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Executive summary 


This report will provide a comparison of Marriott hotel insourcing vs outsourcing housekeeping teams, focusing on the abilities of the employed staff and the cost implications of each approach. The report will focus on the challenges, effects, and costs associated with both having insourced vs outsourcing housekeeping.






















INTRODUCTION


Background:
Marriott International, Inc. is a renowned American hospitality company that operates and licenses hotels and other accommodation facilities across the globe.
As one of the largest hotel corporations worldwide, Marriott International currently manages more than 7,400 properties in 131 countries and regions. The company's portfolio includes several prestigious brands, such as Westin, Sheraton, Ritz-Carlton, and Marriott Hotels & Resorts. As of 2021, Marriott International employs over 120,000 people worldwide (Wikipedia,2023).

Impact of COVID-19 Pandemic:
The pandemic has affected various aspects of human life, including social, cultural, economic, and psychological aspects. As a result, the hotel industry has experienced a significant decline in occupancy rates, revenue, and profitability due to travel restrictions, cancellations, and health concerns. Marriott International has been affected by the pandemic, with the company experiencing a decline in occupancy rates and revenue during the outbreak. One of the industries that experienced significant negative effects due to the pandemic was the aviation industry, which was thrown into a crisis (Salim Kurnaz, Emrah Arginotel 2022).

Analysis:
Marriot hotel has had to adjust its operations to meet new health and safety guidelines, and the business’s costs have enhanced. By outsourcing, Marriott potentially reduces its labor costs, avoids the costs of employee benefits and insurance, and has more flexibility in adjusting the size of the housekeeping staff as occupancy rates fluctuate. The major number of employees in the housekeeping sector and its task have always been significantly critical to the success of the hotel (George, Hancer 2008). The need for housekeepers and hospitality services has existed since the beginning of travel as people have always traveled and required a place to stay and be taken care of (Thomas J. A. Jones and Jones 2007).
In the post-COVID ‘new normal,’ a transparent outsourcing strategy offers numerous improvements, involving an easier combination of assets, faster variation of new procedures and technology, increased client data point measurement and control, and easier expansion into new marketplaces (Nagarajan, Kartik 2021). The hotel business maintains to arise from the pandemic greater than ever (New York: Emerald Expositions LLC2022,2022).


OUTSOURCING 

Summary:
Outsourcing has become an increasingly popular business strategy, providing numerous benefits such as cost savings, access to specialized expertise, and improved flexibility. However, to ensure outsourcing is successful, several factors must be considered. Outsourcing is the practice of contracting out business functions or processes to an external provider. Outsourcing is another beneficial tactic managers use to accomplish goals (Carpenter, Agrawal,2007).

Analysis:
The first critical factor to consider is defining the scope of work and setting specific goals and metrics for the project. Taking time to reflect on the changes needed to align personal values with desired goals is an initial step in setting meaningful and attainable objectives (Sternberg et al,2021). This will help to ensure that the outsourcing provider fully understands the work that needs to be done and can monitor the progress and success of the project. Selecting the right outsourcing provider is also crucial. Single-valued neutrosophic linguistic sets are a useful tool for expressing both qualitative and fuzzy information when choosing an outsourcing provider. This approach can help capture the subjective opinions and preferences of decision-makers while accounting for the uncertainty and imprecision inherent in evaluating outsourcing options (Ji et al,2018).

Monitoring progress and results are crucial to ensure that the project is on track and meeting the established goals and metrics. Hotel Marriott should establish regular reporting and review processes to monitor progress and address any issues that arise promptly.  By adhering to these guidelines, organizations can capitalize on outsourcing advantages while minimizing possible risks and difficulties. In many cases, the choice to outsource can play a crucial role in determining a company's profitability and can significantly impact its overall financial well-being (Mcivor, Mchugh 2002).
 Working as a team to achieve the desired outcomes may involve effective communication and collaboration between the outsourcing provider and the client company, which are essential for successful outsourcing. People who join and cooperate with groups have a higher likelihood of achieving personal success and promoting the survival of the group as a whole (Dunham, Griffith 2017).
 

The Importance of Outsourcing as a Management Strategy

Introduction:
 The act of outsourcing is considered a vital management strategy in contemporary times (Schniederjans et al,2007). It involves delegating non-core functions to third-party service providers while enabling organizations to focus on their core competencies. 

Importance of Outsourcing:
Outsourcing is viewed as an important approach that enables organizations to leverage the expertise of specialized service providers who can offer greater efficiency and cost savings. It enables organizations to reduce costs associated with hiring, training, and managing employees, and to scale services based on demand.  It is crucial to explore outsourcing success or failure from a more nuanced perspective that considers various factors such as risk, complementary practices, and the relationship between outsourcing goals and performance metrics (Wiengarten,2013).

Evaluation of Outsourcing for Marriott Hotels' Housekeeping Department:
While outsourcing can be an effective management strategy, outsourcing the housekeeping department in Marriott hotels could have negative consequences for quality control, employee satisfaction, guest satisfaction, and cost. Maintaining Marriott's high-quality standards may be difficult to achieve with an outsourced housekeeping team who may not be familiar with the hotel's policies and procedures. Moreover, insourced employees tend to have higher job security, benefits, and opportunities for career advancement within the company.










CONS 
Marriott Hotel's Housekeeping department plays a vital role in maintaining a high level of cleanliness and hygiene for their guests. However, the consideration to outsource this department to an external provider may have several negative impacts on the quality of service and employee morale.

· Firstly, outsourcing the housekeeping department may result in a loss of control over the quality of service provided. Marriott Hotel may have high standards of cleanliness and hygiene, which an external provider may not necessarily adhere to. This could lead to a decline in the overall quality of service provided, leading to dissatisfied guests. Listening to customers can be of strategic importance for the future of hospitality firms, as well as service firms in general (Duverger,2012). Outsourcing this department could lead to a decline in the quality of services, which could affect guest satisfaction and ultimately lead to negative reviews and reduced repeat business. At the outset, every housekeeper must possess a strong will to work towards the "selfless cause" of maintaining the cleanliness and upkeep of a hotel, a task that often goes unnoticed compared to other front-line departments in the hospitality industry (Tognatta, Meenu,2020).


· Secondly, outsourcing may lead to a lack of continuity and familiarity with the hotel's operations. Housekeeping employees who are familiar with the hotel's layout, guest preferences, and cleaning procedures may be replaced by external providers who may not have the same level of familiarity. This could result in longer cleaning times, more guest complaints, and a negative impact on the hotel's reputation.


· Thirdly, outsourcing the housekeeping department may lead to a loss of employment opportunities for the existing housekeeping employees. This could lead to a decline in morale among the employees and a negative impact on their job security, leading to a decrease in motivation and productivity. Outsourcing may have an impact on the morale of the in-house housekeeping staff, who may feel undervalued and at risk of losing their jobs. In the current long-term care environment, the role of housekeeping is often overlooked and undervalued in facility operations (Tucker,2001). 

· Communication challenges are another reason. Communication challenges may arise when working with outsourced service providers due to language barriers, cultural differences, or other factors. Markova, et al, (2016), cited in Treuren et al, (2021) that in the hospitality sector in London, it is estimated that migrants make up approximately 60% of the workforce.



 












PRONS 

Cost savings: Outsourcing can help the hotel save on labor costs, as the outsourcing company will typically provide its own staff and handle payroll and benefits.

Expertise and training: Outsourcing companies specialize in housekeeping services and have trained staff who are experienced in providing high-quality cleaning services. This can lead to a more efficient and effective housekeeping department.

Flexibility: Outsourcing companies can often provide staff on short notice, which can be beneficial during peak seasons or when there are unexpected staffing shortages.

Improved focus on core business: By outsourcing non-core activities like housekeeping, Marriott can focus more on its core competencies such as guest satisfaction, marketing, and revenue management.

Quality control: Outsourcing companies are usually contractually obligated to provide a certain level of service, which can lead to improved quality control and better guest satisfaction.










COMPARISON OF INSOURCED AND OUTSOURCED TEAMS 

Powell-Mantel et al., (2006) cited in Rodriguez, Lai (2014), choosing between insourcing or outsourcing can provide a company with the opportunity to allocate its resources towards more critical areas and invest in new processes or ventures with a higher potential for return.
Insourced housekeeping teams consist of employees who work directly for Marriott hotels, while outsourced teams are employed by third-party service providers. Insourced teams tend to be well-trained and have a good understanding of the hotel's policies and procedures but may be more expensive to maintain due to the additional costs associated with hiring, training, and managing employees. Outsourced teams can provide a more flexible and scalable solution but may be less familiar with Marriott's policies and procedures, which could lead to quality control issues. Therefore, the cost implications of insourcing and outsourcing are closely connected, and Marriott must carefully consider the costs and benefits of each approach before deciding. While outsourcing may initially seem less expensive, the long-term costs associated with lower-quality service and higher turnover rates may outweigh the short-term savings. Conversely, while insourcing may require higher initial costs, the long-term benefits of better control over service quality and lower turnover rates may result in cost savings over time.  







Cost Implications:

Insourcing:

While insourcing may appear more expensive than outsourcing initially, it can be more cost-effective in the long run. This is because Marriott can optimize labor costs by employing a smaller number of staff and paying them a competitive wage with benefits. This can result in lower turnover and higher employee morale, leading to a higher quality of service and lower recruitment and training costs.



Outsourcing:

Outsourcing can be less expensive initially since the third-party vendor is responsible for recruitment, training, and management of the staff, and Marriott does not have to provide benefits or pay for employee-related expenses such as workers' compensation or payroll taxes. However, outsourcing can be more expensive in the long run due to high turnover rates, low employee morale, and inconsistent service quality.





Recommendation:
By recommending a hybrid approach that combines the benefits of both insourced and outsourced housekeeping teams. This approach involves insourcing a core team of highly skilled and knowledgeable employees who can maintain quality control while outsourcing additional staff to handle fluctuations in demand. Marriott hotels should also prioritize effective communication and collaboration with third-party service providers to ensure that outsourced teams understand Marriott's policies and procedures and provide quality services to guests.


Conclusion:
Careful consideration of the abilities of those employed and the cost implications of each approach is necessary to determine the best course of action. Marriott hotels continue to maintain its housekeeping department in-house to ensure quality control and maintain Marriott's high-quality standards. However, Marriott could consider outsourcing non-core functions, such as IT services or marketing, to specialized service providers who can offer greater efficiency and cost savings. 

Both insourcing and outsourcing have their advantages and disadvantages, and the best approach for Marriott depends on its specific needs and goals. While outsourcing may appear less expensive initially, insourcing can be more cost-effective in the long run due to better control over the quality of service, higher employee morale, and lower turnover rates. Ultimately, Marriott needs to consider the needs of their guests and the long-term impact of their staffing decisions on their brand reputation and profitability. Marriott Hotel should focus on training and retaining its existing housekeeping employees to maintain the high level of service that guests expect. "Even if hotels heavily promote themselves through advertising and sales, they struggle to thrive in the marketing industry if their service is subpar “(Kandampully, et al 2001). By implementing a hybrid approach and fostering effective communication and collaboration with third-party service providers, Marriott hotels can leverage the advantages of insourcing and outsourcing housekeeping services to improve operational efficiency, reduce costs, and enhance guest satisfaction (Bojic,2022).
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