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ABSTRACT

The effects of the outsourcing introduction in hotel

performance having on management

This study was started from the facts that it is urgent to develop
strategies for changing the business environment of hotels through
outsourcing considering that the hotel industry is a representative labor
intensive industry whose business activities are mainly based on human
resources and that there have not been many studies on the current state of
outsourcing in the hotel industry. Recognizing these limitations in the
traditional way of hotel operation, this study surveyed the current state of
outsourcing in hotel businesses and examined how hotel management is
affected by outsourcing, which plays an important role in the operation of
hotels. For this study, we distributed 127 questionnaires to departments and
staff members in charge of outsourcing at luxury hotels throughout the
country, recovered 60 of them, and used 53 valid questionnaires in analyzing
the effects of outsourcing on hotel management. Collected data were analyzed
through frequency analysis and cross tabulation analysis.

The results of this study obtained through these procedures are summarized
as follows.

First, in the results of analyzing demographic characteristics, departments
involved in outsourcing contracts most frequently were the departments of
personnel management and general affairs department, and most of employees
in charge of outsourcing had 10 years’ or longer experience in hotel business.
These results suggest the high importance of outsourcing in hotel

management.
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Second, with regard to the use of outsourced personnel, key departments
such as the departments of personnel management, general affairs,
accounting/purchasing, and information system were operated directly by hotel
staff, and departments related to facilities, housekeeping, food and beverage,
cleaning and security were operated mostly by outsourced personnel.

Third, in the results of frequency analysis on the effect of the introduction
of outsourcing, outsourcing increased sales, the ratio of net profit to net sales,
and the ratio of net income to total assets for the past 3 years, and reduced
expenses such as personnel expenses and administrative expenses. However,
the effect of outsourcing was very low in terms of process simplification,
service quality, speed of job performance, and synergy effect through
networking with suppliers.

Fourth, with regard to satisfaction with the service of outsourcing
contractors, our results showed a very low level of service quality. However,
outsourced personnel’s kindness to internal employees and external clients
was satisfactory.

Fifth, constraints arising from outsourcing operation were concerns over
cultural difference among hotels and conflicts between internal employees and
outsourced personnel. Another constraint was high dependency on specific
outsourcing contractors for avoiding troubles coming from the switch of

contractors.
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