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[bookmark: _Toc129181067]Introduction
Marriott has the most substantial portfolio in the hospitality business that spans across multiple international locations (Marriott 2023). The hospitality giant has more than 30 brands and above eight thousand hotels spread throughout 139 countries and territories (Marriott 2023). It is said that the hotel industry's housekeeping department is its foundation. However, the decision to use outsourced or in-sourced housekeeping services in the hotel industry depends on various factors (Kumar 2022). The factors are the financial and human resources of the company, the size of the hotel, environmental criteria, and the level of control the hotel wants to have over its employees and brand value. Given the argument about whether the housekeeping department of Marriott needs to be outsourced or not, this report justifies why it should not. The analysis is based on a case study experience in Portsmouth Marriott Hotel. 
[bookmark: _Toc129181068]The Importance of Financial Performance in The Hotel Industry 
According to the reports, Marriott's financial results show a “13.86 billion” revenue figure in the year 2021 (Statista 2022). Hence, the strong financial background has left many experimental opportunities in their daily operations. The primary motto of the brand is to pursue excellence and provide customers with the best services possible (Marriott 2023). The growth of hotel industries leads to sustainability of the tourism department (Chen et al. 2021). The importance of housekeeping in customer service is crucial, as the department is responsible for keeping the complete hotel premises clean and consumable. Housekeeping can be in-sourced and outsourced, depending on several financial and fundamental operations of a particular hotel or hotel chain. For instance, Marriott has implemented both internal and external housekeeping in various hotel properties located in various geographical segments as the financial performance of the brand is high. 
[bookmark: _Toc129181069]Revenue generation
Hotel industry is known as the “People’s industry” by the research and it is extremely dynamic in nature (Chen et al. 2021). Every firm is motivated by revenue, not only those in the hotel sector, especially service industry (Guillet and Chu 2021). The amount of revenue and profit margin a firm is making determines its overall investments and performance among various departments. An increased income generation can be supportive in upgrading facilities, hospitality experiences, consumer access to technological improvements, and many other relevant features.
[bookmark: _Toc129181070]Competitive Advantage
Hotels can use their financial success as a competitive advantage to set themselves apart from other hotel industry titans. Global changes, social developments and other implications of changes can be treated as an advantage for international business organizations (Krupskyi et al. 2019). The guests will receive better services, and more amenities, due to better investments by the hotel authorities, all of which will directly increase the organization's value in the marketplace. An improved financial performance also creates chances for future growth, and business expansion giving competitive advantages in the marketplace.
[bookmark: _Toc129181071]Employee Retention 
A hotel with a solid financial foundation can produce many more stable jobs in the market. Also, it can boost the nation's economic growth and offer better pay, earnings, and employment prospects. A pleasant work environment, reward system and promotions can directly lead to staff-satisfaction (Yeswa and Ombui 2019). Staff satisfaction leads to employee retention and thus increasing success in raising visitor satisfaction-rates.
[bookmark: _Toc129181072]Investor Confidence 
Investor’s emotions generate movements in the marketplace (Bouteska and Regaieg 2020). The regularity and stable financial growth of the specific industry are what give investors’ confidence in their rational investment choices (Madaan and Singh 2019). Higher financial performance increases business opportunities for the specific organization and inspires investors to make investments in the company.
In conclusion, an organization's long-term success and staff retention are significantly impacted by its financial performance. Also, it determines a hotel's competitive advantages in the market expansion, whether it will choose to train its own employees or externally contract out its third-party vendors to accomplish the daily operations. 
[bookmark: _Toc129181073]The comparison of Insourced Housekeeping Team Vs Outsourcing Housekeeping
Housekeeping is an emerging study in order to improve the quality of services in the hospitality industry (Norrild and Korstanje 2021). Marriott is known as one of the biggest hotel chains in the hospitality industry (Gourtsilidou 2022). It is known for using both in-source housekeeping and outsourced housekeeping services in its hotel business. In-sourced housekeeping is implemented in many Marriott properties which gives them direct control of the staff as well as of their training. In Portsmouth Marriott Hotel, the staff are pre-trained for housekeeping for daily assigned tasks (Refer to the case study).
The housekeeping managers are responsible for tracking and maintaining housekeeping performance. For example, in the Washington DC segment, the hotel has employed over a hundred housekeeping staff members who are specifically trained for the same purpose. As per the reviews on Marriott Washington DC, the staff are self-sufficient, and customers are well-satisfied with the service (Jill 2017). The significant branch has taken the decision to maintain a high level of quality service and a high level of cleanliness throughout the property. As the housekeeping department is in-sourced, employees are better trained and loyal to the company's ultimate goal towards maintaining the best hospitality services in the industry.
On the other hand, Marriott has also availed outsourced housekeeping services in certain properties. This arrangement allows the hotel to focus on its other significant operations, expansions and strategic actions (Ballantine 2017). 
[bookmark: _Toc129181074]How Cost Implications Can Be Measured effectively in The Hotel Industry: Role of Housekeeping Department 
As per the case study, the experience at the Portsmouth Marriott Hotel shows several significant behaviors in the housekeeping department (Refer to case study). The experience includes several training programs which the employees must go through in order to extend the best support and care to the guests. The housekeeping is in-sourced in Portsmouth Marriott Hotel (Refer to case study). Due to in-sourcing of housekeeping stuff, the service is significantly better and however overwhelming. In-sourced housekeeping has an advantage of employee dedication and loyalty, as during the training the corporate value is transferred among the employees. The building pathology and defects may not be known by an outsourced company and that may lead to maintenance issues (Olanrewaju et al. 2022). 
Guests are prone to visit hotels which are clean and environmentally aware (Demir et al. 2021). Every department and its operational structure affect the social and financial value of the hotel. Concentrating on only the housekeeping department, it is one of the most crucial departments in the hospitality sectors. Guests are paying a hefty money to avail the services of the hotels thus they are obliged to expect more from the services. From cleaning the room, to changing sheets, laundry service, cleaning the complete hotel area comes under the responsibilities of the housekeeping staff. Housekeeping staff must be dedicated towards their work as it reflects on the service quality and brand valuation of the hotel. In-sourcing is therefore the most crucial practice while employing staff in housekeeping. If it is outsourced, then there can be a lack of dedication towards the institute and might cause cleanliness issues and dissatisfied customers. Although, it is argued that the initial training process for new hires cost significant time and resources of the hotel company (Pai et al. 2020). However, it can also be stated that the outcome of the training can lead to trust and loyalty among employees towards the growth and value of the organizations. 
In argument, outsourcing can save a lot of time and reduce operating expenses (Ballantine 2017). It gives management better chances to concentrate on other important strategic thinking and implementations to increase the business. A third-party company can be hired by the hotel chain and the cost of training and hiring can be mitigated (Ballantine 2017). 
Marriott is known for its well-trained recruits aligning with the company's growth and development strategy (Ballantine 2017). Thus in-sourcing of employees is the best solution to keep maintaining the company's legacy and internal culture. Individual training programs are extremely crucial for employee growth and with this significant training, the employees get accustomed with the policy guidelines of the significant hotel industry. An employee who is well educated on the norms and core objectives of the organization that individual is working in can perform more dedicated tasks than a worker who is outsourced by the hotel. Thus, it is argued that in-sourcing of employees in the housekeeping department would increase the brand image and more productivity in the hotel segment. 
The purpose of the housekeeping department is to maintain cleanliness among the interior and exterior property of the hotel industry they are working for. Furniture or tangible assets under a hotel’s property cannot be purchased frequently, thus the quality maintenance is extremely crucial to provide a polished surface everywhere under the physical operational site in the hotel premises. Human health is immediately connected with maintaining hygiene and cleanliness (Tra 2020). Thus the daily operations of the housekeeping department must be extremely crucial to remove any possible threat that can interfere with the good health of the guests (Tra 2020). Modern technological advancements can be incorporated into the housekeeping department in order to increase the service quality and save time. 
However, it is argued that one organization cannot perform in isolation. External involvement improves the organizational structure and the operational procedures on better treatment of the guests. The reason is, when an organization trains its own employee, they share the same goal and objectives by practicing through the same method. However, when the hotel opts to hire an outside business to take care of the property, different people from different backgrounds can be appointed to complete the tasks. As these people belong to different organizations, not the particular hotel, they might show specialized views and expertise to maintain the daily operations. Outsourcing for non-core functions can have lot more benefit on the hotel industry such as, reducing operational costs. The hotel must not have access to advanced technical equipment for cleaning and maintaining and outsourcing housekeeping can allow access to that. 
Portsmouth Marriott is located in the Southern Part of the United Kingdom, and it has many amenities available such as, organizing conferences, hosting events and many others. The hotel is also pet friendly and allows them to stay in the hotel premises (Booking 2022). Thus, maintaining hygiene and cleanliness during an extensively busy set of schedules must be done with effective communications from the authorities. Thus, it can be stated that in-sourcing can have better control or daily operations and helps in controlling employees towards customer satisfaction and overall growth of the hotel. 
[bookmark: _Toc129181075]The Findings
Whether, in-sourced or outsourced, the housekeeping department is responsible for maintaining the user experiences in the hotel industry. There are certain important things to learn about housekeeping. Those are explained in brief -
Employee motivation
Housekeeping staff must stay motivated towards their organizational goal and reflect the same in their service. There is a constant need of maintaining cleanliness and comfort among the hotel premises. The schedule can be extremely hectic due to extensive daily operations of the industry, however, any issue in maintaining cleanliness and comfort will lead to negative feedback from the consumers affecting the goodwill of the hotel. 
Decorations
As a housekeeping staff, it comes under their duty to maintain creative and innovative gestures to decorate rooms and hotel premises for visual satisfactions of the guests. After the departure of a guest or before the arrival of a guest, the rooms must be outdone by the employees whether in-sourced or outsourced. Better the housekeeping staff, better the services guests will enjoy and decorations and room designing plays the greatest role here (Sadhale and Sathe 2021). 
Comparison of In-source and Outsource Housekeeping 
As per the findings, it can be stated that in-sourcing would allow the housekeeping staff to understand the taste and preferences of the hotel better, and they can proceed with that advantage. However, if outsourcing is used it may allow the hotel to avail specialized housekeeping services, with better technological support and different or same tastes in the service. In order to outsource, the hotel must maintain robust communication and control over the outsourced company in order to eliminate any legal, environmental, social or technical dispute (Mohammad et al. 2022). 
However, in both the cases, constant attention to details is mandatory, whether it is the carpet, the ventilation system, or cleaning the washroom. No unclear surface must be left unattended. It may damage the brand’s reputation and the brand may lose customers which will directly affect their turnover or financial performance. During COVID_19 pandemic outsourcing had been difficult to avoid any outside contact of the virus and hotel guests were given extreme security regarding that (Lai and Wong 2020). However, due to the pandemic the hotel industry has been affected the most. Thus, many hotel chains laid off several employees and relied on outsourcing to reduce their costs and expenses (Lai and Wong 2020).  
[bookmark: _Toc129181076]Conclusion
In conclusion, it can be stated that, in-sourcing and outsourcing both are significant methods to increase the operational efficiency in the hotel industry. Leaving the core-operational ground, other significant departments like housekeeping can be outsourced. However, every decision comes with pros and cons. In-sourcing housekeeping gives house trained employees who are directly answerable to the organization and have an understanding of the organizational objectives, taste and preferences better. However, outsourcing may provide cost-effectivity and better time-management to the hotel authority with significant technical equipment usage. However, the workers belong to a third-party company and their values and taste must not match the values and preferences of the hotel. Thus, it is better to use in-sourcing housekeeping, that may cost the organization time and financial investment, however the value of the organization will stay intact. Marriott is one of the biggest hotel-chain internationally, thus maintaining organizational culture is extremely crucial for the hotel to sustain its heritage and customers. 
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