




Sustainable Business Revenue Generation Plan









Student name: Mihaela Anton
Student number: 2122259
Module name: Financial Management
Module number: BMIH5007
Lecturer name: Dale Clarke


Table of Contents
Introduction	3
Comparison of Insourced vs. Outsourced Housekeeping Teams	4
Abilities of Employed	6
Cost Implications	8
Results	9
Sustainability	10
Consistency	11
Guest Experience	13
Conclusion	14
References	15












[bookmark: _Toc135493855]Introduction

This paper investigates the effects of Marriott International's insourcing and outsourcing of the housekeeping function. It investigates the effects of each strategy on numerous elements such as employee abilities, cost implications, sustainability, consistency, and the guest experience. This paper seeks to provide a full understanding of the considerations involved in making the decision between insourcing and outsourcing in the context of Marriott International by analysing these aspects.
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Housekeeping Team Outsourced:
1. Direct supervision and Control: When the housekeeping department is outsourced, Marriott International has complete control over the hiring, training, and supervision of the housekeeping personnel (Spektor, et al., 2023). They may verify that the team is on the same page as the company's values, standards, and customer service objectives.
1. Comprehensive Knowledge and Familiarity: Outsourced cleaning personnel frequently have a deeper awareness of the hotel's layout, guest preferences, and specific requirements. They are more likely to have long-term hotel experience, which can lead to better efficiency and effectiveness.
1. Adaptability and Flexibility: With an insourced team, Marriott has more leeway in modifying staffing levels according on occupancy rates and guest needs. They can instantly adapt their schedules and resource allocation in response to any changes in demand.
1. Brand Image and Quality Control: An insourced cleaning team can consistently provide a high level of service and is more closely aligned with Marriott's brand image. In order to guarantee that cleaning standards and practises are regularly followed, Marriott can set up and implement quality control methods.
Outsourced housekeeping:
1. Cost savings: By outsourcing the housekeeping division, Marriott International may be able to reduce costs (Tavitiyaman, et al., 2022). They can save money by avoiding costs like employee benefits, insurance, and equipment upkeep that come with hiring, maintaining, and training an internal workforce.
1. Expertise and Specialisation: By contracting with a reputable housekeeping business, Marriott may take advantage of their specialised knowledge and professional experience in the sector.  These businesses frequently have access to the most recent technologies, best practises, and training techniques, which can increase production and efficiency (Espino-Rodríguez, 2023)
1. Scalability: Due to outsourcing, Marriott is able to adjust the level of housekeeping services in accordance with demand. They can simply change workforce numbers without having to hire or fire workers, offering a more adaptable alternative.
1. Risk Mitigation: When outsourcing, Marriott can transfer some risks to the service provider, such as legal liabilities and labour issues. The outsourcing company may also be given control over managing human resources, including hiring, training, and employee performance (Suliman et al., 2023).
The choice of whether to insource or outsource Marriott International's housekeeping division is based on a number of variables, including the company's objectives, financial limitations, and unique circumstances. While outsourcing offers cost savings, experience, scalability, and risk reduction, insourcing gives Marriott greater control, familiarity, and brand alignment. Each strategy has its benefits, and Marriott should carefully take into account these elements to make an educated choice based on their own needs and priorities.
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When it comes to the competencies of personnel in the housekeeping department, whether they are insourced or outsourced, certain talents and attributes are required for efficient job performance. Here are some important skills that cleaning personnel should have (Nikopoulou et al., 2023):
1. Cleaning and Sanitation Skills: Housekeeping personnel must have a full understanding of cleaning processes, including proper cleaning chemical handling, awareness of various surfaces and materials, and the ability to efficiently operate cleaning equipment (Tra, 2020). They should be capable of upholding the hotel's cleanliness and sanitation requirements.
1. Attention to Detail: In housekeeping, personnel are responsible for ensuring that all areas are completely cleaned and that no details are ignored. They should be skilled at identifying filth, stains, and other cleaning issues and be able to take immediate action as necessary.
1. Time Management: To ensure that rooms and public areas are cleaned within allotted times, housekeeping staff members must be able to effectively manage their time. They need to be able to prioritise jobs, move rapidly without sacrificing quality, and meet deadlines (Casini et al., 2023).
1. Physical stamina: Housekeeping is a physically taxing profession that calls for workers to stand for long stretches of time, lift and move heavy objects, and complete repeated activities (Wami, et al., 2019). Therefore, in order for employees to do their responsibilities efficiently, they must have physical stamina and endurance.
1. Communication Skills: Housekeeping staff members must be able to communicate effectively in order to comprehend and carry out guest demands and coordinate with other hotel departments. They ought to be able to speak politely and clearly with visitors, co-workers, and managers (Wickramasinghe, and Ferna, 2023).
1. Customer service orientation: Housekeeping staff members have a big say in how visitors are treated as a whole. They should have a focus on providing excellent customer service by being personable, friendly, and attentive to visitors' requirements. This includes maintaining a pleasant and inviting atmosphere and respecting visitors' privacy.
1. Problem-Solving Skills: Housekeeping staff may need to handle a variety of obstacles while carrying out their tasks, such as resolving maintenance concerns, responding to visitor complaints, or making accommodations for unforeseen events. They should have the ability to solve issues swiftly and effectively. 
1. Teamwork: Housekeeping staff members must cooperate with one another and with other departments in both insourced and outsourced situations. To maintain efficient operations and happy customers, they should be able to work together, communicate, and support one another.
Whether Marriott International decides to internally staff or externally contract out its housekeeping division, it's critical that they provide priority to hiring, onboarding, and continuous professional development for staff members with these skills. The effectiveness of the housekeeping department as a whole will benefit from this, as will visitor satisfaction.
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The decision to outsource the cleaning department inside Marriott International is heavily influenced by cost considerations (Khairy et al., 2023). 
1. Service Provider Fees: Contracting with a professional housekeeping service provider is required when outsourcing the housekeeping department (Igoche, et al., 2022). Marriott would have to negotiate and budget for the outsourcing company's fees. These fees might be set as a flat monthly or annual fee, or they can be depending on the volume of services given.
1. Contractual Obligations: Typically, outsourcing entails executing a contract with the service provider that may include certain terms and conditions. There may be fees for legal and contractual negotiations, as well as penalties or additional expenses for cancelling or changing the contract (Tomašević et al., 2023).
1. Supplies and Equipment: Depending on the terms of the outsourcing contract, Marriott may be required to lend or lease specific supplies or equipment to the service provider. This can contain any unique products needed to satisfy the hotel's requirements or visitors' desires.
1. Cost Control and Monitoring: Although outsourcing can reduce costs in some circumstances, Marriott should also set aside funds for managing and overseeing the effectiveness of the contracted cleaning services. To make certain the service provider complies with the established criteria, this may entail routine audits, inspections, and feedback methods (Gamidullaeva and Agamagomedova, 2023).
1. Transition charges: There might be charges involved if Marriott decides to migrate from an insourced to an outsourced model, or vice versa. These expenses can include severance payments for fired workers, hiring, and training new personnel, and modifying internal procedures and systems to account for the change.
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The decision to outsource the cleaning department inside Marriott International might have a variety of consequences. Here are some possible outcomes for each approach: 
· Savings on costs and financial flexibility: Outsourcing the cleaning department could save Marriott money. They can avoid direct labour expenditures, training fees, and equipment investments by contracting with a specialised service provider (Stringam and Gerdes, 2021). Outsourcing allows you to change prices based on demand because fees can be established based on service volume.
· Professional housekeeping service providers have specialised skills, knowledge of best practises, and access to the most recent technologies and cleaning processes. This can result in increased efficiency, productivity, and quality of housekeeping services, ultimately increasing client satisfaction (Lybæk and Hauggaard-Nielsen, 2023).
· Scalability and Adaptability: By outsourcing, Marriott is able to adjust the level of housekeeping services in accordance with changing demand and occupancy rates. The service provider can modify staffing levels and resource allocation in accordance with changing needs to offer a flexible solution.
· Potential Risk Mitigation: Outsourcing shifts certain risks and liabilities to the service provider, such as legal conflicts or employment concerns (Erickson and Norlander, 2022). The service provider's management of human resources, including hiring, training, performance evaluation, and adherence to legal requirements, might be advantageous to Marriott. 
It's crucial to remember that depending on the particular service provider, the efficiency of communication and collaboration, the capacity to control expenses, and the overall execution of the selected approach, the outcomes of insourcing or outsourcing the housekeeping department may differ. To make sure the outcomes are in line with their aims, operational requirements, and guest satisfaction goals, Marriott should carefully monitor and assess the findings.
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The effect of outsourcing Marriott International's housekeeping division may have an impact on environmental initiatives. Considerations for each strategy's effect on sustainability are listed below: 
1. Possibility of Access to Specialised Sustainability experience: Hiring a seasoned housekeeping service provider may give you access to specialised sustainability experience (Pihkala, 2020). These service providers might have integrated sustainable practises across their business operations, such as employing eco-friendly cleaning supplies, increasing energy efficiency, and implementing environmentally friendly trash disposal techniques.
1. Simplified Resource Allocation: Through their knowledge and experience, service providers can optimise resource allocation, including that of water, energy, and cleaning supplies. Compared to an internal operation, this may lead to more effective use and maybe less environmental impact.
1. Collaborative Sustainability Initiatives: By outsourcing, Marriott and the service provider can work together to develop sustainable practises. Setting sustainability objectives, exchanging best practises, and monitoring and reporting environmental performance are all examples of joint efforts (Chiawo et al., 2023).
1. Vendor Selection and Green Credentials: Marriott can give special consideration to choosing service suppliers with a track record of environmental commitments and strong green credentials. Marriott can benefit from their experience and help it meet its own sustainability goals by collaborating with trustworthy companies that have similar environmental values.
Marriott needs to set out clear expectations and criteria for sustainability. This entails including sustainable practises in service agreements, carrying out routine audits, and monitoring important sustainability metrics to make sure environmental objectives are followed. The impact on sustainability ultimately depends on Marriott's dedication to environmental responsibility and its capacity to work successfully with staff members or service providers to align with sustainable practises across the board.
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Consistency in service delivery may be impacted by Marriott International's choice to outsource the housekeeping division. Considerations for each approach's effect on consistency are listed below: 
1. Standardised Processes and Training: To achieve consistency in service across their operations, professional housekeeping service providers frequently have standardised processes and training programmes. To preserve consistency in service delivery, they have established protocols, quality control measures, and performance criteria.
1. Specialised Expertise: Hiring a specialised housekeeping service provider can give you access to their knowledge and the most effective procedures in the business (Ludeke, 2020). As the provider provides their experience and understanding of efficient and successful housekeeping operations, this expertise can help to ensure consistent service delivery.
1. Service Level Agreements: When outsourcing, Marriott can set up SLAs with the service provider that specify the precise service requirements and performance benchmarks. By establishing precise criteria and holding the supplier responsible, these SLAs can aid in ensuring consistent service delivery (Sánchez-Cubo et al., 2023).
1. Consistent Monitoring and Evaluation: Outsourcing necessitates continuous monitoring and assessment of the performance of the service provider. To evaluate the consistency of service delivery, Marriott can put in place routine audits, inspections, and methods for guest feedback. This proactive strategy assures adherence to defined standards and assists in identifying any areas that require improvement. 
It's crucial to remember that regardless of the strategy selected, effective communication, training, and monitoring are essential for consistent service delivery. Whether using an internal team or an external service provider, Marriott should set clear goals, offer thorough training, and implement effective quality control methods.
In order to ensure consistent service delivery and a positive guest experience, efficient communication and teamwork between the housekeeping staff and other hotel departments are also essential. Marriott can improve overall consistency in service across all of its hotels by developing a culture of teamwork and open lines of communication.
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Regardless of the exact hotel they stay at, guests can anticipate the same degree of cleanliness, attention to detail, and general housekeeping care.
Flexibility and Scalability: Outsourcing gives you the freedom to adjust to changing demand. Based on occupancy rates and customer requirements, service providers might change staffing levels and resource allocation (Jensen and Voordt, 2020). This adaptability enables effective resource management, guaranteeing that customers receive continuous service even during busy times or unanticipated variations in demand.
Streamlined Operations: By contracting out the housekeeping department, Marriott is able to concentrate on its core capabilities and benefit from the service provider's knowledge in the housekeeping industry. A more simplified approach can improve overall operational effectiveness, freeing up resources to be used in other areas that focus on the needs of the guests and improving their overall experience. 
It's crucial to remember that the visitor experience depends on excellent communication, training, and supervision regardless of the strategy used. Whether using an internal staff or an external service provider, Marriott should set clear standards, offer thorough training, and employ quality control procedures to guarantee that guests receive outstanding care and have a memorable stay.
Additionally, open lines of communication and outlets for feedback between the housekeeping division, visitors, and other hotel departments can aid in pinpointing areas that need improvement and immediately resolving any issues, thereby improving the entire guest experience.
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In conclusion for Marriott company whether internalise or externalise, housekeeping sector has a big impact. The advantages of outsourcing are scalability, potential cost reduction and access to specialise knowledge. With insourcing permitting for direct control and outsourcing using specialised sustainability methods, both strategies can have a good impact on sustainability initiatives.
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