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[bookmark: _Toc129031565]Introduction
Nowadays outsourcing has become a common fact. Most companies do not hire permanent people to do their different tasks such as cleaning (Toffolutti, et al, 2017, pp.70). So often it hires people from different agencies to do their tasks. When a company hires another company to fulfil their needs it is often termed as outsourcing. It is a common business strategy and becoming popular day by day. It is the business practice involving appointing another company or third party who gives services done by the company staff. It uses to lower the cost and increase the profitability of the company. It is a matter of controversy in many countries as many of them think that it will decline in domestic jobs (Rasheed and Gilley, 2015, pp.109). Outsourcing has some advantages and disadvantages for the company. The advantages are- cost-cutting, distributing resources effectively, focusing on more important goals, and increasing competition etc. the disadvantages are- loss of domestic jobs, less control, delay in completing projects, time and money consuming and third parties having access to confidential information etc. there are many types of outsourcing such as- operational, professional, project, IT, manufacturing outsourcing. Outsourcing helps the company to focus more on the critical goal by appointing people from a third party to do their regular tasks(Belcourt, 2016  pp.`269). The Disadvantages of outsourcing are-reduced control, communication barriers, many customers etc. 
[bookmark: _Toc129031566]Marriot International
 Marriot International is an international hospitality company that operates, franchises and lodges hotels, and residentials located in the United States. The company is busy with its business goal. They maintain a housekeeping department whose main task is to keep the company clean.  There has been confusion about whether they will get help from a third party for their housekeeping department or they will appoint permanent people for this job. Both processes have some advantages and disadvantages. 
[bookmark: _Toc129031567]Advantages of outsourcing housekeeping department
The hotel business is seasonal (Koenig‐Lewis and Bischoff, 2016, pp.78). So, keeping a permanent housekeeping department will increase the cost of the hotel. So, the advantages of outsourcing the housekeeping are given below:
[bookmark: _Toc129031568]Better quality: The outsourcer that provides people always ensures providing the best candidate to keep the business with the hotel. They recruit those candidates who have the best quality. Also, give them a training program on how to conduct with the people who stay there. The third party always ensures a well-structured facility with a world-class advantage. The company categorizes individual needs and wants and provides hotels according to their necessities. The Marriot international hotel is one of the best (Hormby, et al, 2020, pp.90). So, if they appoint a third party for their housekeeping, it will ensure their best quality service. But they have to be conscious of which sources they are seeking help from (Grossman and Helpman, 2015, pp.135). For that reason, they have to appoint those employees who have the best knowledge about housekeeping and are well-trained. As it has provided an enhanced quality in specialized products and services. The company can seek knowledge from the training companies who gives training to the housekeeping people. As they are experts and know which companies’ employees are the best in giving the services. The company must analyse before appointing any third party for its outsourcing services to ensure better quality and services to its residences. Otherwise, it may have to face defame and revenue may become lower.
[bookmark: _Toc129031569]Focusing on core goals: In the hotel business, the competition is very high. Always the hotel owner tries to keep its service best compare to other hotels to attract the consumer. But if they appoint a permanent housekeeping department, they have to resolve issues regarding that subject and they cannot concentrate on their core business goals (Bhagwati, et al, 2018, pp.93). But as now they have appointed a third party for that department, that company is responsible to resolve those issues. So, now the company can focus on its other important departments such as customer satisfaction, brand empowerment, achieving new heights etc. this type of business is very competitive. If the customer is not satisfied, they will move to another hotel and will not recommend another customer to stay in that hotel. Agencies which are well equipped with the highest expert training and share hotel policies will help the company to keep its customer satisfied by giving them the best housekeeping services. They know the basic housekeeping services and give them to their customer (McIvor, 2020, pp.50). For that reason, the hotel does not need to concentrate on the newly appointed housekeeping people as they are well-trained and know how to keep the customer satisfied. So, they can focus on their core business by improving technology, increasing market competition, improving meal quality and other services.
[bookmark: _Toc129031570]Flexible labour hours: Outsourcing the housekeeping department often reduces the liabilities of the hotel. Now the hotel does not need to deal with such housekeeping subjects and does not have to exhaust itself over many subjects related to housekeeping. Now, they do not have to deal with matters such as- the absenteeism of any housekeeping employees, attribution, fixed salaries, turnover etc. now the hotel does not have to think about their operating costs, overhead costs, physical and mental effort, training cost of the housekeeping department (Power, 2016, pp.55). They just make an agreement with an outsourcing company and pay a fixed amount and enjoy the service. If any issues raise in the housekeeping department, they just call the outsourcing agencies and the agency resolves them. The agency provides people with both night and day shifts and it will increase labour flexibility (Shy and Stenbacka, 2013, pp.203). The hotel does not have to deal with the risk of bearing the overhead. the partners can share their risk. The hotel has to spend less money and time on the housekeeping department which will help them to concentrate more on productive projects. It will help them to maintain, expert and expand the hotel brand and gain its objectives.

[bookmark: _Toc129031571]Disadvantages of outsourcing housekeeping department
There are some disadvantages that the hotel has to face if it appoints housekeeping from a third party. The disadvantages are given below:
[bookmark: _Toc129031572]Reduced control: Marriot’s international hotel business is the sum of many investments. It is not easy to build a hotel, take care of it, ensure customer satisfaction, competing with the customer. It takes a lot of investment of time and money. After investing so much money and time, it is very hard to trust a third party to protect your assets. Often the third party appoint people who consider that only as a job (Embleton and Wright, 2017, pp.94). They do not have the utmost care in protecting their assets. So, the company have to bear a loss if any assets broke down or are lost. To minimize such loss, the company must be careful from which sources it has been appointing its outsourcing and carefully choose its partners. But if the company appoint its housekeeping department, the employees consider not only this as a job (Lamminmaki, 2016, pp.964). Rather, they protect the assets in the best way as they are responsible for protecting the assets and liable for it. Shifting this certain department to a specific company outside the business often loss of control of the services that the hotel is offering. A reputed outsourcing company often allow the business to keep control of maintaining the employees and make them responsible for the loss.  
[bookmark: _Toc129031573]Multiple customers: Outsourcing business does not offer services to only one customer. They have to cater for the need of many customers. So, most of the time they cannot give 100% concentration to the hotel, which will reduce the service quality. Sometimes they send their employees to other hotels and the appointed hotel have to make their customer dissatisfied (Lamminmaki, 2018, pp.164). Therefore, their business may face loss and reduce their competitive advantage. A reputed outsourcing company provide services and products to many other customers. They give services in the hotel business and many other businesses. So, most of the time, Marriot international may not be their top priority. Even if there causes any misunderstanding between the outsourcing company and the hotel, they may leave the agreement and this will defame the hotel and reduce customer satisfaction. Also, the service quality may fall due to its many customers. Also, as they have multiple customers, the outsourcing company can exchange important information about your hotel with your competitor in exchange for money. So sometimes one or two employees may fall into the trap of your competitor and they exchange important information with another customer. It will reduce the competitive advantage of your hotel and sometimes defame your customer satisfaction.
[bookmark: _Toc129031574]Communication barriers: You have to communicate with the outsourcing companies regularly. The service of the employees, their training program, their salary, their improvement or any other illegal activities that they are doing must be communicated with the third-party agency. This is a very pathetic and time-consuming process (De Vita and Tekaya, 2015, pp.100). The hotel has many other activities to be done with its customer and has other objectives to be done. But if they have to conduct with the outsourcing agencies regularly even over a simple issue, it will become irritating and time-consuming for the hotel. Because of that barrier, the agency often fails to give the best services and they do not understand what exactly the company wants. There may arise contact misunderstanding and communication barriers and as a result, they excuse delayed services (Espino-Rodriguez and Robaina, 2015, pp.690). Communication barriers often cause intentionally if the outsourcing company wants to raise their charges. So, they excuse proper communication and it will reduce the service quality. Sometimes the hotel needs extra people if the pressure on customers has increased. But the agency then asks for a double rate and the hotel becomes helpless and pays that amount. A proper agreement between the hotel and the agency may help to reduce the issues. 


[bookmark: _Toc129031575]Advantages and disadvantages of outsourcing the housekeeping department
The hotel needs to keep a balance between using the outsourcing department and the in-house housekeeping department within the hotel. Both processes must be calculated in terms of money, expenses, physical and mental stress, and investments. (Espino-Rodríguez et al, 2019, pp.170). If outsourcing increases overhead investments, then obviously the company should rethink keeping its in-house housekeeping department. The balance between them helps to ensure the profitability of the hotel. The hotel can use one department for outsourcing such as for cleaning. For other departments such as food, customer interaction, gatekeeper etc. they can use their in-house department. This is a huge opportunity for the hotel to utilize this experience and provide the best customer service. If the outsourcing department runs well mannered, then this department will help to progress in the long run and ensure customer satisfaction. Otherwise, it will increase the loss of the company. The company must calculate the financial impact on the hotel. If outsourcing helps to ensure good customer service and the overhead cost is lower than the in-house department cost, then the hotel can easily go for outsourcing the housekeeping department. But if the scenario is different and the cost is also higher compared to the in-house department, they have to rethink it (Espino-Rodríguez and Ramírez-Fierro, 2018, pp.150). Outsourcing with the right function will contribute a major portion of the profitability of the hotel. But this decision must be taken with proper caution. The hotel can utilize one or two functions for its outsourcing service and can see whether this adds value to the hotel or not. But the fact is that keeping such outsourcing services will filter down the service to the guests along with their hotel experience. The good experience will help the company to achieve its long-term goal and success with its online reputation. But if the service quality is bad, both the reputation and profitability will decline and guests will move to another hotel to make them comfortable again 
The cost-benefit analysis of outsourcing and in-house housekeeping department is given below:	

	
	Outsourcing
	In-house

	Cost category
	US Dollars
	% Of Total Cost
	US Dollars
	% Of Cost

	Direct Costs (contract)
	898,669
	94.71%
	783,340
	89%

	Indirect cost 
	50,178
	5.29%
	96,817
	11%

	Total cost
	948,847
	100%
	880,157
	100%


Figure 01: Cost-benefit analysis of outsourcing and in-house housekeeping department.
Source: www.researchgate.net
Here Figure 01 shows the direct cost includes contract, personnel and supplies cost. The indirect costs include training, management and operational cost. Here we can see that for outsourcing, the direct cost is higher compared to the in-house department. So, the hotel needs to cut its indirect cost budget. On the other hand, in the in-house department, the hotel can concentrate on its other function such as the managerial function to improve its service.


The hourly pay of the outsourcing and in-house housekeeping department is given below:
Figure 02: Outsourcing and in-house hourly pay.
Source: www.payscale.com 
Figure 02 shows the hourly pay for outsourcing is higher compared to the in-house housekeeping department,
The impact of guest satisfaction based on cleanliness is given below:
 
Figure 03: Customer satisfaction depends on cleanliness.
Source: www.researchgate.net
Here the number is given on a scale of 1-5. Most customers prefer a clean environment where they stay/ they give priority to the swimming pool cleaning and then the room cleaning. Outsourcing may not often clean this time after time. The in-house department may be more careful in that regard.
A survey of hotel owners said that about 59% of respondents said they outsource to cut their costs, and another 57% said they want to focus on their core operation of the hotel business. around 47% said they want to solve their capacity issues. So, they take outsourcing.
Outsourcing of the housekeeping department will give many advantages such as-better quality, specialization in product and service, communication with only one party, increased resources in many other departments, concentration on training and other module sharing department, technological development such as remote check-in, keyless entry, technological advancement etc. more time to generate and focus on their core hotel business, flexible labour hiring, competitive advantage, share the risk, secure the data, less money and time investment that results in peace of mind.
There are also some other disadvantages of keeping such outsourcing which can be reduced by the in-house housekeeping department. Such as-it reducing internal and external control, communication barriers, many customers of the agencies, insecure data, reduce competitive advantage, information can be leaked, assets do not care for, reduced domestic jobs, people may not be available for full hours, especially in remote areas etc.
The financial issue is a big issue for conducting such outsourcing services. For that reason, the hotel can outsource some of its functions and develop an in-house housekeeping department to conduct other functions to keep the balance. The hotel may go for an in-house housekeeping department to cut the cost.



[bookmark: _Toc129031576]Conclusion
Outsourcing in the hotel business is a very common scenario nowadays. The hotel is a seasonal business. it does not need people for its housekeeping all year. Rather it needs people for some specific months (Kim, 2016, pp.107). The hotel can deal with some outsourcing services to conduct such activities in exchange for fixed investments. Otherwise, it can develop an in-house housekeeping department if it wants to make and give its customer the best service and secure its data. There is some risk of data sharing and losing competitive advantage. But it also helps the hotel to focus more on its core operation (Finegold, et al, 2020, pp.500). So, the decision must be taken from the perspective of financial and customer satisfaction. 
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