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[bookmark: _Toc137480000]Introduction
The purpose of this report is to analyze the pros and cons of outsourcing Housekeeping at Marriott International, a top hotel chain. The report analyses the pros and downsides of insourcing and outsourcing concerning employee skills, financial investment, output, sustainability, reliability, and customer satisfaction. The study will be supported by actual data and examples from Marriott International. The option to outsource or insource the Housekeeping department is crucial to Marriott International's mission to provide excellent guest experiences while preserving sustainable practices and fiscal responsibility. In this study, everything that goes into making that choice will be looked at carefully. In recent years, outsourcing has grown more widespread in many fields, including the hotel industry. An organization may decide to outsource housekeeping as part of a larger strategy to improve efficiency, save costs, and streamline processes. The possible influence of outsourcing on Marriott International may be better understood by comparing in-house and outsourced housekeeping teams concerning criteria including staff skills, cost implications, outcomes, sustainability, consistency, and guest experience.


[bookmark: _Toc137480001]Comparison of Insourced Housekeeping Team vs. Outsourcing Housekeeping
· Housekeeping is presently handled by an in-house team at Marriott International. This allows for more hands-on management of staff and output. According to Górska-Warsewicz and Kulykovets, (2020), Teams that are insourced tend to be very loyal to the firm since they feel a part of it. Since Marriott's cleaning staff is in-house, they may be taught and coached following Marriott's standards and brand values.
· However, there are certain benefits to be gained by outsourcing the housekeeping service. Marriott International may take advantage of the professionalism, efficiency, and experience of contracted cleaning service providers by relying on them to oversee its housekeeping operations. It's possible that outsourcing might result in higher quality cleaning and increased efficiency thanks to access to more modern tools and resources.
[bookmark: _Toc137480002]Arguments for outsourcing of housekeeping

[bookmark: _Toc137480003]Abilities of Those Employed
· Through insourcing, Marriott International can manage the hiring, training, and advancement of its cleaning employees in-house. The company may adjust its training courses so that they reflect its values and ethos. Because their own recruiting and training procedures may vary from yours, outsourcing might raise questions about the reliability of your personnel by Nastasoiu and Vandenbosch, (2019).
· Team of Housekeepers Employed Internally Marriott International's ability to educate and develop its team of housekeepers means that they can meet the company's unique needs and service standards. As a result, the company can keep a staff that reflects the quality of its products and services. Promotional openings inside the company are another way to keep employees engaged.
· Depending on the skillsets of the workers involved, outsourcing cleaning might present additional difficulties. According to Adesunkanmi and Nurain, (2022), An outsourcer's workforce may have varying degrees of training and experience. If Marriott International wants to be certain that its outsourced workforce can perform up to par, it will need to have clear communication channels and expectations.
[bookmark: _Toc137480004]Cost Implications
· Costs like salary, benefits, and taxes may need to be paid out of pocket while insourcing. However, it allows for cost management and possible savings in the long run. When a company outsources its services, the company no longer has to worry about paying for its employees or operating costs. Contract terms, service quality, and extra fees may all have a significant impact on the final price tag throughout the agreement's duration by Musavengane, (2019).
· Maintaining an in-house cleaning staff includes several expenses, such as salaries, benefits, training, uniforms, and tools. Marriott International can handle these expenses on its own, but it will take a sizable chunk of its overall budget to adequately staff and oversee the unit.
· Housekeeping Outsourcing: If Marriott International were to outsource its housekeeping services, it might save money. Contracting with a cleaning service allows the company to save money by having the provider pay for things like employee training and the upkeep of cleaning equipment. This has the potential to increase cost transparency and adaptability.
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Performance metrics: Marriott International can build individualized key performance indicators (KPIs) that are in line with its brand standards thanks to insourcing, which gives them more say over performance measurements. Housekeeping workers may be directly incentivized and motivated, resulting in more productivity and happier visitors. Performance management may not be as aligned or as adaptable when outsourcing.
· To maintain high quality and service standards, Marriott International has an in-house cleaning staff that can be handled directly. According to Goh and Baum, (2021), Any problems or worries will be addressed quickly, and appropriate action will be taken. In addition, hearing from staff members directly may help spur creativity and progress.
· There may be both positive and negative outcomes from contracting out cleaning services. However, it may be difficult to keep quality constant across several buildings and locations when using specialized service providers that provide efficiency and experience. To attain the intended outcomes constantly, Marriott International would need to set up strong performance measures and frequent communication channels.
[bookmark: _Toc137480006]Sustainability
· Insourcing Housekeeping services is consistent with Marriott International's commitment to environmental responsibility. Environmentally friendly practices may be implemented and monitored more efficiently by an internal team within the company. This includes recycling more, using less energy, and buying from ethical suppliers. When dealing with several outsourced service providers, maintaining uniform sustainability practices may be difficult.
· Marriott International's in-house cleaning staff gives the company more say in its environmental policies and procedures. The company may be consistent in its waste-reduction and energy-saving efforts, among other eco-friendly measures. Employees may be educated about sustainable practices and their application can be ensured via individualized training programs.
· The Housekeeping Division Is Being Outsourced might call for further work to guarantee that sustainability activities are in line with Marriott International's goals. According to Lusiana, et. al., (2021), The business must take great care in selecting outsourced partners who value sustainability and use proven eco-friendly procedures. Consistent adherence to sustainable practices would need transparent channels of communication and monitoring.
[bookmark: _Toc137480007]Consistency
· Because of the company's control over all aspects of the insourcing process, quality control is consistently high. According to Yadegaridehkordi, et. al., (2020), This uniformity is crucial for keeping the brand's good name and satisfying customers. Due to factors like supplier skills, worker turnover, and adherence to standards, outsourcing may lead to inconsistencies in service quality.
· Employing a cleaning staff in-house gives you more say over quality control and routines. Cleaning protocols, brand guidelines, and service standards may all be standardized by Marriott International and applied uniformly. This uniformity helps create a positive brand image for the company and makes life easier for the guests that patronize it.
· When using a contracted cleaning service, it might be more difficult to ensure uniformity. The quality of services offered by various companies might vary since they use different methods and criteria. To guarantee that all of Marriott International's hotels get the same high-quality service, the company would need to institute stringent contracts, routine audits, and quality control methods by Mokoena, (2019).
[bookmark: _Toc137480008]Guest Experience
· By bringing cleaning services in-house, Marriott International can deliver a more unified and individualized stay for each guest. When housekeepers get to know their visitors, they can better meet their expectations and satisfy their requirements by Guillet, (2020). Guests' pleasure and loyalty might suffer if they get less individualized service as a consequence of outsourcing.
· The in-house cleaning staff of Marriott International may help provide a more individualized and customer-focused service by Latif, Pérez and Sahibzada, (2020). Staff members in the housekeeping department and those in other departments may work together more effectively when they are directly employed, which benefits both the guests and the hotel.
· When it comes to visitor satisfaction, outsourcing cleaning is not always a bad idea. Professional cleaning services may increase productivity and quality, which in turn may boost customer satisfaction among hotel patrons. A well-coordinated and enjoyable stay for hotel guests depends on open lines of communication and cooperation between in-house and contracted employees by Ikediashi, (2023).
[bookmark: _Toc137480009]Concerning the outsourcing of the housekeeping services by Marriott International
· To streamline processes and increase productivity, Marriott International has outsourced some areas and hotels. Like many other hotel chains, Marriott stated in 2016 that it will outsource cleaning at around 14 of its UK properties. According to Israel, Tscheulin and Zerres, (2019), The change was made to streamline processes, save costs, and boost customer happiness.
· Marriott International may save a lot of money by outsourcing the cleaning service. Deloitte found that by contracting out cleaning services, businesses might save between 20% and 30% on labor expenditures. Marriott may save money by contracting with outside cleaning services because of their knowledge and size. According to Köseoglu, et. al., (2020),  The money saved might be used towards other strategic goals or used to improve the service provided to customers.

· Thirdly, specialized knowledge and training are available to Marriott International by outsourcing the housekeeping service. According to Ferguson and Waugh, (2019), Service providers in this industry often have substantial experience in overseeing housekeeping operations for a wide variety of properties and labels. They provide their staff with training in cutting-edge cleaning methods, equipment, and customer service strategies. Marriott can improve the skills of its cleaning workers and maintain a better standard of service by enlisting the help of outsourced partners.
· When compared to its rivals in the market, Marriott International may do better if it outsources its cleaning services. Marriott can compare its housekeeping standards to those of comparable hotels by collaborating with specialized cleaning service suppliers. According to Yu, (2020), This guarantees that the company is always ahead of the curve when it comes to hospitality technology, giving its customers an unparalleled experience compared to those of its rivals.
· Fifth, flexibility and scalability: With outsourcing, Marriott International may adjust the size of its cleaning staff to meet seasonal and other swings in business. The cleaning company may easily send in reinforcements to deal with a surge in business at busy times like the holidays or special events. On the other side, the outsourcing partner may reduce Marriott's expenses by lowering the number of employees needed during slower times. Marriott can optimize resource allocation and respond to shifting market circumstances because of its scalability and adaptability by Choy, Cheng and Yu, (2021).
· Insourcing has the benefit of allowing for more direct connection and feedback channels between housekeeping employees and visitors, leading to higher levels of guest satisfaction and a more customized experience. Having an in-house staff that is committed to learning about guest preferences and immediately addressing requirements is an asset to Marriott International's goal of offering excellent guest experiences. According to Brazil, et. al., (2023), It's possible that visitors won't feel connected to the service provider if it's outsourced.
· Marriott International puts a premium on customer happiness and often solicits comments on how to better meet their needs. To guarantee that guest expectations are fulfilled or surpassed, Marriott may work closely with the service provider it hires to handle the cleaning. It is possible to improve the customer service provided to guests by establishing regular lines of communication, performance reviews, and guest feedback tools by Jaykumar, (2020).
· Marriott International has shown a great commitment to sustainability via its seven sustainability initiatives. Marriott has lofty targets for waste reduction, energy efficiency, and water conservation as part of its "Serve 360: Doing Good in Every Direction" sustainability and social impact platform. Marriott can work with companies that share its commitment to sustainability by outsourcing its cleaning services. Marriott can guarantee that environmental objectives are accomplished and the hospitality business can become more sustainable and responsible by including sustainable practices in the outsourcing contract by Hamid, et. al., (2020).


[bookmark: _Toc137480010]Conclusion
In sum, the choice to outsource Marriott International's housekeeping services is a difficult one that must consider a wide range of variables. Outsourcing may give cost savings, specialized knowledge, and increased efficiency, while insourcing provides direct control, consistency, and alignment with the company's brand and sustainability goals. Marriott International has to examine the pros and drawbacks of both solutions in light of its unique business objectives, customer demands, and market conditions before making a final decision. The organization's mission to maximize operational efficiency and sustainability without sacrificing the quality of service to guests should inform the final decision. The results of the study suggest that maintaining Housekeeping in-house at Marriott International is the best choice. By bringing work in-house, businesses may have more influence over factors including employee skills, productivity, quality assurance, environmental impact, and service continuity. The long-term advantages of insourcing are more in line with Marriott International's dedication to providing excellent guest experiences and preserving sustainable practices, but the short-term savings of outsourcing are more in line with the company's bottom line.
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