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Executive Summary
Sustainable Business Revenue Generation Plan
This report aims to clarify whether internal hiring is better than outsourcing housekeeping employees at Marriot hotels. Both the benefits and disadvantages of outsourcing and outsourcing are listed and discussed in depth, resulting in the choice of insourcing employees over outsourcing staff. One of the reasons given is that internal staff align with the organisation's brand standards and expectations. This report suggests that Marriot Hotels use outsourcing only on a temporary basis to fill vacancies in periods of high occupancy or when there are not enough employees at any given time.
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Introduction
This report will show if outsourcing housekeeping for Marriott Hotels is better than insourcing housekeeping. The next step is to compare outsourcing and insourcing and finding the pros and cons of each option. Next, compare which of the two options is more viable and sustainable for the business. Finally, advise will be made into which direction Marriott Hotels should take and why.
Marriot hotels- Founded by J. Willard and Alice Marriott, in 1927. Marriott has an extensive portfolio of properties around the globe. It has more than 30 brands and over 8,000 properties across 139 countries worldwide (Marriott, n.d). Marriot has become one of the biggest hotel chains in the world, right now is ranked second in the world (All Top Everything, n.d).
Outsourcing is a practice used by many companies and is basically using a third-party company to performed jobs that were performed inhouse. It affects all type of jobs ranging from customer support to, manufacturing, back office, etc (Twin, 2022).
Insourcing is when a business uses its own staff to develop a project or to perform certain jobs with employees within the organisation instead of hiring third party or an outsider (Srivastav, n.d).
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Benefits of Outsourcing Housekeeping
Many hotels have outsourced their housekeeping for years. COVID-19 has enhanced the need for third-party agencies to fill staff shortages. Although hoteliers have traditionally outsourced housekeeping duties during certain months of the year, the majority of hotel chains outsource housekeeping year-round.
Due to the high staffing requirements in leisure resort markets, hoteliers often rely on outsourcing. It is beneficial for organisations to establish relationships with outsourcing companies in advance to avoid the need for last-minute staffing solutions, which could negatively impact the brand due to potential issues with service quality or underperformance (Blank, 2022).
In 2009, three Hyatt hotels in the Boston area laid off almost 100 housekeeping staff and replaced them with lower-paid outsourced workers, causing widespread outrage. The Unite Here pro-union group and the governor of Massachusetts urged a boycott of the hotel chain, highlighting how unions can make it difficult for hotels in union markets to outsource tasks like housekeeping. 
Despite this, outsourcing remains an attractive option for many hotel owners and managers due to the potential cost savings. Outsourcing housekeeping can result in a more than 25% decrease in labour costs, as well as reductions in payroll taxes and benefits. Moreover, outsourcing can reduce recruitment and training costs and allow management to focus on guest services and marketing.
Outsourcing can also provide benefits for both remaining hotel staff and outsourced workers. Outsourcing can help alleviate staff shortages in emergencies and allow outsourced workers to work full-time, while also providing them with health benefits, retirement options, and other benefits. Outsourcing providers like The Services Companies offer training to new employees and work with the property's department head to ensure that the hotel's service and employee-focused culture remains intact (HM Staff, 2010).
Here are some benefits of outsourcing housekeeping and other tasks at Marriot hotels:
Increased efficiency- Specialised organisations can help achieve greater efficiency and quality than in-house employees by focusing on the specific task required.
Controlled costs- Hiring these specialised companies con save money that can be allocated in different areas of the company.
Increased reach- Outsourcing makes certain abilities or jobs affordable. If it wasn’t for these companies these services would be very expensive or unaffordable (NI Business Info, n.d).
Outsourcing saves up to 25 % of costs of salaries, healthcare benefits, and vacations are avoided using a third-party agency. This type of hiring increases operational cash flow and higher profits (Janpro, n.d). Outsourcing companies assists their clients with the right staff; these companies have a vast array of services clients can choose from. These companies are making great efforts to have excellent customer service required by hoteliers (Goswami, 2022). 
Among other benefits of hiring housekeeping staff from a third party is benefiting from the latest housekeeping trends and systems, a decrease in compliance accountability in hotels and less work for operational managers (Ahs Hospitality, 2021).
Organisations outsource their housekeeping as well as other inhouse operations because outsourcing can also save on capital expenditures, team management, and technology investments, while catering to the demands of customers and sharing business risks.  According to some studies, organisations may cut operational costs by 50% or more. Overall, outsourcing can give businesses a competitive advantage and significantly reduce operational expenses (Hoteltalk, 2022).
Benefits of insourcing Housekeeping
One of the main reasons Hotels insource housekeeping is because they are in control of the staff. If the organisations take the option of outsourcing, they delegate power to their supplier. If organisations use their employees to do housekeeping it may be cheaper than outsourcing because companies don’t have to pay for services that already perform. 
Having employees performing housekeeping from within the organisation is the best option, since these employees already understand the business and how it works. Adding more employees to the business boots the local economy and protects jobs (Finch, 2017). 
As previously explained insourcing might be a better solution to companies because they don’t have to relinquish power to a third-party company. It also carries an element of risk that not too many companies are willing to take. Insourcing is looking as cost-effective solution for organisations, and here is why.
Insourcing gives organisations full control- Insourcing provides organizations with full control and oversight over every step involved in completing tasks, giving the company complete autonomy. 
Cultural alignment- Insourced teams are fully integrated and share the same values and work ethic. This differs from outsourced employees that do not know nor align with the organisation’s values and standards. 
Improves communication and project delivery- Insourcing mitigates communication issues and accountability problems, by hiring or giving specific jobs to specialised teams with the right skill sets and knowledge of the organisation. This helps to accelerates project delivery and also enhances quality control (Acton, 2020).
Organisations use temporary agencies to fill vacancies in housekeeping because is the fastest solution when an emergency arrives. An executive housekeeper of a major hotel in the US says that these outsourced workers are used when the demand surpasses their staff capacity. It is not used to replace housekeeping workers that are hired by the organisation (Menage, 2015). 
The University of St. Louis had outsourced their cleaning staff, but the move led to several problems, including high employee turnover, student complaints, and underperformed in the cleaning of university buildings and common areas. The outsourcing companies had performed poorly, and the university had little control over the workers and their cleaning methods. To address these issues, the university decided to switch to insourced employees, who were more motivated and committed to their work. With full control over the hiring process and cleaning procedures, the university was able to reduce turnover rates and improve the quality of cleaning services. By hiring people who were interested in building a career rather than just earning a pay check, the university was able to create a more dedicated and skilled workforce (Patterson, n.d).
This issue regarding the University of St. Louis is a clear example of why outsourcing may bite back with vengeance; when hiring an outside or third party, organisations are dealing with providers that work with many other customers besides the hotel business. These companies have an enormous portfolio of customers with different types of needs. This means that hoteliers as well as their guests are not their top priority or concern.  Finally, there might be contract and communication misunderstandings when dealing with outsourcing companies such as underperforming, not keeping up with brand standards, and delayed services (Openkey, 2018).
Analysis/Suggestion
Outsourcing has its pros and cons as well as insourcing of housekeeping staff in the hotel industry. Outsourcing provides flexibility, increase cash flow, savings of salaries up to 25 %. This makes hiring a third party quite attractive but it also has its downturns such as organisations losing control of their operations, outsourced employees not meeting or achieving hotel’s brand standards, miscommunication, and missed deadlines.
Insourcing has its positive side and negative side. The positive side consists of having all employees knowing the hotel’s standards and expectations, that is, working in a homogeneous way. Insourcing keeps the brand strong, is cost effective, hoteliers keep control of their operations and high standards. Also, employee’s morale is high unlike outsourced employees working for a pay check instead of a job (Patterson, n.d). In-house staffing can lead to increased operational costs, difficulties in quickly training new personnel as needed, and challenges in promptly replacing housekeeping staff.
Taking into account the advantages and disadvantages of both outsourced and in-house employees, it is recommended that Marriott Hotels retain their in-house staff. This recommendation is based on the following considerations:
Housekeeping employees have seen their wages fall and work overload has increased. Housekeeping employees are expected to clean more rooms now than previous years. They are working longer hours to meet goals and standards. These employees have seen a decrease in their buying power; they blame a growing trend many hotels are taken and that is outsourcing companies (Jamieson, 2017).
Housekeeping is the backbone of any hotel, since they are responsible for the cleanliness of every hotel. Despite this undeniable fact, housekeeping staff face some of the worst employment conditions in the UK. Pay conditions is one of the many violations these group encounters. Many of these employees are paid by piece rate or room rate instead of an hourly rate. They are given an unrealistic number of rooms to clean in their shift resulting in working longer hours, for no extra money. These exploitative conditions have both mental as well as a physical impact. Also, 84% of staff say that they take painkillers to perform their duties (Shiva Foundation, 2021).
Seeing both sides of the spectrum, Marriott Hotels should emphasise in keeping their inhouse staff to do housekeeping duties. Marriot Hotels is the second biggest hotel chain the world (All Top Everything, n.d), it has a reputation that cannot be smeared by borderline or unlawful practices. When hiring a third party to replace these employees is risky because these companies care about their finances and not the employee. As previously stated, this leads to abuse and modern-day slavery. Marriot Hotels does not need bad press since it affects the brand and may cause cancellations.
To avoid this abuse, Marriot Hotels should hire outsourcing companies that follow Marriot’s work pay rate and working hours.
Conclusion
Marriot Hotels is a big player in the hospitality business worldwide. Having over 30 brands and more than 8,000 properties across 139 countries worldwide (Marriot, n.d) is tempting and lucrative to hire outside companies to do housekeeping in their hotels. Studies have shown that outsourcing housekeeping saves organisations 25 % wage costs. This report has shown the benefits of both outsourced and insourced housekeeping employees. It also, lets the reader see the pros and cons of the two. COVID-19 has made an impact in the increase of this practice due to hotels losing money during the pandemic. Many hotels are using outsourcing to save money and have personnel on short notice. The downside for this is that these employees are often exploited and underpaid for their services. Marriot Hotels, does not need to abuse the use of outsourcing; it should as it was suggested before to keep and hire more inhouse employees as they see fit to fulfil housekeeping duties. It is better to have inhouse employees that align with hotel standards and expectations. Hiring these outsourcing companies may result in public backlash if information leaks about any wrongdoing towards housekeeping employees. These companies should be used on a temporary basis to mitigate employee shortages due high seasonality or lack of time to train new personnel.
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