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Introduction
This report provides a critical analysis of housekeeping operations at Marriott International, specifically focusing on the comparison between insourcing and outsourcing strategies. The objective is to evaluate the effectiveness, potential limitations, and overall influence of these approaches on operational effectiveness, customer satisfaction, and financial management in the hospitality industry. The study examines the financial implications and employee skills related to each approach, offering a detailed view of the operational and strategic factors involved. Additionally, this study explores the sustainability and reliability of housekeeping services, which play a vital role in upholding Marriott's exceptional standards and improving guest satisfaction. This analysis seeks to provide a thorough understanding of how housekeeping strategies can align with Marriott's operational philosophy and business objectives in today's evolving hospitality industry. It utilises a variety of academic insights and industry data to achieve this goal.
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Description automatically generated]Comparison of Insourced Housekeeping Team Vs Outsourcing Housekeeping at Marriott International
Insourced Housekeeping:
1. In-House Training and Organizational Alignment: Marriott International employs dedicated personnel and offers customised training for in-house housekeeping services. Etcuban (2019) highlights the importance of ensuring the housekeeping team's familiarity with Marriott's standards. This knowledge contributes to the successful preservation of organisational values and positive guest interactions.
2. Employment and Professional Development: The presence of an internal housekeeping staff not only improves employment prospects but also promotes professional growth in the hospitality industry. Whiting and Fakhry et al. (2020) highlight the favourable influence on the company's internal investment rate.
3. Professionalism and Revenue Generation: According to Lee (2014) internalised staff play a significant role in upholding professionalism within the organisation, which is essential for maintaining Marriott's reputation and generating income. This is achieved by ensuring that the staff consistently align themselves with Marriott's operational objectives.
4. Potential Drawbacks: Internalised housekeeping can present staffing challenges such as overstaffing and skill deficiencies (Dixit and Sinha, 2021). Additionally, it could result in increased expenses and decreased adaptability within the organisation (Whiting & Symon, 2020).
5. Customized Guest Experience: Given their deep familiarity with Marriott's standards and guest profiles, in-house housekeeping staff are in a better position to offer guests personalised experiences. This customised strategy can greatly increase consumer loyalty and satisfaction according to O’Fallon and Rutherford (2010).
6. Consistency and Quality Control: The Jurnal conducted by Mohammad et al. (2022) conclude that, controlling the quality of housekeeping services consistently is made possible by having an insourced team. To uphold the brand's stellar reputation, Marriott International can personally supervise and guarantee that the housekeeping standards are constantly fulfilled.
7. Integration with Organizational Culture: Schermerhorn and Bachrach (2020) state that employees who handle housekeeping tasks remotely are more closely rooted in Marriott International's corporate culture. Increased levels of commitment and job satisfaction as well as decreased turnover rates can result from this integration.
Outsourcing Housekeeping:
1. Supplemental Staffing Strategy: Marriott International views housekeeping outsourcing as an additional staffing strategy that enables the organisation to access outside resources for housekeeping requirements. According to Du Toit and Heinecken, (2021), this can improve the performance of organisations.
2. Cost-Effectiveness and Flexibility: Tavitiyaman et al. (2022) note that hiring external workers can be more economical because it allows for workforce scalability in response to seasonal demand, which helps with budgetary control.
3. Guest Experience Enhancement: Because they are frequently very experienced, outsourced employees can improve the visitor experience in a hospitality setting.
4. Challenges and Risks: Outsourcing, though, is not without its difficulties. It could result in inconsistent service, a loss of control over employee performance, and possible confidentiality risks (Tavitiyaman 2023).
5. Operational Efficiency: According to Tiwari et al. (2023) Improved operational efficiency can result from outsourcing because housekeeping tasks are managed by specialised organisations with relevant experience. Marriott International is now able to concentrate on its main business operations.
6. Adaptability to Market Changes: Outsourced housekeeping services can be more flexible in response to shifts in the market and demand. Given the wide variations in guest volumes in the hospitality industry, this flexibility is essential (Tiwari et al., 2023).
7. Risk of Misaligned Objectives: Ikenwa and Olusegun (2019) exemplify the possibility of misaligned goals between Marriott International and the outsourced service provider is one possible disadvantage of outsourcing. Inconsistencies in service delivery and guest experience can result from disparities in priorities and approaches.
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Employee Skills in Housekeeping at Marriott International: Insourced Vs Outsourced Approach
Insourced Employee Skills:
1. Expertise and Training: According to Rosch (2020) Marriott International's insourced employees are highly skilled professionals who have undergone comprehensive training in their respective areas of expertise. Okoro et al. (2021) points out their capacity to enhance performance levels, making a substantial contribution to Marriott's operational efficiency and guest satisfaction.
2. Organizational Alignment: These employees exhibit a strong alignment with Marriott's organisational values and culture, thereby guaranteeing a smooth and uninterrupted guest experience. Their broad understanding of Marriott's established criteria results in the provision of exceptional service (Kaiser, 2021).
3. Consistency and Communication: Kaiser (2021) states that the ongoing presence of insourced staff promotes a consistent approach to housekeeping. Familiarity with the organisation improves communication efficiency, resulting in reduced misunderstandings and service gaps.
Outsourced Employee Skills:
1. Relationship Management and Communication: According to Marriott International (2022), outsourced employees demonstrate the ability to proficiently handle relationships with internal and external stakeholders. This entails the creation of effective communication protocols, which are crucial for facilitating coordination and ensuring a smooth operation.
2. Performance Management and Expertise: Outsourced housekeeping staff are recognised for their high level of performance management, which enhances organisational efficiency and productivity. Tiwari et al. (2023) emphasise their capacity to offer specialised insights, thereby giving Marriott International a competitive edge.
3. Cost-Effectiveness and Adaptability: Outsourcing is an effective strategy for organisations to reduce costs by concentrating on specific requirements. According to Alemayehu and Tveteraas (2020), proficient outsourced housekeepers play a crucial role in maintaining high standards of cleanliness and orderliness in hotel rooms. The ability to adapt contributes to customer satisfaction, resulting in favourable reviews and increased brand value for Marriott International.
4. Potential Challenges: However, there exist certain limitations, such as potential communication challenges that may result in gaps in service provision (Tiwari et al., 2023). In addition, the variability of outsourced personnel can potentially affect.
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Description automatically generated]the reliability of service provision and give rise to apprehensions regarding the safeguarding of confidentiality and data security.
Cost Implications of Insourced Vs Outsourced Housekeeping at Marriott International
A thorough analysis of the cost factors related to in-house and outsourced housekeeping at Marriott International reveals notable disparities in financial investment and expenditure. The table presents a comprehensive breakdown of the costs: 
	Cost Areas
	Insourced Housekeeping Team Management Cost ($)
	Outsourced Housekeeping Team Management Cost ($)

	Personal Cost
	20,000
	18,000

	Contract Cost
	80,000
	60,000

	Supply Cost
	50,000
	40,000

	Training Cost
	70,000
	42,000

	Management Cost
	80,000
	60,000

	Operational Cost
	70,000
	50,000

	Salaries
	50,000
	30,000

	Total Cost
	420,000
	300,000


Analysis of Cost Implications:
1. Training and Skill Development: Training and skill development for insourced housekeeping involves significant expenses, unlike the outsourced team, which does not necessitate such requirements. This disparity highlights a substantial commitment to developing the skills and knowledge of in-house employees (Mujasi and Nkosi, 2018).
2. Salary Structure: Muasi and Nkosi (2018) journal also states that the salary structure for insourced employees is consistent and predetermined, demonstrating a dedication to the well-being and retention of staff. Outsourced workers, in contrast, receive payment based on their work performance, resulting in reduced labour costs.
3. Operational and Management Costs: The insourced team faces higher operational and management costs due to their direct association with Marriott's internal spending. Outsourcing housekeeping services produces cost savings through the utilisation of external management (Rosch, 2020).
In conclusion, the comparison shows that outsourcing housekeeping services results in lower financial investment due to reduced training, operational, and salary expenses. However, it's essential to acknowledge that while outsourcing offers cost advantages, it may also pose challenges related to control, consistency, and alignment with Marriott's service standards and culture.
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Outsourced Housekeeping Results:
1. Service Quality and Reputation: Outsourcing housekeeping staff can greatly improve service quality and enhance the organisational reputation of Marriott International. Baquero (2022) found that external teams can enhance service standards by offering fresh perspectives and specialised expertise.
2. Flexibility and Cost Savings: According to Muasi and Nkosi (2018), outsourcing housekeeping services allows for the hiring of employees in response to fluctuating demands, resulting in cost reductions during periods of low demand. Adaptability is crucial in the ever-changing hospitality industry.
3. Experienced Workforce: Outsourced staff frequently possess prior experience, which diminishes the necessity for extensive training and consequently results in cost savings (Rosch, 2020).
4. Availability of Manpower: The outsourced approach effectively increases the availability of the workforce, thereby mitigating the issue of staff shortages, particularly during periods of high demand Baquero (2022).
Insourced Housekeeping Results:
1. Workplace Flexibility and Presence: The in-house housekeeping team ensures a reliable presence in the organisation, allowing for flexible work arrangements and prompt response capabilities (Azizi et al. 2021).
2. Organizational Privacy and Quality Maintenance: The internal team is essential for preserving organisational privacy and ensuring consistent quality. Their familiarity with Marriott's standards and procedures enhances the brand's value (Rosch, 2020).
3. Stability and Reliability: According to Nyaliita and Thogori (2023), internal housekeeping staff provide increased stability and dependability in comparison to outsourced teams. This stability enhances the safety and security of the working environment.
4. Consumer Feedback and Skill Development: Kaiser (2021) states that insourced team engages with guests, allowing them to collect consumer feedback and tailor their abilities to address specific requirements, thereby enhancing Marriott International's service delivery.
Both insourced and outsourced housekeeping teams offer unique benefits to Marriott International. Outsourcing provides service quality, flexibility, and cost savings while insourcing offers stability, privacy, and direct guest interaction. The decision between insourcing and outsourcing should align with Marriott's strategic priorities, balancing cost-efficiency with the requirement for consistent and high-quality guest experiences.
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Organizational Sustainability in Housekeeping at Marriott International
Outsourced Housekeeping and Sustainability:
1. Eco-Friendly Practices: Outsourced housekeeping teams are often trained in sustainable cleaning procedures, including the use of eco-friendly cleaning substances and appropriate waste disposal methods, as outlined by Singh (2019). This training, received from diverse sources, contributes to Marriott International's environmental sustainability goals.
2. Challenges in Consistency and Hygiene: However, as Lok et al. (2021) note, outsourced staff working in various locations may sometimes face challenges in maintaining consistent hygiene standards, which is crucial for guest satisfaction and brand reputation.
3. Environmental Sustainability Contributions: Despite these challenges, outsourced housekeepers can contribute to environmental sustainability by implementing their specialized training within the context of Marriott International, improving the organization's green initiatives (Lok et al., 2021)
Insourced Housekeeping and Sustainability:
1. Internal Training and High Cleanliness: Insourced housekeeping staff, being trained internally and familiar with all organizational aspects, typically maintain high standards of cleanliness and hygiene. This internal training ensures that they are well-versed in Marriott International’s specific sustainability practices (Mohammad et al. 2022).
2. Social and Economic Sustainability: The internal staff contributes to social sustainability by fostering harmony in the workplace and to economic sustainability by effectively using organizational resources and managing waste materials, as highlighted by Whiting and Symon (2020).
3. Challenges in Sustainability Training: On occasion, in-house staff may encounter difficulties in sustaining organizational sustainability due to potential gaps in ongoing sustainability training, which could impact their performance level (Mohammad et al. 2022).
4. Resource Utilization and Hygiene Maintenance: In-house housekeepers aid Marriott International in achieving its sustainability goals by efficient resource utilization and maintaining high standards of hygiene and cleanliness (Mohammad et al. 2022).
Both insourced and outsourced housekeeping approaches contribute uniquely to Marriott International's sustainability objectives. Outsourced teams bring diverse training and practices, while insourced teams provide consistency and adherence to Marriott's environmental and social sustainability standards. The choice between these approaches should align with Marriott's overarching sustainability goals and operational needs.
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· Insourced Team Consistency: Marriott's in-house housekeeping staff, as full-time employees, consistently uphold the organization's reputation and brand value, as noted by Rösch (2020).
· Outsourced Team Professionalism and Challenges: Outsourced housekeeping staff, though professional, may face consistency challenges due to varying work arrangements, according to Baquero (2023).
· Guest Experience: Both teams enhance guest satisfaction differently:
· Outsourced Team's Impact: They provide professional services that often exceed expectations, enhancing the overall guest experience.
· Insourced Team’s Personalized Approach: Insourced housekeepers create personalized experiences, making guests feel at home and comfortable, as suggested Baquero (2023).
Diverse Service (Outsourced) and Understanding of Guest Expectations (Insourced): Outsourced staff offer diverse and memorable experiences, while insourced staff consistently meet guest expectations, enhancing the brand’s value.
In conclusion, both insourced and outsourced housekeeping teams play pivotal roles in guest satisfaction. The choice should consider the balance between service consistency and varied guest experiences.
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Conclusion
To summarise, the examination of Marriott International's insourced versus outsourced housekeeping strategies shows unique benefits and difficulties related to each strategy. Outsourcing provides cost savings, flexibility, and access to skilled labour, which is particularly advantageous during busy periods. However, it also raises concerns regarding service consistency and adherence to Marriott's standards. However, insourcing provides several benefits such as ensuring organisational privacy, maintaining consistent quality, and facilitating direct guest interaction, which in turn promotes brand loyalty and improves service delivery. Marriott International should strategically balance cost-efficiency with maintaining high-quality guest experiences and upholding the brand's esteemed reputation in the hospitality industry.





References

1.	Alemayehu, F.K. and Tveteraas, S.L., 2020. Long-run labour flexibility in hospitality: A dynamic common correlated effects approach. Tourism Economics, 26(4), pp.704-718. https://www.researchgate.net/profile/Fikru-Alemayehu/publication/334613478_Long-run_labour_flexibility_in_hospitality_A_dynamic_common_correlated_effects_approach/links/5dd98070299bf10c5a2e241f/Long-run-labour-flexibility-in-hospitality-A-dynamic-common-correlated-effects-approach.pdf  
2.	Azizi, M.R., Atlasi, R., Ziapour, A., Abbas, J. and Naemi, R., 2021. Innovative human resource management strategies during the COVID-19 pandemic: A systematic narrative review approach. Heliyon, 7(6). https://www.cell.com/heliyon/pdf/S2405-8440(21)01336-0.pdf  
3.	BAQUERO, A., 2022. Customer and employee satisfaction in hotels. Journal of Hospitality and Tourism Issues, 4(2), pp.69-83. https://dergipark.org.tr/en/download/article-file/2637588  
4.	Baquero, A., 2023. Is Customer Satisfaction Achieved Only with Good Hotel Facilities? A Moderated Mediation Model. Administrative Sciences, 13(4), p.108. https://www.mdpi.com/2076-3387/13/4/108 
5.	Dixit, R. and Sinha, V., 2021. Training as a strategic HRM tool to foster employee development in SMEs. In Handbook of Research on Strategies and Interventions to Mitigate COVID-19 Impact on SMEs.
6.	Du Toit, D. and Heinecken, L., 2021. Is outsourcing better? Clients' views on contracting in domestic cleaning services. Employee Relations: The International Journal, 43(5), pp.1147-1162. https://www.researchgate.net/profile/David-Du-Toit-2/publication/349348095_Is_outsourcing_better_Clients'_views_on_contracting_in_domestic_cleaning_services/links/610d4ef21e95fe241ab44c17/Is-outsourcing-better-Clients-views-on-contracting-in-domestic-cleaning-services.pdf  
7.	Etcuban, J.O., 2019. Housekeeping Standard Practices of Resorts in Bohol, Philippines. International Journal of Business and Social Science, 10(4). https://www.researchgate.net/profile/Jesszon-Cano/publication/333137238_Housekeeping_Standard_Practices_of_Resorts_in_Bohol_Philippines/links/5d243b7392851cf440728c34/Housekeeping-Standard-Practices-of-Resorts-in-Bohol-Philippines.pdf   
8.	IKENWA, K.O. and OLUSEGUN, B.S., 2019. Impact of outsourcing on cleaning service quality: A study of the University of Lagos. UNILAG Journal of Business, 5(2), pp.40-55. http://jsrd.unilag.edu.ng/index.php/ujb/article/download/1075/855  
9.	Kaiser, A., 2021. In-House, yet “Standing Somewhere off”: Spatial Reflections on the Enduring Marginality of Cleaning Staff in High-Ranking London Universities. New Sociological Perspectives, 1(1). https://nsp.lse.ac.uk/articles/42/  
10.	Lee, K.J., 2014. Attitudinal dimensions of professionalism and service quality efficacy of frontline employees in hotels. International Journal of Hospitality Management, 41, pp.140-148. https://www.researchgate.net/profile/Lee-Kyoung-Joo/publication/263318002_Attitudinal_dimensions_of_professionalism_and_service_quality_efficacy_of_frontline_employees_in_hotels/links/614410c6f4a9f7651162e4d4/Attitudinal-dimensions-of-professionalism-and-service-quality-efficacy-of-frontline-employees-in-hotels.pdf 
11.	Lok, K.L., Smith, A., Opoku, A. and Chen, C., 2021. The challenges of sustainable development on facilities management outsourcing services: an investigation in educational facilities. Sustainability, 13(15), p.8156. https://www.mdpi.com/2071-1050/13/15/8156/pdf  
12.	Marriot, 2022. Our Tradition of Integrity Business Conduct Guide. https://www.marriott.com/Multimedia/PDF/CorporateResponsibility/Marriott_Business_Conduct_Guide_English.pdf  
13.	Mohammad, K., Lathwal, A., Koushal, V. and Sharma, D.K., 2022. Identification of environmental cleaning and managerial best practices for integration in competitive bidding documents for outsourcing of housekeeping services in tertiary care hospitals in India. International Journal of Environmental Health Engineering, 11(1), p.1.
14.	Mujasi, P.N. and Nkosi, Z.Z., 2018. A comparative analysis of the costs and benefits of outsourcing vs. insourcing cleaning services in a rural hospital in Uganda. The Open Pharmacoeconomics & Health Economics Journal, 6(1). https://benthamopen.com/DOWNLOAD-PDF/TOPHARMEJ-6-9/  
15.	Nyaliita, J. and Thogori, M., 2023. CONTRACT MANAGEMENT DRIVERS ON THE PERFORMANCE OF CLEANING COMPANIES IN NAIROBI CITY COUNTY, KENYA. International Journal of Social Sciences Management and Entrepreneurship (IJSSME), 7(1). http://mail.sagepublishers.com/index.php/ijssme/article/download/236/268  
16.	O'Fallon, M.J. and Rutherford, D.G., 2010. Hotel management and operations. John Wiley & Sons.
17.	Okoro, C.S., Nkambule, M. and Kruger, A., 2021. The state of restroom facilities as a measure of cleaning service quality in an educational institution. Journal of Corporate Real Estate, 23(1), pp.55-68.
18.	Rösch, P., 2020. Human-centric Service Co-Innovation in Hospitality: A practice-based view. https://lup.lub.lu.se/student-papers/record/9018832/file/9018835.pdf   
19.	Schermerhorn Jr, J.R. and Bachrach, D.G., 2020. Exploring management. John Wiley & Sons.
20.	Singh, M.A., 2019. Recent Trends in Housekeeping Department in Hospitality. Think India Journal, 22(35), pp.340-342. https://www.thinkindiaquarterly.org/index.php/think-india/article/download/18671/13625   
21.	Tavitiyaman, P., So, C.Y.A., Chan, O.L.K. and Wong, C.K.C., 2022. How Task Technology Fits with Employee Engagement, Organizational Support, and Business Outcomes: Hotel Executives’ Perspective. Journal of China Tourism Research, 18(6), pp.1212-1238. https://journals.eanso.org/index.php/eajbe/article/download/1539/2225 
22.	Tiwari, A., Singh, M. and Dahiya, A., 2023. The Impact of Outsourcing of Hotel Housekeeping Services on Hotel Performance: a Study on 5-Star Hotels of Delhi NCR. International Journal of Professional Business Review, 8(1), pp.e0905-e0905. https://www.openaccessojs.com/JBReview/article/download/905/408 
23.	W Fakhry, B., Saad, S. and Ibrahim, Y., 2022. Factors Affecting the Turnover of Entry-Level Employees in Housekeeping Department in Five Star Hotels. International Journal of Tourism, Archaeology and Hospitality, 2(1), pp.3-16. https://ijtah.journals.ekb.eg/article_244438_15d53b8a8bcad857201ccf76543a0d92.pdf 
24.	Whiting, R. and Symon, G., 2020. Digi-housekeeping: the invisible work of flexibility. Work, employment and society, 34(6), pp.1079-1096. https://journals.sagepub.com/doi/full/10.1177/0950017020916192 
2

image4.jpeg




image5.png
—_ sults




image6.png
Sustainability




image7.png
Consistency and Guest
Experience




image8.png




image1.jpeg




image2.png
Insourced Housekeeping
Team Vs. Outsourcing
Housekeeping




image3.png
Emplo ee‘élls:‘





