An argument for OR against outsourcing the housekeeping department in Marriott



Introduction

In the Hospitality business, there are different types of operational sectors which contribute on their own level, in order to make the business activities more efficient. In this context, housekeeping refers to that department of any hospitality which is responsible for keeping the cleanliness, hygiene, maintenance and other key areas of the management which need to look presentable. The staff or team of housekeeping requires some core employability skills like time management, communication, flexibility, adaptability, patience, customer service, etc. All these combinations of skills help in serving a great service of housekeeping (Verma, Singh, and Aggarwal, 2020). However, there are some hotels that prefer to outsource the staff for this operational work. This given report is about Marriot International and detailed research which will discuss outsourcing housekeeping so as to build in argument to support or to contradict about the same. The purpose of the report is to justify whether the outsourcing of housekeeping is effective or not. 
Main Body

About Company

Marriott International is one of the renowned hotel chains which are running its franchises and license regarding the lodging services in the different countries. It is an America-based conglomerate, whose headquarter is located in Bethesda, Maryland. The company has been established in the year 1927 by a couple i.e., J. Willard Marriott and Alice Marriott (How, and Lee, 2021). The main objective with which Marriott has been running effectively in the hospitality industry is to give priority to its guest by serving them excellent services. Moreover, Marriott has been concentrating in terms of its business operations and strategies so as to work on the set target in the market (We Are Marriott International, 2023).

Comparison of in sourced housekeeping team and Outsourcing Housekeeping
· In sourced Housekeeping- When a hotel organization like Marriott assign all the duties to the internal staff or housekeepers, and then it is known as in sourced housekeeping (Brody, 2019). A company which is following the structure of in sourcing in its management can easily work on giving relevant training and development opportunities to the staff, through which they can easily work towards the betterment of the positive brand value. Furthermore, in terms of employment within the hospitality sector, then in sourcing would be a great option because the housekeepers who are providing or sourcing by the external agencies will work on the basis of the set budget (Okoro, Nkambule, and Kruger, 2021). This would restrict them to earn a better income. When a staff has been hired by hotels, then they will get other additional facilities, like perks, insurance, allowance, etc., this is not similar in the case outsource of housekeeping. However, there are some cons of in sourced housekeeping, like hotel organizations having to experience the high cost, in order to maintain and trained the internal staff. In addition to this, during the off-season, it would get difficult for the hotels to maintain an extensive housekeeping staff (Nimri and et.al, 2020). 
· Outsourced Housekeeping- There are agencies and firms which are engaging in the work of providing housekeeping teams to the hotels with a defined value. Companies that hired the housekeepers from these agencies usually experience several advantages, in which finance saving is prime. As these outsourcing agencies give enough training to the staff, which helps in eliminating the additional cost of ascertaining an efficient team within the hotel (Alcalde-González, Mozo and Bustos, 2021). Moreover, the hotel manager does not have to take extra efforts in order to manage and look out for the performance of housekeeping (Iannuzzi, and Sacchetto, 2022). Another key aspect of outsourcing of housekeeping is that it helps in avoiding the rigidity of services which means hotels can hire the housekeepers from different agencies. But outsourcing of housekeepers may affect the brand name and reputation of the established hotels, as management lost the governance over the performance of the team. Moreover, the company may lose the consistency in having the same service within the hotel, due to changes in the availability of staff members. 

This comparison has been reflecting two dimensions where outsourcing of housekeeping is good at some point but it may not be appropriate when it comes to good brand value (Hsieh and Chen, 2020). Therefore, being a well-established brand in the hospitality sector, Marriott should opt the in sourced housekeeping on the basis of this comparison. 

Abilities of those employed

Marriott has been focusing on making its housekeeping department effective by defining certain qualities which are mended to be embraced by the staff members.  

· To provide attention to the details of the work. Additionally, the duties of the internalized housekeepers are not limited to a certain extent or for a period of time. They focus on improving their skills and learning every single day.

· Communication and customer service are key tools of Marriott, in order to maintain its business objective. This helps in making the customers satisfied with the services which they are receiving (Paul and et.al, 2021). 

· Moreover, the performance and practice of the internal staff could be evaluated and measured by the senior management (Arthur, Herdman, and Yang, 2021). On the basis of that certain improvements will be done by the housekeeping team

On the other side, the outsourced staff of the hotels has the following service abilities-

· Strategic working is the biggest strength when it comes to the outsourcing of the housekeeping staff, as they are availed with all the necessary professional traits and qualities of working in this sector. Therefore, it supports the hotel to avoid any big issues in terms of housekeeping work. 

· However, the quality of communication which is actually necessary for the customer objective of Marriott may get missed in the case of this type of framework of outsourcing. Moreover, the service and skills which have been considered by the outsourced for the housekeeping is actually fixed and cannot be diversified as per the expectations and need of the management. 

This evaluation in the context of abilities has been reflecting that outsourcing could be ineffective when it is to the better proposal of customer service because the hired staff is not able to fulfill the communication standards of Marriott, which is crucial in putting the customers as a priority. Hence, the company has to enable the in sourced format of outsourcing to convey to the team its business objective. 

Cost implications

There are key areas in which Marriott has to spend in order to assure quality housekeeping within the management-

· Primarily, the company has to decide the budget regarding the hiring of the housekeeping staff. This will require enough cost as Marriott will focus on developing such a standard team which is capable of accomplishing the service standards. 

· Next, to ensure good training and development for the staff members, the company has to work on organizing such programs which help in reaching these requirements (Zhang, Xi, and Xu, 2022). This requires a defined cost structure so as to make sure a good outcome of the whole planning.

· Salaries pay, perks and other benefits which is necessary to retain a good housekeeping team within Marriott. 

However, in the case of outsourcing housekeeping staff, there is no such financial expectation which the company has to fulfill, as the firm already works on maintaining a professional standard of work for the housekeepers. Therefore, the cost implication of outsourced housekeeping is quite effective compared to internalized teams.

Results

The evaluation of the outsourcing of housekeeping has resulted in mixed opinions regarding its effectiveness in good hotel services. If A globally established company like Marriott whose only objective is to ascertain good services for the customers, then outsourcing would not be the right option as it hampers the brand value of the company. Moreover, the housekeeping of Marriott is actually governing its competitive advantages, because good customer service will result in better feedback from guests. Therefore, outsourcing housekeeping is not appropriate for Marriott. The company has this many resources which can be utilized in order to maintain good team of housekeeping. 

Sustainability

The environment-related aims which have been set by Marriott, to present itself as a sustainable firm may not get fulfilled through an outsourced housekeeping team (Cavaleri and Shabana, 2018). The work role of such a housekeeping team is limited to handling the customers, cleaning and maintenance. However, there might be sustainable understanding like waste management, and water safety, which these outsourced housekeeping staff can easily fulfill as these are very common. But there are certain sustainability goals which have been set by Marriott like the reduction of carbon emissions, along with some future goals which are relating to more than 600 open or pipeline hotels which will get certified by LEED by 2025 (Derval, 2023). So, this long-term sustainability vision which has been designed by Marriott could be attained with a personal team or staff.  It will be easy for any company or Marriott to convey and align the working housekeeping team or others with these objectives (Khan and et.al, 2021). But when it comes to those who have outsourced by the company, then it will be difficult to attain these milestones. Therefore, to fulfill environmental values of Marriott, outsourced housekeeping is not the right choice or framework. 

Consistency

Consistency in the business refers to the same sort of working, operation and services to the customers. In the context of outsourcing, it might be the biggest challenge for Marriott to stay consistent in its services of housekeeping. The nature of the team or the staff which will be received by Marriott, through outsourcing will be variable, which means every company will get a new face in the housekeeping team (Grieco, 2023). So, it is not possible for the company to have the same quality experience for the guest that has been attained by the last outsourced team. But on the other hand, if the company is having a team which is owned and trained by management, then it will be easy to modify their services as per the reviews and feedback of the customers. 

Therefore, Marriott’s use of an outsourced hiring team can be inconsistent for good services constant in nature. An inconsistent model of the housekeeping department can obstruct the efficiency of the customer service structure of the company (Mejia, Ciarlante and Chheda, 2021). In this way, it would be beneficial for the company to go along with its internalized team and work on making it more diverse along with qualified for good housekeeping activities. 

Guest experience

The outsourced team of housekeeping does receive all the effective learning and pieces of training relating to service optimization (Lee, Lee and Koh, 2019). Therefore, it might be beneficial for Marriott to invite these professionals to its management, as it will be helpful in boosting the quality and expectations of the customers. However, there is an issue of establishing the same quality of services at every time (Ford and Sturman, 2018). A company may not get the opportunity to have the prior team of hired housekeepers, so again outsourced will become the biggest drawback in order to maintain the alignment between the service quality and the objective of the company.

Therefore, the outcome of this complete evaluation or the arguments for outsourcing housekeeping is that the decision of pursuing this approach will depend upon the financial stability and customer service goal of the company (Hendy and et.al, 2022). Marriott has this much financial assistance through which maintaining a good housekeeping team will be easier. Opting the outsourced housekeeping may have several adverse results like it can have a negative impact on the competitive advantages of the company, along with its reputation in the market (Bhimani, 2022). Therefore, Marriott should drop the idea of outsourcing of the housekeeping team. Instead of this the company can work on developing its own efficient housekeeping framework where management has full control over the actions and performance of the team. 
Conclusion

The above-given report went into a detailed discussion about the effectiveness of outsourcing housekeeping in the hospitality industry. In order to present a comparison between the two scenarios of housekeeping, i.e., in sourced and outsourcing a detailed evaluation has been conducted which is examining the pros and cons of them. From this report, it has been concluded that selecting the outsourcing mode of housekeeping may be efficient in the context of costs and professional working. However, if a company in the hospitality sector wants to ascertain a good positioning with an effective brand value, then it is necessary to have internal housekeeping.  Therefore, outsourcing housekeeping may not serve in completing the set business goal. Along with this there are several issues like inconsistency in services which sometimes affect the guest experience which can be observed in outsourced housekeeping.
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