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The housekeeping department in an organization is saddled with the responsibility of ensuring cleanliness, orderliness, and hygiene within the organization. It is an important sector of the organization, especially the hospitality sector. Their services include cleaning and sanitizing, waste management, surface and equipment maintenance, Linen and laundry management, stocking and Inventory, specialized cleaning, safety, and compliance. Organizations can take up this responsibility or contract it out to other organizations. 
Dixit (2023) stated that, after the pandemic, many hospitality sectors have adopted and modified most of their operations and processes. They are driven towards cost management by reducing labor costs, which seems to account for a larger part of their expenditure. One of these kinds of responses is the recent trend of outsourcing housekeeping. Several employees have been laid off as a means of getting the organization back on its feet after the effect of the pandemic. Goswami (2022) stated that the choice of the method adopted by any hospitality organization largely depends on several conditions and requirements.
There are several reasons why organizations choose to outsource their housekeeping department. They include the need for, expertise and specialization, cost saving, flexibility, scalability, and quality assurance, among others. Outsourcing the housekeeping department can offer several benefits to an organization if well managed. Otherwise, it can be a bad decision. However, organizations, especially the hospitality industry, have specific cultures and brand images they portray to their customers and the public at large; this may not be effectively communicated using outsourced housekeepers. This report examines the insourced housekeeping and outsourced housekeeping for hotels, with a bid to justify the best approach for hotels.  
Insource/internal housekeeping describes the process of managing housekeeping in an organization by directly employing in-house staff to handle cleaning and maintenance tasks. This simply means that Marriot Hotel has a department that deals with housekeeping and room cleaning. They are saddled with the task of planning and implementing the cleaning process. The Marriott Hotel operates majorly during the day, so the cleaning takes place either in the evening or the night. Bovaird (2015 ) stated that this is one of the major advantages of internal housekeeping over outsourcing, outsourced housekeeping comes at a scheduled period, and this may interrupt the operational order of the hotel. The order of operating of the hotel will not be interrupted in the case of insourcing as the cleaning process is scheduled with the daily activity. This also avoids selective cleaning, as is the case with outsourcing. Also, housekeepers, in this case, can serve as the eyes and ears of the hotel, as they frequently go in and out of the rooms on daily bases, maintenance at Marriot Hotel will be timely and effective, as housekeepers can work closely with engineers and other maintenance departments. 
Outsource housekeeping, on the other hand, contract an external service provider or company to handle the housekeeping task. The outsourcing company works in partnership with Marriot Hotel to determine the scope of the housekeeping duty. They work based on agreement, which majorly includes the details of what is used in the cleaning and the number of rooms that were cleaned; extra work cannot be done without the consent and approval of the hotel representative. Extra services in insource housekeeping may not attract extra charges as housekeeping staff are also hotel employees. One of the bright sides of outsourcing to Marriot Hotel is to manage costs and be selective in their cleaning process.
[bookmark: _Toc137478921]About Marriott Hotel
Marriott Hotels is a renowned hospitality brand recognized globally for its commitment to exceptional service and luxurious accommodations. With a portfolio of hotels and resorts in prime locations worldwide, Marriott offers guests a seamless blend of comfort, style, and innovation. From sophisticated rooms and amenities to personalized experiences, Marriott Hotels strive to create memorable stays for business and leisure travelers alike. With a rich heritage and a focus on guest satisfaction, Marriott continues to set the standard for excellence in the hospitality industry (Andreani et al., 2012)
At Marriot Hotel, the housekeeping department is headed, but the human resources manager and the approach adopted by this organization is the insourcing approach as seen (BCHG, 2023); the employment opportunity offered to housekeepers is permanent in terms of contract type, outsourcing housekeeping always have the contract on conditional base. They work together as a team. However, there is a need to justify which of the approach is best for Marriot as an organization.
Marriot Hotel operates as a hotel chain, which is the major reason why they exist in several countries; it is, therefore, important that the housekeeping system must be unique and fit for a system of hotels operated by the system (Pine and Qi, 2004).   Ivanova et al. (2016) stated that the hotel chain operates as a franchise, and this has been the secret of their global expansion. Therefore, the characteristics of the housekeeping approach to be adopted must be fitted into this system. 
[bookmark: _Toc137478922]Comparison of insourced housekeeping team Vs. Outsourcing Housekeeping 
Every organization has brand values and culture they represent and communicate with their guests and the entire public. Internalizing Housekeeping will allow the hired staff to be trained and instructed in this regard. One of the competitive edges of the hospitality industry is its ability to create uniqueness in brand and culture. Outsourced housekeeping may be professional in their approach, but because they do not belong to the system and the organization at large, representing the brand of the organization may not be effective.
[bookmark: _Toc137478923]Abilities of those employed.
Insourcing housekeeping gives a sense of belonging to the employees working in this department and reduces the employee turnover rate. The task carried out by these staff at Marriot Hotel is more effective than that of the outsource because they understand that failure in their duties could cost them their job, so they tend to be more professional and accurate in their approach. The outsourced housekeeping may only have their contract at stake in this case, and such cases are only associated with very severe cases, which are always rare. Anthony et al. (2004) stated that guests in the organization take notes of little things and events in the hotels, so this may be a downside in terms of services employed during the outsourced housekeeping process. Since employees have a sense of belonging, they take note of guest complaints and complement and relay the information to the organization. For outsourcing services, training employees to reflect the organization's culture and brand may not be possible; consistency and dedication can only be derived from insourcing housekeeping. 
[bookmark: _Toc137478924]Cost implications
Zhang and Ma (2017) stated that the use of outsourced housekeepers has kept increasing in the hospitality industry over the years. The hospitality industry is faced with the choice of incurring the high cost of the initial investment in buying machines and products that can enable insources housekeeping or choosing outsourcing housekeeping services that allow them to carry out housekeeping services based on contract. This allows selective housekeeping and also minimizes cost. Marriot Hotel is a big organization and may not have a challenge incurring the initial capital investment, but will this be the case for the chains and brands of hotels they have across the globe? Outsource Housekeeping has proven to be more cost-effective, (  ) describe it as a profitable business. Personen (200) stated that during economic issues or pandemics, Marriot might be forced to lay off staff, and outsourcing housekeeping bears the burden of this layoff, thereby leaving the hotel out of the effect. 
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Figure 1: Benefit and Cost balancing for Outsourcing and Insourcing (Schniederjans et al., 2005)
[bookmark: _Toc137478925]Results
The result of bringing outsourced housekeeping into the system often brings disruption in the order and the way things are done in an organization. The result of outsourcing is largely seen in terms of profitability. The hotel can then focus on its hospitality services while the outsourced housekeeping focuses on general cleaning. A description of the result of both housekeeping services in terms of benefits and challenges is shown in Figure 2. Internal housekeeping offers more benefits and fewer challenges than outsourced housekeeping.
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Figure 2: Benefits and Challenges Associated with Internal and Outsourced Housekeeping (Personen, 2015)
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Sustainability is largely related to culture and the corporate social responsibility of an organization to both the environment, the customers, and the continuous operation of the organization (Martinezz-Martinez et al., 2019). Outsourcing housekeeping in hotels can positively impact sustainability. By partnering with professional cleaning companies, hotels can benefit from their expertise in implementing sustainable practices. These practices may include using environmentally friendly cleaning products, adopting energy-efficient equipment, and implementing waste management strategies. Outsourcing housekeeping allows hotels to leverage the knowledge and resources of specialized firms to promote sustainability and reduce their environmental footprint. However, Molina-Collado et al. (2022) stated that insourcing Housekeeping in hotels can also influence sustainability positively. By directly managing the housekeeping operations, hotels have more control over implementing sustainable practices. This includes training staff on eco-friendly cleaning methods, utilizing energy-efficient equipment, and implementing waste reduction strategies. Insourcing allows hotels to have a direct impact on sustainability initiatives and ensures greater adherence to their specific sustainability goals and standards 
[bookmark: _Toc137478927]Consistency
Consistency describes the ability to continuously engage in an activity at virtually the same standard and condition. Marriot Hotel has been known for consistency in the high quality of guest experience and services they offer across the globe (Li et al., 2020). Outsourcing housekeeping ensures consistency by relying on specialized service providers who have standardized processes and training programs. This helps maintain a consistent level of service quality and ensures that cleaning standards and procedures are consistently followed across different properties or locations. However, Insourcing Housekeeping allows for better control and supervision of staff, resulting in increased consistency in cleaning standards and procedures. Ramphal and Nicolaides (2018) stated that direct oversight and training by the hotel management ensures adherence to specific guidelines and maintain a consistent level of service quality.
[bookmark: _Toc137478928]Guest experience
Guest experience is heightened more in insourcing housekeeping than outsourcing housekeeping (Mahas and Tukamushaba, 2015). The guest experience is a combination of proper communication of culture, brands, services, and hospitality to the customers during their stay. Culture and effective brand communication are the salient characteristics of insourcing housekeeping since employees have a sense of belonging to the organization. Yoruk et al. (2023) stated that insourcing housekeeping ensures direct management oversight, leading to better quality control and personalized service, ultimately enhancing the guest experience. Outsourcing housekeeping can negatively impact the guest experience due to potential inconsistencies in service quality and lack of familiarity with the hotel's standards.
[bookmark: _Toc137478929]Conclusion
Marriot Hotel, as a hospitality organization, is faced with two important choices, which are relatively associated with insourcing and outsourcing of housekeeping, the challenge of profitability, and brand reputation. Using outsourced housekeeping offers an advantage of maximizing cost and increasing profitability, while insource housekeeping offers a greater advantage in terms of improving guest experience and also the brand and culture of the organization. Outsourcing hotel facilities brings benefits like improved efficiency, effectiveness, and cost savings. To enhance housekeeping operations, Marriott Hotel should focus on recruiting and training the right employees. Providing adequate training and cross-training opportunities can boost housekeeping performance, maximize efficiency, and increase productivity.
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