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[bookmark: _Toc135166339]Introduction
The research analyses the factors that went into Hilton's choice of whether to insource or outsource its housekeeping services. The purpose of this report is to compare and contrast the two alternatives and offer guidance based on the comparison. The first section of the report examines how current hotel cleaning procedures affect the guest experience. The paper continues by comparing the prices of in-house and outsourced labour, and analysing how this shift affects the bottom line. The paper also analyses Hilton Hotels' sustainability and consistency initiatives in relation to the choice of whether to insource or outsource housekeeping services. The research paper concludes with suggestions for whether or not Hilton Hotels should hire their own housekeeping staff, based on the findings.


[bookmark: _Toc135166340]Comparison of insourced housekeeping team and outsourced housekeeping team
Part 1: Insourced Housekeeping Team
Hilton Hotels is a global leader in the hospitality industry, operating in more than 100 countries and territories around the globe. Hilton has a huge in-house workforce of housekeepers who are responsible for maintaining the cleanliness and upkeep of guest rooms and common areas.
Having in-house housekeepers gives the hotel more control over the level of cleanliness and hygiene supplied to visitors. The Hilton hotel chain's housekeeping crew has undergone extensive training to ensure that the hotel is always spotless and that all guests are satisfied with their stay. This ensures that visitors to Hilton properties always have a good time, which can boost return visits and word-of-mouth advertising (Hilton Worldwide, 2022).
Having a housekeeping staff that is internally recruited is beneficial since it increases employee loyalty and dedication. In order to keep its cleaning employees happy and loyal, Hilton provides them with competitive pay, benefits and opportunities for professional development. The result may be greater productivity and decreased turnover.
Part 2: Outsourced Housekeeping Team
Housekeeping services at several Hilton Hotels are provided by independent contractors. There may be financial savings, more versatility, and access to specialist knowledge as a result of this.
For Hilton, one of the biggest benefits of outsourcing is the opportunity to save money on labour by eliminating the need to maintain a sizable in-house housekeeping staff through hiring, training and supervision. The hotel may instead choose to hire a separate service to oversee the housekeeping department. This has the potential to result in substantial savings that the company may put to use elsewhere (Bai, Law, Wen and Wu, 2018).
Hilton can have more leeway in how many employees they need because of outsourcing. The hotel may need to hire more housekeepers around the holidays and other high-demand times of the year. Hilton may swiftly increase its employment levels without incurring the time and expense of acquiring and training new employees by turning to outsource.

Outsourcing may also come with certain drawbacks. The potential for lessening oversight over the experience delivered to tourists is a major cause for concern. Service quality and guest happiness may suffer when hotels rely on outside contractors rather than permanent employees. Outsourcing also has the potential to lower morale in the workplace by making workers feel less appreciated and more precarious about their employment situations.
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The tourism and hospitality industry places a premium on the expertise of its workers in order to create satisfying experiences for customers and to keep operations running smoothly. The success of Hilton Hotels depends heavily on the talents of its employees. Some of the most important skills needed for various positions around the hotel are listed below:
· Front Desk Staff: Staff at Hilton's front desk need excellent verbal and interpersonal skills to help visitors with reservations, questions and problems. They need to be well organized to control the flow of guests and allot rooms effectively.
· Housekeeping Staff: Hilton's housekeepers need to be meticulous in their work to keep the hotel's guest rooms and common areas looking and smelling fresh and germ-free. They need physical energy to do things like lifting heavy objects and doing lots of little jobs over and over (Aldebert, Dang and Longhi, 2016). The ability to efficiently manage one's time is also essential for getting rooms ready for guests in the specified time period.
· Food and Beverage Staff: Employees in the hotel's food and beverage outlets must possess superior people skills in order to successfully engage with visitors, accept orders and provide suggestions. They need to be able to operate quickly and efficiently, as well as have experience serving food and drinks.
· Sales and Marketing Staff: The sales and marketing team at Hilton needs to be able to effectively communicate with and negotiate on behalf of the company's clients, both new and old. To create successful marketing and sales plans, they need a deep knowledge of market dynamics and the nature of the competitors (Song and Wu, 2015).
· Management Staff: Leadership Skills for Hilton's Management Team The management team at Hilton must have solid leadership skills in order to effectively manage their workforce and the hotel's day-to-day operations. They need to be well-versed in the hospitality business and capable of deciding big-picture decisions that will boost the hotel's bottom line.
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Hilton Hotels face a potentially huge financial impact from their decision of whether or not to insource their housekeeping staff. Possible expenses for each choice are detailed below.
Insourced Housekeeping Team: 
· Wages and Benefits: Hilton needs to pay its in-house housekeepers a competitive rate and offer them generous perks if it wants to keep them around. Salary, medical insurance, retirement savings and vacation time are numerous instances of such perks.
· Training and Development: Hilton needs to put money into training and development initiatives for its housekeeping employees if it wants to give its customers the best possible service (Kotler, Bowen and Makens, 2014). Coursework, apprenticeships and professional accreditation are all viable options.
· Equipment and Supplies: Housekeeping at Hilton requires the use of a number of different pieces of equipment and materials, including but not limited to cleaning chemicals, vacuum cleaners and linens. These expenditures might build up over time, especially if routine upkeep or replacement is required. These expenditures can accumulate over time, especially if routine upkeep or replacement is required (Kim and Lee, 2014).
Outsourced Housekeeping Team:
· Contracting Costs: Hilton must pay a third party to oversee its contracted housekeeping staff. Service fees, management fees, and the contractor's share of operational expenses all fall under this category.
· Quality Control: Hilton may need to allocate more funds to ensure that its contracted housekeeping service consistently delivers the high level of cleanliness and service that the Hilton brand is known for. This may involve training courses, assessments, and routine inspections (Siguaw and Enz, 2020).
· Loss of Control:  Negative evaluations and a decrease in guest satisfaction can occur from a lack of control over the quality of service provided to guests as a result of outsourcing. The loss of customers and income that could result from this is a long-term cost concern.
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Here is a table format summarizing the cost implications of insourcing and outsourcing the housekeeping team at Hilton Hotels:
	Cost Implication
	Insourced Housekeeping Team
	Outsourced Housekeeping Team

	Wages and Benefits
	Hilton needs to pay its in-house cleaners a competitive rate and offer them generous perks if it wants to keep them around. This may include monetary compensation, medical coverage, retirement savings and vacation time.
	Due to the contractor's ability to hire personnel at a lower wage and benefit level, outsourcing can reduce labour expenditures. Hilton will still spend money on managing and supervising the outsourced staff.

	Training and Development
	Hilton needs to invest resources into training and development programs for its housekeeping employees if it wants to serve its guests with the best possible service. Certification programs, formal education and training on the job all fit into this category.
	There may be savings in this area if the outsourced company takes on the job of educating and developing its employees. To make sure that the outsourced workforce complies with its requirements, Hilton might still need to offer some supervision and training.

	Equipment and Supplies
	To support its housekeeping operations, Hilton must buy and maintain a variety of tools and materials, including cleaning agents, vacuums and linens. These expenditures can accumulate over time and may necessitate periodic repairs or replacement.
	The third-party contractor may offer their own equipment and supplies, reducing the overall cost of outsourcing. However, Hilton may still need to invest in and maintain some tools and materials to help the outsourced staff do their jobs (Pechlaner, Innerhofer and Borghi, 2019).

	Contracting Costs
	N/A
	Hilton has to hire a management firm to oversee its contracted cleaners. Indirect expenses might include things like service fees, management fees and the contractor's share of general operating expenses.

	Quality Control
	Hilton has an in-house housekeeping staff that must adhere to strict cleanliness, hygiene, and customer service guidelines. Regular inspections, performance evaluations and training initiatives might all fall under this category.
	Hilton has an in-house housekeeping staff that must adhere to strict cleanliness, hygiene, and customer service guidelines. Regular inspections, performance evaluations and training initiatives might all fall under this category.

	Loss of Control
	N/A
	Negative evaluations and a decrease in guest satisfaction may occur from outsourcing due to the lack of control over the quality of service delivered to guests. The loss of customers and income that could result from this is a long-term cost concern.
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There was no detailed analysis of how in-house versus contracted cleaners fared in Hilton Hotels' properties. Instead, it provided a high-level summary of the pros and cons of each choice, based on common industry practices and knowledgeable perspectives.
The analysis noted that if Hilton insourced its housekeeping workforce, it would have more say over the quality of service offered to guests and more room to invest in the staff's professional development. It noted that this choice may come with a higher price tag if competitive wages and benefits are to be paid and if necessary, investments in machinery and supplies are made (Choi, Lee and Kim, 2019).
On the other hand, if the housekeeping staff was contracted out, Hilton would have less responsibility for their hiring, training, and supply needs. Negative evaluations and a drop in customer satisfaction could have long-term financial consequences for the hotel, while a loss of control over service quality would be a major negative for visitors.
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Hilton recognizes the importance of addressing sustainability concerns because of their potential effects on the hotel's image, local community and natural resources. The following examples demonstrate Hilton's efforts in sustainability:
· Energy Conservation: Hilton has taken numerous steps to reduce its energy use, including the installation of energy-efficient lighting, heating, ventilation and air conditioning and appliances. Guest participation in energy-saving efforts, such as towel reuse and light switching off, is also encouraged.
· Water Conservation: Hilton's water-saving initiatives include the installation of low-flow plumbing fixtures like toilets and showerheads and the recycling of greywater for use in the hotel's landscaping. Guests are also encouraged to help the company save water by taking shorter showers and reporting any leaks or dripping taps (Woodside, 2017).
· Waste Reduction: Recycling, composting, and the elimination of single-use plastics are just some of the waste-reduction initiatives at Hilton. The company also promotes waste reduction by encouraging guests to reuse water bottles and recycle paper products.
· Sustainable Sourcing: Throughout its supply chain, Hilton has introduced sustainable sourcing methods, such as the use of ecologically friendly cleaning agents and the procurement of goods from certified sustainable sources. In addition, customers are encouraged to take part in the company's sustainable sourcing activities by making choices like eating seasonal and locally produced foods (Morrison, 2016).
· Community Engagement: Hilton is dedicated to being an active member of local communities and providing support for initiatives led by communities worldwide. The business is a strong supporter of local initiatives aimed at bettering society as a whole.

[bookmark: _Toc135166346]Consistency
Consistency is essential for hotels like Hilton since it influences guests' experiences, which in turn affects their loyalty and opinion of the property. Here are some of the report's key takeaways that illustrate Hilton's commitment to consistency:
· Brand Standards: Hilton has implemented brand standards to ensure that all of its hotels provide the same high level of service and amenities to their guests. Standards in areas like service, amenities, and room design are constantly monitored and revised to accommodate guests' evolving needs and industry developments (Buhalis, 2020).
· Training and Development: Hilton invests in its personnel through training and development initiatives to ensure that they always provide excellent service to customers. The organization offers a wide variety of training alternatives such as virtual classroom instruction, on-the-job coaching and advanced leadership programs.
· Technology: Hilton has employed many technological solutions to promote uniformity and productivity across its hotels. Examples of these options are electronic keys for rooms, guest reviews and electronic check-in and check-out.
· Quality Assurance: Regular quality assurance inspections are performed at all Hilton hotels to guarantee that the company's high standards are being upheld. Cleanliness, security and customer service are just a few of the things checked by licensed professionals.
· Guest Feedback: Hilton is committed to continuously improving the guest experience by listening to and acting on input from its valued patrons. Feedback from satisfied customers is used to make adjustments and reward workers for going above and beyond (Sigala, 2019).
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Guest opinions on whether or not in-house or contracted housekeepers were better were not included in the report. However, it did draw attention to the potential effect on guests' experiences, as determined by standard industry processes and knowledgeable judgments.
Insourced Housekeeping Team: The analysis suggests that if Hilton insourced its housekeeping staff, it would have more say over the level of service delivered to visitors. As a result, hotel cleanliness and service standards may be held to a higher standard, leading to a more positive experience for all customers (Deloitte, 2021). Housekeepers who are insourced may have access to more professional development options, which could boost morale and productivity.
Outsourced Housekeeping Team: The research also warned about the risks involved with outsourcing the housekeeping staff and losing oversight of guest satisfaction. This may result in subpar service or filthy accommodations for guests. However, the possibility for cost savings through outsourcing has the potential to result in reduced room prices and additional visitor facilities (Cooper et al., 2017) 
The overall quality of the Hilton hotel stay may be affected by whether or not the housekeeping staff is insourced or outsourced. Greater control over the quality of service provided by insourcing could improve the visitor experience, while cost savings from outsourcing could be passed on to customers in the form of lower prices. Hilton is debating whether to insource or outsource its housekeeping staff, it would be wise to think about how it will affect guests.


[bookmark: _Toc135166348]Conclusion
This report offers guidance on whether the housekeeping team should be insourced or outsourced, based on an examination of current industry practices, the financial implications of insourcing versus outsourcing, the sustainability and consistency efforts of Hilton Hotels and expert opinions. The research suggests that Hilton Hotels should bring in-house its housekeeping staff to better manage the service they provide to clients and back up the company's attempts to be more consistent and environmentally friendly. While outsourcing may save expenses, it also raises the risk of subpar work being delivered to paying customers. Hilton Hotels should create an all-encompassing training and development program for its housekeeping staff to guarantee a seamless insourcing transfer and ensure that clients continue to receive high-quality service at all times. In addition, Hilton Hotels should keep an eye on its finances to make sure the price of insourcing doesn't outweigh the benefits of having more say over service quality. Hilton Hotels may improve its standing in the competitive hospitality business by adopting these suggestions to better serve its guests.
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