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Executive Summary
Task 2:
This report assesses the feasibility of outsourcing the housekeeping services at Hyatt Hotels. The comparison compares insourced housekeeping teams to outsourced options, taking into account personnel competencies, cost implications, outcomes, sustainability, consistency, and guest experience. The advice is to outsource the cleaning function since it benefits staff dedication, service quality, and brand consistency. While greater fixed costs may come from insourcing, the control and personalised visitor experience exceed the potential cost savings of outsourcing. Hyatt Hotels can achieve long-term financial success and strengthen its position as a top hospitality organisation by prioritising guest pleasure and ensuring consistent service quality.
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[bookmark: _Toc136991757][bookmark: _Toc137068832]1. Introduction
In today's changing business world, organisations must make key choices on resource allocation and management of numerous activities. One such decision is deciding between insourcing and outsourcing (Dimitriou, 2021). Insourcing is the practice of managing certain duties or functions inside an organisation, while outsourcing is the practice of assigning such responsibilities to third-party or specialised service providers. This paper assesses the feasibility of outsourcing the housekeeping services at Hyatt Hotels. This review seeks to evaluate the financial consequences of such a choice by analysing and comparing the benefits and drawbacks of insourced housekeeping teams vs outsourced alternatives. Employee skills, cost implications, outcomes, sustainability, consistency, and visitor experience are all included in the study.
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Table 2: Structure of Task 2
Outsourcing the housekeeping department implies delegating the duties of this vital service to a third-party contractor while insourcing entails directly hiring and supervising housekeeping personnel inside the organisation. The technique used may have a considerable influence on the hotel's financial success as well as the overall visitor experience. This report seeks to provide well-informed suggestions on whether Hyatt Hotels ought to explore outsourcing as a viable option for their housekeeping department by critically evaluating the results, sustainability practises consistency, and guest experience associated with insourced and outsourced housekeeping teams.
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When comparing an insourced housekeeping staff to an outsourced option inside Hyatt Hotels, the workers' talents play a critical part in assessing the influence on service quality and client satisfaction.
Employees on an insourced housekeeping staff are directly hired by Hyatt Hotels. In terms of personnel talents, direct employment offers various benefits (Alberti, 2020). Employees that are outsourced have a better awareness of the organisation's culture, standards, and visitor expectations. They are more likely to have a strong feeling of loyalty and devotion to the success of the organisation. Insourced staff may gain the essential skills and expertise to continuously perform high-quality services via extensive training programmes customised to the unique property.
Insourced staff also benefit from Hyatt Hotels' management team's continuing assistance and oversight. The direct link between the outsourced workforce and the organisation facilitates efficient communication, cooperation, and feedback channels (Arinaitwe, 2021). This allows management to handle any problems or issues as they arise, resulting in continual improvement and improved employee performance.
In addition, insourced personnel form long-term ties with the organisation's visitors. They get acquainted with their preferences, wants, and any special needs they may have. Because of this degree of familiarity, insourced staff may give a more personalised guest experience, exceeding visitor expectations and developing loyalty.
It is indicated by Seyitoğlu and Ivanov (2020) that outsourced cleaning crews, on the other hand, may not have the same degree of expertise and awareness of the organisation's unique standards and guest expectations. While outsourced personnel are often well qualified, they may need extra supervision and training to match their talents with the requirements of Hyatt Hotels. Because there is no direct employment tie between the organisation and the outsourced team, the outsourced team may feel less ownership and dedication to the organisation's success.
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In terms of cost, outsourcing the housekeeping sector inside Hyatt Hotels entails direct employment, which includes salary, benefits, and training expenditures (Goethals, 2019). The organisation is in charge of finding, employing, and training housekeeping employees. While this technique may result in greater fixed expenses, it enables better control over service quality and brand standards.
Insourced housekeeping personnel go through extensive training programmes that are customised to the demands and standards of the respective property (Mohammad et al., 2022). This training ensures that personnel have the skills and information needed to provide outstanding service while maintaining high cleaning standards. The direct employment model enables Hyatt Hotels to take a more hands-on approach to overseeing employee performance and resolving problems as they arise.
It is opined by Tiwari, Singh and Dahiya (2023) that outsourcing the housekeeping department, on the other hand, shifts employment responsibility to a third-party contractor. This option usually entails a contract with the contractor defining the scope of services, personnel needs, and payment conditions. Hyatt Hotels may possibly minimise fixed expenses associated with direct employment through outsourcing since the contractor is responsible for recruiting, training, and supervising cleaning employees.
However, depending on the parameters of the outsourcing deal, outsourcing may result in extra variable expenses. These expenses may include contractor fees, performance incentives, and possibly fines for service defects. To establish the total cost-effectiveness of outsourcing, Hyatt Hotels must carefully examine the financial parameters and compare them to the expenses of insourcing.
While outsourcing has the potential to reduce costs, it also presents some uncertainty. Staff selection, training, and performance management are no longer within the organisation's direct control (Ginthotavidana and Waidyasekara, 2022). This lack of control may have an influence on the quality of service delivery and cleanliness standards, both of which are critical in ensuring client pleasure and loyalty.
Given the necessity of maintaining excellent service quality and brand standards, Hyatt Hotels may discover that the benefits of insourcing exceed the potential cost savings of outsourcing. The organisation may assure consistent service delivery, preserve brand reputation, and reach greater levels of guest satisfaction by directly hiring and training housekeeping employees, all of which contribute to financial success.
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It is indicated by Berry et al. (2021) that when compared to outsourced options, insourced housekeeping staff have a better feeling of ownership and dedication to the organisation's success. These teams are directly engaged by the organisation, and they work closely with management to understand the property's unique needs and visitor expectations. Insourced teams often demonstrate a greater degree of devotion and drive due to their direct connection and alignment with the organisation's aims.
Insourced housekeeping personnel may consistently produce improved service quality, resulting in higher levels of guest satisfaction, by having a strong awareness of the organisation's culture and standards. They are more likely to go above and beyond to meet and exceed guests' expectations, resulting in memorable encounters and building visitor loyalty (Berry et al., 2021). Insourced teams benefit from long-term connections with repeat customers, enabling them to learn individual tastes and adjust their services appropriately. This personalised approach improves the entire visitor experience and leads to favourable feedback and referrals.
Outsourced housekeeping staff, on the other hand, although properly trained, may lack the same degree of commitment and involvement in the organisation's success. Their major concentration is on accomplishing given chores rather than developing long-term connections with guests. This may result in a more transactional approach to service delivery, which can lead to poorer levels of visitor satisfaction and loyalty.
The organisation's investment in comprehensive training programmes benefits insourced housekeeping personnel as well. These programmes make certain that team members understand the organisation's service standards, cleaning requirements, and safety measures. This level of training helps to ensure that operations are consistent and efficient, reducing mistakes and service problems. Outsourced teams, on the other hand, may need extra training and supervision to fit with the organisation's unique objectives, which might result in delays, inconsistencies, or worse service quality (Paulino, 2023).
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In terms of sustainability, Hyatt Hotels' insourcing of the cleaning staff has unique benefits over outsourcing. Insourcing enables the organisation to keep direct management and supervision of sustainability practises, which aligns with its environmental aims and reinforces its commitment to responsible business operations.
Insourcing helps Hyatt Hotels integrate sustainable practices into their whole operating structure. To find potential for additional sustainability improvements, housekeeping teams may work together with other departments such as engineering and facilities management. This cross-functional strategy allows the organisation to execute comprehensive initiatives such as deploying energy-efficient technology, optimising water consumption, and implementing renewable energy sources.
Outsourcing the housekeeping department, on the other hand, may provide problems to obtaining targeted sustainability goals (Crespi-Vallbona et al., 2023). Third-party contractors may not be as committed to sustainability or have the appropriate experience and training to undertake environmentally friendly practices. As the amount of management and supervision is reduced, the organisation may have difficulty monitoring and guaranteeing compliance with sustainability norms.
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In terms of consistency, Hyatt Hotels' insourced housekeeping personnel provide a better degree of dependability and adherence to established standards and procedures. These teams collaborate closely with the organisation's management, instilling a feeling of shared responsibility and a dedication to sustaining brand values. Hyatt Hotels can assure consistent service delivery by retaining direct management over the cleaning staff, which is critical for client pleasure and loyalty.
Housekeeping staff that are outsourced undergo extensive training and continuing supervision, allowing them to comprehend and apply the organisation's particular service procedures (Aderiye, 2021). They are well-versed in the complexities of the property's layout, visitor preferences, and special needs. This knowledge enables them to manage the property effectively, maintain consistency in room cleanliness and amenities, and react quickly to guest requests or difficulties.
Insourced teams consistently offer personalised service that corresponds with Hyatt Hotels' reputation for excellence, thanks to a thorough grasp of the organisation's culture and brand values. They form connections with regular visitors, knowing their tastes and tailoring their experience to them. This personalised approach increases visitor satisfaction and long-term loyalty, resulting in repeat business and strong word-of-mouth referrals.
While highly educated, outsourced cleaning crews may lack the same degree of commitment and interest in maintaining brand consistency (Mathieu, 2022). They may be unfamiliar with the individual characteristics of each property since they service several properties or customers. This may result in differences in service delivery, standards, and visitor experiences. Inconsistencies might occur as a result of training discrepancies, communication gaps, or divergent interpretations of the organisation's standards.
Hyatt Hotels can provide a uniform and dependable experience for its visitors across all properties by outsourcing the cleaning service. The organisation can develop standardised procedures, monitor performance, and quickly rectify any deviations from established standards thanks to direct management and supervision. This dedication to consistency not only improves guest happiness but also helps Hyatt Hotels' overall brand image and financial success.
[bookmark: _Toc136991764][bookmark: _Toc137068839]2.6 Guest Experience
In terms of the guest experience, Hyatt Hotels benefits from insourcing the housekeeping department since it is an organisation that focuses on personalised service and client pleasure. Insourced cleaning personnel may build closer connections with regular visitors and obtain a complete awareness of their preferences and special needs (Ritter and Schanz, 2019). Because of this familiarity, the housekeeping crew is able to give a more personalised experience customised to each visitor's demands, hence increasing overall guest satisfaction.
Insourced housekeeping employees may successfully engage with other departments within the organisation, such as guest services and concierge, to create a smooth and great guest experience. They form an essential part of the guest's trip, ensuring that the rooms are clean and comfortable to the highest standards.
The direct hiring of housekeeping workers also allows them to participate in rigorous training programmes aligned with Hyatt Hotels' service standards and brand values. This training emphasises both technical and soft abilities, such as communication, empathy, and attention to detail. Such extensive training enables the housekeeping crew to anticipate guest requirements, respond to particular requests, and add personalised touches that create unforgettable encounters.
Outsourcing the housekeeping staff may make it more difficult to provide a consistent and personalised visitor experience (Tiwari, Singh and Dahiya, 2023). Although competent and skilled, outsourced personnel may lack the same degree of experience with the property, guest preferences, and organisational culture. This might result in variances in service delivery, which can have an influence on visitor perception and loyalty.
Given the importance Hyatt Hotels placed on client happiness and personalised care, it is advised that the cleaning department be outsourced to provide a consistently great guest experience that matches with the organisation's brand values. Hyatt Hotels can continue to provide the high quality of service that customers demand while also contributing to their long-term loyalty and financial success by retaining direct control over housekeeping operations.
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After considering all of the criteria, it has been determined that Hyatt Hotels should outsource the cleaning department. In terms of personnel capabilities, consistency, visitor experience, and sustainability, outsourcing provides benefits. Hyatt Hotels can assure a greater level of service quality and brand standards by directly hiring the cleaning personnel. While this method has greater fixed costs, the control and personalised visitor experience exceed the potential cost reductions of outsourcing. Hyatt Hotels can achieve long-term financial success and strengthen its position as a top hospitality organisation by prioritising guest pleasure and ensuring consistent service quality.
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