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Hyatt Hotels Corporation is one of the largest and most known global hospitality companies. The business manages and franchises luxury hotels, resorts, and vacation properties all around the globe. As with every hospitality company, the housekeeping department, which is in charge of upholding the cleanliness and comfort of guest rooms and public areas, is a crucial component of Hyatt's operations. 
As a strategy to cut costs, outsourcing cleaning services has grown in popularity over the past few years. In this article, we'll look if outsourcing the Hyatt Hotels Corporation's cleaning division is the best option for the company.
In addition to the potential loss of control over service quality and the detrimental effects on staff morale and job satisfaction, the report will compare the potential costs implications and benefits of outsourcing as well as insourcing. The research will also go through outsourcing's dangers and difficulties, including potential moral and legal problems. Additionally, in the conclusions section of the paper, it will be mentioned a few alternatives to outsourcing that Hyatt Hotels Corporation might take into account, like introducing cost-cutting initiatives inside the current department or spending money on technology and automation.
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The act of contracting with an outside firm or person to handle specific business tasks or services that are traditionally handled internally is known as outsourcing. (oworkers.com, 2022)
Due to the fact that organizations have always looked for ways to cut costs and boost efficiency, outsourcing has been in some form for generations. Yet, the modern idea of outsourcing as we know it today started to emerge in the 1970s as huge firms began to entrust specialized service providers with a variety of non-core tasks including data entry and payroll processing. (Dolgui and Proth, 2013) For example, Ross Perot’s Electronic Data Systems (EDS) was one of the outsourcing industry's earliest pioneers. According to Lacity, M.C. and Hirschheim, R., companies like General Motors and American Airlines used data processing services from EDS so they could concentrate on their core business operations while EDS took care of the back-end processing. (Lacity and Hirschheim, 1993)
Hospitality companies are not strangers to the concept of outsourcing. Using outside organizations to provide services like IT support, customer service, accounting, human resources, manufacturing, and shipping are typical examples of outsourcing in hospitality. Both domestic and international outsourcing are options, but many hospitality companies choose to outsource to countries with less expensive labor and greater specialized skills. (Troacă and Bodislav, 2012)
Housekeeping outsourcing in the hospitality industry is a widely used practice, where hotel operators contract with external cleaning companies to manage the housekeeping services of their facilities. In the hospitality business, the choice to outsource the housekeeping department is typically influenced by a requirement for particular expertise and abilities, cost savings, and process efficiency.
Outsourcing is frequently done primarily to reduce costs. Hotel owners can save money on labor expenditures by engaging an outside cleaning service instead of hiring and supervising their own in-house housekeeping team. Due to economies of scale and specialized knowledge, outside contractors are able to offer services at a reduced price. (Asatiani, Penttinen and Kumar, 2019)
Another important consideration in choosing to contract out cleaning services is operational effectiveness. External contractors can frequently offer services that are more adaptable and scalable, enabling hotels to modify staffing levels and service delivery in response to changing demand. This can ensure that cleaning services are provided consistently and dependably and increase the overall efficiency of housekeeping operations.
The requirement for specialist knowledge and abilities might also influence the choice to outsource cleaning services. Cleaning agencies might be more skilled and knowledgeable when it comes to employing the specialized cleaning supplies, methods, and tools needed to keep hotels immaculate. (Tyagi and Zagade, 2015) Additionally, outsourcing can give hotels access to cutting-edge cleaning techniques and technologies, which can help to raise service standards and improve the guest experience. Several studies have explored the impact of outsourcing on the quality of service provided by housekeeping staff. Kenneth, I., Olusegun, B. and Olusegun, S. found that outsourcing had a negative impact on the quality of housekeeping services provided, as external contractors were less likely to adhere to established standards and procedures. (Kenneth, I., Olusegun, B. and Olusegun, S., 2019) However, other studies have found that outsourcing can improve service quality, as external contractors may have more specialized knowledge and experience in providing cleaning services. (Tiwari, Singh and Dahiya, 2023)
The choice to contract out housekeeping duties does, however, have significant negatives, such as the possibility of worse service quality and detrimental effects on employee morale. (Lam and Han, 2005) However, overall, the research points to outsourcing housekeeping as a possible cost-effective method of managing housekeeping services in the hospitality sector. In order to ensure that external contractors are held accountable, it is crucial for hotel operators to carefully weigh the advantages and disadvantages of outsourcing before making a choice. (Ishizaka et al., 2019)
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Hyatt Hotels Corporation is a multinational hospitality company that operates a portfolio of luxury hotels, resorts, and residences worldwide. Jay Pritzker established the business in 1957, and it has since grown to rank among the biggest hotel chains in the world. Park Hyatt, Grand Hyatt, Andaz, Hyatt Regency, Hyatt Place, and Hyatt House are just a few of the 20 hotel brands that Hyatt operates. With more than 1,000 hotels worldwide, its properties are spread over more than 60 countries and territories.
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As it is widely known, Hyatt has established a reputation for offering guests first-rate service and luxurious facilities. In order to uphold Hyatt's high standards and guarantee that guests have a comfortable and happy stay, the housekeeping staff is essential. The reputation of the hotel is more important to insourced cleaning workers, and they are more inclined to go above and beyond to satisfy guests. Therefore, the potential negative influence on service quality and client satisfaction is the biggest argument against outsourcing the cleaning division at Hyatt Hotels Corporation. The reputation of the hotel is more important to insourced cleaning workers, and they are more inclined to go above and beyond to satisfy guests.
There are a number of things to take into account when contrasting an internal housekeeping crew with external housekeeping. Both internal and external teams can receive the necessary training to perform at the level required by Hyatt. However, the internal workers can answer guests' wants and demands more rapidly since they are more accustomed to the hotel's amenities, policies, and visitors. On the other hand, hired outside help might not care as much about the hotel's reputation or be as eager to deliver superior service. The standard of cleaning and general client satisfaction may suffer as a result.
In order to maintain cleanliness on a superior level in their hotels, The Hyatt Hotels Corporation’s housekeeping department staff is subjected to certain standards. In order to improve the safety and well-being of both guests and staff, Hyatt has created a program called "Global Care & Cleanliness Commitment," which comprises a thorough set of hygiene and cleanliness guidelines. (www.hyatt.com, n.d.) Hyatt has provided extensive training to employees on proper cleaning and hygiene protocols, as well as personal protective equipment (PPE) usage. The insourced housekeeping staff is trained on how Hyatt cleans and maintains its facilities, including the use of hospital-grade disinfectants, how to handle linens and cleaning supplies properly, and the significance of keeping a clean and secure environment for visitors and employees. The hotel's security and safety procedures, such as emergency evacuation protocols and the correct handling of dangerous chemicals as well as the proper ways to engage with the customers are all taught to the housekeeping staff. (Hyatt About, 2019)
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Outsourcing may have at first a positive financial impact by lowering payroll and benefits costs. Yet, quality and customer satisfaction might suffer as a result of cost savings. Customers are drawn to and kept by Hyatt because of its reputation for high quality luxurious services. A decrease in service quality could result in a reduction in business and, in the long run, harm Hyatt's reputation as it happened in 2009 following the company’s attempt to outsource the housekeeping department. (hbr.org, 2009) Fourteen years ago, Hyatt fired 98 of its housekeeping staff from three hotels located in Boston and hired replacement workers from a hiring agency outside the company. Unlike the 98 terminated workers, the new recruits were supposed to be paid only half the wage. Therefore, Hyatt’s plan was to halve its expenses with salaries and other related costs. Things didn’t go according to the plan, given the fact that, ultimately, these cost reductions attempt affected greatly the business, not only financially but reputationally too. (Boston.com, 2009) Hyatt’s reactions to its activities included the state’s Governor at the time, Deval Patrick, advising all the state employees to seize any collaboration with the company unless the dismissed employees were rehired, as well as protests from other Hyatt’s employees by wearing buttons reading “Bring back the Boston 100.” (unitehere.com, 2009). According to a BostonGlobe.com editorial, Hyatt Hotels Corporation suffered massive reputational and financial losses as a result of outsourcing the housekeeping services. Many loyal customers of the business refused to buy its services again, resulting in income losses. The company not only suffered from losing its clients but, in 2014, it ended up paying $1 million to the fired housekeepers. (BostonGlobe.com., 2014)
On the other hand, although it is very difficult to find out the exact costs of having the insourced housekeeping department, it is relatively safe to say that Hyatt’s cost implications would depend on various factors such as the size and complexity of the properties, the number of staff required, and the wages and benefits offered to them as well as investments in ongoing training and development to ensure that its staff stays up to date with the latest cleaning and sanitation procedures and trends. Nonetheless, considering the company’s history, the cost implications of the insourced department are lower than those of outsourcing.  It is a great possibility that this process would bring more expenses than savings to Hyatt’s financials.
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In conclusion, after examining the arguments, outsourcing the housekeeping department in Hyatt Hotels Corporation could have a significant impact on the standard of services provided to clients, staff satisfaction, the company's financial success, and its position in the market. While it may result in cost savings for a while, it also runs the risk of lowering quality and decreasing customer satisfaction. Customers are drawn to and kept by Hyatt because of its reputation for first-rate service and luxury accommodation. Consequently, before making a choice, it is crucial to thoroughly assess the potential influence on operations and the guest experience. 
Furthermore, Hyatt Hotels Corporation's history with outsourcing has not been without controversy, and it is impossible to ignore the bad press and legal problems that have resulted from prior outsourcing initiatives.
As such, this report argues against outsourcing the housekeeping department in Hyatt Hotels Corporation and recommends exploring alternative solutions to optimize the resources and maintain high standards of service. The business should take in consideration automating and investing in technology or applying cost-cutting initiatives inside the current department. These options would allow Hyatt Hotels Corporation to reduce expenses without affecting the caliber of services or employee satisfaction. By doing so, the company can maintain its reputation as a leader in the hospitality industry and continue to attract and retain top talent as well as create customer fidelity. 
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