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Introduction
Marriott International is a multinational hospitality company that operates and franchises its portfolio of hotels and lodging facilities to leisure travelers worldwide. Based on its recent annual report, it is evident that the corporation recorded significant growth in the pre-COVID-19 period, but it has recently experienced various challenges, including changing customer preferences (Marriott International, 2022). Besides, various data breach incidents have occurred at Marriott International, thus, exposing the personal information of millions of guests (Kuchler, Rovnick and Hodgson, 2018). This trend has raised concerns about data security and privacy, which in turn, has impacted the company's reputation. Besides, technological disruptions also presented challenges, as the company had to invest in digital transformation initiatives while ensuring data security. These problems show the dynamic and competitive nature of the hospitality industry, emphasizing the need for Marriott International to address these challenges effectively to ensure sustained growth and profitability. This paper argues against outsourcing the housekeeping department at Marriott International, focusing on cost implications, sustainability, consistency, guest experiences, results, and employee abilities. Although outsourcing may offer cost savings and greater flexibility, Marriott International should leverage insourced housekeeping due to its potential to ensure consistency in service delivery, improve guest experiences, support sustainability initiatives, exercise better cost control, and contribute to the company's financial recovery efforts.


Discussion
[bookmark: _Hlk137506150]Guest Experiences and Employee Abilities
Marriott International should not outsource the housekeeping department in order to improve the guest experience. The company indicated in its recent annual report that increased competition in the industry, changing customer needs and preferences, has made it challenging to maintain excellent guest experiences (Marriott International, 2022). Based on this point, Marriott International is better positioned to address and improve guest experience through insourcing. Leveraging insourcing will enable the hospitality company to enhance guest experiences in various ways. For instance, insourcing the housekeeping department allows Marriott to control the quality of service provided to guests. The company can establish and enforce consistent cleaning protocols, standards, and training programs tailored to its brand's requirements and guest expectations. This level of control ensures that the housekeeping staff receives continuous training and supervision to consistently deliver exceptional service. 
Outsourcing the housekeeping department poses a risk of inconsistent service quality and standards. Research has demonstrated that outsourced providers may have varying approaches to training, employee supervision, and service delivery (Espino-Rodríguez, 2023). Based on this point, the lack of uniformity can result in fluctuations in cleanliness, attention to detail, and overall guest experience across different properties. By insourcing, Marriott can ensure a standardized and high-quality guest experience throughout its properties. Another justification is that maintaining an internal housekeeping department places Marriott in a better position to build strong relationships between guests and its dedicated staff. Bisui (2021) found that in-house employees can easily become familiar with customers. This aspect supports the view that an insourced housekeeping team improves the ability of Marriott's employees to understand guest preferences. There is a need for the hospitality company to build these personal connections with guests to help create a sense of trust, loyalty, and overall satisfaction.
 Insourcing is an excellent way to achieve efficient problem-solving and guest recovery. The insourced housekeeping department enables Marriott to respond promptly and efficiently to any challenge that arises during a guest's stay. This team of employees can streamline communication and coordination between the housekeeping staff and other departments, therefore, facilitating quick problem-solving. According to Bisui (2021), in-house employees are familiar with the property's layout, operations, and service standards, enabling them to address guest concerns effectively and ensure a smooth resolution. This efficient problem-solving capability could enhance guest satisfaction at Marriott. Given this, it is evident that an insourced housekeeping team could help mitigate negative experiences and demonstrate Marriott's commitment to guest service. Altogether, these elements support the thesis statement of this paper that Marriott should leverage the benefits of insourced housekeeping teams to address guest concerns.

[bookmark: _Hlk137506214]Sustainability
The hotel and hospitality industry has experienced a growing trend of significant investments in responsible and sustainable business practices. Beginning with the fundamentals, Marriott International is committed to lowering its environmental impact until 2025 by consuming 15% less water and 50% less electricity, respectively (www.linkedin.com, n.d.). The company indicated on its webpage that it is committed to investing in sustainable operations for long-term success (Marriott International, 2016). Marriott should maintain an insource housekeeping department because it supports its goal to implement sustainable practices. In particular, insourcing the housekeeping department allows Marriott to train in-house employees on environmentally friendly cleaning methods, waste reduction strategies, and energy-saving techniques. By directly managing and educating its staff, Marriott can ensure that sustainability practices are consistently implemented across all properties. This training enables managers to align Marriott with its sustainability initiatives and reduce the environmental footprint associated with its housekeeping operations. Scholarly literature has acknowledged that in-house staffing through insourcing provides an excellent opportunity to train and develop employees (Najafi, 2019; Pang, Zhang and Xin Jiang, 2021). The idea is that a company can provide tailored training programs, promote skill enhancement, and foster a culture that embraces sustainability. In contrast, outsourcing may result in a lack of control over expertise on sustainability, as external providers may have limited knowledge of the specific requirements and standards of the organization. 
Malinowska and Tokarz (2020) applied self-determination theory to explain challenges related to managing external employees. According to this theory, individuals have innated psychological needs for autonomy, competence, and relatedness. The point is that when employees are outsourced, they may perceive a lower sense of control over their work compared to in-house employees. This reduced control can stem from having limited decision-making authority, less influence over work processes, and is subject to the directives and policies of the external service provider. Limited control over work hinders such employees' satisfaction and decreases intrinsic motivation (Malinowska and Tokarz, 2020).
On the other hand, outsourcing the housekeeping department may lead to challenges in ensuring consistent adherence to sustainability practices. Different outsourcing providers may have varying levels of commitment to sustainability and may not prioritize eco-friendly products or waste reduction measures to the same extent as Marriott. This lack of control and oversight can hinder the company's efforts to implement and maintain sustainable practices consistently. Iiaeme iaeme (2019) corroborated that insourcing supports the development and maintenance of a strong organizational culture. Conversely, outsourcing can create a cultural disconnect, as external staff may not fully understand or embody the company's culture. This phenomenon hider effective teamwork, communication, and a cohesive guest experience.

[bookmark: _Hlk137506275]Flexibility
The hotel and hospitality industry are highly dynamic and constantly changing as customers demand personalized experiences (Nain, 2018; Kaushal and Srivastava, 2020). Insourcing provides greater flexibility and responsiveness to changing business needs; hence it works best for Marriott. In-house staff can be easily trained, reassigned, or cross-trained to adapt to fluctuations in guest requirements. By contrast, outsourcing may introduce challenges in terms of flexibility and responsiveness, as external providers may have limited capacity to adjust staffing levels to address unexpected situations. This situation can lead to service disruptions and delays.
Based on the insights from academic literature, it can be argued against outsourcing the housekeeping department at Marriott International. Insourcing allows Marriott to provide comprehensive training, cultivate a strong organizational culture, and maintain flexibility and responsiveness to meet guest needs effectively.
These advantages may be compromised by outsourcing, where training and expertise may be inconsistent, cultural integration may be challenging, and responsiveness to changing demands may be limited (Obuobisa-Darko, n.d.; Abdullahi, 2019). By keeping the housekeeping function insourced, Marriott can ensure greater control over staffing and foster a motivated and skilled workforce. 


[bookmark: _Hlk137506422]Results and Cost Implications
The company disclosed in its recent annual report that it is still recovering from the effects of the COVID-19 pandemic (Marriott International, 2022). The COVID-19 pandemic severely impacted the hospitality industry, leading to travel restrictions, reduced demand, and decreased occupancy rates. This phenomenon led to decreased revenue and the need to implement measures to save costs (Hancock, 2021; Patalay, 2021). Insourced housekeeping functions support the company's financial recovery in several ways. For instance, it offers the potential for cost efficiency through improved operational processes and resource utilization (Pereira, Munjal and Ishizaka, 2019). Marriott can streamline workflows, identify areas of waste, and implement lean practices more effectively when managing the insourced department. These cost efficiencies contribute to overall financial recovery by reducing unnecessary expenses and improving resource utilization. Besides, the insourced department offers greater flexibility and agility because it can just cost in response to recovery efforts without the input of third parties (Pereira, Munjal and Ishizaka, 2019). Therefore, Marriott can make strategic decisions regarding staffing levels, training programs, and service delivery to meet evolving market conditions. With direct control over the housekeeping department, the company can respond more swiftly to changes, optimizing costs while maintaining service quality. According to Wiley.com, (n.d.), revenue management in the hotel and hospitality industry requires a comprehensive analysis of market demand and customer behavior to help manage risks. While outsourcing may offer potential cost benefits, such as reduced direct labor costs and variable cost structures, insourcing provides Marriott with long-term cost stability. Given the company's recovery phase, controlling costs becomes crucial for financial stability and planning. By directly managing the housekeeping department, Marriott can implement cost-saving measures tailored to its specific needs and enhance resource allocation.
As mentioned earlier, the organization disclosed in its recent annual report that it is recovering from the impacts of COVID-19. The insourced housekeeping department enables Marriott to improve financial resources, allocate budgets effectively, and support its financial recovery objectives. The rationale is that the company this strategy offers flexible management of internal resources in a way that supports the company's financial goals. Insourcing expenses documented in the academic literature include direct employment and operational costs (iaeme iaeme, 2019). However, direct labor costs can significantly impact the company's budget and financial performance. While insourced and outsourced departments require investments in infrastructure, equipment, maintenance, and other operational expenses it could be potentially lower under outsourcing arrangements (iaeme iaeme, 2019). By contrast, outsourcing expenses with significant cost implications include service provider fees, contractual obligations, and administrative costs. In this regard, outsourcing may require additional administrative efforts, such as managing and monitoring the performance of external service providers, handling invoices, and resolving any contractual or service-related issues. While outsourcing has various cost benefits, the advantages of the insourced department in terms of cost control, stability, efficiency, flexibility, and risk mitigation make it a better option for Marriott International's financial recovery efforts.

Management Plans
Insourcing allows Marriott International to directly recruit, train, and develop its in-house housekeeping staff. This element gives the company greater control over the selection process, enabling it to identify individuals with the necessary skills, qualifications, and experience. Marriott can establish robust training programs to enhance employee abilities, ensuring they are well-versed in the organization’s specific standards, procedures, and guest service expectations. Contrastingly, outsourcing the housekeeping department may introduce challenges regarding employees' abilities. Marriott will have limited control over the selection and training process of the outsourced staff if it relies on external service providers. Iaeme iaeme, (2019) wrote that service providers might claim to provide skilled and trained personnel, but the quality and consistency of their abilities could vary. Marriott may have less influence in shaping the abilities of outsourced employees, which can impact service quality, guest satisfaction, and overall operational performance. Waqanimaravu and Arasanmi, (2020) acknowledged the need for the hospitality industry players to invest in employee capabilities for organizational success. Kumar, Singh and Kumar, (2017) corroborated those in-house employees, who receive consistent training, support, and development opportunities, demonstrate higher job performance, customer satisfaction, and loyalty. Besides, they are likelier to exhibit problem-solving skills, adaptability, and a deep understanding of the company's operations, thus, contributing to a positive guest experience.

Conclusion
Insourcing the housekeeping department allows Marriott to ensure consistency in service delivery by directly recruiting, training, and developing its in-house staff. This strategy provides greater control over the selection process, aligning employee abilities with the organization’s standards and service expectations. In-house employees demonstrate higher commitment, loyalty, and engagement, leading to improved guest experiences and operational performance. Furthermore, insourcing promotes sustainability as Marriott can implement environmentally friendly practices, waste reduction initiatives, and energy-saving techniques. In-house employees can be trained to follow sustainable protocols, aligning with Marriott's sustainability initiatives, and contributing to an eco-friendlier operation. Cost implications also favor insourcing, providing Marriott with better cost control, long-term cost stability, and the ability to optimize resource allocation. By directly managing the housekeeping department, Marriott can implement cost-saving measures tailored to its specific needs, improving financial stability and planning. Considering the challenges Marriott International faces, such as the impact of the COVID-19 pandemic mentioned in their recent annual report, insourcing the housekeeping department becomes even more advantageous. It allows the company to recover financially by exercising cost control, cost efficiency, and flexibility in adjusting costs to align with recovery efforts.
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