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Executive summary

This report will outline the importance of the housekeeping team within the hotel industry and determine if outsourcing this department will have any financial implications, if cost-effectiveness is a more critical factor than customer satisfaction, and how these factors can be gathered. A multitude of examples regarding hotel companies that outsourced their housekeeping department will be presented and evaluated if it was a good decision. After that, it can be decided whether outsourcing such an important department is a good idea or not, and recommendations will also be offered in order to provide a better business and increase business performances.

Introduction

This essay will discuss whether it is a good idea or not to outsource the housekeeping department within the hotel industry, emphasising on International Hotel Group as a chosen hotel. Comparing IHG decisions regarding the chosen subject with other organisations will be made. Another essential factor to be discussed is that outsourcing affects the business financially and regarding quality services.
As an introduction, Intercontinental Hotel Group is one of the world’s leading hotel companies, spread around the globe in over 100 countries and has 18 hotel brands in its portfolio.  A big company with over 345000 employees works hard daily to deliver great customer service and keep the standards as high as possible.(IHG,2023). The second most important role in the hotel industry is held by the housekeeping team, who must be well-trained and aware of the quality standards that the hotels have in place and continue offering customers high-standard services that lead further to increasing customer satisfaction and increasing retention rates. The job that the housekeeping team is entitled, plays a crucial role which impacts customer experiences. The risks of outsourcing the housekeeping department will also be discussed after a better understanding of the implications of this process is offered in the main body of the report.

Main Body

Indeed Team (2022) states that when a company subcontract some of its work to another organisation that specialises in those tasks, it is called outsourcing. A Third-party organisation can complete the work at lower costs, allowing the contractor company to focus on other departments or tasks. Generally, the outsourcing process in the hospitality industry is done because there is a short-staff situation, the business needs to afford or wants to spend more money to train their staff, or there needs to be more staff in the department. Outsourcing the housekeeping department should prioritise hotel staff to focus more on the guest experience. (MasterCorp Inc., 2013).
In 2021 Milind Panchal stated that the outsourcing trend started at the end of 1980, having as a purpose cost-savings and that the hospitality industry outsourced mainly huge events.
Annu Knot (n.d) stated in one of her works promoting an outsourcing company that the hospitality industry developed very fast in the last years and that outsourcing departments from the hotel can allow hoteliers to focus more on creating great experiences and let the professionals handle the hard job.
When outsourcing hotel departments, the management team’s tasks change, becoming managers of inter-organizational relationships and managing the relations with external suppliers. (Gonzalez, Llopis and Gasco, 2011).
  A fear that the leadership might have when outsourcing the housekeeping department could be regarding the quality standards of the services offered by the employed company, but this is less likely to happen as the company who is hired must have professional staff who are professionally trained for the job done, reassuring the hotel management that the services offered are following high standard services. A contract specification is required for a stable connection between the hotel and the contractor. Contract specifications must provide information about the methods, products used and all other details that the parties must follow as the hotels get the best results from this contract. (Jitendra Das, 2020).
On the other hand, hiring an outside company to deal with the housekeeping department has many pros.  Emphasising the financial part, outsourcing the housekeeping department could save the company money as the hotel knows from the beginning what are the costs per room, not need to spend time on planning housekeeping operations, dealing with the absence of the staff, or maintaining the equipment needed as the contracted team can do all that for a fixed price. Knowing from the beginning the budget planned for a whole department by hiring an external company allows the business to plan the finances better to gain profit.
There was no information found about Intercontinental Hotel Group regarding outsourcing the housekeeping department in their hotels, and this is because all their statements provide information about the training offered to their employees. IHG emphasises their employees' specialisation and raises awareness about the problems that might occur, ensuring the services are delivered daily at high standards, insourcing the housekeeping department as the best option, as everything can be controlled.
Promoting an external company that can help companies outsource some of the departments, JD Cruzate (2022) states that while outsourcing, chairs might have less control over the outsourced departments. This does not mean they are out of control of that area, but the job might look different because someone else is in charge. Here comes the trust the management team has in the company hired and the connection between these two. A better understanding of the services offered and a firm contract will create bonds leading to excellent services and satisfaction.
Outsourcing Company
An example of a company that hotels can outsource the housekeeping department is Rare Hospitality. This company provides services for many industries as the corporate sector, health sector, manufacturing, education, and hospitality industry.  Emphasising the hospitality industry, Rare Hospitality is contracted by St. Regis Hotel and Resorts and Courtyard.  Part of Marriott International, the hotels need to ensure that the property cleanliness is a priority that must be noticed. Rare Hospitality has been offering its services to many more properties, offering high standard service for some institutions for many years. An excellent example of a long-time connection is with Pallazio Hotels in Dubai, which has been working together since 2014. The hotel reported that they achieved better cost-effectiveness and account management since they outsourced their housekeeping department. (Rare Hospitality, 2021)
 An article was written on the fisherphillips website back in 2017 regarding high-profile outsourcing that leads to high-profile protests, giving as an example the situation when Hyatt Hotels Corp. fired 98 housekeepers, replacing them with an outside organisation who would pay only half of the wages earned by the fired employees. Thinking about cost saving, the company took the worst decision, profoundly affecting the business. Firing the employees led to protests, and many companies stopped working with Hyatt hotels.  This example shows another face of the coin regarding important decisions taken while financial difficulties occur without being fully aware of the consequences. This does not necessarily mean that outsourcing is causing problems. Still, it is a lesson for all the hoteliers who tend to take decisions only based on the financial part of the business, not taking into consideration any other aspects.
An essential factor influencing the decision regarding outsourcing or not housekeeping department could be the customer’s opinion. Recently, THE NEW LANDSCAPE OF HOUSEKEEPING AND HYGIENE (2021) conducted a survey evaluating the customer’s opinions regarding what areas of the hotels concern them regarding cleaning and sanitation. The customers most voted for their guestroom followed very close by the state of elevators, restaurants, and gyms. In the appendix one can be found the study chart. Especially after covid-19, hoteliers must understand that the state of the whole building has a massive impact on customers and if not outsourcing the housekeeping department, they must make sure that the standards are high and the services provided can and will delight customers.

 Commitment to CRS /IHG
CRS is an acronym representing Corporate Social Responsibility and relates to hotels’ practices while sustainably operating the business. Intercontinental Hotel Group has a programme that helps all the brands who joined the big company to adhere to sustainable practices while operating businesses. 
A well-structured plan gives the companies a purpose to fight and work hard to achieve their targets.
InterContinental Hotel Group has vital targets until the end of 2030 regarding their waste reductions, reduced energy usage, implementation tools to reduce the water footprint of their hotels and many other targets that will help reduce their footprints. A table with the 10-year responsible business plan of Intercontinental Hotel Group will be provided in Appendix 2.
 Keeping the housekeeping team in-house and choosing not to outsource this critical department assures the mother Company that the targets will be reached and the services will be delivered at the same standards daily. As IHG is investing an important amount of money in offering professional training to their employees, outsourcing a department after investing that much will be a loss of resources and time. Continuously improving employees’ training and creating opportunities makes employees feel like another family, someone who cares for them and wishes them well. Outsourcing departments, especially housekeeping, will mean many job losses, many connections between staff will be lost, and all the invested time will be wasted. Even if the employee lifecycle has an end, managing to keep the employees for longer periods creates connections that are not easy to forget.




Conclusion and Recommendations
As the housekeeping department’s work directly impacts the guest’s experience in a hotel, the team must be prepared to offer the best service they can, as their work directly impacts customer retention and, implicitly, the business. They clean and prepare the guestrooms, but their other responsibilities are cleaning and maintaining the hotel. (Sachin Gupta, 2021). The customer’s impression, at first sight, directly impacts their experience and represents over half of the weight regarding the decision on booking again or not with the hotel.
Outsourcing is a good option if the tasks and the time left do not allow the management team to handle other issues besides those already on hand. Still, the importance of quality services must be prime and here comes the decision or not to outsource the department. Intercontinental Hotel Group is a vast company, so setting its standards is necessary. Different service standards offered by the same brand led to inconsistency, leading forwards to image damage, a loss of trust or even falling sales figures. Outsourcing housekeeping could help the company to save money, but only if the standards are the same in all the hotel brands. As a recommendation, the best option for the Intercontinental Hotel Group is to keep insource the housekeeping departments in their hotels, offering the best training possible and ensuring employees are delivering inequality services.
An essential factor to consider before outsourcing the housekeeping department is if the external company ends the contract sooner. The hotel still needs a housekeeping team, as the department was outsourced, so there is no team to work with. The management team must train and prepare other employees in case this situation occurs or as well could have a backup contract with another external company that could provide an emergency housekeeping team who is ready to come into action as soon as needed. The manager’s soft and hard skills must be fully developed to deal with this kind of situation and to be able to act soon and promptly Indeed, it is a hypothetical situation that is less likely to happen, as nowadays, contracts between the hotel and the hired company are very strict. If situations like this occur, there is a tremendous amount of money to be paid as compensation, and no company wants it to happen.
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Intercontinental Hotel Group (2022) 10-year responsible business plan
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Q: What areas in a hotel are you most concerned about in
regard to cleaning and sanitation?
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Our 10-year responsible business plan
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