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[bookmark: _Toc128605387]Introduction 
The hospitality industry plays a critical role in the global economy, generating significant revenue and providing employment opportunities for millions of people around the world. Within this industry, Intercontinental Hotel Group (IHG) is one of the largest and most respected hotel chains, with a presence in over 100 countries and a portfolio of over 5,000 hotels. In the hotel industry, housekeeping services are a crucial aspect of maintaining a high level of guest satisfaction and ensuring a positive guest experience. Housekeeping services include tasks such as cleaning guest rooms, public areas, and facilities, restocking amenities, and providing additional guest services as needed (Jeong & Oh, 2018). The purpose of this report is to examine the potential benefits and drawbacks of outsourcing housekeeping services at IHG, as well as to identify best practices for managing outsourcing partnerships in the hospitality industry. The report will provide a detailed analysis of housekeeping duties and responsibilities, staffing levels and costs, training and quality control measures, as well as the potential benefits and drawbacks of outsourcing housekeeping services. Additionally, the report will examine case studies of outsourcing housekeeping services at other hotels and provide recommendations on next steps and areas for further research.
[bookmark: _Toc128605388]Argument for the housekeeping of IHG to be outsourced 
[bookmark: _Toc128605389]Overview of housekeeping services at IHG
Description of housekeeping duties and responsibilities:
· The primary responsibility of housekeeping staff at IHG is to ensure that guest rooms, public areas, and back-of-house spaces are clean, organized, and well-maintained. Specific duties may include:
· Cleaning and sanitizing guest rooms, including changing bed linens, vacuuming carpets, dusting furniture, and disinfecting high-touch surfaces (Barrows & Powers, 2018).
· Cleaning and stocking public areas, such as lobbies, elevators, and fitness centers
· Performing laundry and housekeeping-related tasks, such as washing, drying, and folding linens and towels
· Monitoring and replenishing cleaning supplies and amenities
· Responding to guest requests and complaints in a timely and professional manner
· Adhering to safety and security protocols and reporting any issues to management
Housekeeping staffing levels and costs:
· The number of housekeeping staff required at IHG hotels depends on factors such as the size of the property, the number of guest rooms, and the level of service provided. According to industry standards, a housekeeping team should typically comprise of one full-time equivalent (FTE) housekeeper for every 10-15 guest rooms.
· The cost of housekeeping staff at IHG hotels varies depending on the location and the brand. The average hourly rate for a housekeeper in the United States is approximately $11-14 per hour (Jones & Lockwood, 2019). However, some IHG hotels in high-cost cities or luxury brands may pay higher rates to attract and retain qualified staff.
Training and quality control measures:
IHG has established comprehensive training and quality control programs to ensure that housekeeping staff are well-trained and equipped to maintain high standards of cleanliness and service. IHG's housekeeping training includes:
· Orientation and on-the-job training for new hires
· Ongoing training and development opportunities, such as cross-training in other departments or certification programs (Kusluvan, 2018).
· Regular performance evaluations and feedback
· Compliance with health and safety regulations and protocols
· Use of cleaning and disinfection best practices, including IHG's Clean Promise program which guarantees that all rooms are cleaned to the highest standards of cleanliness.
In addition to training, IHG employs several quality control measures to ensure that housekeeping services are consistently delivered to a high standard. These measures include:
· Regular inspections and audits by IHG's Quality Assurance team and third-party auditors
· Guest feedback and satisfaction surveys
· Use of technology and data analytics to monitor and improve housekeeping performance (Lashley & Morrison, 2018).
· Implementation of best practices and benchmarking across IHG properties and brands
[bookmark: _Toc128605390]Benefits of outsourcing 
Cost savings and efficiency: Outsourcing housekeeping services can be a cost-effective solution for IHG. By outsourcing, IHG can reduce its labor costs and save on benefits, such as healthcare, workers' compensation, and retirement plans. Additionally, outsourcing can eliminate the need for IHG to invest in expensive equipment and supplies, which can be provided by the outsourcing company (Lockwood & Jones, 2017). This can help IHG to reduce its operating costs and improve its profit margins. Outsourcing can also improve efficiency by streamlining processes and optimizing staffing levels. Outsourcing companies often have experience and expertise in managing housekeeping services for multiple properties, which allows them to optimize their staffing levels and schedules to meet the needs of each property. This can reduce idle time and improve productivity, ultimately resulting in cost savings for IHG.
Flexibility in staffing and scheduling: Outsourcing housekeeping services can provide IHG with flexibility in staffing and scheduling. Outsourcing companies can provide additional staff when needed, such as during peak travel seasons or when a property is undergoing renovation. This can help IHG to avoid overstaffing or understaffing, which can result in labor inefficiencies and guest dissatisfaction (Lu & Lu, 2019). Outsourcing also allows IHG to avoid the challenges associated with managing and scheduling a large and diverse workforce. Outsourcing companies are responsible for recruiting, training, and managing their own staff, which can relieve IHG of the administrative burden of hiring and managing employees.
Focus on core business activities: Outsourcing housekeeping services can allow IHG to focus on its core business activities, such as guest services, marketing, and brand development. By outsourcing non-core activities, IHG can allocate more resources and attention to its core competencies, which can lead to improved guest satisfaction and increased revenue.
Access to specialized expertise: Outsourcing housekeeping services can provide IHG with access to specialized expertise and best practices. Outsourcing companies often have experience working with multiple properties and brands, which allows them to bring a wealth of knowledge and expertise to each engagement (Marinković et al., 2019). This can result in improved service quality, increased efficiency, and better overall outcomes for IHG.

[bookmark: _Toc128605391]Potential drawbacks
Quality of service and guest satisfaction: Outsourcing housekeeping services can lead to concerns about the quality of service and guest satisfaction. Outsourcing companies may have different standards and procedures than IHG, which can result in inconsistencies in the quality of service provided. This can lead to guest dissatisfaction and negative reviews, which can harm IHG's reputation.
Employee morale and turnover: Outsourcing housekeeping services can negatively impact employee morale and increase turnover rates. Outsourcing companies may offer lower wages and benefits than IHG, which can lead to dissatisfaction and turnover among the existing housekeeping staff (Nunkoo et al., 2019). This can result in a loss of experienced employees and a decline in service quality.
Communication and management challenges: Outsourcing housekeeping services can result in communication and management challenges. Communication between IHG and the outsourcing company may be more difficult, especially if the outsourcing company is located in a different geographic region. This can lead to delays and miscommunication, which can impact service quality and guest satisfaction.
Brand perception and reputation: Outsourcing housekeeping services can impact IHG's brand perception and reputation. If guests perceive that IHG is cutting corners by outsourcing housekeeping services, this can lead to a decline in trust and loyalty (Okumus, 2018). Additionally, negative reviews related to outsourcing can harm IHG's reputation and deter future guests from booking with the company.
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In this section, we discuss two examples of hotels that have successfully outsourced housekeeping services, analyze the factors that contributed to their success, and compare their situations and challenges to those faced by IHG (Park & Cha, 2017).
Marriott International: Marriott International is a global hotel chain that has outsourced housekeeping services in some of its hotels. The outsourcing partner, Xanterra Parks & Resorts, manages housekeeping services in several of Marriott's properties in the United States.
Factors contributing to their success:
· Xanterra Parks & Resorts has extensive experience in hospitality and tourism, making them a reliable and knowledgeable outsourcing partner for Marriott.
· Clear communication channels were established between Marriott and Xanterra, allowing for open dialogue and efficient management (O'Neill & Mattila, 2018).
· Xanterra has a reputation for providing high-quality services, which helped Marriott maintain its brand standards.
· Marriott was able to focus on its core business activities, such as guest services and revenue management, while outsourcing non-core activities like housekeeping.
Comparison to IHG: Marriott's successful outsourcing of housekeeping services can serve as a model for IHG. Like Marriott, IHG is a large global hotel chain that could benefit from outsourcing non-core activities like housekeeping (Phillips & Pettitt, 2018). However, IHG would need to carefully consider factors such as communication and quality control to ensure a successful partnership with an outsourcing provider.
Hilton Worldwide: Hilton Worldwide is another global hotel chain that has outsourced housekeeping services in some of its hotels. In one example, Hilton outsourced housekeeping services to an external provider in a single property in the United States.
Factors contributing to their success:
· Hilton worked closely with the outsourcing provider to ensure that their brand standards were maintained.
· The outsourcing provider had experience in the hospitality industry and was able to provide a high level of service to guests.
· Hilton was able to reduce costs and increase efficiency by outsourcing housekeeping services.
Comparison to IHG: Hilton's successful outsourcing of housekeeping services highlights the potential cost savings and efficiency gains that can be achieved through outsourcing. However, like Marriott, Hilton was able to maintain its brand standards by working closely with the outsourcing provider (Robson, 2018). IHG would need to ensure that any outsourcing provider it works with can provide a high level of service to guests and maintain IHG's brand standards.
[bookmark: _Toc128605393]Best practices for the company
Based on the case studies and analysis above, we can identify several best practices for outsourcing housekeeping services.
Key considerations for selecting an outsourcing provider:
· Look for outsourcing providers with extensive experience in the hospitality industry.
· Evaluate potential providers based on their ability to maintain brand standards, provide high-quality service, and communicate effectively.
· Consider factors such as cost savings, efficiency gains, and flexibility in staffing and scheduling (Kusluvan, 2018).
Strategies for managing communication and quality control:
· Establish clear communication channels with the outsourcing provider, including regular check-ins and reporting.
· Develop clear quality control measures and hold the outsourcing provider accountable for meeting these standards.
· Consider providing training and career development opportunities to outsourced housekeeping staff to ensure consistent quality of service (Lashley & Morrison, 2018).
Steps for ensuring a smooth transition and ongoing performance monitoring:
· Develop a clear plan for transitioning housekeeping services to the outsourcing provider, including a timeline and communication plan.
· Monitor performance regularly and address any issues or concerns promptly.
· Conduct regular evaluations of the outsourcing provider to ensure that they are meeting expectations and delivering value to the organization (Marinković et al., 2019).
Overall, outsourcing housekeeping services can provide significant benefits to hotels like IHG. However, it is important to carefully evaluate potential outsourcing providers, manage communication and quality control effectively, and monitor
[bookmark: _Toc128605394]Conclusion and recommendations 
The report demonstrated the housekeeping services at IHG, analysis the benefits and drawbacks of outsourcing these services, and examined case studies of outsourcing housekeeping services at other hotels. It has also identified best practices for selecting outsourcing providers, managing communication and quality control, and ensuring a smooth transition and ongoing performance monitoring (Nunkoo et al., 2019). The analysis indicates that outsourcing housekeeping services can provide significant cost savings and efficiency gains for IHG, as well as access to specialized expertise and flexibility in staffing and scheduling. However, outsourcing can also present challenges related to quality control, employee morale, and brand perception.
Based on the analysis, it is recommended that IHG consider outsourcing housekeeping services. Outsourcing can provide significant benefits to the organization, and the case studies that were examined demonstrate that outsourcing can be successful when managed effectively. However, IHG should carefully evaluate potential outsourcing providers, develop clear communication and quality control measures, and closely monitor performance to ensure that outsourcing is providing value to the organization. If IHG decides to move forward with outsourcing housekeeping services, there are several potential next steps to consider. These include developing a clear plan for transitioning housekeeping services to the outsourcing provider, establishing communication and quality control measures, and monitoring performance regularly (Robson, 2018). Further research could also be conducted to examine the impact of outsourcing on employee morale and turnover, guest satisfaction, and brand perception. Additionally, research could be conducted to examine the impact of outsourcing on the overall financial performance of hotels and other hospitality organizations. This research could help to inform future decisions about outsourcing and identify best practices for managing outsourcing partnerships in the hospitality industry.
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