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[bookmark: _gjdgxs]Introduction
The housekeeping team’s efficiency and effectiveness are crucial to creating great guest experiences in the competitive hospitality industry (Wei, 2018). Marriott International is global hospitality brand that manages a wide variety of hotels and resorts in a number of different locations. In terms of guest satisfaction, Marriott is unrivalled in the business (Spechler, 2017). Large hotels like Marriott International must decide whether to insource or outsource housekeeping. Insourcing involves hiring and managing the housekeeping staff, while outsourcing involves hiring a third party (Pesonen, 2015). The main aim of this report is to explore the arguments against outsourcing housekeeping team through different elements involved. Analysing this can help Marriott International ensure great guest experiences and maintain its top hospitality brand standing. Marriott International's arguments against outsourcing its housekeeping department are examined in this report. Marriott International will utilise the findings to determine the optimum method for managing the housekeeping department.

[bookmark: _30j0zll]Comparison of Insourced Housekeeping Team vs. Outsourcing Housekeeping:
When a corporation insource housekeeping, they recruit and manage personnel in-house. However, outsourcing the housekeeping department involves contracting a cleaning company (Pesonen, 2015). Below are the similarities and differences between the two strategies.
When a company decides to insource its housekeeping services, it exercises complete control over the hiring, training, and management of its employees, ensuring a consistently high standard of cleanliness across the building (Drury, 2015). As a result, there will be more conformity to the norms and expectations of the company. However, outsourcing could mean giving up some managerial say over team, which could lead to varying levels of quality amongst clients (Espino-Rodrguez et al., 2017).
Advantages of insourcing include adaptability to changing business needs and the capacity to scale up or down quickly (Lamminmaki, 2012). Internal resource reallocation is simplified as a result. However, outsourcing has the benefit of being extensible. Depending on the client's needs, the service provider can swiftly adjust the number of employees on staff (Knopman and Brahmakulam, 2020). Through insourcing, businesses may ensure that their housekeeping staff has the requisite competence and has been trained in a manner consistent with the company's values and culture (Anthonisz, 2014). However, when you outsource, you can tap into the expertise of trained experts in the field (Künzli, 2013).
The two most important aspects of any team are communication and accountability. An insourced team allows for better communication and coordination, which in turn leads to more effective operations and quicker problem resolution (Bardi, 2021). To ensure service level agreements are followed when outsourcing, clear lines of communication and consistent monitoring are essential (Espino-Rodrguez et al., 2012). Insourcing housekeeping employees increased guest authenticity, individuality, and loyalty, according to Mishra and Singh (2018). The guest may have more faith in the insource staff's commitment to the company's mission. Due to the service provider's reputation, outsourcing can increase service quality (Espino-Rodrguez et al., 2014).

[bookmark: _1fob9te]Abilities of Those Employed
[bookmark: _3znysh7]Training and Expertise
Insourcing helps Marriott International conduct thorough, needs-based training. An in-house housekeeping department can train staff to provide personalised service and satisfy visitors' needs. Marriott's customer service reputation depends on its staff's skills and training (Spechler, 2017). Staff receive comprehensive training in housekeeping efficiency, industry best practises, and the art of outstanding guest service (Anthonisz, 2014). Their understanding allows them to adjust and deliver outstanding service to guests.

[bookmark: _2et92p0]Cultural Fit and Company Knowledge
Having a housekeeping team on-site has many benefits, including familiarity with Marriott's operations and ideals. They are more likely to give services that meet the company's goals, making customers' stays more enjoyable (Khalimova, 2020). They can personalise service since they know the Marriott brand, service standards, and guest preferences (Hayes and Miller, 2012). Since they know so much about the firm, they may serve as ambassadors for Marriott, making sure that customers have a positive experience every time they stay at a Marriott property (Drury, 2015).
However, there are risks associated with outsourcing the housekeeping department, including a lack of familiarity with the company's culture and procedures. It has been found that the inability of outsourced teams to adapt to Marriott's culture might have a negative impact on service quality (Espino-Rodrguez et al., 2017). There is a risk of service inconsistencies if they are not as well-versed in Marriott's brand identity, procedures, and guests' expectations (Pesonen, 2015). Cultural alignment and knowledge retention can also be negatively impacted by high turnover and the ephemeral character of outsource teams (Jagels, 2007).

[bookmark: _tyjcwt]Cost Implications
[bookmark: _3dy6vkm]Initial Cost Considerations
whilst direct labour costs and possible savings in benefits and training costs make outsourcing appear cost-effective at first glance, it is crucial to evaluate the long-term financial ramifications. Due to income and occupancy changes, Marriott International is able to better control expenses by insourcing the housekeeping department (Lamminmaki, 2012). By controlling its own personnel, Marriott is able to avoid overstaffing and understaffing, both of which can have a negative effect on profits (Espino-Rodrguez et al., 2014). When insourced, businesses can make better use of their current assets, such as by moving workers around between departments during slow times (Knopman and Brahmakulam, 2020). Costs may become more difficult to manage when outsourcing is used, and hidden costs such contract termination fees or unanticipated service charges should be carefully considered (Espino-Rodrguez et al., 2012).

[bookmark: _1t3h5sf]Guest Satisfaction and Revenue Generation
Guest happiness, which in turn affects customer loyalty, repeat reservations, and revenue production, is directly influenced by the housekeeping department. By keeping its operations in-house, Marriott can guarantee its customers reliable service, customised interactions, and prompt responses (Hayes and Miller, 2012). When it comes to maintaining the high standards that Marriott's customers have come to expect, the in-house housekeeping teams are the most qualified to do so (Spechler, 2017). Positive guest reviews, the hotel's reputation, and the opportunity for generating income all benefit from this dedication to service excellence (Anthonisz, 2014). whilst it's true that outsourcing the housekeeping department can save money, it also poses the risk of lowering guest satisfaction due to unforeseen changes in service delivery (Pesonen, 2015). Negative feedback from unhappy visitors can harm a hotel's reputation, reduce repeat business, and reduce earnings (Jones et al., 2020).

[bookmark: _4d34og8]Results
Since Marriott International will be in charge of the housekeeping services, it can insource the department and set up stringent quality control processes to make sure the services are always up to pace. In-house human resource management allows Marriott to regularly evaluate employee performance, offer constructive criticism, and motivate ongoing advancement (Bardi, 2021). Higher levels of consistency and guest satisfaction can be achieved by training and holding in-house teams responsible to the company's service quality criteria (Jagels, 2007). However, Espino-Rodrguez et al. (2017) note that outsourcing the housekeeping department may reduce Marriott's ability to manage service quality because the external service provider may use different standards, training procedures, or priorities, which could lead to inconsistencies and make it harder to maintain high service standards across different locations.

[bookmark: _2s8eyo1]Sustainability
Marriott International is able to efficiently adopt sustainable practises and initiatives due in part to insourcing the housekeeping department. Marriott, as a globally responsible company, can institute eco-friendly practises including recycling and composting as well as waste-reduction and responsible resource management (Rösch, 2020). By managing housekeeping in-house, Marriott can make sure that eco-friendly procedures become routine and help the company reach its sustainability targets (Knopman and Brahmakulam, 2020). On the other hand, Espino-Rodrguez et al. (2014) point out that outsourcing the housekeeping department may impair Marriott's ability to enforce sustainable practises because the external service provider may not prioritise or align with the company's sustainability aims. This may impede Marriott's efforts to lessen its environmental footprint and maintain its dedication to CSR.

[bookmark: _17dp8vu]Consistency
The reputation of Marriott International as a leading hospitality brand relies heavily on the consistency of the service it provides. The organisation can develop standardised operational procedures and service norms by outsourcing the housekeeping department, ensuring that guests receive the same high degree of care at each of its locations (Jones et al., 2020). To ensure that all personnel are up to par with Marriott's service standards and brand values, the company manages its own housekeeping teams (Spechler, 2017). By managing their employees' education and daily work routines, Marriott is able to provide consistently high-quality housekeeping services (Jagels, 2007).
However, outsourcing has the potential to increase delivery discrepancies. There is a possibility of wide variation in service quality, personnel stability, and vendor training amongst outsourced companies. This may lead to varying degrees of room cleanliness, service response times, and guest satisfaction (Espino-Rodrguez et al., 2017). Marriott International may find it difficult to provide consistent service levels without direct control over the training and supervision of outsourced workers, which could have a negative impact on the company's reputation and customer loyalty (Pesonen, 2015).

[bookmark: _3rdcrjn]Guest Experience
The housekeeping department must provide a good guest experience. Insourcing the department enables Marriott International to cater to each guest's unique needs in a timely manner (Bardi, 2021). To better meet the needs of each guest and exceed their expectations, hotels with in-house housekeeping teams can get to know their clients on a personal level (Anthonisz, 2014). By treating each visitor as an individual, businesses may increase guest comfort, pleasure, and loyalty (Hayes and Miller, 2012). Outsourcing the housekeeping department, on the other hand, may result in a lack of individualised attention and decreased guest satisfaction. Contract staff may lack guest familiarity, experience, and rapport compared to in-house teams. Thus, service may become transactional, devaluing guests (Espino-Rodrguez and Lai, 2014). If guests and outsourced workers don't get along, the guest's experience may suffer (Khalimova, 2020).
On top of that, the response of in-house housekeeping teams can greatly enhance the experience for guests. Employing locals allows for speedy responses to guest needs, efficient problem solving, and a stress-free vacation experience. Due to potential communication and coordination lags between the external supplier and the hotel, it may be more difficult to attain this level of efficiency and attention with outsourced teams (Knopman and Brahmakulam, 2020). The hotel's reputation for providing excellent service to its guests may suffer if it takes too long to respond to guests' requests.

[bookmark: _26in1rg]Employee Morale and Retention
Insourcing the housekeeping department enables Marriott International to cultivate a sense of community and loyalty amongst its housekeeping employees. In addition to providing direct employment, Marriott also offers its workers career progression options and employee engagement programmes (Lamminmaki, 2012). The company is making a big investment in its employees, which should boost morale, job satisfaction, and retention. Employees who are insourced have a stronger emotional investment in the company, which improves morale and retention. On the flip side, outsourcing can reduce morale since workers may feel alienated from the company. This, in turn, can increase turnover and cause disruptions in service provision (Mishra and Singh, 2018).

[bookmark: _lnxbz9]Communication and Coordination
Insourcing the housekeeping department allows for improved internal communication and collaboration. When departments work together closely, they can improve guest experiences by reducing bottlenecks in the process, resolving issues quickly, and maximising productivity (Drury, 2015). In-house teams can easily communicate with other departments, such as front desk, maintenance, and room service, to respond quickly to guest demands and maintain a seamless operation. On the other hand, outsourcing might make it more difficult to convey ideas because of distance, language obstacles, and the possibility of mismatched priorities and procedures. Overall service quality can suffer if the external service provider and other departments are unable to coordinate effectively (Espino-Rodrguez et al., 2017).

[bookmark: _35nkun2]Conclusion
In conclusion, it is evident that insourcing is the best option for Marriott International after carefully weighing the arguments for and against outsourcing the housekeeping department. Insourcing has many benefits that are in line with Marriott's mission and values, including the ability to provide guests with an outstanding guest experience and uphold the company's reputation as a top global hospitality brand. Because of its commitment to insourcing, Marriott is able to provide its employees with extensive training, resulting in a highly trained and dedicated team that can provide customers with highly individualised service. Both the satisfaction and loyalty of the guests will increase as a result of this. It also reduces the risks of outsourcing's hidden costs whilst increasing cost management and aligning spending with revenue swings . Although there are arguments against outsourcing the housekeeping department, these risks can be reduced by insourcing. When weighed against the possible downsides of outsourcing, it is clear that Marriott International would benefit most from a policy of insourcing. Marriott can keep up its reputation as a premium hospitality brand by putting insourcing first, which will allow it to continue providing excellent guest experiences.
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