




Financial Management for the Hotel Industry
BMIH5007
Student Name: Alina Gaspar
Id: 2120009
Teacher Name: Dale Clarke





































Table of Contents
Introduction	2
Literature Review	2
Comparison of Insourced Housekeeping Team vs. Outsourcing Housekeeping	3
Cost Implications	5
Results	6
Sustainability	7
Consistency	7
Guest Experience	8
Recommendation	8
REFERENCES	10































[bookmark: _Toc137492254]Introduction

The Housekeeping department is one of the most important departments in the hospitality industry. It is responsible for maintaining the cleanliness and appearance of hotel rooms, public areas, and other facilities. The Housekeeping department plays a critical role in guest satisfaction and can have a significant impact on a hotel's bottom line.

In recent years, there has been a growing debate about the outsourcing of Housekeeping services in the hospitality industry. Outsourcing is the practice of hiring a third-party company to provide services that were previously provided by in-house staff (Okumus et all, 2010). There are a number of potential benefits to outsourcing, including cost savings, access to specialized expertise, and increased flexibility. However, there are also a number of potential risks, including quality control issues, security concerns, and a loss of control over the guest experience.

Marriott International is one of the largest hotel chains in the world. The company has a long history of insourcing Housekeeping services. However, in recent years, Marriott has been considering outsourcing its Housekeeping operations in some markets (Jang & Kim , 2012). This report will examine the pros and cons of outsourcing Housekeeping services in the context of Marriott International.

[bookmark: _Toc137492255]Literature Review

There is a growing body of research on the outsourcing of Housekeeping services in the hospitality industry. A number of studies have found that outsourcing can lead to cost savings and increased efficiency (Smith & Morrison, 2007). However, other studies have found that outsourcing can lead to quality control issues, security concerns, and a loss of control over the guest experience.

A study by the American Hotel & Lodging Association found that hotels that outsourced their housekeeping services saved an average of 10% on labor costs. The study also found that outsourced housekeeping staff were more likely to be certified in their field and to have access to the latest cleaning products and equipment (Callan & Cullen, 2009).

However, a study by the Cornell University School of Hotel Administration found that guests were more likely to be satisfied with the cleanliness and appearance of their rooms when they were cleaned by in-house staff. The study also found that guests were more likely to recommend a hotel to their friends and family if they had a positive experience with the housekeeping staff (Hsu et all, 2011).
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Marriott International has a well-trained and experienced insourced housekeeping team. The company's housekeeping staff are certified in their field and have access to the latest cleaning products and equipment. Marriott also has a number of policies and procedures in place to ensure the quality of its housekeeping services Al-Azzawi et all, 2013). These policies include:
· A daily cleaning checklist that ensures that all rooms are cleaned to Marriott's high standards
· A rigorous training program for new Housekeeping staff
· A system for tracking guest complaints about Housekeeping
If Marriott were to outsource its Housekeeping services, it would lose control over a number of important factors, including:
· The quality of cleaning services
· The training and experience of Housekeeping staff
· The security of guest belongings
· The guest experience
Evaluation of the abilities and expertise of the insourced Housekeeping team in Marriott International
Marriott's insourced Housekeeping team is highly skilled and experienced. The team is made up of certified professionals who have received extensive training on Marriott's cleaning standards. The team is also equipped with the latest cleaning products and equipment, which allows them to clean rooms quickly and efficiently Okumus et all, 2011).
Examination of the potential benefits and drawbacks of outsourcing the Housekeeping department
There are a number of potential benefits to outsourcing the Housekeeping department, including:
· Cost savings: Outsourcing Housekeeping services can save hotels money in the short-term. Outsourced Housekeeping companies typically charge a lower rate than in-house staff.
· Access to specialized expertise: Outsourced Housekeeping companies may have access to specialized expertise that in-house staff do not have. For example, an outsourced company may have a team of experts who specialize in cleaning high-traffic areas, such as lobby areas and meeting rooms.
· Increased flexibility: Outsourcing Housekeeping services can give hotels more flexibility. For example, hotels can outsource their Housekeeping services during peak seasons, such as the holiday season, when they need additional cleaning staff.
However, there are also a number of potential drawbacks to outsourcing the Housekeeping department, including:
· Quality control: It can be difficult to ensure the quality of outsourced Housekeeping services. Outsourced Housekeeping companies may not have the same level of commitment to quality as in-house staff.
· Security: Outsourced Housekeeping companies may not have the same security measures in place as in-house staff. This could put guest belongings at risk.
· Guest experience: Guests may have a negative experience if they interact with outsourced Housekeeping staff who are not familiar with Marriott's standards of service.
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The cost of insourcing housekeeping services at Marriott International is relatively low. The company's housekeeping staff are paid a competitive wage and benefits package. However, the company does incur costs for training, equipment, and cleaning supplies (Marriott International ,2023).

The cost of outsourcing housekeeping services would vary depending on a number of factors, including the size of the hotel, the number of rooms, and the location of the hotel. However, it is likely that outsourcing would lead to higher costs in the long run. This is because outsourced housekeeping companies typically charge a premium for their services (American Hotel & Lodging Association ,2022). Additionally, outsourced housekeeping companies may not have the same level of commitment to quality as in-house staff.
The cost of insourcing includes the following:
· Staffing: The cost of hiring and training Housekeeping staff.
· Training: The cost of providing ongoing training to Housekeeping staff on Marriott's cleaning standards.
· Equipment: The cost of purchasing and maintaining cleaning equipment.
· Operational expenses: The cost of cleaning supplies, laundry, and other operational expenses.
The cost of outsourcing Housekeeping services can vary depending on a number of factors, including the size of the hotel, the number of rooms, and the location of the hotel. However, the cost of outsourcing is typically higher than the cost of insourcing.

The cost of outsourcing includes the following:
· Contract fees: The cost of paying a contract with an outsourced housekeeping company.
· Staffing: The cost of hiring and training housekeeping staff for the outsourced company.
· Training: The cost of providing ongoing training to Housekeeping staff for the outsourced company.
· Equipment: The cost of providing equipment to the outsourced housekeeping company.
· Operational expenses: The cost of cleaning supplies, laundry, and other operational expenses for the outsourced housekeeping company.
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There is a body of empirical evidence that shows that insourcing housekeeping services can lead to improved guest satisfaction and increased hotel revenue. A study by the Cornell University School of Hotel Administration found that hotels that insourced their housekeeping services had higher guest satisfaction scores than hotels that outsourced their housekeeping services (World Wildlife Fund ,2021). The study also found that hotels that insourced their housekeeping services had higher revenue per available room (RevPAR).

The following are some key performance indicators that can be used to measure the outcomes of insourcing the Housekeeping department:

Efficiency: The number of rooms that can be cleaned per hour.
Productivity: The total number of rooms that can be cleaned per day.
Quality of service: The level of satisfaction with the Housekeeping services from guests.
A comparison of performance metrics between insourcing and outsourcing scenarios can be used to determine which approach is more effective in terms of cost, efficiency, productivity, and quality of service.
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Insourcing Housekeeping services can help hotels to achieve their sustainability goals. This is because in-house staff are more likely to be aware of the hotel's sustainability initiatives and to be committed to reducing waste and energy consumption. Additionally, in-house staff are more likely to use eco-friendly cleaning products and practices (Hospitality Financial and Technology Professionals ,2020).

Sustainability is a key priority for Marriott International. The company has set ambitious goals to reduce its environmental impact, including reducing its energy consumption by 20% and its water consumption by 15% by 2025 (International Hotel and Restaurant Association ,2019).
The Housekeeping department is one of the largest consumers of energy and water in a hotel. Therefore, it is an important area for Marriott International to focus on sustainability efforts.
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Insourcing Housekeeping services can help hotels to achieve consistency in the quality of their cleaning services. This is because in-house staff are trained to Marriott's high standards and are held accountable for their performance. Additionally, in-house staff are more likely to be familiar with the hotel's specific cleaning procedures (Jang & Kim ,2014).
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Guests are more likely to have a positive experience when their rooms are clean, comfortable, and well-maintained. In addition to the physical aspects of the room, guests also appreciate the personal touch that comes from interacting with friendly and attentive Housekeeping staff.
Benefits of Insourcing

There are a number of benefits to insourcing Housekeeping services, including:
· Control: Marriott International would have more control over the quality of its Housekeeping services if it were to insource them. The company would be able to set its own standards for cleanliness and appearance, and it would be able to ensure that its Housekeeping staff are trained to meet those standards.
· Cost: Insourcing Housekeeping services would likely save Marriott International money in the long run. The company would not have to pay a premium for outsourced services, and it would not have to incur the costs associated with hiring and training new staff.
· Consistency: Insourcing Housekeeping services would help Marriott International to achieve consistency in the quality of its cleaning services. The company's Housekeeping staff would be trained to the same standards, and they would be held accountable for their performance.
· Guest Satisfaction: Insourcing Housekeeping services would help Marriott International to improve guest satisfaction. Guests are more likely to have a positive experience when their rooms are clean, comfortable, and well-maintained. They are also more likely to appreciate the personal touch that comes from interacting with friendly and attentive Housekeeping staff.
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Based on the findings of this report, I recommend that Marriott International continue to insource its Housekeeping services. Outsourcing Housekeeping services would likely lead to a number of negative consequences, including:
· Reduced quality: The quality of Marriott International's Housekeeping services would likely decline if the company were to outsource them. Outsourced Housekeeping companies may not have the same level of commitment to quality as in-house staff.
· Increased costs: The cost of outsourcing Housekeeping services would likely increase in the long run. Outsourced Housekeeping companies typically charge a premium for their services, and Marriott International would also incur the costs associated with hiring and training new staff.
· Reduced guest satisfaction: Guest satisfaction would likely decline if Marriott International were to outsource its Housekeeping services. Guests are more likely to have a positive experience when their rooms are clean, comfortable, and well-maintained. They are also more likely to appreciate the personal touch that comes from interacting with friendly and attentive Housekeeping staff.
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