




















	






Md Jewel Ahmed (2117693)
Financial Management for the Hotel Industry BMIH5007
Dale Clarke 
[bookmark: _Toc136942736]Md Jewel Ahmed (2117693)Financial Management for the Hotel Industry 
[bookmark: _Toc137556786]Executive Summary:
Outsourcing the housekeeping department at Hyatt Hotel can bring numerous benefits. It offers cost savings by reducing direct labour and training expenses and minimising operational and hidden costs. Outsourcing companies provide specialised expertise, efficiencies, and standardised procedures, ensuring consistent service quality and adherence to industry standards. Sustainability advantages include eco-friendly cleaning practices, energy-saving initiatives, and honourable employment conditions. The guest experience is enhanced through consistent service delivery, specialised training, and effective guest satisfaction management. Outsourcing allows for flexibility and scalability to meet fluctuating demands. Recommendations include thorough vendor evaluation, clear service level agreements, effective communication, and continuous monitoring. Hyatt Hotel can optimise operations, improve financial performance, align with sustainability goals, and deliver an exceptional guest experience by embracing outsourcing strategically.
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[bookmark: _Toc137556787]Introduction:
Outsourcing the housekeeping department has become a popular strategy for organisations seeking to optimise their operations and focus on core business functions. This practice involves hiring external service providers to handle the cleaning and maintenance responsibilities within the organisation. This report will comprehensively analyse the advantages of outsourcing the housekeeping department within our chosen organisation. This report will demonstrate that outsourcing offers numerous benefits to organisational efficiency, sustainability, consistency, and an enhanced guest experience.
[bookmark: _Toc137556788]Comparison of Insourced Housekeeping Team Vs. Outsourcing Housekeeping:
Several criteria determine whether to outsource or insource housekeeping. Insourcing involves hiring and supervising a dedicated housekeeping team within the organisation, while outsourcing involves hiring an outside service provider. Insourcing gives the hotel direct control over its housekeeping personnel. It enables more customised training, monitoring, and hotel culture alignment (refer to appendix 1). In addition, hotel-employed insourced teams may be more loyal. Outsourcing housekeeping provides access to specialised skills and resources. Service providers have considerable housekeeping experience, allowing them to provide efficient and high-quality services. Outsourcing gives the hotel flexibility and scalability to modify staffing levels based on demand.
[bookmark: _Hlk136975658][bookmark: _Toc137556789]The ability of Those Employed:
Insourced housekeepers have many benefits. First and foremost, the hotel controls the recruitment and selection process, allowing them to choose candidates with the right skills, experience, and qualifications. It lets the hotel customise and meet its criteria. The insourced workforce can also receive customised training and development to stay current on industry trends and best practices (Dixit, 2021). Being directly employed by the hotel gives employees a sense of ownership and pride, which boosts loyalty, commitment, and motivation.
[bookmark: _Hlk136975022][bookmark: _Toc137556790]Cost Implication:
[bookmark: _Hlk136975886]Cost implications are a critical consideration in the decision to outsource the housekeeping department at Hyatt Hotel. This section comprehensively analyses the potential cost savings and advantages associated with outsourcing.
[bookmark: _Toc137556791]1. Direct Labour Costs:
Lin (2022) suggests that outsourcing can significantly save direct labour expenses. By outsourcing the housekeeping department, Hyatt Hotel can avoid costs associated with hiring, training, and managing an in-house workforce. Outsourcing companies often have access to a pool of skilled and trained professionals, reducing the need for extensive recruitment and training efforts. It can result in lower labour costs for Hyatt Hotel, contributing to improved financial performance.
[bookmark: _Hlk136975934][bookmark: _Toc137556792]2. Training Expenses:
Training is a crucial aspect of maintaining high-quality housekeeping services. In-house training programs require significant investment in time, resources, and expertise. Outsourcing companies specialise in housekeeping services and often have established training programs. Solomon et al., (2022, p.20) highlight that outsourcing providers have the knowledge and resources to provide specialised training to their staff, ensuring high-quality service delivery. By outsourcing the housekeeping department, Hyatt Hotel can mitigate the costs associated with ongoing training and development of housekeeping personnel. It allows the hotel to allocate resources more efficiently and focus on core competencies.
[bookmark: _Hlk136975982][bookmark: _Toc137556793]3. Operational Costs:
Outsourcing the housekeeping department can lead to savings in operational costs. The outsourcing company manages and maintains the equipment, supplies, and inventory required for efficient housekeeping operations. Academic research (Afum et al., 2021, p,1078) suggests that outsourcing companies can leverage economies of scale and operational efficiencies, resulting in lower operating costs for Hyatt Hotel. These efficiencies include optimised scheduling, inventory management, maintenance, and procurement processes. By outsourcing, Hyatt Hotel can benefit from the outsourcing company's streamlined operations, reducing costs and improving overall operational performance.
[bookmark: _Hlk136976239][bookmark: _Toc137556794]4. Hidden Costs:
Hidden costs associated with in-house operations can be a significant financial burden for hotels. Academic studies (Tamari et al., 2022, p.81) point out that hidden costs, such as employee benefits, payroll taxes, insurance, and administrative overheads, can be minimised through outsourcing. Hyatt Hotel can achieve greater cost predictability and control by transferring these costs to the outsourcing company, allowing for more accurate financial planning and budgeting.
[bookmark: _Hlk136976369][bookmark: _Toc137556795]5. Specialised Expertise and Efficiencies:
Outsourcing companies often possess specialised expertise and knowledge in housekeeping operations. Asimakopoulos et al., (2020, p.135) suggest that outsourcing providers can bring innovative practices, industry best practices, and advanced technologies to enhance efficiency and productivity. By leveraging the outsourcing company's expertise, Hyatt Hotel can benefit from these efficiencies and cost savings without needing internal investments and efforts.
[bookmark: _Toc137556796]Service Quality and Standards:
When evaluating the decision to outsource the housekeeping department at Hyatt Hotel, it is crucial to consider the impact on service quality and standards. This section explores the advantages of outsourcing in terms of specialised expertise, training, and performance measurement, demonstrating how outsourcing can lead to consistent and satisfactory service delivery.
[bookmark: _Hlk136976751][bookmark: _Toc137556797]1. Specialised Expertise:
Outsourcing companies specialising in housekeeping services possess industry knowledge and expertise. They have experience working with various hotels and hospitality establishments, allowing them to understand the unique requirements and standards of the industry. Outsourcing companies bring specialised expertise from their experience managing multiple clients' housekeeping services. Süzeroğlu-Melchiors and Gassmann (2021, p.18) indicate that outsourcing providers have in-depth knowledge of industry best practices, innovative cleaning techniques, and efficient workflows.  
[bookmark: _Toc137556798][bookmark: _Hlk136977124]2. Training and Skill Development:
Outsourcing companies prioritise employee training and development programs to enhance their skills and knowledge. Academic research suggests that outsourcing providers invest in comprehensive training to ensure their staff is equipped with the skills to deliver quality services (Sigala and Wakolbinger, 2019, p.65). Additionally, outsourcing companies employ performance measurement systems, key performance indicators (KPIs), and service level agreements (SLAs) to monitor and evaluate the performance of their personnel. By outsourcing, Hyatt Hotel can benefit from the well-structured training programs and performance measurement systems of the outsourcing company, ensuring consistent service quality and accountability.
[bookmark: _Toc137556799][bookmark: _Hlk136977188]3. Standardised Procedures:
Outsourcing companies often have established standardised procedures for housekeeping operations. Academic studies (Zarzycka et al., 2019, p. 208) highlight that outsourcing providers develop and implement standardised processes, which help ensure consistent service quality across different locations and clients. These procedures encompass various aspects of housekeeping, including cleaning techniques, inventory management, and quality control measures. By outsourcing, Hyatt Hotel can benefit from the outsourcing company's standardised procedures, leading to consistent service delivery and adherence to established quality standards.
[bookmark: _Toc137556800][bookmark: _Hlk136977247]4. Continuous Improvement:
Outsourcing companies prioritise continuous improvement efforts in their housekeeping operations. Academic studies (Garg and Jain, 2019, p.43) highlight the focus on continuous improvement as a critical advantage of outsourcing. These companies seek client feedback and implement measures to enhance service quality. By outsourcing, Hyatt Hotel can tap into the outsourcing company's commitment to continuous improvement, ensuring that the housekeeping services evolve and adapt to changing needs and expectations.
[bookmark: _Hlk136977801][bookmark: _Toc137556801]Sustainability:
Sustainability is a crucial consideration for businesses across industries, and outsourcing the housekeeping department at Hyatt Hotel can have significant implications for environmental and social sustainability. This section explores the sustainability benefits of outsourcing, including eco-friendly cleaning practices, energy-saving initiatives, and honourable employment conditions.
Outsourcing companies specialising in housekeeping services often prioritise eco-friendly cleaning practices. They are well-versed in environmentally friendly cleaning products, which minimise the impact on ecosystems and human health. Dai et al., (2021) highlighted that outsourcing companies often have sustainability initiatives, such as using eco-friendly cleaning products and implementing energy-saving practices. These initiatives contribute to reducing the environmental impact of housekeeping operations. Additionally, outsourcing allows hotels to leverage the expertise of the outsourcing company, which may have experience in implementing sustainable practices across multiple establishments.
Outsourcing the housekeeping department can lead to energy-saving initiatives within the hotel. Academic research (Sorn and Al, 2022) demonstrates that outsourcing companies often implement energy-efficient practices, such as optimising equipment usage, utilising innovative technologies for monitoring and controlling energy consumption, and implementing energy management systems. These initiatives reduce energy usage and costs for Hyatt Hotel, aligning with their sustainability objectives and contributing to a greener and more sustainable operation.
Outsourcing companies often have established policies and procedures that ensure fair wages, employee benefits, and adherence to labour laws and regulations. By outsourcing the housekeeping department to reputable companies with strong ethical standards, Hyatt Hotel can ensure that workers are treated fairly and provided with safe and supportive working environments (Berg, 2019, p.69). It promotes social sustainability and contributes to the overall corporate social responsibility goals of Hyatt Hotel.
[bookmark: _Hlk136978210][bookmark: _Toc137556802]Guest Experience and Consistency in Service Delivery:
Guest experience is a crucial aspect of the hospitality industry, and the decision to outsource the housekeeping department at Hyatt Hotel can significantly impact it. This section explores how outsourcing can positively influence guest experience by ensuring consistency in service delivery, specialised training, and effective guest satisfaction management.
Outsourcing companies specialising in housekeeping often have established procedures and standards ensuring consistent service delivery. By outsourcing, Hyatt Hotel can benefit from this consistency, as the outsourced teams are trained to follow standardised protocols and meet performance expectations. Outsourcing companies often had standardised cleaning procedures and service protocols (Iannuzzi and Sacchetto, 2022, p.895). This consistency contributes to a seamless and predictable guest experience, where guests can expect the same cleanliness and attention to detail throughout their stay. Consistency in service delivery helps build trust and loyalty among guests, enhancing their overall experience. 
Outsourcing companies invest in comprehensive training programs for their housekeeping teams. These programs focus on imparting specialised skills and knowledge relevant to the hospitality industry. Outsourced teams receive extensive training on cleaning techniques, industry best practices, and customer service skills (Espino-Rodríguez, 2023, p.32). By outsourcing, Hyatt Hotel can leverage the expertise and specialised training provided by outsourcing companies, ensuring that guests receive top-notch service and personalised attention. Outsourcing companies often specialise in providing housekeeping services and invest in training their employees.
Outsourcing companies often have robust guest satisfaction management systems in place. They prioritise gathering feedback, monitoring guest satisfaction levels, and promptly addressing concerns. These systems may include regular guest surveys, post-stay evaluations, and real-time communication channels. Hyatt Hotel can benefit from these guest satisfaction management practices by outsourcing the housekeeping department. Outsourcing companies actively seek guest feedback to evaluate service performance and identify areas for improvement (Ruiz-Palomino et al., 2023, p.102412). This focus on guest satisfaction and feedback management can continuously enhance service quality and guest experience. By addressing guest concerns and preferences, outsourcing companies contribute to a positive and consistent guest experience.
Outsourcing the housekeeping department provides flexibility and scalability, which can positively impact guest experience. Outsourcing companies can quickly adjust staffing levels during peak seasons or events to meet the increased demand. A study by BAQUERO (2022, p.72) highlighted that outsourcing allows hotels to adjust staffing levels based on fluctuating markets quickly. This flexibility ensures that the hotel can efficiently allocate resources to meet the varying needs of guests. Outsourcing companies can readily provide additional staff during peak periods or special events, ensuring consistent service levels.
[bookmark: _Toc137556803][bookmark: _Hlk136978334]Results and Performance Metrics:
Monitoring the performance of outsourced housekeeping is essential to ensure that they meet the desired standards and deliver satisfactory results (Paulino, 2023). By establishing performance metrics, Hyatt Hotel can measure the effectiveness and efficiency of the service provider's operations ( refer to appendix 2).
[bookmark: _Hlk136978853][bookmark: _Toc137556804]Recommendations:
Hyatt Hotel should prioritise partnering with a reputable, trustworthy outsourcing company that aligns with its values and standards (Hiamey and Hiamey, 2020, p.73). Conducting site visits, requesting references, and reviewing case studies can provide valuable insights into the outsourcing company's capabilities and service quality.
To ensure consistent and satisfactory service delivery, it is recommended that Hyatt Hotel establishes clear Service Level Agreements (SLAs) with the chosen outsourcing company. SLAs should define performance expectations, quality standards, response times, and key performance indicators (KPIs) that will be monitored regularly (Bharwani et al., 2019). By setting clear expectations and monitoring performance against the agreed-upon SLAs, Hyatt Hotel can ensure that the outsourcing company meets or exceeds service quality requirements.
Effective communication and collaboration are crucial for successful outsourcing. Hyatt Hotel should establish clear lines of communication with the outsourcing company to facilitate seamless coordination and promptly address any issues or concerns (Tiwari et al., 2022, p.38). Collaboration between the hotel's management and outsourced housekeeping teams is vital for aligning goals, addressing challenges, and fostering a positive working relationship.
Once the outsourcing agreement is in place, it is recommended that Hyatt Hotel continuously monitors and evaluates the performance of the outsourced housekeeping department (Manoharan et al., 2021, p.102864). It can be done through regular audits, guest feedback analysis, and performance reviews. Continuous monitoring allows Hyatt Hotel to identify areas for improvement, address any service gaps, and ensure that the outsourced team consistently meets or exceeds expectations.
[bookmark: _Toc137556805]Conclusion:
By outsourcing the housekeeping department, Hyatt Hotel can achieve cost savings through economies of scale and specialised expertise. This analysis also highlights the positive impact on service quality and standards, with outsourcing companies providing consistent and satisfactory service delivery. Moreover, outsourcing aligns with Hyatt Hotel's sustainability goals by incorporating eco-friendly cleaning practices, energy-saving initiatives, and honourable employment conditions. Outsourcing companies focus on sustainability, reduce the hotel's environmental footprint, and promote responsible waste management.
Furthermore, the guest experience is enhanced through outsourcing, as it ensures consistent service delivery, specialised training, and effective guest satisfaction management. Outsourcing companies' standardised procedures and guest-focused innovation contribute to a superior guest experience, building trust and loyalty among guests. Based on these findings, it is recommended that Hyatt Hotel embraces outsourcing as a strategic decision for revenue generation and operational efficiency. However, careful vendor evaluation, clear service level agreements, effective communication, and continuous monitoring and assessment are crucial for the success of the outsourcing partnership.
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	Appendix 1
Table 1: Comparison of Insourced housekeeping team vs Outsourcing housekeeping
	Key Factors
	Insourced Housekeeping Team
	Outsourcing Housekeeping

	Control and Oversight
	High level of control and direct management
	Reliance on external service provider’s management

	Staff Loyalty and Commitment
	Higher loyalty and commitment due to direct employment by the hotel
	Service provider’s staff may have less attachment to the hotel

	Access to Expertise
	Limited access to external expertise and best practices in Housekeeping operations
	Access to specialised expertise and industry knowledge

	Flexibility and Scalability
	Limited flexibility in staffing levels and resource allocation
	Ability to scale up or down based on demand

	Training and Development
	Direct control over training and development programs
	Reliance on the service provider for training and development

	Service Quality
	Direct alignment with the hotel’s standards and expectations
	Reliance on the service provider to meet quality standards

	Guest Satisfaction
	Familiarity with the hotel’s facilities and personalised service delivery
	Service providers focus on meeting guest expectations based on contractual terms



Source: (Self-made, 2023)






	
	
	


	Appendix 2
Table 2: Performance Metrics
	Performance Metrics
	Performance Results

	Acquired real-time visibility into the talent
	It implemented a talent management system that provided real-time visibility into the performance and skills of Housekeeping staff. It allowed for better tracking, evaluation, and development of talent

	Reduced candidate sourcing time
	Implemented a more efficient recruitment process, significantly reducing the time to source and hire qualified Housekeeping candidates. This streamlined approach saved time and resources for the hotel.

	Increased frequency and consistency of talent reviews
	Conducted more frequent and consistent talent reviews for the Housekeeping staff. It allowed for regular performance assessments, feedback, and identification of development opportunities. The increased focus on talent management contributed to improved performance and growth within the department.

	Improved associate engagement
	It implemented initiatives to enhance associate engagement among Housekeeping staff, such as recognition programs, training and development opportunities, and team-building activities. It resulted in improved morale, motivation, and job satisfaction, leading to higher levels of performance and commitment.



Source: (Self-made, 2023)
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Figure 1. Outsourcing as a central focus of the new research
Source: (Espino-Rodríguez, Tomás, 2023)
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Figure 2: Management Responses to Service Quality Surveys
Source: (Cali et al., 2015)
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Figure 3: Benefits of Outsourcing
Source: (Signity, 2020)
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