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[bookmark: _Toc137477628]Introduction
The report presented below would be based on assessment of the housekeeping function in the context of organizations working in the hospitality industry. The case study organization that would be selected to base the report upon is Marriott International. The report specifically would compare and measure housekeeping department at the organization and would present an argument either in favor or against the outsourcing of the housekeeping function for the hotel. The said argument would necessarily present discussion around various aspects related to the hotel such as abilities of currently employed team, guest experience, cost implications, sustainability and so on. 


[bookmark: _Toc137477629]Housekeeping – An understanding
According to Cambridge dictionary (2023), the general sense meaning of the term “Housekeeping” has been stated to be associated with management of a home and associated work that is required to be done for such home, like cleaning. Thus, housekeeping may be understood as an activity that is concerned with providing an environment that is clean, safe, and comfortable (Cambridge Dictionary 2023). In the context of a hotel, this is the department that is entrusted with the job of keeping the hotel premises and rooms clean and ready to use at any given point in time. This department undertakes regular care and cleaning of hotel rooms. 


[bookmark: _Toc137477630]Meaning on in sourced housekeeping and outsourced housekeeping
A distinction or grouping of the housekeeping functions in hotels can be made on the basis of the source of housekeeping in the hotel. As regards that, Twumasi (2019) has identified that there can be two major types of housekeeping as presented in the figure below – 

                                     Figure 1 - Types of Housekeeping (Source - Learner)
According to Omachoko and Mamman (2022), In-sourced housekeeping means the organization does not resort to any outside agency or company for the housekeeping services of the hotel. The personnel for this function are employed by the company just like any other division of the company.  In sourced housekeeping is mainly the highlight of the companies with high level of operational quality. The personnel involved in internal housekeeping for a hotel is an employee for the company just as in the case of any other functional department working for the company. 
As per Elhousy et al. (2020), outsourced housekeeping is where an external agency or company specialized in providing housekeeping services is hired by a hotel to look after the whole housekeeping function in the hotel. In this case, the whole responsibility of housekeeping for hotel is shifted to the agency or company. The personnel working in housekeeping for the hotel are not a part of the company and thus, are not deemed organizational employees. 
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The case study organization – Marriott International currently has an internal housekeeping department that works for the company. According to Mali and Mali (2022), Marriott is highly known for its quality of housekeeping services. The state of rooms and premises is one of the best in the world which highlights the effectiveness with which the housekeeping functions is carried out by those employed. The head of the housekeeping team at Marriott is the housekeeping manager who is responsible for overall management of the housekeeping team in any given branch of the hotel across the world. 
Moreover, as per Smith and Krivacek (2019), The other option available for management of housekeeping function to Marriott international is obviously the route of outsourced housekeeping. It is important to understand that the same has unique advantages over the current system in place at the hotel. The improvement in efficiency of housekeeping is one such advantage. In addition, Elsaed (2019) has opined that the core management group would be able to focus more on other business functions such as purchase, warehousing, sales, kitchen, etc if the company decides to resort to outsourced housekeeping. 


[bookmark: _Toc137477632]Abilities of those employed.
Kyalo (2023) has stated that the decision of a hotel organization to select internal or external housekeeping is a complex one and requires consideration of a range of factors. The management’s own understanding and grasp over the housekeeping function in particular is one of the main factors that helps in deciding which of the alternative is best suited for a business. 
Marriott International previously has been a user of the outsourced housekeeping services. However, at present the company has an internal housekeeping system in place. Zhang et al. (2020) has suggested that internal housekeeping has been found to have a much more positive influence over employee motivation and the sense of belonging for the employed personnel with the hiring hotel organization. Moreover, as per Gursoy et al. (2022), the high level of organizational commitment and employee motivation are a major influence for the overall organizational performance and the efficiency of the housekeeping function in business. 
According to Gegeleso et al. (2021), outsourcing leads to induction of employees with different capabilities at the hotel. Normally, these personnel are specialized in providing housekeeping services for businesses. Also, as per Yost et al. (2021), the ability of outsourced employees to work within allocated timeframes and complete their duties quickly is unmatched. Thus, selection of the outsourced keeping services by Marriott can specifically improve the timeliness of housekeeping services for the company. 
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According to Platko and Mikailova (2022), another factor that guides the decision making towards internal as well as outsourced housekeeping in business is the different cost requirements that company must fulfill in case of opting for any of the two sources for housekeeping. 
In addition, according to Dimri and Dani (2021), as Marriott has presently opted for the internal housekeeping services, the major room for costs created for the hotel is the capital investment that the company must have made for the acquisition of cleaning equipment and other machines. Moreover, Yurko et al. (2023) state that the hotel has to regularly incur cost towards salaries and wages of staff employed and other costs involved such as for materials. The capital investment, however, in a way beneficial for the hotel as it accounts for future economic benefits for the hotel. 
According to Jawabreh et al. (2022), the cost implications for a hotel vary in case of hotels. The cost of services as a whole that the hotel pays to the housekeeping agency is the main cost associated with outsourced housekeeping. Moreover, Yallop and Seraphin (2020) state that outsourcing also leads to increase in the administration costs for business. However, the overall costs for hotel get significantly reduce if outsourced housekeeping is adopted by the hotel. 
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According to Myo et al. (2019), it would only be prudent if the decision about internal or outsourced housekeeping for Marriott is taken after a fair assessment of the financial impact of the business. Afanaseiv and Afanaseiva (2021) provide that the demand of internal housekeeping associated with business firm making capital investment into cleaning equipment and other machines is a straight influence on the cash flows of a business firm. Thus, as per Gani et al. (2022), only organizations with huge stream of cash flows and fair financial performance can afford to internalize housekeeping. No to forget, the pressure of paying staff is more in case of internal housekeeping as significant amount is also required to be spent on internal training and induction of employees. This impacts business profitability. 
As per Jones and Comfort (2020), the pressure of outsourced housekeeping, comparatively, is less on the financial results of the business. Marriott would not have to brainstorm about any kind of capital investment and budgeting. Moreover, as Han (2021) states, no amount would be required to be spent by the company on the selection, training, and induction of the employees. This makes outsourcing a significantly cost-intensive and feasible option for the hotel. Thus, if a decision is based solely on the basis of the impact of the two options on the financial results of the business, outsourced housekeeping seems more viable alternative. 


[bookmark: _Toc137477635]Sustainability
The sustainability strategy of a business is one of the major influences on the decision of the hotel to opt for outsourced housekeeping or internal one. As regards the organizations engaged in the hotel industry, the alignment of the type of housekeeping to the various types of sustainability objectives of the hotel is a must. Marriott has the following sustainability objectives – 
· Development of resource efficient hotel structure (Annual Report, 2023). 
· Managing risks associated with water and climate.
· Minimization of food and water waste. 
· Use of technology for water and energy consumption. 
As per (Modica et al. 2020), It is apparent that the use of internalized housekeeping at Marriott would allow the companies make accomplishment of the different types of objectives with regards to sustainability. The chances of Marriott stimulating high level of employee motivation and performance in line with its sustainability objectives are high in case of internal housekeeping in business. Pommier and Engel (2021) states that the hotel organization would be in a better position to guide personnel who identify themselves with the overall long-term objectives of the group rather than outsiders working for the business. Thus, it is suggested that the hotel should stick to internal housekeeping so that various sustainability objectives of the business are accomplished. 
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One aspect that every organization in general and each hotel enterprise desires to maintain is the consistency and the continuity of the business operations of the enterprise (Jones and Comfort 2020). The decision of hotels as to resort to internal or external housekeeping mainly depends upon the influence of both the alternatives on the overall continuity of the business operations in general. 
Marriott presently has been able to ensure smooth continuity of the various business operations through implementation and use of the internalized housekeeping at its branches across the world (Han 2021). The elimination of the need to involve people external to the organization into one of the key operations of the business is something that has benefitted the hotel group immensely in maintaining the consistency of the operations of the business. The decision to use internal housekeeping in the hotels has allowed Marriott to avoid spending time on different screening practices of the individuals and thus, the efficiency and continuity of the business operations has invariably improved. 
On the other hand, as per Han (2021), decision to involve individuals external to the business into housekeeping is a direct threat to the consistency of operations at Marriott. Various kinds of conflicts and differences in opinions might also arise. Thus, internalized housekeeping at Marriott is the best solution available to the company keeping consistency of the company operations in mind. 
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As per Zhang et al. (2020), Hospitality industry thrives by providing high quality and efficient services to the customers. In addition to the same, the main objective of the housekeeping function in a hotel is to cater to the customers on a timely basis and present the best face of the hotel in front of the customers in each of the possible interaction. 
The decision of Marriott international to switch to internalized housekeeping is mainly on account of negative feedback received by the company on the outsourced services that the company had previously employed. It is apparent that the level of guest experience for the customers at Marriott has been bitter in the past. To prevent the same, the hotel had to switch to the internal housekeeping and the present model of housekeeping for the hotel is one of the best in the world. 
The main reason as to why outsourced housekeeping failed in terms of quality services for the customers at Marriott is the pressure of timeframe in which the housekeeping services had to provide services to the employees (Yost et al. 2021). Thus, it could be suggested that Marriott international should stick to internal housekeeping so that the overall level of guest experience in the hotel is maintained. 
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The discussion on various aspects presented in the report helped in concluding that Marriott International’s must keep the present system of internal housekeeping at the hotel continued. Though the impact of the outsourced housekeeping on the company was found to be positive in terms of overall financial aspects and performance, it was identified that the overall service quality, guest experience, sustainability and consistency in the organizational operations would be better in the case of internalized housekeeping. Thus, decision against outsourced housekeeping was recommended. 
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