
Financial Management for the Hotel Industry 
BMIH5007

Lecturer: Dale Clarke

Student: Muhammed Azizur Rahman
ID Number: 2107283



Contents
Introduction	4
Difference between insource housekeeping and outsourced housekeeping	5
Hyatt Hotel Housekeeping Reputation	5
Hyatt Hotel insourced Housekeeping efficiency	6
Risks of Hyatt for outsourcing Housekeeping	8
Customer satisfaction and cost implication of Hyatt Hotel guests	9
Conclusion	10
References	11




[bookmark: _Toc127655550]Introduction
Housekeeping is the term used to describe the upkeep and management of a residential or commercial property, which includes cleaning, maintenance, and administration of the property. The housekeeping staff's primary responsibilities include maintaining a pristine atmosphere throughout the hotel at all times and ensuring that it is as calming to visitors as is humanly feasible. Hyatt International is an international hotel chain that covers almost all over the globe (Bhatnagar and Dheeraj, 2019). The hotel has a very good reputation and is now considering whether it should or should not consider outsourcing its housekeeping services. This report will analyse why Hyatt should not consider outsourcing ideas for their housekeeping services. 


[bookmark: _Toc127655551]Difference between insource housekeeping and outsourced housekeeping
Insourced housekeeping: When a hotel hires and allocates their own workforce for the job of housekeeping is called insourced housekeeping. The housekeeping department accomplishes several roles. The roles are leadership, rooms, public area, laundry and other roles.  When hotels insources the housekeeping then the hotel hires and manages all the staffs. 
Outsourced housekeeping: Many people have various interpretations of what the term "outsourcing" means to them. While the word "Outsourcing" is most often used to refer to the employment of temporary workers, it may also be used to refer to the hire of permanent staff by a firm, such as housekeeping. In any case, the meaning of the word "Outsourcing" may not be entirely obvious. And this may involve contracting with an external business to manage a hotel’s in-house cleaning crew (including the Housekeeping Manager) (Brody, 2016). In the hospitality sector, the term "outsourcing" refers to the practice of employing workers on a full-time basis rather than working with a staffing agency to contract their services.
Hyatt hotel should not consider outsourcing its housekeeping system because they have a very efficient and effective housekeeping department in its hotels. 
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Hyatt Hotels Corporation has established a Global Care & Cleanliness Commitment in order to further improve its operational norms and resources pertaining to the safety and peace of mind of both its employees and its customers. As part of this commitment, every Hyatt hotel will go through the process of getting certified by the Global Biorisk Advisory Council (Carbonier and Morei, 2015). Additionally, a cross-functional working group consisting of medical professionals and industry professionals will be formed as part of this commitment. These individuals will contribute to various aspects of the guest experience at Hyatt hotels. Hyatt is aware that the health and happiness of its personnel are directly correlated to the company's overall performance as well as the level of satisfaction enjoyed by its guests and other consumers. In response to COVID-19, Hyatt is continuing its efforts to develop new standards for the workplace and give necessary training in an attempt to protect the health and safety of its employees as well as the customers who stay at the hotel. The management of the hotel has decided to implement daily surveys for staff members in order to gauge the level of satisfaction that employees have with the hotel in terms of its cleanliness, effectiveness, and service to guests. It will assist the management of the hotel in identifying problem areas, making modifications that are required, and responding more swiftly to requests made by workers (Goerge and Hancer, 2018). 
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The efficiency of Hyatt Hotel’s housekeeping efficiency is maintained by some strict rules and regulations. All over the world Hyatt Hotels maintains these guidelines to maintain the quality of the housekeeping of the hotels. 
Use and abuse of checklists: With the assistance of standardised and documented processes, which is something that is well renowned, it is possible to cut the number of errors by as much as 5%. Error rates drop down to one per cent when a checklist is utilised in conjunction with the process. Hyatt has applied this theory to the realm of housekeeping, Hyatt has been positive that using thorough checklists to clean each room will produce only good outcomes because of how thorough the checklists are (Pongsiri, 2022). They also make a note of everything that needs to be replaced, as well as anything that needs to be cleaned or examined.
Adjusting tasks according to guest requirements: In many hotels, every guest is given the same total number of hours during the whole of their stay. Altering the hotel’s arrangements so that they better meet the requirements of Hyatt’s guests will, as an alternative, ensure that everything goes off without a hitch. In general, it will take longer to clean a room after it has been occupied by more than one person for the duration of a single night, particularly if the room in question also contains an additional bed or a crib (Kawachart, 2013). Hyatt has made these enhancements in all of their hotels and as a result, has discovered that their workforce is less anxious about completing the task in a timely manner if they do so. In turn, this led to delighted customers and patrons for Hyatt International. 
Still in property management: One of the many benefits that come from integrating property management and maintenance operations is a greater awareness of the condition of each individual area. As an example, when a visitor checks out of the hotel, the cleaning staff is alerted that they do not need to clean their room since it has already been served. This is a street that goes in both directions. The status of the room is changed to "available" as soon as a member of the team checks off a repair order as being finished (Chaudahari, 2021). This indicates that the room is once again prepared to accommodate new visitors, and the front desk is immediately informed of the change. Every encounter is completely seamless and takes place in real-time. This provides unity among the housekeeping department and in turn, provides guests with an excellent staying experience. 
Automatically deduct inventory: If hotels are not cautious, the cost of essential but inexpensive home supplies like toilet paper, shampoo, shower gel, soap, and bedding may soon add up to a significant amount. On the other hand, if hotels provide their employees with the appropriate equipment, they won't have to worry about it at all. Hyatt Hotels maintains track of how much of each item is required for each work order, the stockpile is automatically drained without any interaction from the team or the hotel is keeping track of how much of each item is required (Jones and Siag, 2019). Hyatt also has the option of configuring the inventory manager’s smartphone to get alerts in the event that certain criteria are satisfied.
Simplify failure reporting: The personnel in charge of housekeeping are in a perfect position to identify issues, such as controls that are not operating properly, damaged blinds, and blocked plumbing. Hyatt’s housekeeping team may experience significant drops in production if the process for reporting problems is cumbersome, time-consuming, and too bureaucratic. However, Hyatt’s maintenance staff has a mobile app that connects to the software they currently use, they are able to report concerns in a much more timely and accurate manner, which leads to a significant increase in the overall productivity of Hyatt Hotels (Brody, 2016). A failure report is fixed as quickly as it is reported by any staff. The tracking of the report is easy as every employee is logged in with their individual employee ID and as a result, false reporting is non-existent. 
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Hyatt Hotels despite having such an experienced and efficient housekeeping team at their hotels might face some risks if they are to take up outsourcing their hotel housekeeping services. 
Reduced control: After devoting a significant amount of their time and effort to the administration of the hotels, it is possible that Hyatt will find it difficult to entrust a third party with the maintenance of their property and other assets. If Hyatt Hotels choose their outsourcing service providers and business partners with care, it's possible that they will be able to exert more command over the operations of the hotel (Devras and Caber, 2019). However, it is highly unlikely that a significant portion of the hotel’s reputation will be hanging in the hands of a third party that Hyatt will have no command over.
Communication issues: If Hyatt needs to communicate and collaborate with another business on a daily, weekly, or monthly basis, doing so might be a laborious and time-consuming task for them. The Hotel could run into issues such as misunderstandings of the contract, failures in communication, and justifications for delays in service, to name a few of the potential pitfalls. This will only worsen the experience of guests as well as tarnish the reputation of the hotel. 
Labour union uprising: It is possible that the local workers' union may oppose Hyatt’s decision to bring in new employees to operate the hotel if they make the decision to do so. It is possible that, in the short run, layoffs will help the hotel save money; nevertheless, the general public often reacts negatively to them, and as a result, it is possible that, in the long term, the hotel will discover that they lose more money than they save (Sherman, 2021). It is particularly important to keep this in mind for the manager of a major hotel that employs more than forty people who have been with the company for a significant amount of time. When it comes to outsourcing, hotels that are still in their infancy and have a small workforce (twenty employees or less) often perform better than those that are more established.
The distance of the hotel might impact the efficiency: If Hyatt Hotels need cleaners on a permanent basis, using hotel cleaning services may not be the best option for them. It is essential to keep this in mind at all times, but it is especially crucial as Hyatt Hotels are usually located outside busy urban areas. In addition, the distance that separates the hotel management from the outsourced service might play a role in determining how often you can anticipate seeing a member of their staff. In the event of a crisis, such as the unexpected arrival of hundreds of visitors who need immediate room cleaning and making, they may not be able to assist the hotel if they are situated too far away (Hsu et al., 2021). This might be the case if, for example, the flu wiped out your whole hotel's cleaning team completely. When the hotels consider that their business is located in a more distant area, the advantages of employing an outsourced service to do less frequent but more comprehensive deep cleaning and detailing of Hyatt becomes more evident.
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Figure 1Hyatt Hotels Customer satisfaction index (Mehraz et al., 2022)
After implementing a solution to enhance the business processes involved in every facet of serving groups and meetings, Hyatt Hotels Corporation has seen record-breaking customer satisfaction levels, as announced by Newmarket International today. All of the business procedures related to serving groups and meetings have been enhanced thanks to a recently implemented solution. Newmarket International's DaylightTM hosted sales and catering solution may now communicate with Hyatt's Envision proprietary sales system (Tiwari et al., 2023).
After experiencing such incredible success, Hyatt international should not outsource its housekeeping as it can gain more revenue from its existing housekeeping system. Moreover, the training and employee benefits that the current employees are enjoying will also go to waste for Hyatt in the long run. Hyatt Hotels pays an average of $15.33 per hour to the insourced housekeeping workers whereas the global average of the outsourced housekeepers is in the range of $13 through $20 per hour (Harris et al., 2021). The outsourced rates are not very different from the rates that Hyatt is currently paying. As a result, costs will not reduce if Hyatt International change its housekeeping services from insourced to outsource. 
[bookmark: _Toc127655556]Conclusion
With a customer satisfaction rating of 73 in 2022, Hyatt International can take pride in the fact that their cleaning service is now considered to be among the very finest in the whole globe. There is no justification for Hyatt to consider contracting its cleaning operations out since the routines it has established and tools for housekeeping have shown to be effective. As a direct consequence of the high-quality services that Hyatt offers, the company's income will continue to rise over time. Furthermore, the more the employee feels like they belong inside the system, the more efficient they will become. This will only serve to enhance the total business growth for Hyatt, and it will be much easier for it to become the leading hotel chain in the world.
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