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Executive Summary
This report has compared insourced housekeeping and outsourcing of housekeeping for Marriott International. This is an American multinational company that operates all over the world and has headquarters in Maryland. Marriott is the largest hotel chain in the world in terms of the number of available rooms. The report has created an argument between insourced housekeeping and outsourcing housekeeping for Marriott International. The argument has included the ability of the employees, cost implications, results, consistency, sustainability and guest experience.
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[bookmark: _buec3xtax5wl][bookmark: _Toc137219150]1. Introduction 
Housekeeping refers to doing basic cleaning tasks, especially in a hotel or other areas by the specific employees. This report will compare insourced housekeeping and outsourcing of housekeeping for Marriott International. This is an American multinational company that operates all over the world and has headquarters in Maryland. Marriott is the largest hotel chain in the world in terms of the number of available rooms. According to Johnson (2021), they have almost 14,23,044 rooms in 139 countries. They had almost 1,20,000 employees in 2021 with a revenue of USD 13.86 billion ‌(Pesonen, 2015). The report will create an argument between insourced housekeeping and outsourcing housekeeping for Marriott International. The argument will include the ability of the employees, cost implications, results, consistency, sustainability and guest experience.
[bookmark: _x4df3epu1dbw][bookmark: _Toc137219151]2. Comparing insourced housekeeping and outsourcing housekeeping 
Definition: According to Johnson (2021), in-source housekeeping is done by the own employees of an organisation. Housekeeping refers to managing and cleaning the house. Internal housekeeping is entirely done by the housekeeping department and the staff of Marriott International. On the other hand, when housekeeping is done by some externally hired employees called outsourcing of housekeeping.
Impacts: Internal housekeeping is important and effective to enhance the price of Marriott International. Having a separate Department for in-house housekeeping provides a sense of belonging to the employees.  Through outsourcing housekeeping, a company could make a profit and reduce the chance of job loss caused by the uncertainty of the hospitality industry. 
Advantages: The staff of inhouse could sustain the brand value of the company properly. They also show good behavioural conduct to the guests through their own way of professionalism ‌(Pesonen, 2015). On the other hand, outsourcing housekeeping has the flexibility to schedule their staff. 
Disadvantages: Marriott International needs to sustain a budget for its insourced housekeeping staff. During the off-season, the hotel could be overstaffed and loaded with their salary which could reduce the profit of the hotel. In the case of outsourcing housekeeping employees, the hotel would have no control over them and the lack of accountability could persist.
[bookmark: _amnufuxmcldl][bookmark: _Toc137219152]3. Abilities of the employee 
The employees in the hospitality industry need to be motivated always which could provide a great service to the guests. According to ‌Rare Hospitality (2021), Marriott International is a renowned hotel all over the world henceforth, the organisation needs to provide great customer service for maintaining its brand image. The hotel organisation invests a certain amount of money for the recruitment and training of their employees because training will enhance the capability of the employees. Therefore, their ability will be improved with the help of incentives, a flexible work environment and external stimuli. Insourced housekeeping employees at an integral part of the organisation who could be retained when they will get the opportunity for development. Thus, both the qualification and abilities of the in-source housekeeping employees will be better than the outsourcing housekeeping employees. On the other hand, outsourcing housekeeping employees could have excellent capability but Marriott International will not be concerned with their capability development. According to ‌Hotel Management (2020), the organisation will only check the quality of the service provided by Outsourcing housekeeping employees in exchange for their remuneration. Additionally, the employees will not contribute anything to enhance the brand image of Marriott International through their capability. Similarly, the organisation will not take any steps to motivate outsourcing housekeeping employees.
[bookmark: _ofjkjwo6pfx4][bookmark: _Toc137219153]4. Cost implications 
Outside contractors in housekeeping is increasing day by day in the hospitality industry but the executives of Marriott International periodically assess the requirement of replacing outside service. According to Ozdemir et al. (2021), in-house staff could not be cost-effective and initial investment in their recruitment and training could be costly as well. The way of in-house staff and monthly expenses and it is included in the budget of Marriott International. Similarly, the required cleaning equipment is also another experience of the housekeeping department. Henceforth, the cost of buying housekeeping equipment could be high depending on the size of the hotels. According to ‌Rare Hospitality (2021), big hotels like Marriott International generally provide efficient and improved service which also include different types of machines such as washing machines and drawing machines for clothes, vacuum cleaners for cleaning dirty areas and many more. Additionally, disinfecting the rooms and the corridors along with cleaning buckets, brushes and carriages regularly are required. According to ‌Hotel Management (2020), all these are included in the operating cost of the company which could negatively impact the profit of Marriott International. Outsourcing housekeeping will have its own machines which will allow the hotel to balance costs and benefits properly. This cost could be maintained during the fluctuation of peak seasons also.
[bookmark: _p1rl9kg2q7v7][bookmark: _Toc137219154]5. Results 
Keeping insourced housekeeping employees is the best way to generate a sense of belonging to the organisation. Similarly, Marriott International could take pride in the contribution of their insourced housekeeping employees. According to Ozdemir et al. (2021), they are part of the internal housekeeping department as well as collaborate with each other as a team. This feeling brings pride to the employees and they are also motivated towards their job. Thus, feelings of job satisfaction enhance their capability to effectively clean the guest room and floors. They also maintain a consistent service quality with sincerity, honesty and dedication. These results could be seen in the revenue and profit of Marriott International with the continuous increment. Outsourcing housekeeping employees are not effective to handle all the tasks with a sense of belonging to the organisation. Their dedication could not match the level of insourced housekeeping employees. Insourced employees also reduce staff turnover rate which is greatly beneficial to the image of the hotel. Similarly, staff retention enables a trustworthy relationship between the employee and the employer as well. According to ‌Macrotrends (2023), outsourcing housekeeping employees comparatively provide less time to clean a room; henceforth, they received complaints from the customers. These employees are not attached to the core value and vision of the organisation. 
[bookmark: _rnn8oyvzy6i1][bookmark: _Toc137219155]6. Sustainability 
Employee sustainability refers to the future and current capability of the workers to stay in the workforce. According to ‌Mujasi et al. (2018), sustainability helps to determine a healthy work culture and engage the employees more with the mission, vision and core values of the company. Marriott International huge budget for the sustainability of their insourced housekeeping employees. This budget is required for purchasing different equipment required in housekeeping, the salary of the employees and arranging training along with workshops for the capability enhancement of the employees. The organisation also motivates the employees to make them able to provide the best customer service. Marriott International uses rewards and recognition to motivate its employees mainly. According to Kim et al. (2019), all these activities create a sense of belonging as well as a good relationship between the employees and the employer. Several employee benefits make the employees think they are a part of the organisation. Therefore, they work hard to enhance the reputation of Marriott International. According to the National Library of Medicine (2014), all these enhance their sustainability in the organisation. Outsourcing employees are not attached to the brand value of the organisation henceforth, they do not take any actions which could impress the management of the organisation. As the service provider has expert training henceforth, they would not stay at any place for longer; if they get any better opportunity they will shift to the other hotel or companies belonging to the hospitality industry as well. 
[bookmark: _mfzpkyjig8aa][bookmark: _Toc137219156]7. Consistency 
The consistency of the insourced housekeeping employees is more than the Outsourced housekeeping employees because the former is more dedicated to their work. According to ‌Mujasi et al. (2018), they try to maintain the same behaviour and standard at their workplace. They expect maintaining this behaviour will not only improve the housekeeping service but also provide them with an opportunity for career advancement. On the other hand, outsourcing employees are mainly hired to maintain the rush of the high season. Henceforth, these employees already know about their inconsistencies at the organisation. Outsourcing makes it easier for employees to move around. They get the chance of working in many different hotels which makes them inconsistent at a single hotel as well. Additionally, the chance of getting a higher position is also absent for outsourcing housekeeping employees. Marriott International arranges consistent training and workshops for their employees ‌(Sheel, 2020). Safety training, cleaning training, human resource information and understanding of the work procedure of the hotel will be given to the employees. Thus, a coherent ecosystem of working presence at the hotels of Marriott International with the help of insourced housekeeping employees.
[bookmark: _w4bl6wqp3b82][bookmark: _Toc137219157]8. Guest experience 
According to the National Library of Medicine (2014), the trustworthiness of the insourced housekeeping employees is more than the others. These employees could maintain building security as well as customer security. The insourced employees are also important to provide an effective guest experience because they are concerned with an improved brand image of the company. As they are directly related to the company, henceforth, they will take necessary steps to enhance the guest experience as well. Outsourcing housekeeping employees are not directly attached to the company, hence, they are not concerned with improving the brand image of Marriott International. According to ‌Macrotrends (2023), the number of employees for Marriott International has increased from 1,20,000 in 2021 to 3,77,000 in 2022. The organisation has a huge number of in-house employees to provide an effective service to improve the guest experience. Housekeeping employees in luxurious hotels like Marriott International have a more challenging job to satisfy important and high-class guests. Insourced housekeeping employees have a greater idea about the availability of hotel resources. 
[bookmark: _4opozorfvvha][bookmark: _Toc137219158]9. Critical evaluation 
Sometimes the hospitality industry prefers to keep outsourcing employees because it provides them with the flexibility to schedule the staff. Hotels might not always need to be stuffed fully. Outsourcing provides the hotel's organisation with flexibility as well as cost-effectiveness. According to Kim et al. (2019), outsourcing also increases the chance of getting more employees during the business season which could positively impact the profit of the organisation. Additionally, offsetting liabilities, less load on the management and use of resources flexibly enhance the demand for outsourcing housekeeping employees. Contrary to this, insourced employees provide a sense of belonging, and guarantee of quality work along with their contribution to improving the brand image of the company (Quan et al., 2022). Hotels like Marriott International are known to people all over the world because of their great service and hospitality; if the company only focuses on profit by outsourcing the employees then this brand image could not be built. A big hotel could not only rely on maintaining profit only, rather they were required to build their own ecosystem which could promote the organisational mission, vision and core value (Mueller and Sensini, 2021). This is only possible through insourced housekeeping employees who will take action to solve the problems of the guests. 
[bookmark: _duuxj9ai24od][bookmark: _Toc137219159]10. Conclusion 
A common belief includes outsourcing housekeeping could improve the financial situation of a company using cost. Additionally, outsourcing employees could work without communication, relationship and trust with the employer but in reality, the absence of all these produces an unhealthy work environment. Both outsourcing and insourced housekeeping employees have their own advantages and drawbacks but considering the attachment between the employer and employees, insourced housekeeping employees are preferred. Marriott International could be more conscious to maintain certain conduct within their hotels which will not only enhance the work activity of both the employees but also could enhance the brand reputation. Initially, the hotel chain required investment for insourced housekeeping employees but in the long term, these employees will make the foundation of a cost-effective hotel chain with great service. The report has presented an argument between insourced housekeeping and outsourcing of housekeeping for Marriott International which includes the ability of the employees, cost implications, results, consistency, sustainability and guest experience.
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