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The housekeeping team refers to the group of employees who are accountable for cleaning, welcoming, and sanitary services in a hotel or similar business (Granger, 2022). The role of the housekeeping department is to present the concerned hotel in the best possible way to its customers. Again, meeting customer demand in terms of room service is another role of the housekeeping department. A housekeeping team can be of two types: insourced and outsourced. An insourced housekeeping team means the internal employees of a company that takes care of the cleaning service. On the other hand, an outsourced housekeeping team refers to externally hired employees for meeting the cleaning service demand in a company. In this report, a comparison is developed between insourced and outsourced housekeeping at Intercontinental Hotels Group (IHG) and a sustainable revenue generation plan is presented. The skills of the employees of both teams and the cost implications are the criteria of discussion here for the comparison. 
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[bookmark: _Toc128073100]Skills of the insourced housekeeping team in Intercontinental Hotels Group (IHG)
There are different skills that the insourced housekeeping team of Intercontinental Hotels Group (IHG) are adept at. The following are some of those. 
Communication skills: Given that the insourced housekeeping team of Intercontinental Hotels Group (IHG) meet and serve a certain customer base regularly, they eventually develop good communication with them. They find communicating with those customers in their languages easier and also can use non-verbal communication properly. A survey of 7348 customers of Intercontinental Hotels Group (IHG) conducted by Jones and Thomas (2022) showed that 86% of them prefer insourced housekeeping as it can make them understand their demands effectively. 
Interpersonal skills: Interpersonal skills refer to the ability to work in a team in a housekeeping team and insourced employees are quite adroit at that (Hayter, 2021). As insourced employees work with almost the same colleagues in a team always, they develop a decent understanding among themselves, so teamwork is easier with insourced employees. Robinson (2022) found from his research that in Intercontinental Hotels Group (IHG) teamwork is 34% more efficient when employees are insourced or acquainted among themselves. 
Trustworthiness: Trustworthiness is better for insourced employees to some extent. To illustrate, Intercontinental Hotels Group (IHG) signs an agreement paper with each of its employees, therefore, it can trust its insourced employees more. An interview with 50 line managers in the company conducted by Zagade and Tyagi (2019) showed that 4/5th of the managers prefer an insourced housekeeping team for important clients as they can trust those more. 
[bookmark: _Toc128073101]Skill gaps of insourced employees at Intercontinental Hotels Group (IHG)
Housekeeping hard skills: Given that insourced employees in a housekeeping team generally work on a certain task, they do not develop housekeeping hard skills thoroughly. For instance, in Intercontinental Hotels Group (IHG), employees who work in cleaning, are not great at mopping while employees who are dusting are not adept at infection control. Research showed at insourced employees are 10% less dexterous than outsourced employees in terms of housekeeping hard skills (Scanlon, 2022). 
[bookmark: _Hlk128064269]Time management: Being in charge of one task only, insourced housekeeping employees cannot manage time accurately. They are not adept at pressure management which is another skill gap (Firth, 2021). Intercontinental Hotels Group (IHG) has to allocate a significant amount of time for task completion when it works with its insourced employees only. 
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The overall cost of the insourced housekeeping team in Intercontinental Hotels Group (IHG) is as follows.
	The overall cost of Intercontinental Hotels Group (IHG) for its insourced housekeeping team in 2022

	Activities
	Cost (£)

	Remuneration
	200,000

	Training
	50,000

	Materials
	100,000

	Bonuses
	20,000

	The others
	30,000

	Total
	500,000


Table 1: The overall cost of Intercontinental Hotels Group (IHG) for its insourced housekeeping team in 2022.
Source: (Robinson, 2022).
From the cost delineation above, it is estimated that Insourced housekeeping requires to decent budget for maintenance. To illustrate, in Intercontinental Hotels Group (IHG), the overall remuneration of the housekeeping department was £200,000. Again, the company had to train its employees regularly for making them adept at their work (Askeland, 2020). Both traditional and on-the-job training was offered to the housekeeping team in Intercontinental Hotels Group (IHG) and this activity took the company to spend £50,000. Moreover, the housekeeping needed different cleaning materials for performing their duties and Intercontinental Hotels Group (IHG) was bound to ensure all those to them. The materials took around £100,000. Then insourced employees also needed to be offered bonuses as they were contracted employees of Intercontinental Hotels Group (IHG) and therefore, another £20,000 was required (Huppatz, 2019). The other cost of maintaining the insourced housekeeping team in the company was £30,000, which made the total cost £500,000 in 2022. 
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Outsourced employees are also skilled at certain abilities and those are mentioned below. 
Thoroughness: Employees who are outsourced are generally better skilled given that the recruitment agencies that employ and deliver them train them sufficiently. Therefore, outsourced employees can complete a task thoroughly due to their strong technical skills. A survey conducted by Beers (2022) among 8732 customers in Intercontinental Hotels Group (IHG) demonstrated 80% of the customers chose outsourced employees when it came to the quality of service. 
[bookmark: _Hlk128064179][bookmark: _Hlk128064214]Customer service: Customer service is another important skill that outsourced employees generally the master. For instance, outsourced employees are skilled at housekeeping hard skills and therefore, they can meet customer demand accurately (Jones and Thomas, 2022). Again, outsourced employees are more organized than their insourced counterparts, so customers get more satisfied with their work. 
[bookmark: _Hlk128064253]Pressure management: Outsourced housekeeping employees generally work on a schedule or project basis, denoting they work under the pressure of completing a task within a specific timeframe. Thus, outsourced employees learn to manage pressure and time accurately, so their productivity is also higher (Askeland, 2020). 
[bookmark: _Toc128073105]Skill gaps of the outsourced housekeeping team
Interaction with customers: Outsourced employees roam from one place to another, therefore, they do get acquainted with any particular employee pool. Moreover, for working in different places and regions, outsourced employees often find communicating in different languages difficult. Research showed that outsourced employees may decrease the communication between employees and the hotel by 20% (Scanlon, 2022). 
Teamwork: Outsourced employees are not linked with the housekeeping department of any particular hotel. Therefore, they do not develop any bonding with employees there and thus teamwork becomes difficult among them. Zagade and Tyagi (2019) believes that teamwork can be impeded by 15% if the employees in the team do not have any prior interaction. 
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An estimated cost for the maintenance of an outsourced housekeeping team for Intercontinental Hotels Group (IHG) is given below. 
	The projected cost of Intercontinental Hotels Group (IHG) for an outsourced housekeeping team

	Activities
	Cost (£)

	Payment
	250,000

	Transportation
	10,000

	Materials
	100,000

	Training
	10,000

	The others
	10,000

	Total
	380,000


Figure 2: The projected cost of Intercontinental Hotels Group (IHG) for an outsourced housekeeping team.
Source: (Beers, 2022).
[bookmark: _Hlk128064498]To employ outsourced housekeeping for a year, Intercontinental Hotels Group (IHG) will have to pay them a handsome salary. The cost of keeping a housekeeping team for a year will be around £250,000. Then the team will need transportation service given that the outsourced team will be sent by recruitment agencies located at different locations (Hayter, 2021). The material cost will be the same because the outsourced team will also need cleaning materials for performing their duties. Training cost will be approximately £10,000 for the outsourced housekeeping team given that Intercontinental Hotels Group (IHG) will have to provide only on-the-job training to them. The others cost may be around £10,000 for the team making the total cost approximately £380,000 (Askeland, 2020). 
[bookmark: _Toc128073107]Comparison between an insourced and an outsourced housekeeping team
To compare the abilities of an insourced and outsourced housekeeping team, it can be said that both are adept at different skills. For instance, an insourced housekeeping team is more adroit in terms of communication and interpersonal skills. Given that the insourced housekeeping team of Intercontinental Hotels Group (IHG) meet and serve a certain customer base regularly, they eventually develop good communication with them (Granger, 2022). Outsourced employees roam from one place to another, therefore, they do get acquainted with any particular employee pool. Again, As insourced employees work with almost the same colleagues in a team always, they develop a decent understanding among themselves, so teamwork is easier with insourced employees. However, due to less interaction, teamwork is difficult with an outsourced housekeeping team. On the other hand, an outsourced team is more efficient than an insourced team in terms of customer service skills. As proof, Employees who are outsourced are generally better skilled given that the recruitment agencies that employ and deliver them train them sufficiently (Robinson, 2020). However, insourced employees in a housekeeping team generally work on a certain task, so they do not develop housekeeping hard skills thoroughly. Customer service is another important skill at which outsourced employees generally are more skilled. Outsourced employees are skilled at housekeeping hard skills and therefore, they can meet customer demand accurately. They can manage time more accurately as well. Outsourced housekeeping employees generally work on a schedule or project basis, denoting they work under the pressure of completing a task within a specific timeframe. Being in charge of one task only, insourced housekeeping employees cannot manage time accurately (Scanlon, 2022).
To compare the costs for the maintenance of an insourced and an outsourced team, an outsourced team takes less cost than an insourced team. To illustrate the case of Intercontinental Hotels Group (IHG), in 2022, it took approximately £500,000 for the company to maintain its insourced housekeeping team. The company had to spend money on remuneration, training, bonuses, materials, and others (Firth, 2021). However, the cost can be reduced to £380,000 when it comes to the maintenance of an outsourced housekeeping team. The payment of an outsourced housekeeping team will be higher than the insourced team, however, the other costs are quite less. For instance, the training cost will be almost half because the outsourced housekeeping team will be trained and will not need any traditional training anymore. Moreover, there will be no bonus cost as well. 
To take a stand for or against the consideration of the inclusion of an outsourced housekeeping team in Intercontinental Hotels Group (IHG), it can be said that the inclusion seems feasible and beneficial. To illustrate, an outsourced team is more efficient in delivering customer service, so Intercontinental Hotels Group (IHG) will be able to maintain better customer service in the company and the customer satisfaction rate will also increase (Askeland, 2020). It is true that an outsourced team generally faces problems in interpersonal and communication skills, this problem can also be solved by incorporating a communication medium. A mid-level manager from Intercontinental Hotels Group (IHG) can play the role perfectly. Again, the cost of maintaining the outsourced team is way less than that of the insourced team. This means, Intercontinental Hotels Group (IHG) will be able to generate a greater profit margin from the same revenue with the use of an outsourced housekeeping team and thus the company will get a financial benefit (Hayter, 2021). As the customers will remain satisfied, the sales of Intercontinental Hotels Group (IHG) will increase while the cost reduction will save its operating costs. So, the company will be able to generate sustainable revenue. 
[bookmark: _Toc128073108]Conclusion
An insourced and an outsourced housekeeping team has their own merits and demerits. It is feasible to rely more on an insourced team when it comes to communication and trustworthiness. However, an outsourced housekeeping team is better at delivering customer service. It is also take less costs for the maintenance purpose. So, it can be told that Intercontinental Hotels Group (IHG) can consider replacing its insourced houkeeping team with an outsourced one. This decision will surely generate some sustainable revenue for the company. 
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