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Introduction:
[bookmark: _Hlk136732742]The purpose of this report is to present a compelling argument against outsourcing the housekeeping team at Best Western. While outsourcing may initially seem like a cost-effective solution, there are significant drawbacks and risks that need to be considered. This report will outline the potential negative impacts on service quality, guest satisfaction, and overall brand reputation. It will also highlight the advantages of retaining an in-house housekeeping team, emphasising the long-term benefits and value they bring to the organisation.
The primary concern with outsourcing the housekeeping team is the potential decline in service quality. The housekeeping department plays a critical role in maintaining cleanliness, orderliness, and hygiene within the any hotel. Outsourced employees may lack the necessary training, experience, and knowledge of Best Western's unique requirements, leading to subpar performance and compromised guest experiences. (Calbone, 2019). An in-house team is well-versed in the specific standards and expectations of the hotel, ensuring consistent and high-quality service delivery. (Jones & Lockwood, 2018).
Best western overview:
Best Western is a renowned hotel chain that was established in 1946 and has since expanded to become one of the largest hotel chains globally (Best Western International, Inc., n.d.). The company's headquarters are located in Phoenix, Arizona, and it operates over 4,000 hotels across more than 100 countries worldwide (Best Western International, Inc., n.d.). Best Western is recognized for its dedication to offering quality accommodations and exceptional customer service (Best Western International, Inc., no. date.).
· [bookmark: _Hlk137499381]Benefits of in-house housekeeping team at Best Western: 
1. Guest Satisfaction:
Guest satisfaction is the cornerstone of the hospitality industry (Kandampully, 2012). A dedicated in-house housekeeping team builds rapport with guests, developing an understanding of their preferences and needs (Jones & Lockwood, 2012). This familiarity allows for personalised service and prompt resolution of any issues that may arise during a guest's stay (Choi & Chu, 2001). By outsourcing the housekeeping function, the hotel risks losing this personalised touch and may experience a decline in guest satisfaction levels (Gursoy et al., 2015). Dissatisfied guests are more likely to leave negative reviews, impacting the hotel's reputation and potential for repeat business (Xie et al., 2014)
2. Brand Reputation: 
Best Western has worked diligently to establish a strong brand reputation based on quality, reliability, and exceptional customer service (Best Western International, Inc., 2021). Outsourcing the housekeeping team introduces an element of uncertainty, as the hotel will have less control over the service provided (Kotler et al., 2017). Any lapses in cleanliness or service quality could tarnish the hotel's reputation and erode the trust that guests have placed in the brand (Heskett et al., 1994). Maintaining an in-house housekeeping team reinforces the commitment to consistent service excellence and strengthens the hotel's brand image (Kandampully & Suhartanto, 2000).
3. Cost Considerations:
According to a report by Forbes, outsourcing may not always be cost-effective in the long run due to hidden costs and potential penalties for contract termination (Goudreau, 2013). The report also highlights the importance of considering the possibility of unsatisfactory service from outsourced providers, which could result in additional expenses for rectification or finding a new vendor. On the other hand, retaining an in-house team allows for better cost control and maximum efficiency (Goudreau, 2013).
In support of this, a study by Ardem incorporated found that outsourcing contracts often come with hidden costs such as management fees and vendor markups (Ardem, 2021). The study also emphasises the importance of considering the long-term financial implications of outsourcing decisions.
Furthermore, an article by Harvard Business Review suggests that outsourcing can lead to a loss of control over critical business functions and processes (Lacity & Willcocks, 2012). This can result in reduced flexibility and agility in responding to changing business needs.
Comparison of insourced housekeeping team Vs Outsourcing Housekeeping
Insourced Housekeeping Team:
Direct control over an insourced housekeeping team allows for greater management and flexibility in scheduling and workload adjustments. The team can also align more closely with the company's culture and values, leading to better communication and coordination within the organisation (Acton, 2020).
Having an insourced team provides a level of flexibility that is not possible with outsourced teams. Since the team is in-house, they can easily adjust their workload and schedules based on specific needs. This allows them to be more readily available to handle urgent situations or changes in demand (Jones, 2019).
Insourced teams can also provide a better understanding of specific requirements and preferences due to their alignment with the company's culture and values. This can lead to better communication and coordination within the organisation, as feedback, instructions, and changes can be conveyed more directly (Johnson, 2020).
Outsourced Housekeeping Team:
 Outsourcing housekeeping services can often be more cost-effective since the hotels don't have to bear the costs of hiring, training, benefits, and other HR-related expenses. The outsourcing provider handles these aspects (Kasavana & Brooks, 2007). By outsourcing housekeeping services, hotels can save on labour costs, which are typically one of the largest expenses in the hospitality industry (Enz, 2009). Additionally, outsourcing can lead to reduced overhead costs as hotels no longer need to maintain an in-house housekeeping department (Jones & Lockwood, 2004).
Professional outsourcing companies specialise in providing housekeeping services. They have experience, expertise, and resources dedicated to this specific function, which can result in higher service quality and efficiency (Kasavana & Brooks, 2007). Outsourcing providers often invest in training their staff and implementing best practices to ensure high-quality service delivery (Jones & Lockwood, 2004). This specialised knowledge and experience can lead to improved guest satisfaction and a better overall experience for hotel guests. (Enz, 2009).
Outsourced providers can usually scale their workforce up or down quickly based on the hotel needs. If the hotel housekeeping requirements fluctuate, outsourcing can offer more flexibility in managing those changes (Kasavana & Brooks, 2007). This scalability allows hotels to adjust their housekeeping staff levels according to seasonal demand or other factors that may impact occupancy rates (Enz, 2009). By having access to a larger pool of trained housekeeping staff through an outsourcing provider, hotels can ensure they have the appropriate staffing levels at all times without the need for extensive hiring and training processes (Jones & Lockwood, 2004).
· Abilities of those employed in-house housekeeping team. 
According to the article "The Importance of Attention to Detail in Housekeeping" by The Cleaning Company, a good housekeeping team pays close attention to detail and has a keen eye for cleanliness. They should be thorough in their work, ensuring that all areas are clean, organised, and free from dust, dirt, and debris (The Cleaning Company, n.d.).
In addition, housekeepers need to manage their time effectively to complete their tasks within the designated schedules. They should be able to prioritise tasks, allocate time efficiently, and work in an organised manner to meet deadlines and ensure smooth operations. (Bureau of LaborStatistics,2021).
Furthermore, physical stamina is crucial for housekeepers as their tasks can be physically demanding. They may need to be on their feet for long periods, perform repetitive motions, lift, and move objects, and work in various positions. Physical stamina and endurance are necessary for maintaining productivity and completing tasks effectively (Occupational Safety and Health Administration, n.d.).
Housekeepers may encounter unexpected situations or challenges while performing their duties. The ability to think critically, make decisions on the spot, and find practical solutions to problems is valuable in maintaining a clean and well-functioning environment. This skill set is essential for housekeepers as they are responsible for ensuring that the spaces, they maintain are clean, safe, and comfortable for occupants (O*NET OnLine, 2021). Problem-solving abilities can be developed through training programs, on-the-job experience, and continuous learning (Bureau of Labor Statistics, 2021). For example, a housekeeper may come across a broken piece of equipment or a spill that requires immediate attention. In such cases, they must quickly assess the situation, determine the best course of action, and implement a solution to resolve the issue efficiently and effectively (International Executive Housekeepers Association, 2021). This may involve using alternative cleaning methods or tools, seeking assistance from colleagues or supervisors, or reporting the issue to the appropriate department for further action.
· What Best Western doing regarding sustainability and environment: 
Best Western is committed to sustainability and has implemented various initiatives to reduce its environmental impact. One of these initiatives’ global sustainability strategic initiative, called “Because We Care,” which focus on three important pillars: Earth, People and Community (Cousins,2023).
In addition, According to Best Western's website, the company is committed to sustainability and has implemented various initiatives to reduce its environmental impact (Best Western, n.d.). One of these initiatives includes using eco-friendly cleaning products in their hotels. These products are designed to minimise harm to the environment while still effectively cleaning guest rooms and common areas. Additionally, Best Western has implemented energy-saving practices such as using LED lighting and motion sensors to reduce electricity usage.
Outsourcing housekeeping services can often lead to a lack of control over environmental practices. According to Green Hotelier, a leading source of information on sustainable hotel practices, outsourcing can result in a lack of transparency and accountability when it comes to environmental practices (Green Hotelier, 2017). Third-party companies may not prioritise sustainability in the same way that Best Western does, which could result in negative environmental impacts.

· Consistency in-house housekeeping team
Achieving consistency in insourced housekeeping services within Best Western or any hotel requires a systematic approach and attention to numerous factors. One of the most critical factors is the development of a comprehensive training program for housekeeping staff. According to a study by the International Journal of Hospitality Management, effective training programs can significantly improve the quality and consistency of housekeeping services (Kusluvan,&al,2010).
Another important factor is the use of standardised cleaning procedures and checklists. This helps ensure that all rooms are cleaned thoroughly and consistently. The American Hotel & Lodging Educational Institute recommends the use of such procedures and checklists in their Housekeeping Training Program (American Hotel & Lodging Educational Institute, 2016).
Regular inspections and quality control measures are also essential for maintaining consistency in housekeeping services. The use of technology such as electronic tracking systems can help identify areas that require improvement and ensure that corrective action is taken promptly. A study by the Journal of Quality Assurance in Hospitality & Tourism found that the use of such systems can lead to significant improvements in housekeeping performance (Kim & Lee, 2015).
· Guest experience and satisfaction in term of insourcing housekeeping
In the hospitality industry, guest experience is a crucial aspect that can make or break a hotel's reputation. One of the factors that can significantly impact guest experience is the housekeeping team. Many hotels outsource their housekeeping services to third-party companies, but some hotels choose to keep their housekeeping team in-house. (Hotel management, 2018).
Keeping the housekeeping team in-house can have several benefits for guest experience. Firstly, in-house housekeeping teams are more familiar with the hotel's layout and standards, which can lead to more efficient and effective cleaning. They are also more likely to be invested in the hotel's success and reputation, leading to a higher level of care and attention to detail. Additionally, having an in-house team allows for better communication between departments, which can lead to quicker resolution of any issues that may arise during a guest's stay.
· Research supporting insourcing housekeeping team:
Insourcing housekeeping allows organisations to have more control over the quality of service provided. (Deery, et al, 2005). A study published in the International Journal of Contemporary Hospitality Management found that insourcing housekeeping can lead to better control over standards, training, and consistency of service delivery. With an insourced team, organisations have the ability to set and enforce specific cleanliness and quality standards.
Conclusion and Recommendation: 
Insourcing a housekeeping team can offer several advantages and benefits to organisations. While research specifically focused on insourced housekeeping teams is limited, available studies and industry reports provide valuable insights into the potential advantages.
One of the key advantages of insourcing housekeeping is the increased control and quality assurance it offers. Organisations have the ability to establish and enforce specific cleanliness and quality standards, ensuring consistent service delivery. Insourcing allows for better training, supervision, and alignment with the organisation's overall culture and values.
Guest satisfaction and loyalty are crucial in the hospitality industry, and insourcing housekeeping can contribute to enhancing these factors. Studies have shown a positive relationship between cleanliness and guest satisfaction. By maintaining direct control over the housekeeping team, hotels can ensure a higher level of cleanliness, potentially leading to increased guest satisfaction and loyalty.
Additionally, insourcing offers the opportunity for customisation and flexibility. hotels can tailor the work schedules, allocate resources as needed, and adjust cleaning priorities based on changing circumstances or events. This flexibility helps meet the unique needs and demands of the hotel, contributing to improved efficiency and service.
However, it is important to note that the decision to insource or outsource housekeeping should be based on a thorough analysis of the hotel specific needs, resources, and goals. Factors such as cost implications, management capabilities, and industry trends should be carefully considered.
It is recommended that Best Western maintain an in-house housekeeping team to ensure consistent service quality, enhance guest satisfaction, and protect its brand reputation. By investing in the existing team and providing ongoing training and support, the hotel can foster a culture of excellence, differentiate itself from competitors, and continue to thrive in the highly competitive hospitality market.
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