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Executive summary


Accor International is a French company with a strong portfolio in the hospitality sector. Being the biggest hospitality brand in Europe and in the third position worldwide Accor International is one of the best examples of success and performance if the sector. This report will summarise outsourcing implications in the housekeeping department of Accor International Organisation. It will analyse the advantages and disadvantages outsourcing can bring, how can influence the intern employees and what the difference is between intern employees and outsourced employees and also what effect outsourcing can have on the sustainability of the business. 
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Introduction:

In an operational division of a hotel, housekeeping is in charge of maintaining the cleanliness and aesthetic quality of the rooms, public areas, back areas, and surroundings (Hotelier Lifestyle, 2022). The effort put forth by a hotel's housekeeping service to provide a guest with a pleasant room directly affects that guest's experience and is essential in making sure that visitors are safe, and content during their stay (Revfine, 2023). 
Insourcing employees are the ones hired by the company to do specific jobs through a recruitment process, played direct by the company and in which the company has direct control (Kenton, 2023).
The business practice known as outsourcing entails hiring a third party to carry out duties, manage operations, or offer services on the company's behalf (Luckovich, 2023). Companies typically engage in outsourcing as a cost-cutting strategy (Twin, 2022). As a result, outsourcing may have a significant impact on customer service, turnover and revenue.
The number of companies offering outsourcing services and the type of outsourcing services offered are growing rapidly and hotels are increasingly opting for contract services or outsourcing to sustain cost-effective housekeeping operations and to ensure that the resources and assets of the property are utilised to the maximum (Rughbatan and Rughbatan, 2020, p. 117). As can be seen in Appendix A  the most frequently outsourced services in the housekeeping department are pest control, public area cleaning, flower decoration and so on(Tyagi and Zagade, 2015).
Management from Accor France met with union leaders in 2003 to discuss the procedure for contracting out room cleaning at Group hotels to third parties. According to Accor International᾽s Annual Report 2011, the protocol agreement that resulted in requirements and conditions for using subcontractors mandates strict adherence to labour regulations and regulations that specify details like training, pay calculations, and working hours (Accor International, 2011, p. 38). 
In the following sections, this report will analyse the weaknesses and the benefits of outsourcing the housekeeping department to see what results it can have on company growth. 

1. [bookmark: _Hlk137308955]Comparison of internal vs outsourcing housekeeping:

Cleaning staff workers, whether full-time employees or independent contractors, are ambassadors for the hotel and directly affect guests' experience. Many lodging providers have chosen to outsource their cleaning responsibilities since they have discovered that doing so has considerable financial advantages. Because hotels can adjust their spending as necessary, outsourcing cleaning operations can provide a number of benefits, including significant cost reductions. Hotels discovered that contracting out their housekeeping needs might give them a competitive edge because management can concentrate more of their time and energy on expanding their business without having to manage a sizable cleaning team (Kieza, 2021). 
But outsourcing doesn’t have just advantages, it has also disadvantaged. Giving up control of the employees by outsourcing housekeeping to a third party in the absence of a flexible outsourcing partner may make it more challenging to implement new procedures and policies.
As can be seen in Figure 1, the differences between outsourcing employees and internal ones are multiple and the same are the advantages and disadvantages between the two.  
	
	Internal employees
	Outsourcing employees

	Advantages
	· Are trained in hotel trends, values, and standards.
· They usually identify with the company.
· The company has control over the employees.
· The company has control over the quality of products and equipment employees are using.



	· Improve focus on core business activities.
· Access to a lagers number of talented employees
· Lower labour cost
· Increase flexibility.
· No need to invest in equipment
· Share the business risk. 
· Lower turnover rate


(Standley, 2023)

	Disadvantages 
	· High cost of recruitment and training 
· Invest in products and equipment. 
· Cost of benefits
· Higher turnover rate
· Less Flexibility

(Dixt, 2023)
	· Service delivery may fall under time or expectation.
· Confidentiality and security may be affected.
· Lack of flexibility
· Instability
· No control over the employees
· Communication issue
· Impact of company culture
· Problems whit quality

(Patel, 2017)




2. Cost Implication
The main result of outsourcing is reducing costs and as a consequence increasing profit margins. Outsourcing turns the fixed cost of the fixed hour contract of the employees into a variable one (Reiss, 2010). In consequence, the loss potential is lower when outsourcing housekeeping employees’ tanks to the flexibility outsourcing is offering. Is well known that hotel revenue fluctuates between busy and not so busy seasons and hotels are facing a problem in reducing employees᾽ working hours when the revenue is low and also increasing them when the revenue is high, or when they need more employees.
As can be seen in Appendix B the balance between internal and outsourcing employees cost lean in outsource housekeeping favour. Outsourcing provides the desired cost predictability that fits well with occupancy, avoids the difficulties in recruiting and cancels insurance payments (Weiss, 2021). 
Outsourcing is also cutting the turnover rate and taking into consideration that housekeeping is known as the department with the high rate of turnover in a hotel this will reduce or eliminate the costs of recruiting and training (Victor, 2018).  
Outsourcing can eliminate recruitment and training expenses and archive cost savings when it comes to wages and benefits of the employees (Fisher, 2017). Uniforms, cleaning products and equipment costs are also a reduced cost when outsourcing employees. Statistics shows that in 2018, 68% of the organisations reported a 10% to 25% saving when they outsourced and 38% of them a saving of 40% (SIAParteners, 2022). 

3. [bookmark: _Hlk137309058]Comparison between internal and outsourcing employees 

While some hotels use outsourced housekeeping, some hotels choose to return to having internal housekeeping after working with an outsourcing provider for many years due to high prices or poor cleaning quality of the outsourced housekeeping (Pesonen, 2015, p. 36). The factors influencing these decisions are hotel-specific and require further investigation between internal and outsourced employees. 
Intern employees are usually identifying themself with the company, they know the core values of the organisation and the expectation and are well trained in the organisation᾽s standards. Accor International boast that owns 8 regional training campus and it offered more than 2.7 million hours of training to the employees in 2021 (Accor Group, 2023). Training increases employees’ skills, knowledge, and performance and this will have a direct impact on guest satisfaction (Herrity, 2023). Motivation is also a characteristic of the intern employees which is missing at the outsourced employees. The intern employees are motivated to grow and to obtain better positions inside the organisation in contrast with the outsourced employees. Accor International is motivating the employees also offering not just growth possibilities but also diverse benefits and rewards such as a collective retirement plan, corporate saving plan, flexibility, discounts and so on (Accor Group, 2023).
In contrast with the internal employees, the outsourced one may not have all the essential experience to perform the job, and may not be well trained and this can compromise the quality standards of the hotel (Calbone, 2019).



4. Sustainability of outsourcing

The concept of sustainable outsourcing in tourism destinations must be based on the concept of sustainable tourism (Espino – Rodrigues, 2023). In addition, Sustainable tourism is an extension of the idea of sustainable development defined as "development that meets the needs of the present without compromising the ability of future generations to meet their own needs" by the World Commission on Environment and Development in the Brundtland Report (EUR- Lex, 2023).
Accor International has a strong sustainability program which are meant to reduce the costs, the environmental impact, and the pollution of the organisation. Starting with 2022 the company said stop to the use of plastic in its hotels and win the Worldwide Hospitality Award for the best initiative in sustainable development (Hospitality, 2023). Outsourcing housekeeping the company has no control over the products the outsourced employees are using and the impact, they have on the environment. The company will have to do strong research before contracting to outsourced employees, to assure that the outsourced company policy is in concordance with Accor᾽s sustainability programs. The organisation will also need to do periodical controls on the outsourced company to ensure that the sustainability programs are respected. 

5. [bookmark: _Hlk137309201]Guest experience and outsourcing

Guest experience is defined as the number of impressions and feelings a client has before, during and after being a guest and consuming the products and services of the hotel (Gold, 2023). Customer experience will include the whole life cycle of a customer's relationship with a brand. The cleanliness of guest rooms, bathrooms, towels, linens, and common areas all play an important role in customer experience and in consequence, the housekeeping employees work is essential in increasing satisfaction and build loyalty. 
Inside employees are usually trained and know the hotel standards and expectations in contrast with outsourced employees who even if they are trained and skilled in their work, they maybe don’t know which are the hotel standards and how to do their work in concordance with the hotel standards. 

6. Recommendations

Outsourcing housekeeping is good, it can reduce costs and means more resources for the hotel. Is recommended to be used in some segments of the housekeeping department such as recruitment, lining, pest control, horticulture, and landscaping or when the hotel needs a skilled plumber or an electrician but is not recommended for the daily cleaning of the rooms because this section has a direct impact on guest experience and need to be done in concordance with the hotel standards. 
Accor is a big company and has different quality standards specific to each brand in its portfolio accordant with the hotel segmentation. Being a big company gives Accor also flexibility in moving internal employees from one site to another in the same area or town depending on the needs of each site. This way the company can fill gaps where needed using its own trained employees on which the company has direct control and without the need to outsource housekeeping. 

7. Conclusions

In conclusion, outsourcing is a common practice of contracting out business functions and processes to third-party providers. The benefits of outsourcing can be substantial - from cost savings and efficiency gains to greater competitive advantage but on the other hand, outsourcing can create a risk which is frequently the loss of control over the outsourced operation. Accor International should carefully consider the pros and cons of outsourcing before deciding to contract out any activities or business operations. Is important to deeply analyse all the traces, to do some strong research on the outsourced provider and decide in concordance with the business needs. The periodic control of the outsourcing company is mandatory to assure that is aligned with the intern programs and beliefs.
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