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Executive summary


This report will analyse the difference between the insourced housekeeping team and the outsourcing housekeeping team of Marriott International the biggest company in the hospitality sector.  Analysing the advantages and disadvantages of outsourcing contractors and also discussing the benefits of insourcing employees, this report will try to discover what is the impact of outsourcing on the cost, the guest experience and the sustainability of the hotel. 
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1. Introduction: 

According to a different definition, "housekeeping is an operational department in a hotel that is in charge of cleanliness, maintenance, and aesthetic upkeep of rooms, public areas, back areas, and the surroundings." (Set up my hotel, 2023) Housekeeping service not only promptly prepares and cleans bedrooms, but also cleans and maintains every area of the hotel to keep it looking as new and appealing as the day it first opened for business. Given that only their department regularly enters each hotel room, housekeepers serve as the hotel's eyes and ears. To ensure the right preventative measures are taken, the housekeeping department collaborates closely with the engineering and maintenance division (Nitschke & Frye 2008, p.11.).
Outsourcing is a conscious business decision to move internal work to an external provider (Raghubalan and Raghubalan, 2015, p. 118). Hotels are sometimes contracting an outside company to meet service needs, whether temporary or permanent. This service can refer to all areas of the housekeeping department, including cleaning, linen, equipment, laundry, pest control, flowers, decorations and so on.  
Outsourcing is a cost-effective way to work with skilled individuals and take advantage of their experience. It is also a tactical move to stay up with the growing business industry and address market challenges but requires meticulous planning for the collaboration to thrive, just like any other business strategy (McBrien, 2022). When choosing outsourced and in-house services is essential to consider the cost, quality of service and convenience.

2. Comparison of insourced housekeeping team vs outsourcing housekeeping:

According to the Serve 360 Report of Marriott in 2021, the company supervised more than 321,000 associates globally at managed, owned, and leased hotels, customer service locations, and above-property operations as of the years of 2020. These figures include nearly 200,000 associates who work for Marriott hotel owners, as well as around 121,000 associates (54% women) who are employed by Marriott (Report Serve 360 Marriott, 2021). HSS company is one of the main US partners of Marriott for outsourcing staff in different areas from housekeeping and laundry to food and beverage operations (HSS, 2023). 
Insourcing housekeeping means the use of internal human resources to assign duties in contrast with outsourcing housekeeping when hotels are contracting workers through an outside agency or third party rather than directly under the brand name. 
Both have lots of advantages and disadvantages.
	
	Insourcing
	Outsourcing

	Advantages
	· Bigger control over the quality of work
· Employees are trained and know the company values and standards.
· Employees will identify with the employer.


	· Big flexibility
· Ad-hoc response to changes
· Low expenditure
· No expense with equipment
· No training costs.
· Extra work can be carried out without increasing staff.
· Contractors are accountable for the result.
· No problems between management and worker unions
· Highly skilled skills can be leased for a period of time.
· Share the risk. 

	Disadvantages
	· Less flexibility
· Cost for training
· Cost of recruitment
· Specialised knowledge is not always available internally or can't always be hired.

	· High fluctuation level
· Employees don’t identify with the organisations.
· Risk of workers being exploited.
· Lack of confidentiality
· Communication issues 
· The natural tendency for a contractor to use cheaper products.



(StafCloud, 2020)
According to the statistics, hotels have viewed a decrease of 25% in employee costs when the housekeeping services were outsourced and have also reported seeing a constant quality of housekeeping when it was outsourced from an outside supplier (Goswami, 2022). But the main disadvantage of outstanding housekeeping is that hotels don’t have control of the employees who are often changed, and they don’t identify with the organisation’s values and standards. 
On the other hand, insourcing housekeeping results in giving much more control to the company. Hospitality Industry service almost always involves an interaction between employees and guests, and guests themselves are shaping employee behaviour throw their expectations (Sturman, et al., 2011, p.113). That’s why is important that employees identify with the organisation’s values and standards to know how to offer the best service and how to exceed guest expectations.  

3. Cost Implications of outsourcing housekeeping

The primary justification for outsourcing is hotly contested as the balance between costs and benefits (Gravatara, 2021) . Saving money is the No. 1 reason most owners and managers would consider outsourcing housekeeping. There's no fixed amount on how much a hotel can save using outsourcing employees. The International Organisation for Standardisation (ISO) estimates that outsourcing can help businesses cut expenses by 15% on average (ROI CX Solutions, 2021). The main costs reduced by outsourcing are wages and benefits costs, recruitment costs, training costs and equipment costs. Because hotel occupancy varies between peak season and off-peak season, as can be seen in Appendix B, the potential cost of insourcing may be too high to compete with outsourcing firms, making it difficult for the housekeeping department to reduce working hours without having to resort to temporary layoff procedures for staff (Schniederjans, Schniederjans & Schniederjans, 2005). 
The basic payment for outsourcing housekeeping may include a management fee for consultancy service, a unit rate agreement, a fixed period cost, a cost for the job plus a percentage of profit or a cost for a job plus a fixed fee. The majority of contracts on a unit-rate basis. The executive housekeeper asks for the price after detailing the area to be serviced and the frequency of the task.  The contractor measures the area and calculates the price (man-hours = areas x time x frequency) (Raghubalan and Raghubalan, 2015, p. 122).  A better mode of payment is the fixed fee one when the company pays the contractor for the job a fixed fee.

4. Ability to outsource housekeeping employees in contrast with in house housekeeping employees.

Hotels use housekeeping outsourcing employees usually for some specific jobs (Appendix A) like laundry, deep cleaning of public areas, pest control, horticulture and landscaping, flower arrangement and decorations and so on. Very few times they contract outsourcing employees to clean the guest rooms because there the employees have a direct impact on the guest experience. Marriott is well known and boasts of the high level of consistency they offer to the guests. Lots of Marriott guests are choosing Marriott in a new location because they already experimented Marriott in some other place, so they are awarded of the standards and quality of services that’s why it can be dangerous to use outsourcing employees for cleaning rooms for example,  because they are not aware of the brand standards and they can have a direct impact on guest experience (Marriott and Brown, 2007, p.18) . But contracting outsourcing employees is a good practice for other jobs where the contact whit guest experience is not a direct one and can be very useful for the hotel reducing the costs and offering very skilled employees in different areas allowing the company to pay them for the job with no need to hire them and pay them monthly.

5. Sustainability of outsourcing

In order to support sustainable growth and a sustainable destination, the hotel should promote sustainable management and employ sustainable outsourcing because by considering social, economic, and environmental factors when carrying out its operations, sustainable outsourcing promotes the sustainable growth of the hotel (Espino – Rodrigues, 2023). A sustainable outsourcing strategy should prevent the hotel from outsourcing tasks that fall under its core capabilities and promote sustainable economic growth.  
A survey conducted by 100 UK Hotel workers found that 76% of the hospitality facilities are outsourcing the laundry service and this produces carbon emissions from washing operations and transport (Monk, 2018). The London Heathrow Marriott was in the same situation using outsourcing laundry, but in 2019 they decided to move the service in-house investing in an Hydrofinity washing machine which uses up to 80% less water, 50% less energy and 50% less chemistry than a conventional machine. They have seen a return on investment in 8 months, and they reduce the outsourcing cost and save 1.7 million litres of water, sufficient to fill reusable water bottles for 3.4 million Heathrow travellers annually (Thomsen, 2019).
	
6. Guest experience when outsourcing employees

 	For a hospitality business employees are one of the most valuable assets. They are on the front lines, face-to-face with the guest, creating the first impression, and even when they are at the back of the house, they are controlling the operation by which service is delivered that’s why is very important to be properly trained, and to know exactly what the standards and the expectation are (Kinni, 2011, p.21).
	Marriotts’ brand awareness is sustained by the quality, standards, and consistency the hotel maintained over the years.  That’s why utilising outsourcing housekeeping employees can have a significant impact on the guest experience. Since the outsourced personnel might not have all the essential experience to perform the job, there needs to be a big emphasis on training to assure quality standards are not lost (Calbone, 2016). To ensure that the hotel's third-party personnel carry out its mission and aims, there must be open and constant contact whit the provider. Unpredictable situations can always happen and the risk of something going wrong is very high in the hospitality industry in general that’s why it can be a very big problem that a hotel has no control over the outsourcing employees, and this can strongly affect the guest experience. 


7. Recommendation

Is recommended to use outsourcing housekeeping mixed with insourced housekeeping and utilised for different works such as recruitment, pest control, general cleaning of public areas and so on, in general services that have no impact or low impact on the guest experience. Is also recommended to use outsourcing housekeeping in the busy periods when the hotel needs more resources to ensure all the tasks are up to date, all the rooms are clean, and services are delivered. Is not recommended to use just outsourcing housekeeping because this can negatively affect the guest experience (Pesonen, 2015).  
Staff motivation is one of the biggest challenges in hospitality and intern housekeeping is making the employees feel like they are part of the company. This increases job satisfaction and pride in the job which can have a direct positive impact on insource employees᾽ work in contrast with outsourced employees who have no motivation, satisfaction, or pride and where work is based more on quantity not on quality.   

[bookmark: _Hlk137056466]
8. Conclusions

In conclusion, outsourcing can be beneficial to the hotel and to the housekeeping department by reducing the costs produced by recruitment and training, by direct employee wages and benefits and also by the acquisition of equipment and cleaning products. It is also good for reducing the turnover rate in the housekeeping department which is usually the department with the biggest turnover rate (Dixit, 2019). It can offer flexibility to the hotel in the busiest periods and help in an extreme situation when a specialist is needed. But even though the benefits are multiple, and outsourcing is gaining popularity around the industry, the disadvantages are also multiple and can affect the guest experience. Is important to analyse deeply a business situation before contracting outsourcing and deciding on the consequence. 
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