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Abstract

This article aimed at providing readers the evaluation of the impacts of outsourcing in the hospitality industry on
performance and service quality within the context that restaurants and hotels are short of staffs post COVID-19 after
they attempted to cut down a number of employees in order to reduce the operational costs and maintain the operations
of business establishments. Therefore, managers can utilize this approach to fill up their role positions in a short-term
and gradually seek other alternative stable and skillful labours in the long-term. There were other works focusing on the
efficiency of outsourcing activity in the hospitality industry in developed countries around the world, but there is no
official research on outsourcing in Vietnam. Therefore, this study will also discover whether outsourcing processes will
be able to produce the positive effects or not in restaurants in Viet Nam, specifically for the case of the city of Da Nang.
The qualitative research method will be used to analyse and evaluate the effects of outsourcing. The findings after
analysing the primary data collected from the reports relating outsourcing will be discussed and compared to the
theories in the literature review to figure out the results of this research. The study found that flexibility or level of
readiness of outsourced staffs, their willingness at work or unacceptable behavior ruining the reputation of the food &
beverage operations will be emphasized.
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Tom tat

Muc dich cta bai b4o cung cip cho nguoi doc danh gia vé tac dong cua viéc thué ngoai trong linh vyc khach san-nha
hang d6i voi hiéu suat va chat lugng dich vu trong bdi canh cac co sé phuc vu luu tra va dn udng dang thiéu nhan su
sau khi phai cit giam nhan sy dé giam chi phi van hanh va duy tri hoat dong cia minh. Thong qua d6, cac nha quan ly
c6 thé sir dung giai phap thué ngoai dé bu dip khoang trong ctia mot s6 vi tri cdng viéc trong ngan han va tim kiém
ngudn lao dong on dinh va c6 k§ niang khac thay thé trong tuong lai. Mic du di c6 nhiéu nghién ctiru vé hiéu qua cua
hoat dong thué ngoai trong linh vuc khdch san-nha hang ¢ cac nuéc phat trién trén thé gioi, nhung day van 1a mot cha
dé kha mai me & Vit Nam. Vi vay, bai b4o mudn phan tich nhimng tac dong cua viéc thué ngoai anh hudng nhu thé nao
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dén chét lugng dich vu cta cac nha hang bang cach kham pha anh huong tich cuc hay tiéu cuc cua hoat dong thué ngoai
dén kinh doanh cua cac nha hang ¢ Viét Nam, dic biét tai thanh phd Da Ning. Trong bai bao nay, tac gia s dung
phuong phap nghién ctru dinh tinh dé phan tich va danh gia vé viéc thué ngoai ciia cac nha hang. Nhiing phat hién sau
khi phan tich dit liéu thar cap s& duoc thao luan va so sanh véi cac ly thuyét cua cac nghién ciu trude do dé tir d6 dua
két luan cu thé. Ngoai ra, nghién ctru ciing chimg minh dugc tim quan trong cua cac yéu té nhu sy linh hoat, sy sin
sang ctia nhan vién thué ngoai cling nhu hanh vi bao vé danh tiéng cho nha hang cia nhém nhan vién nay.

Tir khéa: Thué ngoai; chat luong dich vu; higu suat lam viéc.

1. Introduction

COVID-19 has been exerting significant
impacts on the economic development
worldwide. With the large-scale quarantines,
travel  restrictions, and social-distancing
practices, these approaches led to a massive fall
in consumers and business expenditure ([1]).
This context, therefore, created economic
recession on a global scale ([15]). However,
many efforts were done by governments in
order to combat the rapid spread of COVID-19
virus. For example, a number of countries
adopted a lockdown approach for movement
control order, and the impact of this approach
was relatively practical. However, this
approach also suffered several serious
consequences such as consumers stay at home,
businesses lose revenue and lay off workers and
unemployment levels rise sharply ([23]).

Within the food and beverage department, it
is usually divided into many different types of
smaller sections such as restaurant, conference,
and banquet and in-room dining. However, [12]
concluded that restaurant acts the most essential
part in contributing to the success of the food
and beverage sector. Many common rationales
of utilizing outsourcing services vary
depending on the size, extent and target market
of the hotel.

Amongst a plenty of feasible strategies,
outsourcing is considered as an effective and
viable solution to help them achieve both
desirable goals mentioned above ([6]). This
term is not the newest all over the world and
many organizations utilize outsourcing as a
preferred method to perform other less

important activities in their structure. In
reserve, with the increasing demand for
outsourcing, many agencies also adapt and
change themselves to provide a source of
excellent employees to many businesses that
need them.

The benefits and drawbacks of outsourcing
to the hotel should also be outlined to
investigate the effects of outsourcing on the
restaurant. From many studies, the utilization of
outsourcing has a number of clear advantages
such as the cost-effective solution ([2]), the
great readiness level of staffs or flexibility
([20]), the huge improvement in delivering
services ([3]) and the fast turnover of set up
([3D).

The major purpose of the study is to
discover whether outsourcing processes will be
able to produce the positive effects or not in the
restaurant in Viet Nam. Therefore, in the
context of post COVID-19 after restaurant
leaders performed strategies that cut down a
large number of employees to maintain
operations of restaurant and keep the cost as
minimum as possible, this can help restaurant
managers to give a right decision when they use
outsourcing strategy and also to control and
manage more efficiently the outsourced staffs
to sustain the level of service quality and
performance, which allows them to remain the
competitive advantages in the industry.

This can be done by examining secondary
data in many fields such as the significance of
outsourcing, argument and the influences of
itself on service quality through look into a
number of theories and research conducted
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before in literature review. Then, qualitative
research with the inductive method will be
applied to collect and analyse the primary data.
Finally, the findings and discussions will
present the effects of outsourcing to see
whether it can generate positive or negative
effects on performance and service quality in
the restaurant.

2. Literature Review

This part will provide a detailed look in the
outsourcing based on a number of theories and
practical studies carried out before to present
the significance of outsourcing, opinions of
outsourcing and the impacts of outsourcing on
the quality and performance, providing readers
and restaurant managers the thorough
knowledge of this field.

++ Outsourcing

Outsourcing, from many previous studies
conducted before, is the procedure of using the
staffs from outside to support the operations of
the hotel instead of using internal staffs ([14],
[9] and [20]). For example, many little hotels
use outsourcing services because of lacking the
specialist skills to perform fully the food and
beverage functions such as outsourcing kitchen
team or stewarding, meanwhile restaurants in
5-stars hotels often copes with the constant
pressure of labour turnover and the pressure of
maintaining the competitive advantages to
outweigh rivals in industry ([13]).

Outsourcing activity is the business
relationship between an entrepreneur and
external employee provider ([8]). “Outsourcing
is the business practice of hiring a party outside
a company to perform services and create
goods that traditionally were performed in-
house by the company's own employees and
staff” as [21] proposed. More specifically, a
client is a business or an organization that is
short of internal staffs in some particular

periods of the high season, and they decide to
co-operate with the second party who is able to
provide a source of skilled staffs to fulfill that
shortage. The second party usually will be the
provider selected by the organization with the
main aim at providing the source of staffs when
needed. The relationship between the two
parties is contractual, benefiting each other in a
particular context ([5]).

% The effects of Outsourcing on service
quality and performance

In general, the use of outsourcing has been
playing a role model in contributing
significantly to hotel strategies ([24]) in order
for them to remain their competitive advantages
([9]) and generate an enormous profitability
([2])- In terms of internal hotel, outsourcing
strategy is implemented to seek the reduction of
operational costs ([16]) and produce the
improvement in service quality ([22]). Another
point is that the utilization of outsourcing,
according to [17], in non-core activities of the
hotels could enable them to improve their
operational performance, which helps the
business become much smoother.

Secondly, the speed of delivering the
services is the first ingredient, and [19]
concluded that the growth in performance is a
result of building up the speed of delivering
services, saving time effectively to carry out
tasks. More specifically, speeding up the
service is more likely to meet guests’
expectation. Taking a practical example by [3],
the fast turnover of the table set up can avoid
the situation of long queue line and achieve
their satisfaction and boosting revenue thanks
to receiving more guests.

Furthermore, the flexibility or the level of
readiness of outsourced staffs can help restaurants
in hotels to fill up their missing positions in some
cases, and therefore this allows the operations in
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the restaurant to be capable of running smoothly
without any extra costs [2].

However, the lack of expert knowledge
about a specific restaurant can reduce the level
of outsourced staffs’ performance ([3]) and the
leader may find it less capable of managing and
controlling outsourced staffs effectively ([5]).

Moreover, many other factors such as
conflicts between internal and external staffs or
miscommunication also result in the loss of
service quality. [7] discussed the loss of control
of outsourced staffs and lacking the internal
capabilities. The use of outsourced staffs in hotel
core operations could present a risk of ruining
the image and the reputation of hotels ([3]). The
conflicts occurring and miscommunication
between the internal and external staffs or the
heavy reliance on the outsourced staffs, as [19]
suggested, can affect negatively the operation
within the restaurant, leading to the decrease in
the satisfaction of guests.

One more problem need to discuss is the
dishonesty of outsourced staffs due to the low
requirements when recruiting a staff from the
second party and inconsistency of service
delivery because of the different training
programs outsourced staffs received, which
affects the performance in general and lowers
the standards of service quality ([1998]).

3. Methodology

This research adopted the Qualitative
Research Method ([11]) in order for the author
to look into a number of issues relating to the
external staffs outsourced. The adoption of this
method enables the author to figure out and
reflect the view of restaurant managers about
outsourcing services.

+» Data collection

There were some difficulties during the time
of research, for example: "limited in terms of
time, it was difficult to meet restaurant

managers directly due to the Covid 19".
Therefore, the author decided to send an
invitation to service leaders who had
experience working in restaurants or hotels in
Da Nang city in order to ask for permission to
participate in the interview via an online
method.

The goal of this interview is to identify the
effects and performance of outsourced staffs
under the view of the service leaders. Research
questions are designed suitably to support
interviewee in getting involved in several
particular situations by using the general
questions first and then later helping them to
think of the answers about the labor demand
during the peak period, the advantages and
disadvantages of casual employees, and the
need of restaurant to use outsourced staff in the
future.

+ Data Analysis

In terms of analysing the qualitative data
collected from the interview, the information
that was recorded was divided into different
groups by performing thematic analysis starting
with opened code to axial code and ending with
the group of selected code ([11]). The opened
codes go with initial concepts of the context,
including specific keywords found in the audio
of interview recorded. Keywords were outlined
in detail such as the productivity,
characteristics, basic skills, availability, and the
level of interaction amongst staffs, flexibility
such as speed, general knowledge of
hospitality. In the following step of data
analysis, these keywords were classified with
each other as axial codes. For instance, a
scarcity of basic skills would be categorised in
basic competence. Eventually, there were two
major topics created and designed, consisting of
Outsourcing Consciousness and Performance of
Outsourcing Restaurant Services. The author
would classify a number of concepts mentioned
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above into those topics. Another problem
needed to concern is that any data that was
irrelevant to the topic would be also discussed
and analysed later, which helps restaurant
managers to come up with new ideas and
suggestions to control and manage staffs who
were outsourced more efficiently to gain more
competitive advantages outweighing their rivals
in the hospitality industry.

4. Findings and Discussions

This chapter will demonstrate the findings
and discussions of the primary data collected
from the qualitative research. The author
focuses on investigating the effects of
outsourcing by seeking the opinions from the
interviewee on performance and service quality
to see whether outsourcing will be able to
produce positive impacts or negative impacts.
Several keywords related to performance and
service quality will be divided into two groups.

4.1. Performance
a. The speed of service delivery

From the discussions through interviewee,
the participant totally agreed that the
restaurants need the support of external sources
(casual staffs, partime staffs...) in the peak
period. The speed can be improved
significantly because in the very busy time,
internal staffs will only focus on taking care of
guests and external staffs will clear the plates.
Therefore, the presence of outsourcing can help
the restaurants to be ready at the very moment
after guests have left. Outsourced staffs will be
trained quickly to know where to place the dirty
plates, throw the garbage away and how to set
up a table after guest leaving. Therefore, the
restaurants can ensure the two essential factors
in the restaurants, and those are a fast turnover
of the table set up and gaining the guests’
satisfaction, as he explained, by using

outsourced staffs to clear plates and internal
staffs to look after guests.

This finding is consistent with the results of
research carried out by [3]. They suggested that
the utilization of outsourcing can speed up the
turnover of set up and avoid the situation of
guests waiting for a long queue.

b. The Availability of outsourced staffs:

The service leaders indicated that when the
restaurants are in a busy time, it is always
necessary to use external staffs. It is impossible
for internal staffs to perform their tasks
effectively when they have to receive an
enormous number of guests at a busy time.
However, most of the casual and part time
staffs are students, so their specialized
knowledge and skills in serving guests are not
good enough. Therefore, it affects negatively
the quality of service of restaurants.
Interviewee expected that outsourced staffs
should have appropriate characteristics, basic
knowledge about food and beverage to serve
guests when internal staffs in some cases
cannot handle all of the guests at the same time.

This result gathered from recorded interviews
experiences the same discussions from the
literature review chapter. More specifically, [2],
after conducting their research, highlighted that
the flexibility or the level of readiness of
outsourced staffs can help restaurants in hotels
to fill up their missing positions in some cases,
and therefore this allows the operations in
restaurants to be capable of running smoothly
without any extra costs.

4.2. Service quality
a. Staffing

According to the interviewee, they totally
agreed that the relationship between internal
and external staffs are so important. They hope
that the relationship will be quite healthy, and
no serious conflicts occurred. They concluded
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that they have to consider standards of ethics
when hiring outsourced staffs, which helps the
restaurants to avoid the risk of losing their
property and stealing the guests’ belongings.
Therefore, the hotels can deliver the consistent
service quality to guests and preserve their
reputation and image to guests.

The results are consistent with the
relationship between internal and external
staffs. According to [19], the conflicts
occurring and miscommunication between the
internal and external staffs can be the
considerable concern to the restaurant.
Moreover, the problem [4] were afraid of is the
dishonesty of outsourced staffs due to the low
requirements when recruiting a staff from the
second party and inconsistency of service
delivery.

b. The reduction in expenses

The interviewee replied that the use of
outsourced staffs is often cheaper than your
own staffs in Viet Nam because the hotels are
not necessary to offer the salary same as
official staffs or other benefits such as sick
leave, annual leave, overtime pay or holiday
pay or weekend rate. Outsourced staffs only
have a contract with their agency. Therefore,
they concluded, the utilization of outsourcing
strategy will help the restaurants to cut off a
substantial amount of expenses and restaurants
are more likely to allocate that money to
improve other sectors such as facilities, the
experience of guests to improve the service
quality in the restaurant.

This finding experiences the same result
from research carried out by [2]. They
highlighted that the use of outsourcing can be a
cost-effective solution for the restaurant.

5. Recommendation and implementation

The first problem is that the inconsistency of
delivering service quality is a popular factor

that can be easily realized when using
outsourced staffs in the restaurant. Therefore,
the restaurants need to have a long-term
contract at least beyond three months with only
specific staffs from the second party. Thus,
internal staffs will be able to provide the
training program to them to let them have basic
and advance knowledge of how a restaurant
works.  Another solution for short-term
outsourced staffs to gain the effectiveness is
that managers in restaurants ought to give a
short briefing about what responsibilities that
outsourced staffs are going to do in their shift.
Therefore, it is more likely to deliver the
service in a consistent way and avoid the waste
of time and money and lower the risks of
performing the tasks ineffectively and
improperly.

Second problem, in order to improve the
service quality of restaurants, is that restaurants
should give some methods to maintain the
relationship between internal and outsourced
staff and handle all employee conflicts well. In
addition, restaurants should have some
solutions to avoid the risk of losing their
property and stealing the guests’ belongings
from the outsourced staff.

The final problem is that this research also
had several gaps need to do more research in
the future. Firstly, due to the limitation of time,
this study has not discovered the discrepancy
between the actual performance and
expectations from managers. Therefore, a
further research needs to be conducted in the
future to work out this gap. Secondly, because
the author only interviews with one person,
therefore the opinions from participant maybe
personal from his perspective. Therefore, the
credibility is not totally true in all
circumstances.
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