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Purpose: Recently, a substantial amount of progress has been accomplished in the field of housekeeping that 
is devoted to outsourcing, which is a prevalent trend across many different businesses.  

Research methodology: The purpose of this comprehensive literature analysis is to investigate whether or 
not the hotel business might benefit from outsourcing housekeeping services. The review makes use of 
academics articles that were published between the years 2010 and 2023 and digs into the ramifications of 
such a change with regard to the economy, operations, and perceptions.  

Findings: The findings suggest that although hotels frequently realize visible cost savings, notably in labor 
expenses, they also confront the possibility of hidden costs, which challenges the perceived economic gains 
they provide. The study uncovered more evidence of a duality in the quality of service, with outsourced teams 
sometimes providing greater training but having difficulty maintaining service consistency owing to 
increased turnover rates.  

Conclusion: In conclusion, the choice to outsource housekeeping services is complex, and it requires hotel 
owners to weigh the possible financial benefits against the possibility of adverse effects on service quality, 
level of happiness among guests, and level of confidence in the establishment.  
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INTRODUCTION 

In recent years, there has been a seismic 

shift in the global scene, prompting many 

businesses to rethink the operational 

paradigms that guide their daily activities. 

The term "new normal" refers to these 

developments, which include alterations in 

work culture, technology adaptations, and 

increased health and safety regulations. 

Within the context of this dynamic 

environment, the housekeeping industry, 

which is sometimes neglected, is going 

through a seismic transformation. 

Housekeeping services are increasingly 

benefiting from outsourcing, a business 
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tactic that has historically been utilized in 

the information technology industry, the 

hospitality industry, and the industrial 

sector. Understanding the cost-benefit 

dynamics of this operational transition 

becomes crucial as businesses all over the 

world struggle with economic difficulties 

and shifting labor dynamics. 

The practice of transferring a firm's business 

activities to third parties or external 

organizations is known as outsourcing. This 

allows a company to take advantage of a 

variety of benefits, including reduced costs, 

increased quality, and new service 

developments. Over the course of the past 

several years, several sectors, ranging from 

the information technology industry to the 

manufacturing sector, have enthusiastically 

adopted outsourcing; the housekeeping 

sector is now beginning to progressively 

observe this trend. 

The practice of contracting out cleaning 

services has been increasingly popular over 

the past several years. As companies work 

hard to adapt to the "new normal" brought 

about by societal and economic shifts, an 

important issue that emerges is as follows: Is 

outsourcing housekeeping services simply a 

trend or a deliberate move that is supported 

by strong cost-benefit dynamics?  

Housekeeping services are an essential 

component of providing excellent customer 

service and upholding high property 

standards within the hospitality business, 

particularly inside hotels. In the past decade, 

an increasing number of hotels have 

investigated the possibility of outsourcing 

these types of services. But how successful 

is this new strategy? 

The cleaning department plays an essential 

role in determining the overall quality of the 

experiences that hotel guests have. Due to 

the crucial significance of this department, 

hotels all over the world are forced to face 

the difficult strategic option of whether to 

maintain housekeeping in-house or to try 

their hand at outsourcing the work. A hotel's 

cleaning service plays an important part in 

ensuring that guests have a positive 

experience, upholding sanitary standards, 

and maximizing overall operational 

efficiency. The choice to outsource this 

essential task was made for strategic 

reasons, taking into consideration how 

important it is. Drawing from a wide variety 

of academic research, the purpose of this 

systematic literature review is to evaluate 

the efficiency of hotels contracting out their 

cleaning duties to outside companies. 

THE CASE FOR OUTSOURCING 
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Cost Efficiency: 

The use of outside vendors may frequently 

result in cost savings for hotels. It is possible 

for hotels to scale their housekeeping 

services according to occupancy rates, hence 

optimizing their expenses (Smith & 

Jennings, 2020). This is an alternative to 

employing a full-time crew throughout the 

whole year. 

Expertise and Training: 

Companies that specialize in outsourcing 

housekeeping services ensure that their 

employees are well-trained in the most 

recent cleaning procedures and are 

conversant with the most recent cleaning 

technology (Chen, 2021). 

Flexibility: 

Hotels are able to swiftly adjust their 

capacities based on demand, which is 

particularly useful during high-volume 

travel periods or special events. According 

to Peters and Knight (2019), operational 

flexibility may be an essential component 

for hotels in upholding their service 

standards. 

CHALLENGES IN OUTSOURCING 

Quality Consistency: 

It may be difficult to maintain a constant 

level of service quality, particularly when 

working with external teams who may not 

be as involved in the reputation of the hotel's 

brand (Davidson & Lang, 2020). 

Communication Barriers: 

Working with an external organization can 

result in communication difficulties, which 

can have an impact on how efficiently 

operations are carried out (Singh, 2022). 

Security and Trust: 

It is possible to trigger security issues by 

allowing access to external persons. It is of 

the utmost importance to make certain that 

outsourced teams keep the same degree of 

reliability as internal workers (Williams, 

2021). 

METHODOLOGY 

Search Strategy: 

We proceeded on a multi-database search 

strategy, making use of resources including 

Scopus, Web of Science, PubMed, and 

Google Scholar, with the goal of achieving 

complete coverage via our study. The large 

academic collection was narrowed down to 

particular and relevant literature with the 
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assistance of a mix of carefully selected 

keywords. 

Selection Criteria: 

The years 2010 to 2023 were chosen as the 

range for the timeline, and the primary focus 

was placed on scholarly papers. This time 

period was selected because of the recent 

uptick in outsourcing patterns that has been 

occurring. In the hotel business, the research 

needed to particularly examine the 

consequences and effects of outsourcing 

housekeeping. 

Exclusion Criteria: 

In order to clearly define our parameters, we 

decided not to include pieces of editorial 

commentary, sources that had not been 

subjected to peer review, articles that 

explored outsourcing in general without a 

specific emphasis on housekeeping, and 

items that were not written in English. 

ANALYSIS AND RESULTS  

Cost Implications: 

The potential for financial savings is at the 

center of the discussion around outsourcing. 

An important discovery made by Richardson 

and Thompson (2015) was the 

demonstration that hotels, following the shift 

to outsourcing, reported a considerable 10-

15% reduction in the expenses of labor. 

However, a more in-depth study, such as the 

one that Warren (2017) conducted, warns 

hotel owners about the looming hidden 

expenses. These may manifest themselves as 

management costs, unanticipated training 

requirements, or even fines for service 

violations. 

Service Quality and Consistency: 

In the hospitality sector, which is focused on 

providing service, ensuring quality is of the 

utmost importance. The research provided 

contradictory conclusions in several areas. 

Jackson et al. (2018) made a veiled 

reference to the possibility of discrepancies 

being caused by the natural attrition that 

occurs in outsourced teams. On the other 

hand, Lopez and Fernandez (2020) present a 

more upbeat perspective in which they argue 

that the rigorous and specialized training 

regimes of large-scale housekeeping 

organizations have the ability to improve 

service standards, sometimes even 

exceeding in-house teams. 

Operational Flexibility: 

The ever-changing occupancy rates of hotels 

make it essential for management to 

maintain operational flexibility. According 

to Sanders and James (2019), outsourcing 
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may be a cure that enables hotels to increase 

their service offerings in a dynamic manner. 

Hotels are able to easily and seamlessly 

scale up their housekeeping services in order 

to maintain their high standard of excellence 

even during peak seasons or huge events. On 

the other hand, hotels are able to reduce 

their operations during off-peak periods, 

which helps them avoid a financial loss. 

Guest Satisfaction: 

The viewpoint of the customer is the most 

important indicator of success in the 

hospitality sector. Miller and Lewis (2016) 

conducted a thorough study, and the results 

showed that there is a complex path in 

visitor satisfaction levels. The first move to 

outsourcing resulted in a momentary 

decrease in revenue, which most likely 

reflected difficulties in making the 

transition. On the other hand, the subsequent 

years brought about a stabilization and, in 

many instances, an improvement in scores, 

highlighting the learning curve and 

adaptation involved in outsourcing 

partnership arrangements. 

Security and Trustworthiness: 

The close quarters of housekeeping—

entering the rooms of guests and touching 

their personal belongings—naturally gives 

rise to worries about safety. Taylor & 

Roberts (2021) highlight the need of 

conducting stringent background checks and 

providing continuing training for outsourced 

employees in order to guarantee the safety 

of hotel guests and preserve the faith that 

customers have in the hotel's brand. 

EMPIRICAL FINDINGS 

Cost Implications 

 Savings on Labor Costs: 

Richardson and Thompson (2015) 

carried out an intensive analysis 

across a variety of hotels in Europe 

and discovered that hotels that 

outsourced their cleaning activities 

had a constant drop in labor 

expenses, with savings averaging 

between 10 and 15 percent. 

 Hidden Costs Unearthed: Hidden 

expenses, which are sometimes 

neglected in initial budgeting, might 

account for up to 5% of the reported 

savings, according to Warren (2017), 

who conducted a series of in-depth 

case studies including both boutique 

hotels and large chains. These case 

studies showed that hidden costs 

could account for up to 5% of the 

perceived savings. These expenses 
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included management fees, 

unanticipated training sessions, and 

the possibility of incurring fines for 

breach of service. 

Service Quality and Consistency 

 Impact of Turnover on 

Consistency: Jackson et al. (2018) 

used a strategy that combined 

qualitative interviews with 

quantitative performance 

measurements. This methodology is 

known as a mixed-methods 

approach. They discovered that a 

greater worker turnover rate in 

outsourced teams was directly 

correlated with varying service 

consistency, particularly in the first 

year after the shift from in-house to 

outsourced operations. 

 Outsourced Training Surpassing 

In-house Standards: Through 

observational studies and a study of 

guest feedback, Lopez and 

Fernandez (2020) offered evidence 

that outsourced teams, which 

benefited from the larger training 

programs of their parent firms, 

typically gave higher or at least 

similar service when compared to in-

house teams. 

Operational Flexibility 

Dynamic Scaling Advantage: Sanders and 

James (2019) conducted a survey of fifty 

hotels located around Asia and the Pacific, 

concentrating on the operational responses 

of these establishments throughout peak and 

off-peak seasons. They discovered that 

hotels who outsource their cleaning were 

25% more responsive to scaling 

requirements. This enabled the hotels to 

preserve their service levels at an ideal level 

without having to shoulder excessive cost 

pressures. 

Guest Satisfaction Trajectory 

 The Journey of Feedback Scores: 

Miller and Lewis (2016) conducted a 

research that followed the levels of 

satisfaction of guests at a number of 

hotels over the course of five years, 

all of which had made the switch 

from in-house to outsourced 

cleaning. The preliminary findings 

demonstrated a 10% decrease in 

performance within the first year. 

Nevertheless, during the third year, 

not only had the scores returned, but 

they frequently surpassed the 

previous measures. In-depth 

interviews with visitors revealed that 

their initial concerns over the use of 
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outsourced workers gradually 

subsided as they were accustomed to 

receiving continuous high-quality 

care throughout the course of their 

stay. 

Security and Trustworthiness 

 Elevated Security Concerns: 

Taylor & Roberts (2021) used a 

qualitative approach to the problem, 

conducting interviews with hotel 

management and visitors to learn 

about their perspectives on the level 

of safety in the establishment. 

Although management had a general 

feeling of self-assurance over their 

screening procedures, several of the 

guests showed early reluctance about 

engaging with staff members who 

were contracted out. However, these 

concerns were based more on 

people's perceptions of the situation 

than on real breaches of security. 

The empirical data present a multifaceted 

picture of the practice of outsourcing 

housekeeping services in hotels, which is 

summarized below. While it is clear that 

there would be some measurable benefits, 

such as cost reduction and more operational 

flexibility, there will also be issues about 

service consistency, particularly during the 

early phase of the transformation. 

Furthermore, the perceived safety concerns 

underline the necessity for open 

communication with visitors as well as 

stringent screening procedures. The most 

important thing to take away from this is 

how important it is to have a systematic and 

well-managed transition to outsourcing, 

making sure that any potential issues are 

foreseen and dealt with in advance. 

DISCUSSION  

The findings of the comprehensive literature 

analysis on the effectiveness of contracting 

out housekeeping services in hotels shed 

light on a variety of dimensions of the topic. 

The Double-Edged Sword of Cost Savings 

In its most basic form, outsourcing holds out 

the possibility of cost reductions, an 

attractive prospect for a variety of business 

sectors. Richardson and Thompson's (2015) 

findings provide a quantified witness to this 

advantage in the context of hotel 

maintenance. However, as Warren (2017) 

demonstrates, the expenses that are 

connected with outsourcing are not 

necessarily open to public scrutiny. The 

savings that are actually being realized may 

be obscured by the hidden expenditures, 

which may include management fees or 
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unexpected training expenses. Therefore, 

despite their seeming simplicity, the 

economic motives for outsourcing call for a 

comprehensive knowledge of the effects that 

the decision will have on the company's 

finances in the long run. 

The Quality Conundrum 

In the hospitality sector, providing high-

quality service continues to be of the utmost 

importance and frequently serves as a major 

distinction. The available research presents a 

nuanced picture of the dynamic relationship 

between outsourced housekeeping staff and 

service quality. According to Lopez and 

Fernandez (2020), specific training regimens 

have the potential to raise standards. 

However, the issue comes in maintaining 

consistency, particularly in light of the 

greater employee turnover rates that are 

typical of outsourced teams. Therefore, the 

problem facing the business is to find a 

balance between utilizing the expertise of 

outside sources and ensuring that the 

product's quality is not diminished in any 

way. 

Operational Flexibility and 

Responsiveness 

Because of the unpredictable nature of hotel 

occupancy rates, flexibility is very 

necessary. The research carried out by 

Sanders and James (2019) highlights the 

enormous operational benefit that 

outsourcing provides, particularly in terms 

of expanding services in response to changes 

in demand. This flexibility not only helps to 

maintain service standards, but it also helps 

to maximize efficiency and save expenses. 

However, hotels have a responsibility to 

ensure that rapid scaling does not come at 

the price of consistent service or a familiar 

experience for guests. 

Guest Perceptions and the Transition 

Hurdle 

The early drop in ratings measuring guests' 

levels of satisfaction, which Miller & Lewis 

(2016) brought to attention, exemplifies the 

difficulties that are inherently associated 

with change. Despite the fact that these 

difficulties may only be brief, they highlight 

how important it is to manage the 

impressions of guests during the shift. 

Concerns about the future can be allayed by 

practicing clear and open communication, 

maintaining a policy of complete candor, 

and perhaps even enlisting the assistance of 

regular visitors in the planning and 

execution of transitional activities. 

Security Implications and Trust 
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The insights that Taylor & Roberts (2021) 

have gleaned on security issues highlight 

how vital trust is to the hotel business. Even 

while stringent screening procedures may be 

used to guarantee that outsourced teams will 

uphold hotel standards, the more significant 

difficulty comes in molding the opinions of 

guests and guaranteeing that the personal 

aspect of housekeeping will not become a 

subject of disagreement or worry. 

In a nutshell, the choice to outsource 

cleaning services in hotels is a complicated 

one that is fraught with both possible 

benefits and potential difficulties. The body 

of research emphasizes the need for a 

deliberate and holistic strategy, in which 

possible consequences on service quality, 

visitor pleasure, and trust are assessed 

against potential financial advantages. It is 

unavoidable that the decision to outsource 

will continue to be the subject of in-depth 

discussion and study as the hotel industry 

continues to develop and adapt to changes in 

global dynamics and the expectations of 

guests. 

CONCLUSION  

The comprehensive literature research that 

was conducted on the subject of contracting 

out housekeeping services within the 

hospitality industry shed light on a complex 

landscape that was characterized by glaring 

opportunities as well as considerable 

difficulties. The seductive attraction of cost 

savings offers a convincing case in favor of 

outsourcing, with some hotels reporting a 

large drop in the amount of money they 

spend on labor thanks to the outsourcing of 

certain tasks. However, these financial 

benefits are susceptible to being swamped 

by unanticipated costs, which highlights the 

necessity of conducting an open and 

thorough financial review prior to making 

the move. 

The quality of the service, which is essential 

in the hotel business, emerges as an 

important topic of conversation. Despite the 

fact that outsourced teams, who are 

frequently supported by specialized 

organizations, frequently tout greater 

training, the difficulty of maintaining 

consistent service delivery continues to 

exist, especially in the face of increased 

turnover rates. The extent to which hotels 

are able to use the knowledge and 

experience of outsourcing companies while 

also minimizing the risk of experiencing 

service disruptions will play a critical part in 

determining the quality of the experiences 

provided to hotel guests. 



International Journal of Advanced and Applied Sciences, 12(8) 2025, Pages: 54-66 

 
 

63 
 

Additional layers have been added to this 

complex discussion by the considerations of 

operational flexibility, visitor happiness, and 

security concerns. Because of the 

unpredictable nature of hotel occupancy, 

adaptability is a requirement that must be 

met, and outsourcing has the potential to do 

this. However, the shift to outsourced 

models needs to be managed with extreme 

care in order to maintain the confidence and 

happiness of the guests. 

In conclusion, the choice to outsource 

cleaning services is not an easy one to make. 

It necessitates taking into account the 

plethora of aspects discussed in this analysis 

and adopting an all-encompassing, 

comprehensive approach. The findings of 

this research provide hoteliers with vital 

counsel that will assist them in navigating 

the outsourcing issue, which is occurring as 

the hotel business grows in a quickly 

changing global market. It would be 

beneficial for future study to investigate the 

long-term effects of outsourcing, 

particularly in regard to the reputation of the 

brand and the loyalty of the customers. 

RECOMMENDATIONS 

In light of the findings of the Systematic 

Literature Review, the following 

suggestions might help hotels make the most 

of the advantages offered by outsourcing 

their housekeeping services: 

Holistic Cost Evaluation: 

In spite of the fact that outsourcing appears 

to cut down on labor expenses, hotels should 

nonetheless carry out an exhaustive and 

comprehensive financial study. This study 

need to take into account any hidden 

expenses, such as administration fees, 

unexpected training requirements, and 

potential fines for service violations, among 

other possibilities. 

Partnership with Reputable Firms: 

Hotels should engage with renowned 

outsourcing organizations recognized for 

rigorous employee training, low turnover 

rates, and a track record of excellence in 

service offering to ensure a constant level of 

service. These firms should also have 

excellent track records. 

Transition Management: 

The first stage of switching to outsourced 

housekeeping may have an effect on the 

level of satisfaction felt by guests. Hotels 

need to make investments in efficient 

communication strategies in order to notify 

their customers about the change and 
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reassure them that the service standards will 

either remain the same or improve. 

Security Protocols: 

Due to the potential for increased security 

risks associated with outsourcing, hotels 

should implement stringent screening 

procedures for outsourced employees. The 

development of shared security measures 

through collaboration with outsourcing 

companies may also contribute to an 

increase in trust and safety standards. 

Operational Flexibility: 

Particularly at the busiest times of the year, 

hotels should take advantage of the 

flexibility that outsourcing provides. 

Nevertheless, it is essential to make certain 

that expanding operations does not lower the 

quality of the client experience or the level 

of service provided. 

Feedback Mechanisms: 

Put in place frequent channels for guests to 

provide feedback on their experiences with 

outsourced housekeeping services. This type 

of feedback can give useful insights, which 

can assist hotels and the outsourced partners 

that they work with in improving their 

operations. 

Continual Training: 

Even if the outsourcing company will give 

their own training, hotels should 

nevertheless make an investment in extra 

training sessions in order to guarantee that 

outsourced employees will adhere to the 

hotel's brand values, culture, and service 

standards. 

Contract Clarity: 

Even if the outsourcing company will give 

their own training, hotels should 

nevertheless make an investment in extra 

training sessions in order to guarantee that 

outsourced employees will adhere to the 

hotel's brand values, culture, and service 

standards. 

Trial Periods: 

Hotels should think about shorter trial 

periods before engaging into long-term 

contracts with outsourced cleaning services 

so that they may evaluate the efficacy and 

efficiency of the service. 

Guest-Centric Focus: 

First and foremost, the choice to outsource 

should continue to be consistent with the 

overriding objective of improving the 

experience of guests. In the event that visitor 

happiness is put in jeopardy as a result of 
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outsourcing at any point, hotels need to 

reevaluate and readjust their approach. 

The purpose of these guidelines is to assist 

hotels in maximizing the positive aspects of 

contracting out their housekeeping services 

while minimizing any negative effects that 

may result. Outsourcing may become an 

extremely useful tool in a hotel's operational 

toolbox if it is approached in a way that is 

both strategic and well-balanced. 
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