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The housekeeping department's importance in a hotel cannot be overstated. It directly influences guest satisfaction, contributes to operational efficiency, ensures health and safety standards, and maintains a positive reputation for the establishment. The efforts of the housekeeping staff have a lasting impact on guests, making it a vital component of the overall guest experience. This department is responsible for the initial impression guests have upon entering their assigned rooms. A well-made bed, fresh linens, spotless bathrooms, and organized amenities create a positive impression and set the tone for a pleasant stay. (Morris, 2011) First impressions are lasting, and a clean and well-maintained room can lead to repeat business and positive word-of-mouth recommendations. Their work significantly contributes to the well-being and safety of guests and staff. (Alcalde-González, Gálvez, Valenzuela, 2021) Also, on the other hand, a clean and comfortable environment enhances the overall guest experience, leading to higher satisfaction levels and positive reviews. Housekeeping staff work closely with other departments such as front office and maintenance. Effective communication and coordination are essential for smooth operations especially within a large hotel such as Hilton. 
Both insourced and outsourced housekeeping departments have their advantages and considerations. The decision depends on factors such as cost-effectiveness, control, quality assurance, and the hotel's specific needs and resources. (Ucal, 2017) The main difference between an insourced and outsourced housekeeping department lies in the source of employment and management of the housekeeping staff. Here is a short overview of the distinctions:
Insourced Housekeeping Department:
· Employment: The housekeeping staff is directly employed by the hotel or hospitality establishment.
· Management: The hotel management is responsible for hiring, training, scheduling, and supervising the housekeeping staff.
· Control: The hotel has direct control over the housekeeping operations, allowing for immediate adjustments and alignment with the hotel's specific standards and requirements.
· Cost Structure: The hotel bears the costs associated with the housekeeping department, including salaries, benefits, training, equipment, supplies, and management.
· Integration: The in-house housekeeping team is more closely integrated with other hotel departments, facilitating communication and coordination for efficient operations.
· Accountability: The hotel management has direct accountability for the performance, quality, and guest satisfaction related to the housekeeping department.
On the other side, an outsourced housekeeping department: 
· Employment: The housekeeping staff is employed by a third-party service provider specializing in housekeeping services.
· Management: The outsourced housekeeping company manages the hiring, training, scheduling, and supervision of the housekeeping staff. (Belcourt, 2006)
· Control: The hotel retains oversight of the housekeeping operations but has less direct control compared to an insourced department. The outsourced company adheres to agreed-upon service levels and standards.
· Cost Structure: The hotel contracts with the outsourced company, paying a predetermined fee for the housekeeping services. (Elhoushy, et al., 2019) The costs cover the outsourced company's labor, management, equipment, supplies, and any additional agreed-upon services.
· Integration: The outsourced housekeeping staff may have less direct integration with other hotel departments, requiring effective communication and collaboration to ensure alignment and seamless operations.
· Accountability: The outsourced company is accountable for the performance, quality, and guest satisfaction of the housekeeping services, as specified in the contractual agreement. (Calbone, 2016)
Both insourced and outsourced housekeeping departments are commonly found within hotels, and the choice between them varies depending on several factors. The most used option can differ based on the size of the hotel, location, management preferences, and industry practices in a particular region. (Rutherford, O’Fallon, 2007) In larger hotels or hotel chains, insourced housekeeping departments are often more prevalent. These hotels have the resources and infrastructure to employ and manage their in-house housekeeping staff. Insourcing allows for greater control, direct oversight, and integration with other hotel departments. 
However, outsourced housekeeping departments are also widely used, especially in smaller hotels, boutique establishments, or hotels with limited resources. Outsourcing housekeeping services can provide cost savings, flexibility, specialized expertise, and access to scalable staffing solutions. (Raghubalan, Raghubalan, 2015)  It allows the hotel to focus on core operations while relying on the expertise and efficiency of a dedicated housekeeping service provider.
	Ultimately, the choice between insourced and outsourced housekeeping departments depends on the specific needs, resources, and objectives of each hotel. There is no one-size-fits-all approach, and hotels evaluate the pros and cons of each option to determine the most suitable arrangement for their particular circumstances.
The costs associated with having an insourced or outsourced housekeeping department can vary based on several factors. Here are some key cost considerations for each option: 
Insourced housekeeping department:
1. Employee Costs 
2. Equipment and Supplies 
3. Training and Development 
4. Management and Administrative Costs 
Outsourced housekeeping department: 
1. Service Fees
2. Contractual Agreements
3. Equipment and Supplies
4. Additional Services
5. Performance Guarantees
It is important to note that the actual costs can vary significantly depending on factors like the size of the hotel, location, service levels required, regional labor rates, and the specific arrangements made with the outsourced company. Hotels need to carefully evaluate and compare the costs and benefits of each option to determine which approach aligns best with their budget and operational needs. 
	Having an outsourced housekeeping department can be advantageous for hotels in several ways, leading to a positive opinion of this approach. First and most important within this industry is cost efficiency, hence outsourcing housekeeping services can often result in cost savings for hotels. (Pesonen, 2015) By contracting with an external company, hotels can avoid the expenses of hiring, training, managing, and providing benefits to an in-house housekeeping team. The outsourced company takes care of staffing, equipment, supplies, and management, allowing hotels to focus their resources on core operations. 
Also, most of the outsourced companies have years of experience, expertise and specialization, therefore outsourced housekeeping companies are specialized service providers with expertise in hospitality cleaning. (Stephen, Kwesi, 2013) They have industry-specific knowledge and experience, allowing them to deliver high-quality and efficient cleaning services. Their specialized skills contribute to maintaining cleanliness standards and enhancing the overall guest. Flexibility and Scalability: Outsourced housekeeping services offer flexibility to hotels. They can adjust staffing levels and services based on fluctuating demand, such as peak seasons or special events. The outsourced company can quickly allocate additional staff as needed, providing a scalable solution that aligns with the hotel's requirements.
Focus on core competencies: By outsourcing housekeeping services, hotels can focus on their core competencies, such as guest service, marketing, and operations. The burden of managing housekeeping staff and related activities is shifted to the external company, allowing hotel management to concentrate on their primary areas of expertise. (Kippenberger, 2007)
Quality assurance: reputable outsourced housekeeping companies often have stringent quality assurance programs in place. They conduct regular inspections, implement training programs, and monitor performance to ensure consistent service quality. This commitment to quality helps maintain cleanliness standards, improve guest satisfaction, and uphold the hotel's reputation. (Issuu, 2018)  
Access to advanced technologies and practices: outsourced housekeeping companies often invest in advanced cleaning technologies, equipment, and practices. They stay up-to-date with the latest industry trends, green cleaning initiatives, and sustainable practices. Hotels can benefit from these advancements without having to make their own investments, leading to improved efficiency, sustainability, and guest satisfaction. (De Vita, Arafet, 2015)
Last but not least, reduced administrative burden as with an outsourced housekeeping department, hotels can reduce their administrative workload. The external company handles tasks such as recruitment, training, scheduling, and management of housekeeping staff. This allows hotel management to allocate their time and resources more efficiently, focusing on strategic initiatives and guest service.
It's important to note that the success of an outsourced housekeeping department depends on factors such as selecting a reputable service provider, effective communication, and collaboration between the hotel and the outsourced company. (Stephen, Grace, 2020) When managed well, outsourcing housekeeping can provide hotels with cost savings, specialized expertise, flexibility, and enhanced operational efficiency, contributing to a positive opinion of this approach. 
Implementing sustainability practices within an outsourced housekeeping department is an important consideration for hotels aiming to reduce their environmental impact. Here are some ways sustainability noticed in Hilton Hotels that can be promoted within an outsourced housekeeping department:
· Green Cleaning Practices: Encourage the use of eco-friendly cleaning products and practices. This includes using environmentally friendly cleaning agents, minimizing the use of chemicals, and promoting the use of biodegradable or recycled materials. The outsourced company can be required to adhere to specific sustainability guidelines and certifications. (Choy, Cheng, Yu, 2021)
· Energy Efficiency: Promote energy-saving measures within the housekeeping operations. This can include using energy-efficient equipment and appliances, such as low-energy laundry machines, and implementing policies to minimize energy consumption, such as turning off lights and electronics when not in use.
· Linen and Towel Reuse Programs: Implement linen and towel reuse programs to reduce water and energy consumption associated with excessive laundering. The outsourced company can be trained and encouraged to actively participate in these programs, ensuring that guest rooms are serviced according to the hotel's sustainability policies.
· Waste Management: Implement effective waste management practices, such as proper recycling and waste separation. Encourage the use of recyclable or biodegradable cleaning materials and reduce single-use plastic items. The outsourced company can be responsible for implementing and managing a comprehensive waste management system in line with the hotel's sustainability goals.
· Training and Education: Provide training to outsourced housekeeping staff on sustainability practices, including the importance of resource conservation and waste reduction. Educate them on the specific sustainability goals and initiatives of the hotel, fostering a sense of responsibility and engagement towards sustainability efforts.
· Performance Monitoring and Reporting: Implement monitoring systems to track and measure the sustainability performance of the outsourced housekeeping department. Regularly review and report on key sustainability indicators, such as energy and water consumption, waste reduction, and adherence to sustainable practices. (Espino-Rodríguez, 2023) This helps maintain accountability and identify areas for improvement.
It is very important that once a qualitative outsourced housekeeping company has been chosen, to keep the consistency and in order to do so, Hilton Hotels have a lot of tools to make sure that the initially established quality is being kept. (Hilton, 2022) Below are some of these tools briefly summarized: 
1. Clear Communication: Establish open and frequent communication channels between the hotel management and the outsourced housekeeping company. Clearly communicate expectations, service standards, and specific requirements to ensure that everyone is on the same page. (Social, Raregrp., 2021) Regular meetings, performance reviews, and feedback sessions can help address any concerns and maintain consistency.
2. Standard Operating Procedures (SOPs): Develop comprehensive SOPs that outline the specific processes, protocols, and quality standards expected from the outsourced housekeeping department. These SOPs should cover areas such as cleaning procedures, room setup, amenities replenishment, and quality checks. Regularly review and update the SOPs to reflect any changes or improvements.
3. [bookmark: _GoBack]Training and Onboarding: Provide thorough training to the outsourced housekeeping staff to ensure they understand the hotel's brand standards, cleanliness requirements, and guest service expectations. (Lloyd, 2023) This includes orientation sessions, training on specific cleaning techniques, safety protocols, and customer service skills. Continuous training and refresher courses can help reinforce consistency over time.
4. Performance Monitoring: Implement a system to monitor the performance of the outsourced housekeeping department. Regular inspections, quality audits, and guest feedback analysis can help identify any gaps in consistency and address them promptly. Key performance indicators (KPIs) related to cleanliness, efficiency, and guest satisfaction should be monitored and reviewed regularly.
5. Quality Assurance Agreements: Establish a comprehensive quality assurance agreement with the outsourced housekeeping company. Clearly define service levels, quality expectations, and accountability measures. Include provisions for performance reviews, corrective actions, and contractual remedies to address any issues related to consistency.
Consistency within an outsourced housekeeping department requires ongoing monitoring, communication, and collaboration between the hotel and the service provider. (Casado, 2012)  By establishing clear expectations, providing adequate training and support, and regularly evaluating performance, hotels can maintain a consistent and high-quality housekeeping service for their guests.
It's important for hotels to select a reputable and reliable outsourced housekeeping company, clearly communicate their service expectations, and establish mechanisms to monitor and manage the performance of the outsourced team. By ensuring a strong partnership and effective communication, hotels can enhance guest experience with an outsourced housekeeping company. A guest-centric approach is crucial for a positive experience. The outsourced housekeeping team should be attentive to guest preferences, such as specific cleaning requests, room setup, and amenities placement. Adhering to guest preferences and providing
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