1. Introduction:
In today’s competitive global marketplace, many organizations, including those in the hospitality sector, are increasingly adopting outsourcing strategies to enhance service quality while reducing operational costs. For instance, outsourcing housekeeping allows hotels to focus on their core functions, streamline processes, and potentially achieve significant cost savings (Chang & Gurbaxani, 2012). outsourcing can also lead to unintended consequences, such as job losses, lower employee morale, and service inconsistencies (Elmuti et al., 2010). Therefore, businesses must carefully assess the impact of outsourcing on both service quality and operational efficiency.
This report investigates the impact of outsourcing housekeeping on service quality and operational efficiency at IBIS Shipley Bradford, a well-established hotel part of the IBIS chain, known for providing affordable yet reliable accommodation (Accor, 2023). Housekeeping plays a crucial role in hospitality, directly influencing guest satisfaction and the overall success of the hotel (Pizam et al., 2016). Outsourcing this function has become a growing trend in the hospitality industry, as many hotels seek to optimize resources and reduce operational costs (Baum, 2007). This analysis examines the impact of outsourcing housekeeping on operational efficiency and challenges at IBIS Shipley Bradford.
Aims and Objectives:
The primary aim of this research is to assess how outsourcing housekeeping affects service quality and operational efficiency at IBIS Shipley Bradford. Specific objectives include:
1. Investigating the relationship between outsourced housekeeping services and guest satisfaction.
2. Evaluating the operational efficiencies gained, such as cost reductions and workflow improvements.
3. Identifying any unintended consequences, including impacts on employee morale, service inconsistencies, or logistical challenges.
Research Questions:
1. How does outsourcing housekeeping affect service quality at IBIS Shipley Bradford?
2. What operational efficiency changes have occurred after outsourcing housekeeping services?
3. Are there any unintended consequences or challenges arising from outsourcing?
2. Literature Review:
Outsourcing in Hospitality:
Outsourcing in the hospitality industry has gained significant traction as firms face diverse challenges, including competitive pressures, resource constraints, and rising costs. Traditionally, the success model emphasized large-scale operations, this has evolved towards strategies aimed at cost reduction and service efficiency (Bals & Turkulainen, 2017). Outsourcing allows hotels to delegate services to external vendors with specialized expertise. By outsourcing, hotels leverage external skills and resources, often reducing operational costs and enabling management to concentrate on core competencies (Song & Li, 2008). outsourcing as delegating activities previously handled internally to external experts to gain efficiency (Dekker, 2020). Outsourcing now includes both manufacturing and service operations in the hotel sector, playing a key role in achieving organizational goals.
Outsourcing also provides access to specialized resources, technology, and skills that may not be available in-house. It frequently offers access to sophisticated technologies, enabling hotels to deliver enhanced services to clients (Dehaghi, 2021). Furthermore, outsourcing is a strategic means of leveraging external opportunities and minimizing risk (Tooranloo & Saghafi, 2019). For instance, hotels that outsource can reallocate resources to core areas, building competitive strength and refining their service focus.
In the hotel industry, especially 5-star hotels, outsourcing labour-intensive roles like housekeeping reduces costs and maintains service quality. outsourcing housekeeping experience improved performance, as this setup frees management from staffing concerns and allows a greater focus on guest satisfaction (Tiwari et al., 2023). Despite the benefits, outsourcing in the hotel industry can lead to service inconsistencies and misalignment with brand values.
Defining Outsourcing and Its Role in Hotels:
Outsourcing refers to subcontracting specific operations to an external provider, often for functions that the organization may lack the capacity or resources to perform efficiently in-house (Kumar & Eickhoff, 2005). Through outsourcing, hotels aim to reduce production costs and enhance quality standards, a process amplified by globalization (Espino & Fierro, 2018). Procurement of products and services from sources that are external to the organization (Lankford & parsa, 1999). The practice involves assessing core versus non-core activities, with housekeeping frequently categorized as non-core yet essential due to its labour demands (Lamminmaki, 2011). This strategy allows hotels to focus on customer-facing areas like front-desk services and dining, which directly impact guests.
Outsourcing can also bring about operational efficiencies, including labour cost reduction and decreased financial obligations linked to employee benefits, payroll, and training (Campo et al., 2014). External providers often offer lower wages, helping hotels reduce costs, but poor outsourcing management can lead to inefficiencies (Yıldız & Demirel, 2014). Challenges such as miscommunication and weak service contracts may disrupt operational flow, causing delays and inconsistencies.
Studies on Outsourcing Housekeeping Services: Pros & Cons:
Outsourcing housekeeping in hotels offers cost savings, as vendors leverage economies of scale to provide labour at lower rates. outsourcing allows hotels to avoid the complexities of recruitment, training, and staff management, which can be costly and time-intensive (Lamminmaki et al., 2014). This arrangement helps hotels optimize resources and focus on key operations.
Outsourcing can lead to inconsistencies in service quality, as vendors may not maintain the same cleanliness standards or reliability as in-house staff. Housekeeping quality is pivotal to guest satisfaction, with any lapse potentially damaging the hotel’s reputation (Elhoushy Set al., 2020). Outsourcing can lead to a lack of continuity and lower levels of staff engagement, as external employees may not align with the hotel’s culture and service expectations (Uzkurt et al., 2013).
Impact of Outsourcing on Service Quality:
The impact of outsourcing on service quality in hospitality varies, with both positive and negative effects observed. Cleanliness is a primary factor influencing guest satisfaction, and inadequate service by outsourced housekeeping staff can lead to customer dissatisfaction (Campo et al., 2014). As guest expectations for hygiene increase, outsourced staff may lack specific training or motivation to meet these standards. 
Outsourcing reduces guest-housekeeping interaction, lowering personalization and potentially decreasing service quality and satisfaction.
professional outsourcing firms often bring advanced cleaning technologies and expertise that enhance service standards (McIvor, 2009). Outsourcing helps hotels track performance metrics and maintain quality, while specialized vendors can meet industry standards hotels might struggle to achieve alone.
Operational Efficiency Improvements:
Outsourcing housekeeping services enables hotels to improve operational efficiency by reducing labour costs and easing management responsibilities (Gonzalez, Llopis and Gasco, 2011). labour cost reduction is a primary advantage, as outsourcing providers often operate with more cost-effective labour models (Zhang, Ma and Qu, 2018). Outsourcing frees hotels from training, payroll, and administrative tasks, allowing focus on more strategic functions. Outsourced vendors can scale their services in response to demand fluctuations, such as peak seasons or special events, without additional recruitment, enhancing resource utilization (Paraskevas and Buhalis, 2002).
Outsourcing requires careful management to avoid pitfalls that may impair operational efficiency. Risks of poor coordination and inadequate communication with vendors, which may lead to inconsistent service delivery and suboptimal resource utilization, ultimately hindering operational efficiency.
Previous Research:
Existing studies have highlighted the dual nature of outsourcing’s impact on hotel operations. outsourcing in luxury hotels improved operational efficiency but sometimes harmed guest satisfaction due to inconsistent service quality (Riley, 2015). while outsourcing reduced costs in mid-range hotels, maintaining cleanliness and guest interaction quality posed challenges (Ottenbacher & Gnoth, 2005). Outsourcing could lead to higher staff turnover and lower engagement levels, which may negatively affect service quality and efficiency, echoing findings on the potential long-term drawbacks of outsourcing strategies
Gap in Literature:
Despite extensive research on outsourcing in hospitality, its impact on mid-range hotels, like IBIS Shipley Bradford, has been largely overlooked. Most studies have focused on either luxury or large-scale hotel chains, leaving a gap in understanding the unique impacts of outsourcing within budget-conscious operations (Lamminmaki, 2011). Furthermore, while employee morale and customer experience have been discussed, there is a lack of focus on how outsourcing impacts long-term guest satisfaction and loyalty, particularly in relation to service quality and continuity (Quélin and Duhamel, 2003). Addressing these gaps would provide a more comprehensive view of outsourcing's role in the hotel industry, especially within mid-range establishments that face unique operational challenges.
3. [bookmark: _Hlk182597999]Methodology:
A case study approach is particularly suitable for investigating complex, real-life phenomena, such as outsourcing in the hotel industry. Case study research is effective in capturing detailed, context-specific data, providing a comprehensive understanding of an issue (Feagin et al., 1991). This methodology is appropriate for the current analysis of IBIS Shipley Bradford, as it allows for an in-depth analysis of the impact of outsourcing housekeeping services on operational efficiency and service quality (Yin, 2003). Case study approach enables exploration of outsourcing's multifaceted aspects, which are difficult to capture using other methodologies (Howell, 2012).
Case studies allow researchers to explore phenomena from multiple perspectives by collecting data from various sources, such as interviews, documents, and observations (Bogdan and Biklen, 1997). This flexibility enables a more holistic understanding of the phenomenon. The complexities of outsourcing in a mid-range hotel like IBIS Shipley Bradford are best explored using this method. Grounded in a naturalistic approach, case studies focus on specific contexts rather than manipulating variables as in experimental research (Merriam, 2009). This makes it valuable when examining organizational processes like outsourcing in real-world settings (Creswell, 2013).
Benefits of Case Study Methodology
The case study methodology offers several advantages, particularly in providing deep insights into real-world scenarios, especially when studying organizational processes like outsourcing (Eisenhardt, 1989). This research can uncover nuances related to cleanliness standards, guest satisfaction, and operational cost management at IBIS Shipley Bradford, helping bridge the gap between theory and practical application (Creswell, 2017). Case studies also allow for the collection of naturalistic data, which is especially valuable in business and management research where context is essential (Yin, 2018).
this approach comes with certain limitations. A key constraint is the limited generalizability of findings, as the study focuses on one hotel, and results may not apply to other hotels or larger chains. (Yin, 2018).  bias can be a limitation, particularly when data is collected within the same organization. The perspectives of individuals directly involved in outsourcing may skew the findings (Stake, 1995). Despite these limitations, the case study methodology remains invaluable for capturing rich, detailed data that other methods may overlook, particularly in real-world contexts (Hyett, Kenny & Dickson-Swift, 2014).
Data Collection:
The following methods of data collection were used:
Interviews: Semi-structured interviews with management, housekeeping staff, and customers provided qualitative insights on outsourcing's impact on service quality, morale, and satisfaction. (Aguinis and Solarino, 2019). Interviews with management, staff, and customers explored outsourcing's impact on service quality, morale, and satisfaction.
Performance Data: Quantitative data was gathered from guest satisfaction surveys, cleanliness ratings, and operational cost reports. These data sources were crucial in assessing the impact of outsourcing on operational efficiency, such as cost reduction and resource allocation (Williams et al. 2019).
Observations: Observational data was collected during a placement role at IBIS Shipley Bradford. Firsthand experiences provided a deeper understanding of the hotel's day-to-day operations and allowed the researcher to observe how outsourcing affected staff performance and service delivery (Have, 1999).
Reflective Writing: Reflective writing entails critically evaluating an experience, examining its impact, and considering how the newly acquired knowledge will be applied in the future (Moon, 2004). Reflective writing analysed outsourcing's impact on efficiency and service quality, highlighting challenges like inconsistent service standards and reduced employee satisfaction (Kolb, 2014). This allowed for a richer understanding of how outsourcing influences operational efficiency, employee morale, and customer experience.
4. [bookmark: _Hlk182598074]Case Study: IBIS Shipley Bradford:
The IBIS Shipley Bradford is part of the AccorHotels Group, a globally recognized brand known for providing affordable and efficient accommodations (AccorHotels Group Report, 2023). The IBIS brand is renowned for its standardization, which ensures consistency in both service and amenities across its hotels, making it a reliable choice for both business and leisure travellers. The hotel, located in Bradford, England, maintains an annual turnover that reflects the demands of the mid-range hospitality sector. IBIS Shipley has adopted a structured staffing arrangement, and outsourcing is a key component of its operational model. Through its partnership with third-party service providers, particularly in the housekeeping department, the hotel can control labour costs while maintaining the high standards that the IBIS brand is known for (AccorHotels Group Report, 2023).
Outsourcing is not a new concept for the hospitality industry. The practice, which has evolved significantly over time, can trace its roots to the seminal work of Adam Smith in The Wealth of Nations (1776). Outsourcing at IBIS Shipley was a strategy to manage rising costs and seasonal staffing fluctuations, providing flexibility and reducing the need for extra in-house hires during peak seasons. By outsourcing the housekeeping services, the hotel gains access to specialized cleaning services, ensuring that its operations run smoothly without compromising service quality (Chen & Elston, 2013).
Location Context and Competition
Situated in Bradford, a vibrant city in West Yorkshire, IBIS Shipley is positioned strategically to cater to both domestic and international travellers. The hotel faces competition from other mid-range establishments, such as Holiday Inn, Travelodge, and several local hotels that offer similar services and amenities. This competitive environment forces IBIS Shipley to continuously innovate to maintain its competitive edge. Outsourcing is a common strategy among its competitors, making it necessary for IBIS Shipley to differentiate itself in other areas, such as customer service and brand reliability (Bradford Metropolitan District Council, 2023).
IBIS Shipley's location is ideal for both business and leisure guests, offering easy access to tourist spots and the business district. As competition grows, its ability to maintain service standards through outsourcing while controlling costs is key to staying competitive. (Barrows & Giannakopoulos, 2006).
Housekeeping outsourcing at IBIS Shipley was initially tested on a small scale due to high recruitment costs, staffing challenges during peak seasons, and the need to meet strict cleanliness standards. Outsourcing allowed IBIS Shipley to ensure consistency in housekeeping quality, freeing up internal resources to focus on enhancing guest service and satisfaction (Jones & Lockwood, 2002). This evolution of the outsourcing strategy at IBIS Shipley showcases the adaptive nature of the hotel and its commitment to optimizing operational efficiency.
SWOT Analysis:
SWOT analysis is a strategic tool used to evaluate a hotel's housekeeping operations, identifying internal strengths and weaknesses, along with external opportunities and threats, offering valuable insights for decision-making and long-term success.
Strengths:
One of the key strengths of IBIS Shipley is its association with the globally recognized AccorHotels Group, which bolsters the hotel’s reputation and its ability to provide reliable, consistent services (Buck-Lew, 1992). The decision to outsource housekeeping services has enabled IBIS Shipley to significantly reduce labour costs, making it possible to keep room rates competitive within the local market. By outsourcing, IBIS Shipley gains access to specialized cleaning services, which brings a level of expertise that in-house staff may not be able to match (Dibbern et al., 2004). Outsourcing provides staffing flexibility, adjusting to seasonal demand without the need for extra hires and training. It also allows IBIS Shipley to focus on customer service and brand management. The financial savings from outsourcing housekeeping can be reinvested into customer service initiatives, marketing, and technology improvements that can help drive profitability and ensure long-term success in the competitive Bradford market (AccorHotels Group Report, 2023).
Weaknesses:
Outsourcing offers cost savings but reduces IBIS Shipley's direct control over housekeeping operations. The hotel may experience inconsistencies in service quality, as the outsourced staff may not adhere to the same standards or have the same level of commitment as in-house employees (Delmotte and Sels, 2008). This could lead to inconsistent room cleanliness, affecting guest satisfaction.
Outsourcing may create a disconnect between staff and the hotel's brand culture. Outsourced workers may not be as invested in the success of the hotel, leading to a lack of alignment with the company’s values and customer service goals (Lam & Han, 2005). Misalignment can lower morale, increase turnover, and cause service inconsistencies among outsourced staff.
The reliance on third-party service providers requires significant coordination and oversight to ensure that operational standards are met. The need for continual monitoring of the outsourced services can create additional management challenges for IBIS Shipley (Hyett et al., 2014).
Opportunities:
Despite these weaknesses, IBIS Shipley's strong brand and prime Bradford location offer growth opportunities. IBIS Shipley can leverage these strengths to capitalize on emerging market trends, such as offering tailored services or expanding its marketing efforts to attract new customer segments (Shang et al., 2008). Improving online presence and marketing will help the hotel stand out and strengthen its brand identity.
Outsourcing offers long-term opportunities for IBIS Shipley, including cost reductions through competitive pricing with partners. This can lead to greater financial flexibility, enabling the hotel to invest in other areas such as infrastructure or guest services, further enhancing the customer experience (Lee and Kim, 1999). Outsourcing's scalability allows IBIS Shipley to adjust housekeeping resources based on real-time demand, staying agile and responsive.
Threats:
Outsourcing may lead to dissatisfaction among staff due to limited job security and benefits, posing a potential threat to IBIS Shipley. High turnover rates among outsourced workers can lead to service inconsistencies and a decline in service quality, which ultimately affects guest satisfaction (Delmotte and Sels, 2008)).
The rising trend of insourcing in hospitality for better quality control could threaten IBIS Shipley’s outsourcing model. Competitors who shift to insourcing may promote the in-house service model as a competitive advantage, claiming it results in superior service quality and greater consistency (Delmotte and Sels, 2008)). This shift could lead to a negative perception of outsourcing, particularly if guests feel that cost-saving measures are compromising the quality of service.
PEST Analysis:
PEST analysis is used to assess the external macro-environmental factors that could impact the performance and decision-making of a hotel’s housekeeping operations, helping to identify opportunities and mitigate potential risks.
Political:
Bradford's labour laws, employment rights, and minimum wage regulations impact IBIS Shipley’s outsourcing strategy, requiring adherence to avoid legal issues and protect its brand image. changes in government policies, such as an increase in the minimum wage or new employment standards, could affect the feasibility and cost-effectiveness of outsourcing in the hospitality sector (Bradford Metropolitan District Council, 2023). The political environment thus plays a central role in shaping the hotel’s operational decisions and its reliance on outsourcing as a strategy for cost control.
Economic:
The economic environment affects IBIS Shipley’s outsourcing model, as fluctuations like inflation or rising labour costs may impact the sustainability of outsourcing contracts while controlling operational expenses. During periods of economic downturn, outsourced service providers may adjust their pricing models, which could impact IBIS Shipley’s ability to maintain its financial stability (Tooranloo, 2019). Understanding the economic implications of outsourcing is essential for ensuring the long-term success of the hotel’s operational strategy.
Social:
Social factors, particularly employee morale and guest expectations, are crucial to the success of IBIS Shipley’s outsourcing strategy. Outsourcing may lead to dissatisfaction among in-house staff, especially if there are perceived disparities between the treatment of outsourced workers and permanent employees. some guests may prefer the personal touch of in-house housekeeping staff, which outsourcing can undermine. Effective communication with both staff and guests, along with ensuring high-quality standards from outsourced service providers, can help address these social challenges (Tiwari et al.,2023).
Technological:
Advancements in technology are key to managing outsourced services effectively (Morelli, 2011). IBIS Shipley utilizes tools such as housekeeping management software and real-time communication systems to monitor outsourced teams and maintain service quality. The integration of technology also enables the hotel to provide oversight, track performance, and quickly respond to guest feedback, reducing the risks associated with the reduced control inherent in outsourcing (Chatzoglou & Sarigiannidis, 2009). Technological innovations thus play a vital role in enhancing the hotel’s operational efficiency while mitigating potential challenges posed by outsourcing.
Competitor Analysis:
Bradford’s hospitality market is highly competitive, with numerous mid-range and budget hotels vying for the attention of both business and leisure travellers. Key competitors to IBIS Shipley Bradford include well-known brands such as Holiday Inn, Premier Inn, and smaller independent hotels, each with its own approach to operations. In recent years, many hotels in the region have turned to outsourcing as a method to streamline operations, reduce costs, and ensure efficiency in day-to-day activities such as housekeeping and maintenance.
Holiday Inn and Premier Inn, two of the leading hotel chains in Bradford, have similarly outsourced their housekeeping functions to control labour costs. Both brands have recognized the cost-saving benefits of outsourcing; they have faced challenges related to the inconsistency of service quality and customer satisfaction. In these instances, the risk lies in losing control over the standards of service and guest experience. Outsourcing housekeeping staff can lead to discrepancies in the quality of room cleaning and, consequently, impact the guest perception of the hotel (Bradford Metropolitan District Council, 2023).
Despite these challenges, IBIS Shipley has worked diligently to set itself apart by implementing a rigorous system for selecting and managing outsourced housekeeping services. IBIS Shipley focuses on establishing clear, stringent standards for their third-party service providers, ensuring that the level of cleanliness and guest satisfaction remains consistently high (Crichton and Edgar, 1995). This strategy of maintaining quality control has helped IBIS Shipley retain a competitive edge over its rivals, even when similar outsourcing practices are adopted by competitors like Holiday Inn and Premier Inn. Outsourcing is one of the strategies organizations use in a bid to gain a competitive advantage, as it is considered a viable strategic choice for specific functions (Altin et al., 2017).
IBIS Shipley benefits from the global AccorHotels Group’s established brand reputation, which serves as a guarantee of reliability and service standards. While the hotel faces the same market pressures as its competitors, its ability to consistently meet guest expectations through its managed outsourcing model has contributed significantly to its reputation for quality service. This allows the hotel to stand out in a crowded field, despite offering similar price points and services as other mid-range establishments in the area (Aubertet al., 2004).
the competition also underscores the critical balance that IBIS Shipley must strike between cost-efficiency and service quality. Hotels like Premier Inn and Holiday Inn, which also rely on outsourcing for operational efficiency, have shown that while outsourcing can reduce costs, it is essential for hotel management to continually monitor and manage outsourced services to prevent service inconsistencies. This dynamic is particularly important in an era where guests have high expectations for consistency in service and cleanliness, and even minor lapses can result in negative reviews that impact the hotel's reputation and bottom line (Geminarqi and Purnomo, 2023). In response to this competitive pressure, IBIS Shipley has implemented various strategies to differentiate itself. These include regular training programs for outsourced staff, tighter supervision of cleaning operations, and closer collaboration with its third-party contractors to ensure alignment with IBIS’s customer service standards. By focusing on such measures, IBIS Shipley aims to foster guest loyalty while maintaining its competitive pricing, ensuring that the hotel remains an attractive option for a wide range of customers.
The competitive landscape in Bradford reveals that hotels, whether large chains or independent establishments, face similar challenges when it comes to outsourcing. IBIS Shipley Bradford’s competitive advantage lies in its commitment to quality control within its outsourced operations. Through stringent supplier management and maintaining a high level of service quality, IBIS Shipley has managed to stay ahead of its competition despite the widespread adoption of outsourcing among local hotels. as competition intensifies, the need to strike the right balance between cost management and guest satisfaction will be key for IBIS Shipley to sustain its position in the market. Outsourcing, when managed effectively, remains an essential tool for operational efficiency, but maintaining the trust and loyalty of guests through high-quality service will ultimately determine the hotel’s continued success in Bradford’s competitive hospitality market (Bradford Metropolitan District Council, 2023).
5. [bookmark: _Hlk182598141]Theme/Findings:
Outsourcing Housekeeping at IBIS Shipley:
The hotel industry is marked by a wide range of outsourced activities, as managing all of them with a high standard of quality and efficiency is complex (Lamminmaki, 2011). Outsourcing refers to the practice of delegating certain business functions to external providers rather than managing them in-house. At IBIS Shipley Bradford, outsourcing housekeeping operations was a strategic decision aimed at improving efficiency, cutting costs, and enhancing service quality. By entrusting housekeeping responsibilities to a third-party vendor, the hotel sought to streamline operations and ensure that the housekeeping team adhered to professional standards of cleanliness, efficiency, and responsiveness.
This analysis will explore the benefits, operational efficiency, and service quality resulting from outsourcing housekeeping at IBIS Shipley Bradford. It will examine how the outsourcing decision has impacted cost savings, resource allocation, operational flow, flexibility, and overall guest satisfaction (Nieves et al., 2014).
Benefits of Outsourcing Housekeeping:
Outsourcing housekeeping helps hotels enhance efficiency, maintain service quality, and focus on core functions, while providing flexibility in staff management and resource allocation.
Cost Savings: Outsourcing housekeeping helps IBIS Shipley Bradford reduce expenses associated with hiring, training, and retaining full-time staff. A significant portion of operational costs in the hospitality industry involves employee wages, benefits, and ongoing training programs. By outsourcing, the hotel eliminates the need to offer long-term employment contracts, benefits packages, and extensive training for in-house staff. The vendor assumes responsibility for recruitment and training, allowing IBIS Shipley Bradford to budget more effectively (Lacity et al., 1994).
Outsourcing non-core functions like housekeeping helps hotels achieve significant cost savings by reducing labour expenses and operational overhead. It eliminates the need for recruiting, training, and managing in-house staff, while leveraging vendor efficiencies. This allows hotels to allocate resources to other strategic priorities effectively.
Resource Allocation: By outsourcing housekeeping, IBIS Shipley Bradford can focus internal resources on other critical areas, such as guest services, marketing, and strategic planning. The hotel’s management team can devote more time to ensuring that guests have exceptional experiences and that business objectives are met, rather than being consumed by the operational logistics of managing an in-house housekeeping team (Rodríguez & Robaina, 2004). Outsourcing housekeeping frees up management time for customer-focused tasks, creating a better division of labour within the organization.
Professional Expertise: Outsourced housekeeping vendors typically specialize in the cleaning and maintenance of hospitality environments, bringing advanced cleaning protocols, specialized training, and equipment (Shamim et al., 2017). As a result, IBIS Shipley Bradford benefits from a higher standard of cleanliness and operational consistency. For instance, an outsourced provider may use eco-friendly cleaning products, adhere to higher hygiene standards, or implement advanced cleaning technologies that internal teams may not have the resources to adopt. This professional expertise can result in cleaner rooms, faster turnaround times, and more satisfied guests (Hjalager, 2010).
Impact on Operational Efficiency:
Outsourcing housekeeping improves operational efficiency by streamlining processes, reducing administrative burdens, and allowing hotel management to focus on core activities.
Time Savings: Outsourcing housekeeping operations at IBIS Shipley Bradford leads to significant time savings for the hotel’s internal team. Managing in-house housekeeping teams requires substantial time for recruitment, onboarding, training, and supervision (Morgeson, 2012). These tasks can divert attention from core operational functions and dilute the hotel’s focus on guest service. By outsourcing, the hotel’s management team can redirect their efforts to enhancing the guest experience, addressing operational challenges, or innovating service offerings. outsourcing non-core functions allows a company to concentrate its resources on areas that are directly tied to its core competencies (Uzkurt et al., 2013).
Improved Operational Flow: Outsourcing housekeeping can streamline the overall operational flow of the hotel (Marcucci et al., 2022). With a dedicated outsourced team in place, the internal team at IBIS Shipley Bradford can rely on clearly defined roles and responsibilities, ensuring that operations run smoothly. The division of labour between the outsourced housekeeping team and the hotel’s internal staff ensures that tasks are allocated efficiently. For example, the housekeeping vendor is responsible for cleaning rooms and public areas, while internal staff can focus on guest-facing activities like check-in, concierge services, or customer feedback management. This clearer division of workers results in more organized and efficient operations, reducing downtime or overlap (Espino et al., 2008).
Flexibility: Outsourcing provides the flexibility to scale housekeeping services up or down depending on demand. During peak seasons, special events, or high occupancy rates, IBIS Shipley Bradford can easily request additional staff from the outsourced vendor. Conversely, during quieter periods, the hotel can adjust the number of cleaning personnel. This flexibility helps ensure that housekeeping services are consistently delivered without delays or disruptions, even during fluctuating demand periods (Espino et al., 2004).
Impact of Outsourcing on Service Quality:
Outsourcing housekeeping can maintain or enhance service quality by ensuring consistent cleanliness standards, leveraging external expertise, and allowing the hotel to focus on guest experience and core operations.
Cleanliness Standards: One of the most important aspects of housekeeping is maintaining high cleanliness standards. Outsourcing to a professional housekeeping service provider can either maintain or enhance cleanliness standards at IBIS Shipley Bradford. Often, outsourced providers are required to adhere to rigorous cleaning protocols, which can lead to improvements in room cleanliness. For example, outsourced providers may be better equipped to handle large volumes of work, ensuring faster turnaround times for cleaning rooms and ensuring that each room meets the hotel’s cleanliness standards (Wood et al., 2012). This can result in better-quality services compared to an internal team that may not have the same resources or expertise.
Customer Satisfaction: The cleanliness of hotel rooms directly impacts guest satisfaction (Espino & Fierro, 2018). Guest feedback surveys at IBIS Shipley Bradford indicate that outsourced housekeeping services have contributed to improved customer satisfaction. Guests report quicker responses to housekeeping requests, more consistent cleaning standards, and better attention to detail. high-quality service delivery in housekeeping, particularly in areas like room cleanliness, is directly correlated with higher customer satisfaction levels (Bergman et al., 2012).
Guest Experience: Outsourced housekeeping plays a significant role in enhancing the overall guest experience. A well-maintained room with timely cleaning and fresh linens contributes to a positive guest perception of the hotel (Le and Phi, 2021). Guests appreciate seamless service, especially when it is consistent, quick, and professional. Outsourcing housekeeping to a dedicated team ensures that IBIS Shipley Bradford’s guests receive high-quality service with minimal disruptions, creating a more pleasant and comfortable stay.
Analysis of Research Questions:
The analysis of research questions focuses on evaluating how outsourcing housekeeping impacts service quality, customer satisfaction, and operational efficiency, providing insights into the effectiveness of outsourcing strategies.
Service Quality and Customer Satisfaction Theories Overview:
Service quality and customer satisfaction are fundamental pillars of the hospitality industry, directly influencing a hotel's reputation and guest retention. To effectively measure and evaluate service quality, several academic models have been developed, particularly tailored to hotel operations. The SERVQUAL model, developed by Parasuraman, Zeithaml, and Berry (1988), is one of the most widely recognized frameworks for evaluating service quality. It identifies five key dimensions: tangibles, reliability, responsiveness, assurance, and empathy (Parasuraman et al., 1988). These dimensions are especially relevant for analysing the performance and impact of outsourced housekeeping services at IBIS Shipley Bradford, offering insights into how outsourcing aligns with the hotel's service standards and customer satisfaction objectives.
The Disconfirmation Theory posits that customer satisfaction is determined by the gap between expectations and actual service performance.  Expectancy disconfirmation theory was established to explain how customers make decisions (Oliver, 1980). When the service delivered exceeds guest expectations, satisfaction increases. In contrast, if the service falls short of expectations, dissatisfaction arises. This theory can be particularly useful in evaluating the effectiveness of outsourced housekeeping and its alignment with guest expectations (Morgeson, 2012).
Application of Service Quality Models:
Application of Service Quality Models evaluates customer perceptions and guides improvements, with the SERVQUAL model focusing on key service dimensions to enhance satisfaction.
SERVQUAL Model: By using the SERVQUAL model, we can assess how outsourcing impacts different aspects of service quality at IBIS Shipley Bradford.
Tangibles: Outsourced housekeeping providers bring professional standards in the physical appearance of hotel rooms, such as cleanliness, furniture arrangement, and amenity management. Outsourced providers may have access to advanced cleaning technology or eco-friendly products that enhance room cleanliness (Leeman and Reynolds, 2012).
Reliability: Reliability serves as a key criterion for evaluating research quality, emphasizing the dependability and stability of a method, technique, or test in measuring a given construct. It ensures that the results are consistent and reproducible over time (Middleton, 2019). Outsourcing housekeeping can enhance the reliability of room cleaning services, especially if the outsourced vendor adheres to established quality standards and timelines. Guests can expect consistently clean rooms during each stay, leading to a more predictable service.
Responsiveness: Responsiveness is a multifaceted concept explored across various fields of study, such as service quality, social inequalities, and consumer behaviour (Tarrant et al., 2014). It plays a crucial role in fostering meaningful and fulfilling relationships. Outsourced housekeeping teams are typically structured to respond quickly to guest requests, such as additional towels, extra bedding, or room cleaning services. This responsiveness contributes significantly to customer satisfaction, ensuring that guest needs are met promptly.
Assurance: The assurance guests feel when they know their rooms are being cleaned by a professional outsourced team is key to enhancing trust. The presence of trained staff who follow best practices in hygiene and safety standards ensures that guests feel confident in the cleanliness of their rooms (Howell, 2012).
Empathy: Outsourcing housekeeping can affect the degree of personalized attention guests receive. if the outsourced staff is well-integrated into the hotel culture, they can maintain the personal touch that contributes to guest satisfaction. Outsourced staff can be trained to address specific guest needs or preferences, adding a level of empathy to the service (Have, 1999).
Disconfirmation Theory: According to the Disconfirmation Theory, outsourced housekeeping can meet or exceed guest expectations when it adheres to high-quality standards (Morgeson, 2012). Positive feedback from guests about the professionalism and cleanliness of outsourced teams at IBIS Shipley Bradford suggests that service quality often meets or exceeds expectations, thus increasing customer satisfaction.
Impact on Service Quality at IBIS Shipley Bradford:
At IBIS Shipley Bradford, feedback from guests highlights positive improvements in cleanliness and response times after outsourcing housekeeping. For instance, guests have praised the quick turnaround times for room cleaning, especially during peak hours, where the outsourced team has been able to manage the workload efficiently. This has contributed to improved guest satisfaction, as guests appreciate timely responses to housekeeping requests, such as extra amenities or room cleaning during their stays.
Moreover, during high-traffic periods, the outsourced housekeeping team has exceeded expectations by maintaining consistent cleanliness standards despite increased demand (Dorasamy, 2010). For example, during a major local event, the hotel received fewer complaints related to room cleanliness, indicating that the outsourced team managed to maintain quality despite the pressure.
Customer satisfaction ratings following the outsourcing of housekeeping services have demonstrated a notable improvement in guest satisfaction scores, particularly in areas such as cleanliness and room maintenance. This shift highlights the positive impact of outsourcing on service quality at IBIS Shipley Bradford. By leveraging specialized expertise from third-party providers, the hotel has achieved higher standards of cleanliness and more efficient responsiveness to guest needs, both of which are critical factors in enhancing the overall guest experience and driving long-term customer loyalty.
Guest Satisfaction and Housekeeping Outcomes:
it is evident that outsourcing housekeeping has improved key elements of guest experience. Guests have rated the hotel positively on cleanliness, the quickness of room preparation, and the professionalism of housekeeping staff. For instance, feedback indicates that the outsourced team consistently meets the expected room standards, with high scores for attention to detail.
The ability to handle high demand and scale housekeeping operations during busy periods has been a critical factor in maintaining IBIS Shipley Bradford's operational efficiency. The outsourcing model has equipped the hotel with the flexibility to adjust staffing levels in response to fluctuating occupancy rates, allowing it to manage guest expectations seamlessly. This approach ensures that cleanliness standards are upheld, even during peak times, enhancing the guest experience and reinforcing the hotel’s reputation for reliability and quality service.
Outsourcing housekeeping at IBIS Shipley Bradford has resulted in both operational efficiencies and improved service quality. By shifting responsibility for housekeeping to an external provider, the hotel has reduced costs, streamlined its operations, and enhanced the guest experience. The outsourcing model has enabled IBIS Shipley Bradford to allocate resources more effectively, while benefiting from the specialized expertise of the housekeeping vendor. The evidence suggests that outsourcing housekeeping has had a positive impact on operational efficiency, guest satisfaction, and service quality at IBIS Shipley Bradford.
6. [bookmark: _Hlk182598245]Conclusions and Recommendations:
Conclusions and Recommendations summarize the main insights and suggest actionable steps for improving performance based on the analysis.
Key Findings:
The impact of outsourcing housekeeping at IBIS Shipley Bradford has been largely positive in terms of operational efficiency and service quality. Outsourcing has enabled the hotel to reduce operational costs while improving overall cleanliness and service speed, leading to faster room turnover and better guest satisfaction. the flexibility in staffing during peak periods has helped the hotel manage fluctuating demand more effectively.
Challenges remain in ensuring consistent service quality and maintaining a personalized guest experience. The outsourced staff, while efficient, may not always be able to adapt to the specific nuances of each guest’s preferences, which can sometimes lead to a decrease in personalized service. the relationship between the outsourced staff and internal teams requires strong communication and collaboration to ensure a seamless operation.
Key advantages of outsourcing include reduced labour costs, increased flexibility, and the ability to focus on core business operations. The disadvantages include the risk of inconsistent service quality, potential issues with customer satisfaction during peak periods, and the lack of integration with the hotel’s culture.
Implications:
Outsourcing can bring significant cost savings and operational benefits when managed properly, particularly for mid-range hotels like IBIS Shipley Bradford. By delegating non-core tasks to external providers, hotels can focus on enhancing guest experiences and other key service areas (Yadav & Gupta, 2008). outsourcing requires careful planning, and the service provider must be chosen with great care to ensure that standards are met consistently.
For hotels looking to outsource, it is crucial to strike a balance between cost-efficiency and maintaining high customer satisfaction levels. While outsourcing housekeeping can improve operational efficiency, it should not come at the cost of guest experience. Operational control, quality assurance, and effective monitoring systems must be in place to mitigate potential downsides.
Outsourcing in hospitality management is not a one-size-fits-all solution, each hotel must evaluate its unique needs, from budget to guest demographics, to determine if outsourcing is the right strategy (Hamzah, 2010). maintaining strong oversight and fostering a cooperative relationship between in-house and outsourced teams is key to ensuring smooth operations.
Practical Recommendations:
Practical Recommendations provide actionable guidance to enhance performance and address challenges effectively in the outsourcing process.
Choosing a Reliable Service Provider: 
Ensure the provider is reputable, with proven experience in hospitality and a track record of consistent service delivery. Consider visiting their other client sites to evaluate their service standards firsthand.
Managing Customer Expectations: 
Clearly communicate to guests that housekeeping services are outsourced, while emphasizing the quality and professionalism of the provider. Transparency can help mitigate any concerns about the change.
Ensuring Quality Control: 
Set clear standards for housekeeping services and regularly audit the outsourced team’s performance. Implement a system for continuous feedback from guests to quickly address any service lapses.
Integrating Outsourced Teams into Hotel Culture: 
It's important for the outsourced staff to understand the hotel’s standards, culture, and values. Ongoing training and integration with in-house teams can foster a collaborative atmosphere and ensure consistent service quality.
Recommendations to Optimize Outsourcing at IBIS Shipley Bradford:
Recommendations to Optimize Outsourcing at IBIS Shipley Bradford focus on improving processes, communication, and coordination to maximize efficiency and service quality.
Improve Communication Between Internal and Outsourced Teams:
Effective communication is crucial for maintaining operational efficiency and service quality. Regular meetings and feedback sessions will help to address any challenges and improve service delivery.
Focus on Personalization: 
While outsourcing offers operational benefits, the hotel should implement processes to ensure that guest personalization is not sacrificed. This could involve training outsourced staff on guest preferences and utilizing technology to better track and fulfil these needs.
Monitor Performance During Peak Periods: 
During busy times, the hotel should have a clear strategy for managing service quality, whether through additional training, temporary in-house support, or implementing a hybrid staffing model.
Evaluate the Outsourcing Model Regularly: 
IBIS Shipley Bradford should continuously assess the effectiveness of outsourcing and its impact on guest satisfaction. If certain aspects of the outsourcing model are not working, adjustments should be made to improve outcomes.
Outsourcing housekeeping at IBIS Shipley Bradford has proven beneficial in terms of cost-efficiency and operational flexibility. challenges related to service consistency and personalization highlight the need for strong oversight and clear communication. Other hotels contemplating outsourcing can benefit from these findings, but they must carefully weigh the trade-offs between cost savings and maintaining high service standards. Implementing these recommendations will help IBIS Shipley Bradford optimize outsourcing benefits while mitigating potential challenges.
7. [bookmark: _Hlk182598292]Reflective Piece:
A reflective account evaluates personal experiences and insights gained, highlighting lessons learned and areas for improvement.
Personal Reflection on Outsourcing Housekeeping: 
During the placement at IBIS Shipley Bradford, the implementation of outsourced housekeeping services was observed firsthand. This provided valuable insights into how outsourcing impacts hotel operations, service quality, and management efficiency. While the primary role focused on the reception, kitchen, and breakfast areas, there was some engagement with housekeeping, particularly due to the hotel's decision to outsource this service to a third-party provider. This involvement prompted reflection on the practicalities, challenges, and benefits of outsourcing in the hospitality industry, offering a deeper understanding of the operational dynamics between in-house teams and external service providers, and highlighting the importance of effective communication and coordination for achieving optimal results.
Interaction with the Outsourcing Process:
At IBIS Shipley Bradford, the housekeeping department is outsourced to an external provider, meaning that housekeeping operations are managed separately from the core hotel management team. During the placement, the primary role involved working at the reception desk, where daily interactions with the outsourced housekeeping team occurred. Each morning, a list of rooms requiring cleaning, along with special instructions regarding guest preferences or requirements, was provided. For example, if a guest had allergies to certain cleaning products, the team was informed to use appropriate alternatives. This communication was essential in respecting guest preferences and ensuring rooms met hotel cleanliness standards.
A brief opportunity was provided to work in the housekeeping department for one day, allowing insight into the operations of the outsourced team. This experience revealed a key difference in operations between in-house and outsourced staff. The outsourcing model meant the housekeeping manager operated separately from the hotel’s internal management team, and staff followed their own operational criteria, which sometimes led to communication challenges. Nevertheless, it was evident that the external provider was dedicated to maintaining cleanliness and aligning services with IBIS’s standards.
Practical Challenges and Learning Points:
One of the practical challenges encountered during the placement was managing communication between the reception team and the outsourced housekeeping staff. Since the outsourced team operated separately from the hotel’s internal departments, clear and efficient communication was essential to ensure rooms were cleaned promptly and guest requests or complaints were addressed appropriately. There were instances where the housekeeping team may not have fully understood specific guest requirements, leading to delays or errors in room cleaning. This was particularly evident when a guest returned with a kettle containing tissues and biscuits. The receptionist was unsure how to handle the situation and called the team leader for assistance.
The team leader responded promptly, offering the guest a 50% refund and a free breakfast voucher as compensation. Following the incident, a discussion with the housekeeping manager led to an investigation to identify which staff member had cleaned the room. The manager took responsibility for the oversight and committed to personally inspecting rooms moving forward. After this, the housekeeping manager ensured that each room was thoroughly checked before the cleaned rooms list was sent to reception, improving accuracy and efficiency. This experience highlighted the importance of clear communication and regular checks between the outsourced team and hotel management.
Another key takeaway during the placement was understanding the flexibility and scalability that outsourcing offers. As a hotel relying on outsourcing, IBIS Shipley Bradford can easily adjust the number of housekeeping staff depending on demand, particularly during peak periods or large events. This flexibility proved advantageous during busy times, as staffing levels could be quickly increased without the need to hire additional full-time employees. This efficiency allowed the hotel to allocate internal resources to other crucial areas, such as guest services and marketing, while the outsourced housekeeping team managed room cleanliness.
Influence on Views About Outsourcing:
The experience with outsourcing housekeeping at IBIS Shipley Bradford has significantly shaped views on outsourcing within the hospitality industry. Initially, there were concerns about maintaining service consistency and quality with an external team. However, through direct involvement and observation, the operational efficiency and cost-saving benefits of outsourcing became clear.
The outsourcing model allows hotel management to focus on strategic operations and guest experience, rather than regular housekeeping tasks. The external housekeeping team is driven to deliver quality service to maintain their contract, benefiting both parties. Outsourcing has enabled IBIS Shipley Bradford to uphold high cleanliness standards while reducing costs related to recruitment, training, and employee benefits. Additionally, the ability to scale staffing based on demand ensures the hotel can manage high-volume periods without compromising service quality.
Despite the advantages, outsourcing presents challenges that must be addressed. The kettle incident highlighted the importance of effective communication between the outsourced team and hotel management. Any communication breakdown can lead to operational disruptions and negatively impact guest satisfaction. However, the prompt resolution by the team leader and housekeeping manager emphasized the importance of strong leadership in managing outsourced teams and addressing mistakes swiftly.
Successful outsourcing in the hospitality industry relies on maintaining a strong relationship between hotel management and the outsourced service provider. Regular meetings, clear communication, and continuous monitoring are essential to ensure the outsourced team aligns with hotel standards and meets guest expectations. This experience also reinforced the view that outsourcing should be treated as a partnership, with both parties working toward shared goals of service excellence and customer satisfaction.
The placement at IBIS Shipley Bradford provided valuable insights into the outsourcing process, particularly in the context of housekeeping services. While challenges such as communication and consistency exist, the benefits in cost savings, operational efficiency, and flexibility are significant. The experience highlighted that, when managed effectively, outsourcing can enhance hotel operations, reduce overhead costs, and allow internal teams to focus on other core areas, such as guest experience and strategic growth. A deeper understanding of the complexities and advantages of outsourcing in the hospitality industry was gained, especially regarding the importance of maintaining strong relationships with external providers. It was concluded that, with the right systems, communication, and ongoing monitoring, outsourcing can effectively improve service quality, operational performance, and overall guest satisfaction. This approach ultimately contributes to the hotel’s long-term success and competitiveness in the market.

