staff. Because the crew is outsourced, there is a lack of accountability, which may lead to guests experiencing problems. Often, outsourced housekeeping services lack the quality that is provided by internal housekeeping personnel (Wood, 2013). In research conducted by Relph and Parker (2014), it has been noted that companies who outsource logistics to third parties often lose contact with their customers, implying a relationship cost for hotels.

                  
                Competitive Strategies and Decision making

An organisation's competitive strategy determines whether it internalizes or outsources. Furthermore, it is designed to create a competitive advantage in the market (Kotler and Keller, 2012) (Herzallah et al., 2014), and is crucial to survival and growth (Prunea, 2014). According to Porter (1980), an organisation can develop a generic competitive strategy based on differentiation or cost leadership, capable of delivering superior performance. Organisations could use these generic strategies to provide better service to their customers, or to provide their products more efficiently than competitors. His competitive strategies are based on cost leadership and differentiation. Porter (1985) maintained that companies compete either on price (cost), on perceived value (differentiation), or by focusing on a specific customer (market segmentation) while pointing out that attempts by firms to use both differentiation and cost leadership strategies simultaneously may fail. Dadzie et al., 2012 noted other authors consideration to the possibility of a hybrid, mixed, integrated, balanced, or combined strategies. 

Cost Leadership/Differentiation Strategies
A cost leadership strategy focuses on standardising operations and continuously analysing cost reduction processes to produce products, goods, and services at a low cost. Firms that pursue a cost leadership strategy strive to achieve the lowest costs in their environment, offer good prices to clients, and achieve profitability (Hitt et al., 2016). Outsourcing activity is positively and partly influenced by cost leadership strategies as cost reduction is a primary reason for outsourcing.
A differentiation strategy on the other hand involves persuading customers that a product or service is superior to others, based on brand, quality, and performance, to charge a premium price. (Stonehouse and Snowdon, 2007) The purpose of differentiation is to offer a unique product that is better than one’s competitors. This strategy negatively impacts the outsourcing activity since companies focus on providing goods and services that cannot be replicated.
                          BOWMANS STRATEGIC OPTIONS
A particularly useful model for understanding how companies compete in the marketplace is Bowman's Strategy clock, cited by Radut (2015). As well as explaining the combinations of cost and perceived value that many firms use, this model also identifies which strategies will be successful. 
Figure 1 below, represents a simplified version of the original and shows the link between competitive strategies and customer perceived value (value during use-customer satisfaction with respect to a product purchased or used). 
[image: ]Friesner, 2014

The bullet points below summarise each point on the clock.
· [bookmark: _Hlk138128833]Position 1─ Where perceived value and price of goods and/or services are low. 
· [bookmark: _Hlk138128859]Position 2─ Low-cost leaders who drive price to the barest minimum.
· [bookmark: _Hlk138128947]Position 3 ─ offerings at a low cost, but with a higher perceived value.
· Position 4 ─ Offering higher perceived value either by increasing price for greater profit margins or keeping prices low for a greater market share.
· Position 5 ─ offerings with superior value to a niche market with high price.
· Position 6 ─ (risky high margins) price increase with no addition to value. 
· Position 7 ─ High price/low value offerings by only one company (Monopoly)
· Position 8- Low value offerings at standard price resulting in market share loss.

                                            The Case for ACCOR

ACCOR’s segmentation strategy enables the business to position itself across a wide range of market segments. The hotel provides a variety of hospitality services, including budget, economy, midscale, lifestyle, and luxury accommodations (Accor, 2023), allowing it to control an appropriate share of the market. Although, its differentiation strategy favours insourcing its housekeeping operations to maintain quality standards and not compromising customer perceptions, the hotel stands to benefit from outsourcing some of its activities.

COST IMPLICATIONS
As a result of the potential cost reductions associated with outsourcing, ACCOR stands to benefit from outsourcing the firm's housekeeping operations. The hotel can use vendors or special suppliers to perform this function without compromising the quality of service. According to Viswanathan et al. (2021), outsourcing allows companies to focus on their core businesses and become more efficient, contributing to their competitive advantage.

FLEXIBILITY
The uncertainty of demand has led to a strong growth in outsourcing activity in many industries, utilizing subcontracting to adjust to market difficulties. (Nikoloski et al., 2022) In general, outsourcing facilitates flexibility by converting fixed costs into variable costs (Liu and Tyagi, 2017). A seasonal industry such as the hospitality industry requires greater flexibility, which supports the outsourcing of housekeeping services. Accor can reduce its operational costs by outsourcing its housekeeping operations.


SUSTAINABILITY
It is becoming increasingly important for hospitality firms to consider their business practices when conducting their operations in line with the Courtauld commitment on sustainable practices. (Anon, 2016) The importance of firms incorporating CSR into their strategic planning function is highlighted by (Anlesinya and Abugre, 2022). A crucial aspect of sustainable business practices is the ability to conduct business in a way that will enhance the long-term sustainability of a company. Svensson et al., 2010 demonstrate this by highlighting Enron as an example of a company that was motivated more by immediate results rather than by long-term sustainability. It was argued that profit alone should not be the primary consideration in business decisions.
Sherman (2012) noted that Elkington's triple bottom line considers more than profits, return on investment, and shareholder value, but also impacts the environment and society. It serves as a framework for measuring and reporting corporate performance on economic, social, and environmental factors A triple bottom line approach to reporting can help achieve sustainability goals in addition to focusing on profits, people, and the planet. To ensure successful outsourcing, all three aspects must be considered.


CONSISTENCY
An organisation must be consistent with its values and actions, according to Carroll (2021). Delegating activities to third parties generates the responsibility to hold suppliers accountable for activities that may harm the company or a certain sector of society. A joint social responsibility program based on the specific activities and needs of Accor's suppliers is imperative when developing its social responsibility policies and programs.



                               CONCLUSION/ RECOMMENDATIONS

CONCLUSION
According to the findings of this report, hotel housekeeping plays an important role in guests' experiences and in building a hotel's reputation. To accomplish these tasks effectively, it is imperative that those who are responsible for performing them possess the necessary knowledge and skills. Analysing the business needs is the first step in determining whether to internalize or outsource this hotel function. With the aid of competitive strategies, hotels can make informed decisions about outsourcing based on their business objectives and the perception of value and price held by their customers. With the outsourcing of Accor's housekeeping department to an external company, the company will save both time and money. Sustainable business practices should be communicated, monitored, and adhered to maintain a competitive advantage. 

RECOMMENDATION
Despite Accor's competitive strategy of internalizing its housekeeping department, the hotel should consider outsourcing most of its budget and economy segments while maintaining differentiation in other segments.
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