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Executive Summary


The hotel industry has outsourced various departments, including food and beverage, maintenance, security, and administrative systems. Outsourcing allows hotels to focus on their core business activities, reduce labour costs, ensure high-quality services, and improve safety and security for guests and staff.

Outsourcing housekeeping for hotels can be cost-effective as it eliminates the need to hire and train full-time housekeeping staff. Outsourcing can reduce a hotel's liability by shifting the responsibility for employee training and management to the outsourcing company. Lastly, outsourcing non-core activities allows hotels to focus on core business activities, such as guest services and marketing. The downsides include difficulty in quality control, accountability, turnover of staff, additional costs, less flexibility in scheduling and staffing, potential negative environmental impact due to differing sustainability policies, and social challenges such as job losses and lower employee morale. Outsourcing may also not be a sustainable solution in the long term as the hotel may lose control over the quality of work and personnel.

Maintaining an in-house housekeeping team can be expensive during low seasons and require the hotel to handle administrative and managerial duties. Outsourcing hotel housekeeping may reduce costs, but there is limited control over outsourced staff, leading to potential issues for guests and lower quality of work. In-house housekeeping may be optimal for hotels that prioritize maintaining specific standards. services. Outsourcing the housekeeping department may result in job losses for current employees, potentially leading to reduced morale, job insecurity, and a decline in productivity. Current staff may feel unsure about the outsourcing firm's policies and whether they will be retained, leading to job dissatisfaction and high staff turnover.

When considering whether to insource or outsource housekeeping, cost is an important factor to consider. Direct costs such as salaries and equipment can be higher for insourcing, while outsourcing can include these costs in the provider's contract. Indirect costs such as managing resources and quality control should also be considered. Both options have different cost implications, and it is essential to carefully evaluate the costs associated with each option and negotiate contract terms. However, outsourcing costs are generally higher than in-house teams. Several hotels that outsource their housekeeping services have faced negative publicity due to allegations of low wages for outsourced staff.

Hotels that adopt environmentally friendly practices can gain a competitive advantage in attracting customers. The hospitality industry is increasingly adopting green initiatives as travellers become more environmentally conscious. Sustainable practices can provide cost-effective benefits and enhance a hotel's reputation as a sustainability advocate. When developing a sustainable revenue generation plan, hotels should consider the benefits of internal housekeeping for greater control over sustainable practices.

This report argues that the Marriott hotel should not outsource its housekeeping due to the potential negative impacts on staff morale and sustainability, and the importance of maintaining control over its employees. Instead, it suggests that the hotel should have total control over its staff and shift them to different departments if and when necessary, which would sustain employee morale and allow for skills and knowledge transfer, as well as provide opportunities for career advancement.
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Introduction 
Marriott Hotel is renowned for its exceptional customer service, luxurious amenities, and well-maintained facilities. However, due to increasing labour costs and economic uncertainties, outsourcing the housekeeping department may be considered. This report will analyse the pros and cons of outsourcing, its impact on current employees, financial implications, and sustainability.
According to Greaver (1999), outsourcing refers to the process of a business contracting out its functions to external agencies. This means that top management makes a decision to delegate the activities of their business to external parties that can perform them more efficiently. Similarly, Domberger (1988) defines outsourcing as the process of contracting out traditionally internal activities to external providers. Yadav (2010) characterizes outsourcing as a strategic business decision that requires critical examination before being executed. These definitions suggest that outsourcing is a well-planned procedure that needs to be thoroughly studied before being initiated.











Advantages of outsourcing housekeeping:
1. [bookmark: _Hlk129105285]Cost-effectiveness: Outsourcing housekeeping can be cost-effective for hotels (Espino-Rodríguez, et al, 2012), as it eliminates the need to hire and train full-time housekeeping staff. Outsourcing can also provide access to specialized cleaning equipment and supplies, which can help to improve the quality of cleaning.
2. Flexibility: Outsourcing allows hotels to be more flexible in their staffing needs. For example, if a hotel experiences a sudden surge in demand, outsourcing allows them to quickly ramp up their cleaning services without having to hire additional staff.
3. Increased quality: Professional cleaning companies have the expertise and experience to provide high-quality cleaning services, which can result in higher guest satisfaction and repeat business.
4. Reduced liability: Outsourcing housekeeping can reduce a hotel's liability by shifting the responsibility for employee training and management to the outsourcing company. This can help to mitigate the risk of employee lawsuits, as well as reduce the risk of accidents and injuries on the job.
5. Increased focus on core business: Outsourcing housekeeping allows hotel management to focus on their core business activities, such as guest services and marketing. By outsourcing non-core activities, hotels can free up resources to focus on activities that directly impact their bottom line.
Overall, outsourcing housekeeping can be a smart business decision for hotels looking to improve their cleaning services while reducing costs and liabilities. The challenges produced by COVID-19 have raised the need to outsource (Blank, 2022). However, it's important to carefully evaluate potential outsourcing partners and ensure that they have a proven track record of delivering high-quality




The disadvantage of outsourcing housekeeping:
1. Quality control: It can be difficult to ensure that the cleaning standards are consistent across all areas of your hotel, and you may have to rely on the provider to monitor and manage their own staff (Espino-Rodríguez, et al, 2018).
2. Accountability: In-house staff can be monitored and supervised more closely. With an external service provider, it can be difficult to ensure that they are meeting your expectations.
3. Turnover: Outsourced housekeeping staff, turnover may be higher as employees may not feel as invested in the hotel's success or may be more likely to leave for other opportunities. This can result in a lack of consistency and familiarity with your hotel's needs and preferences.
4. Cost: Providers may charge additional fees for services that were not initially included in the contract, and there may be additional costs associated with coordinating with an external provider.
5. Lack of flexibility: You may have less flexibility in terms of scheduling and staffing. You may need to adjust your hotel's operations to accommodate the provider's availability or to meet their staffing requirements.
6. Outsourcing firms may not have the same sustainability policies as the hotel, which could lead to a negative environmental impact
7. Outsourcing may lead to social challenges, such as job losses, reduced job security, and lower employee morale, which could impact the hotel's reputation
8. Outsourcing may not be a sustainable solution in the long term, as the hotel may lose control over the quality of work and personnel.
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                                     Figure 1                                                                                                          (Brown, 2023)
Overall, outsourcing housekeeping in hotels can have several potential drawbacks, including quality control issues (see fig 1), communication challenges, higher turnover rates, costs, and lack of flexibility. Therefore, it is essential to weigh the pros and cons carefully and to consider the specific needs and requirements of the hotel before making a decision.













Comparison between in-house and outsourced:
To gain a comprehensive understanding of this strategy, It is crucial to understand the drawbacks and downsides associated with both options (Gonzalez, et al, 2011). Fig 2, shows the balancing act that is required to find the right one. 
[image: ]
Figure 2                                                                                                                                          (Pensonen, 2015)

In today's business environment, the cost of maintaining an in-house housekeeping team can be a significant disadvantage. During low season periods, there may be an excess of staff and high payroll expenses, making it inefficient for the establishment. Moreover, administrative, and managerial duties such as handling evaluations, pay raises, bonuses, and training, among others, are the responsibility of the establishment. On the other hand, outsourcing hotel housekeeping may have its drawbacks. One of the significant disadvantages is the limited control over the outsourced staff, leading to a lack of accountability and potential issues for guests. Also, the quality of work may not meet the same standards as an in-house team, and the inconsistency of staff members may lead to difficulty in training and educating them to adhere to brand guidelines. Hotels that prioritize maintaining specific standards may find in-house housekeeping to be optimal, while those seeking to reduce expenses without sacrificing essential services would benefit more from outsourcing their housekeeping services. (Dixit, 2021)
Impact on current employees 
Outsourcing the housekeeping department may have a significant impact on current employees, including. job losses. Outsourcing may lead to the loss of jobs for current housekeeping staff, who may be replaced by the outsourcing firm's personnel. Current employees may feel insecure about their jobs, as they may be unsure about the outsourcing firm's policies and whether they will be retained. It may lead to reduced morale among current employees, who may feel that their jobs are at risk. This could lead to a decline in productivity, job dissatisfaction, and high staff turnover.

Financial implications
When deciding whether to insource or outsource housekeeping, the cost implications are an important factor to consider. Direct costs such as salaries, benefits, and equipment may be higher for insourcing, while outsourcing can include these costs in the provider's contract. Indirect costs such as management and administrative resources may also need to be considered. Insourcing may involve higher fixed costs while outsourcing can involve higher variable costs. Quality control costs and the terms of the outsourcing contract can also impact costs. It is crucial to carefully review and negotiate contract terms to ensure that costs are clearly defined and understood.
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Figure 3                                                                                                                                                             (Cali, et al. 2015)
Overall, both insourcing and outsourcing housekeeping can have different cost implications. It is important to carefully evaluate the costs associated with each option and consider that outsourced costs will most likely be higher than keeping an in-house team (see fig 3).
Hilton Worldwide, the InterContinental Hotel Group (IHG), Travelodge, and Premier Inn, all of whom outsource their housekeeping services, faced negative publicity when they were forced to address allegations made at a parliamentary reception. The allegations suggested that many housekeepers who were hired by agencies to work in hotels within the capital were being paid less than the minimum wage (Harmer, 2013).






Sustainability 
The Director of Rooms and Operations of a Hyatt hotel in North America, Selwitz (2011), believes that being recognized for environmentally friendly practices gives hotels a competitive advantage in attracting customers. Customers choose a hotel that is eco-conscious and environmentally friendly, indicating that such practices are beneficial for the hotel's business.
Hotels must take crucial measures to manage and reduce waste (Wyngaard 2013). One way to do this is by using environmentally friendly laundry detergents that operate at lower temperatures and use less water. This can also reduce the number of chemicals being discharged into the sewer system (Ellin, 2018). The housekeeping department at the Hyatt at Olive 8 in Seattle uses Green Seal-approved cleaners (GreenSeal, 2023), with low levels of volatile organic compounds (VOCs) and provides toxin-free dry-cleaning service (Elyssa, 2019).
The hospitality industry is increasingly adopting green initiatives, as travellers become more environmentally conscious. Hotels are motivated to participate in these programs not only because they are cost-effective and can improve their financial performance, but also because they can enhance their reputation as sustainability advocates, which can attract eco-conscious travellers who prioritize environmentally friendly accommodations. According to Hult (2011), achieving superior organizational performance through sustainability can provide a competitive advantage. 
When developing a sustainable revenue generation plan for hotels, it is important to consider the benefits of internal housekeeping, which can provide greater control over sustainable practices, such as waste reduction and energy conservation. Additionally, cross-training staff to work in other areas of the hotel, such as food and beverage or front desk services, can generate additional revenue. However, outsourcing housekeeping services may offer greater flexibility in staffing levels, which can help hotels optimize revenue during peak periods.


Comparison with other departments 
Several departments in the hotel industry have outsourced their operations, including, food and beverage. Many hotels outsource their food and beverage operations to third-party companies, which specialize in catering services. This allows hotels to focus on their core business activities, such as guest services and maintenance. Many hotels outsource their maintenance operations to third-party companies, which specialize in building maintenance services. The hotels can reduce their labour costs (Delmotte and Sels, 2008), and ensure that their facilities are well-maintained. Hotel securities are outsourced to third-party companies, which specialize in security services. This allows hotels to ensure that their guests and staff are safe, without incurring additional costs. The Hilton outsourced its administrative systems (Hospitality Net, 1999).

Conclusion 
The Marriott hotel should not outsource its housekeeping. Outsourcing benefits include reduced labour costs, improved efficiency, access to expert knowledge, and flexibility. However, outsourcing also has drawbacks, including loss of control, reduced staff morale, communication challenges, and hidden costs. Outsourcing may also have a significant impact on current employees, including job losses, reduced job security, and reduced morale. Sustainability may also be a concern, as outsourcing may have a negative environmental and social impact and may not be a sustainable solution in the long term. To keep a good reputation with customers Marriot should have total control of all its staff and can shift them into different departments if the need arises to help save on costs. This will sustain the employee morale in the company and make them feel part of the Marriott family, rather than outsiders who are easily disposed of like an object. All skills and knowledge of the staff can be transferable to new members and also provides staff with career advancement.
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