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[bookmark: _gjdgxs]Introduction
The Intercontinental Hotels Group (IHG) is a well-known international hospitality company that prides itself on offering its guests a first-rate guest experience (Chaybane, 2017). Within IHG, the housekeeping department is essential to the guest experience due to its focus on cleanliness, guest comfort, and guest pleasure. Strategically, it's important to consider about whether or not to insource or outsource the housekeeping department. Outsourcing has grown in popularity in recent years because it enables businesses to concentrate on what they do best whilst taking use of the experience of specialists outside the company (Stoimenov, 2023). When deciding whether or not to outsource housekeeping services, it's important to think about issues including price, personnel skills, output, longevity, reliability, and guests' impressions of the whole experience.
The purpose of this report is to support the argument in favour of outsourcing the housekeeping department at IHG. This research examines the arguments both in favour of and against outsourcing the housekeeping department at IHG. The report contrasts the advantages and disadvantages of insource and outsource housekeeping teams. Capabilities of employees, cost, outcomes and long-term viability of outsourcing, consistency and the guest experience will be analysed in this report. The report will be useful to IHG as they consider outsourcing the housekeeping department, which can result in cost savings, flexibility, and access to specialised skills. 

[bookmark: _30j0zll]Comparison of Insourced Housekeeping Team Vs Outsourcing Housekeeping
Within Intercontinental Hotels Group (IHG), the housekeeping function is managed using either an insourcing or an outsourcing strategy. To make a well-informed choice, it is crucial to comprehend the distinctions between these methods. When it comes to the housekeeping department, IHG still has full say over any insourced workers. To increase organisational loyalty and value alignment, IHG takes care of the hiring, training, and management of its staff (Chaybane, 2017). IHG is able to customise the housekeeping operations to meet its unique needs thanks to the versatility and flexibility offered by insourcing.
However, there are difficulties associated with insourcing. Recruiting, training, scheduling, and managing the performance of a big housekeeping staff are just some of the administrative tasks that need to be completed. Costs associated with salary, benefits, training, and equipment are all factors to consider when deciding whether or not to keep a team in-house (Senevirathna, 2016). During times of low occupancy or seasonal changes, these costs may become more noticeable.
Outsourcing housekeeping has many advantages. This relationship gives IHG access to a specific service provider's talents, insights, and resources. Due to economies of scale and lower wage costs, IHG can save money via outsourcing (Lamminmaki, 2012). Due to these resources, IHG can use service providers' access to a larger pool of housekeeping experts (Stoimenov, 2023). By outsourcing housekeeping, IHG can focus on guest service and revenue management. IHG can focus on competitive advantage and guest experience by outsourcing housekeeping. The scalability of housekeeping services in response to demand changes is made possible by outsourcing, which also maximises cost effectiveness (Bardi, 2021).

[bookmark: _1fob9te]Abilities of Those Employed
Whether personnel are insourced or outsourced, their abilities have a significant impact on the quality of housekeeping services provided by IHG. IHG is able to gain access to a wider range of specialised knowledge and experience by outsourcing the housekeeping department. According to Chaybane (2017), outsourcing enables businesses to access outside personnel with specialised skills and knowledge that may not be available inside. IHG is able to take advantage of the knowledge and experience of specialised housekeeping service providers thanks to their partnerships with these companies. Knowledge of industrial standards, experience with cutting-edge tools, and facility with specialised cleaning methods are all examples (Senevirathna, 2016).
Outsourcing can improve housekeeping and specific talent training initiatives. Many companies use outside sources for employee training. By outsourcing the housekeeping department, IHG can train its housekeepers. Tra's (2020) emphasis on hospitality training plans emphasises the need for ongoing education and skill development. One benefit of outsourcing that can increase housekeeping staff quality is the possibility to engage in such organised training activities.
Outsourcing IHG's housekeeping department could boost morale. A 2016 study found that outsourcing can boost worker morale and motivation. Several external service providers use performance incentive and recognition programmes to motivate employees and ensure high-quality service. Housekeeping workers give more when they feel valued. That can improve outcomes and guest satisfaction at IHG hotels (Oskam & Zandberg, 2019).

[bookmark: _3znysh7]Cost Implications
When deciding between insourcing and outsourcing, cost is a major factor for businesses. There are estimates that place the annual cost of outsourcing the housekeeping department at anywhere from 60,000 to 150,000 British Pounds (Hayes & Miller, 2012). By developing strategic agreements with third-party service providers, IHG is able to transfer the management of some costs, like as payroll, employee benefits, and insurance, to the outsourcing firm. It's possible that the hotel's running and administrative costs will decrease as a result, freeing up funds for other purposes.
In addition, there are economies of scale to be gained by outsourcing (Lamminmaki, 2012). Service providers who manage various locations for different customers might take advantage of economies of scale when buying supplies, machinery, and technology. By joining forces with other hotel chains, IHG can take advantage of economies of scale that would have been too costly for it to achieve on its own.
By outsourcing the housekeeping department, IHG may also be able to save money on staffing and training costs (Stoimenov, 2022). It is possible for hotels to invest a significant amount of time and money on the hiring process. Through outsourcing, hotels can leverage the expertise of service providers with established recruitment channels and the ability to offer housekeeping staff that have undergone extensive training and screening. As a result, the hiring procedure could become more efficient and cost-effective.

[bookmark: _2et92p0]Results
The decision to insource or outsource housekeeping services relies heavily on the department's performance and results. Housekeeping department outsourcing can increase productivity (Chaybane, 2017). Housekeeping operations can be improved with the help of specialised service providers' knowledge and experience in implementing streamlined procedures and best practises. With the help of cutting-edge software and hardware, they can streamline their operations and shorten the time it takes to check in and check out guests.
Outsourcing can also improve service quality, according to Senevirathna (2016). If hotels outsource their housekeeping tasks to a company, they may put all of their energy, knowledge, and training on providing hotels with the best possible service. They can guarantee rigors attention to detail, adherence to industry standards, and consistent service excellence thanks to their specialised knowledge and committed team, which will ultimately improve the quality of the housekeeping department.
Guest satisfaction may rise as a result of outsourcing the housekeeping department (Tra, 2020). The cleanliness and general condition of guest rooms play a significant role in determining how satisfied and loyal a guest will be. The significance of exceeding guest expectations is understood by service providers with substantial experience in the hospitality business. Outsourcing can help create a pleasant guest experience by providing regular, high-quality housekeeping services, which in turn leads to higher levels of satisfaction, more enthusiastic reviews, and more return business.

[bookmark: _tyjcwt]Sustainability
Sustainability has become increasingly important in today's hospitality business. According to the research of Stoimenov (2023), outsourcing the housekeeping department can help to lessen the negative effects on the planet. Sustainable practises and initiatives are typically integrated into service providers' daily operations. To lessen the hotel's impact on the environment, these guests are more likely to use eco-friendly cleaning products, energy-efficient appliances, and waste-reduction practises. IHG is able to show its commitment to environmental responsibility through its housekeeping practises by enlisting the help of service partners who are themselves committed to sustainability.
Outsourcing can help businesses use materials more efficiently (Voegeli, 2021). Professional service providers have vast experience optimising asset utilisation. They can preserve energy, water, and cleaning supplies. By outsourcing the housekeeping department to organisations with a history of good business practises, IHG may save money and have a better environmental impact. Waste management is another area where outsourcing can improve sustainability (Pesonen, 2015). Service providers have waste management methods like recycling and safe disposal. They can dispose of housekeeping garbage. IHG can take use of these established waste management practises by outsourcing, improving waste minimisation, recycling, and correct disposal, which are crucial to a sustainable strategy.

[bookmark: _3dy6vkm]Consistency
For a hotel business of IHG's calibre, consistency in service standards is essential. Direct control over brand standards is provided through insourcing (Chaybane, 2017). IHG can maintain tighter control and guarantee that brand standards are kept consistently across all hotels by retaining the housekeeping department in-house. Standard operating procedures, cleaning norms, and customer service practises can all be consistently implemented under centralised management and monitoring. This ensures that guests have a consistent experience across all properties and increases their trust in the brand.
However, standardising quality control techniques is an area where outsourcing can shine (Hayes & Miller, 2012). To satisfy customers, including large hotel chains like IHG, service providers must strictly adhere to established quality control procedures. IHG is able to ensure that its outsourced housekeeping contractors maintain a high standard of service by using clearly defined service level agreements and performance measures. The intended degree of service consistency can be monitored and maintained across outsourced properties through the establishment of regular inspections, feedback channels, and performance evaluations.
Training initiatives can ensure consistency in service quality (Tra, 2020). Insourcing allows IHG to develop brand-specific training packages. Outsourcing can provide access to highly specialised trainers (Senevirathna, 2016). The best service companies have vast experience teaching housekeeping staff in the newest cleaning procedures, tools, and standards. The experience of these providers, made possible by outsourcing, allows IHG to strengthen its training courses. Service providers can offer expertise, specialised training, and industry trends. Working together makes changes and new ideas simpler, improving service at all IHG locations.

[bookmark: _1t3h5sf]Guest Experience
The satisfaction of customers is of paramount importance in the hospitality business. The ability to have direct control over service quality is a benefit that insourcing offers for IHG (Chaybane, 2017). IHG is able to uphold the standards of its brand through the housekeeping department because it is managed internally. With this regulation in place, all IHG hotels can provide the same high-quality service to their guests. Quick modifications and constant improvement in order to meet and surpass guest expectations can be achieved by direct supervision of employee training, performance reviews, and guest feedback mechanisms. Consequently, guests can count on a consistent and high-quality guest experience throughout their whole stay.
The guest experience can be improved through outsourcing (Hayes & Miller, 2012) by bringing in specialised knowledge and resources. Housekeeping service providers have extensive training and experience that they bring to the table. IHG is able to take advantage of their partners' training programmes, cutting-edge methods, and proven best practises by using an outsourcing model. By working together, we can incorporate new ideas and methods that are in line with industry trends and the changing preferences of our guests, thereby enhancing the overall guest experience. Outsource providers' access to specialised resources and talents improves service quality and raises guest satisfaction.
Both insourcing and outsourcing have an impact on another important part of the guest experience: the level of personalisation they receive. With the help of insourcing, IHG is able to exercise complete control over the development of training programmes that stress the need of providing guests with individualised attention (Tra, 2020). Outsourcing can bring in new ideas and methods for providing individualised care (Senevirathna, 2016). Guests' demands can be understood and met in unique ways because to the significant experience that service providers have in the sector. 

[bookmark: _4d34og8]Conclusion
Overall, outsourcing IHG's housekeeping department has many advantages. By choosing an outsourcing provider, IHG can access knowledge and experience it may not have internally. Thus, the organisation can benefit from outside housekeeping service providers' knowledge and experience. IHG can boost guest satisfaction and loyalty by using their knowledge to improve housekeeping. Housekeeping outsourcing may improve employee training. IHG uses external service providers for cutting-edge training frameworks and materials. Thus, housekeeping personnel may improve their skills and service to clients. Improved training courses boost employee morale and retention. Outsourcing the housekeeping department can also help IHG manage costs. Using economies of scale, external service providers can reduce housekeeping costs directly and indirectly.  IHG can benefit from outsourcing in its environmental efforts. Many organisations rely on their service suppliers' sustainability practises for environmental impact, resource usage, and waste management. These service providers can help IHG green its housekeeping operations and demonstrate its corporate social responsibility.
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