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Executive Summary
The housekeeping department is considered one of the heavy manpower used departments in any hotel property. This department is largely responsible for keeping and maintaining the cleanliness of everything within the hotel. Moreover, it has to perform certain other tasks or jobs such as maintaining linen inventory and laundry. For this purpose, the housekeeping department of any hotel needs to employ various staffs which they may employ internally or hire from an outside supplier. This report highlights as well as critically analyses the benefits and cons of all these two methods from the perspective of a Marriott hotel. Both internal and outsourced housekeeping have advantages. But the hotel here needs to choose the one which brings the maximum number of benefits for the property in terms of efficiency and productivity. If the hotel wants to reduce the costs of bearing a large workforce for the whole year, it can choose the outsourced housekeeping method. In this regard, the outsourced housekeeping will also bring new talents to the hotel and also maintain the standards and quality of services.
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Housekeeping plays a major role in cleaning the hotel rooms and the surrounding areas of a hotel property. For this, the hotel can rely on the both internal and outsourced housekeeping staff. This report aims to demonstrate the arguments for outsourcing the housekeeping department staff of one of the largest brands of Marriott, i.e., St. Regis Hotels & Resorts. The hotel housekeeping department here is responsible for cleaning the guestrooms and surroundings of the hotel. So, hiring the best and most qualified housekeeping workforce is necessary to ensure quality services that may secure the guest’s overall satisfaction (Sobaih, 2015). For this reason, both the internal housekeeping team and outsourced housekeeping staff will be demonstrated for the housekeeping department. A comparison between these two will also be analysed here in this report. Finally, the major criteria for choosing the outsourced housekeeping approach such as cost control will also be analysed here.
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Housekeeping is a significant department of a hotel that is based on cleaning the hotel’s guest rooms, lobby areas, and front and back of the house areas, as well as upkeep of the rooms, and surrounding areas of the hotel (Bhatnagar and Dheeraj, 2019). In a hotel, the housekeeping department ensures the overall cleanliness of the hotel, maintenance, and secures the aesthetic appeal of all the guestrooms and public areas. The cleanliness ensured by the housekeeping staff will determine the satisfaction of the guests. In addition to cleaning, housekeeping staffs need to communicate with the front office and other relevant departments i.e., communicating housekeeping status report, for ensuring the smooth operation of the hotel.
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The term internal housekeeping incorporates the staff and the overall housekeeping department belongs to the hotel property where the housekeepers are considered as the hotel personnel (Pesonen, 2015). In the case of internal housekeeping, staffs perform their role according to hotel policy or task order. It, in turn, able the department not to occur any extra costs. The staffs perform their tasks according to pre-ordered instructions for cleaning. Internal housekeeping ensures a loyal workforce for the housekeeping department which will in turn works to deliver better and quality services for the hotel and increase the brand value as well. As the staff is maintained by the department or internally, their overall supervision is controlled by the hotel including hiring, training, and improvement (Weil, 2014). This staff knows better about the property than the outsourced staff. So, a better as well as customized service can be provided by internal housekeeping staff. Moreover, the internal housekeeping staffs feel a belonging to the hotel and engaged with a team. So, their loyalty to the hotel is great which will secure a lower turnover rate of the staff. But, a major con of internal housekeeping might be the costs that have to occur during the off-season. So, costs consideration is a great factor, in this regard, to determine whether internal or outsourced housekeeping should be followed (Espino-Rodriguez and Ramirez-Fierro, 2017).
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Outsourced housekeeping is the collecting or outsourcing of the housekeeping staff for a hotel’s housekeeping department from an external supplier. These external suppliers or the outsourcing company are responsible for managing the workforce of the department (Nyikadzino, 2022). The workforce here, overseas all tasks of cleaning the property including the floors, windows, or other surroundings. Outsourcing is a process of transferring duties and business functions to supplier companies. It will ensure bringing a new workforce to the department which may in turn reduce the costs and risks as well as increase efficiency (Ohaegbu, 2015). So, it may reduce the costs of operating a larger permanent workforce. Another reason for outsourcing might be the flexibility that can be secured in scheduling the staff. It is possible to hire a workforce during the peak season and lessen during the off-season under outsourcing. Other reasons for using outsourced employees might be the offsetting liabilities to the external party/company against fees, reduced pressure on the management, the flexibility of the workforce, better quality services, and others. Major cons of this method might be the interruption or beak of the practicality of the brand or hotel due to the little or no control over the outsourced staff (Twumasi, 2019). Moreover, the staff here might be replaceable. So, it is difficult to train and educate these frequent staff about the guidelines and standards of the brand or hotel. Further, it will increase the employee turnover rate within the property. Instead of these issues, outsourced housekeeping may be profitable for the Marriott Hotel as everything related to cleaning is done by the outsourcing company (Penninga and Chibili, 2019).
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Outsourced housekeeping is all about getting housekeeping personnel from external suppliers instead of getting and recruiting them under the brand of the hotel. Several reasons are available for outsourcing. It may ensure the quality of services as these are trained by the supplier and the hotel as well. It will further reduce the costs of handling a permanent workforce. A recent survey has revealed that hotels have seen a 25% dropping in labor costs if the housekeeping services are outsourced from an external supplier or company (Elhoushy et al., 2020). So, cost reduction is a major advantage herein. Other advantages might include securing the quality of services as this staff is trained by the outsourcing company to meet the company standards in providing the services. Moreover, specialization, an increase of resources in terms of staff or workforce, getting flexible labor hire, and more importantly securing the competitive advantage in terms of these sectors are the great advantages here. Finally, the hotel, St. Regis, can focus on other core activities which may enhance the chance of achieving increased efficiency as well.
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Some drawbacks are sometimes making it questionable to outsource the housekeeping staff for a hotel. Its major disadvantage is the reduction in control of the service staff of housekeeping (Hussain, 2016). As most of the housekeeping-related tasks are assigned to the third-party staff, the control over the services they provide largely depends on them instead of the hotel. Another problem is the communication issue. Because the outsourced staff may be from another region or follow other languages. So here a problem may arise in terms of communication. Moreover, the possibility of employee turnover is also high when applying outsourced staff for the housekeeping staff.
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Housekeeping staff ensures the overall cleanliness of the hotel, maintains the linen and laundry, and secures an aesthetic environment for the guests (Sharma and Kaushik, 2021). For this purpose, the St. Regis Hotel of Marriott can follow both the internal or outsourced housekeeping staff to attain great guest satisfaction.  A comparison of both internal and outsourced housekeeping is demonstrated here in the following table.
Table 1: Comparison between internal and outsourced services
	Internal Housekeeping
	Outsourced Housekeeping

	· High costs compare to the outsourcing method as there requires maintaining the workforce in both the off and peak season
· High quality of the services as they are grown and trained based on the brand or hotel service policy (Chang and Ma, 2015)
· The loyalty of the workforce to the hotel and its brand is high in internal housekeeping which will increase the quality of service
· Increases risks of managing a workforce for a long time
· Impact on the overall efficiency in daily operation
· Staff are engaged with a broader team that enables them to feel belonging with the hotel
· Service delivery here may be below the standard of the market or expectation (Loo and Leung, 2018)
· Higher confidentiality and security are attained as staff are own workforce of the hotel
	· Lower the costs compare to internal housekeeping services and resulting to save the money
· Less quality service than the internal staff since they are trained by an outside company
· Lack of loyalty to the brand and hotel since they are only employed by a third party for performing a certain portion of the tasks for a limited period (Pesonen, 2015)
· Reduced the risks as facing any difficulties or problems need to solve by the supplier company
· Increased the efficiency of the hotel by saving both the time and effort required for managing a workforce (Sani et al., 2013)
· Outsourced housekeeping may feel less belonging with the property
· Outsourcing can ensure a competitive advantage by decreasing costs and increasing capabilities (Susomrith and Brown, 2013)
· Security and confidentiality is a considerable issues in outsourced housekeeping
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Controlling the costs is the major reason for choosing outsourced housekeeping for the hotel property (Paudyal and Acharya, 2015). For the St. Regis Hotel of Marriott, the housekeeping department can attain a comparative advantage by applying an outsourced workforce instead of an internal housekeeping team. Overall, a hotel can reduce more than 25% of its labor costs when applying outsourced staff for its housekeeping (Elhoushy et al., 2020). Because Outsourcing can considerably reduce the recruiting, training, and overhead costs at large. The service provider ensures the skills and qualities of the staff that will require to perform the duties of housekeeping tasks. So, the risks of failing the expectations, standards, or policy belong to the outsourcing company which will further reduce the risks and increases the overall efficiency in the operation of the hotel. Moreover, outsourced housekeeping ensures a better quality of services as these are specialized in getting the training regarding housekeeping functions from the world-class facilities of the supplier (Tiwari et al., 2023). In addition, the flexibility with labor hire and the ability to concentrate on other tasks by the management refuel the outsourced housekeeping workforce for the hotel industry.
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As internal housekeeping staffs require more costs to occur, a hotel that focuses on reducing costs should choose outsourced housekeeping (Do, 2020). Outsourced housekeeping can significantly reduce costs. Because during the off-season it can lay off its portion of the labor force and again hire during peak season. In the internal housekeeping team, the staff needs to be compensated for whole the year which increases the costs of managing the workforce. So, for this purpose, hotels like St. Regis of Marriott should focus on outsourced housekeeping. In addition to cost saving, this approach will further able to acquire new talents and skills, can focus on core functions or strategies instead of the labor force, improve flexibility, etc. (Edvardsson et al., 2020). These benefits force to suggest the application of an outsourced housekeeping approach for the housekeeping department of the hotel.
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The purpose of this report is to demonstrate the logic of choosing the outsourced housekeeping personnel approach for the housekeeping department of St. Regis Hotel of Marriott. Hotel housekeeping is one of the most important departments that have extensive guest contact and determine the overall guest satisfaction toward the property. So, housekeeping staffs need to be trained and qualified. In addition to this, the department also now focuses on reducing the costs of labor to be competitive in the market. For this reason, the hotel focuses on choosing outsourced housekeeping as it reduces costs significantly. Moreover, a qualified and skilled new talent can provide better housekeeping services (Singh and Jaykumar, 2019)). Further, it may reduce the risks of handling l large and permanent workforce of the internal housekeeping team. As a result, overall efficiency can be secured. Here, in this report, both the internal as well as the outsourced housekeeping and their resulting features are analysed. A comparison of these two is also demonstrated here. Finally, a recommendation for choosing the outsourced housekeeping approach for sustainably generating revenue for the hotel property is described.
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