 
 
 
 
 
 
 
Sustainable Business Revenue 
Generation Plan 
 
 
 
 
 










Student name: Andreea Cretu
Student ID: 2024046 
Module name: Financial Management for the Hotel Industry BMIH5007 
Lecture name: Dale Clarke 
 
 
 
 
Contents 
 
Introduction	3 
Main findings	4 
Literature review	4 
Marriott International’s current situation regarding its housekeeping department	5 
Discussion	7 
Conclusions	8 
Limitations	9 
References	10 

[bookmark: _Toc9289]





















Introduction 

The upkeep of the guest rooms, common areas, and other facilities is under the purview of the housekeeping department, which plays a crucial role in the hospitality sector. Global hospitality company Marriott Worldwide has typically outsourced its housekeeping needs to outside vendors. Nonetheless, the business has turned to internally hiring its housekeeping personnel in recent years.  
This paper's goal is to investigate the factors that Marriott International should take into account before considering going back to outsourcing its housekeeping division and what are the negative aspects of outsourcing its housekeeping division. In this essay, the financial effects of in-house housekeeping will be examined, including labor costs, training costs, and quality assurance, and compared to the results of outsourcing the services. This essay will also examine the qualifications of employees working in the housekeeping department, as well as their experience, skill set, and level of job satisfaction, and how outsourcing might affect them.  
This report will also contrast the advantages and disadvantages of outsourcing versus insourcing the housekeeping department in order to present a thorough study. Direct costs, indirect costs, and intangible rewards, such as brand reputation and customer happiness, will all be taken into account in this analysis. 
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The practice of outsourcing the housekeeping department is widespread in the hospitality sector, with many hotels and resorts choosing to hire outside suppliers to do their housekeeping duties. (Tyagi and Zagade, 2015) 
Access to a resource of highly qualified and experienced people is one of the key advantages of outsourcing housekeeping services. Amoako S. and Ntim O. (2020) asserted that hotels can hire staff with specific expertise and abilities that may not be easily accessible within the hotel by outsourcing. These outsourced workers frequently go through rigorous training programs that provide them with the knowledge and abilities needed to deliver high-quality services. For instance, a study by Todorović, 
M., and Ivanović, T. discovered that hotel housekeeping staff that were outsourced had more training and expertise than their in-house counterparts. 
Hotels can access a wider range of talent through outsourcing because they can hire workers from many countries and cultures. This enables hotels that serve a wide clientele to offer more individualized services that respond to the interests and preferences of diverse visitors, which can be advantageous for the establishments. According to Tiwari, Singh, and Dahiya (2023), outsourced housekeeping staff members can provide the hotel with a distinctive perspective that can result in creative service delivery. 
However, having a housekeeping crew on staff might provide the company with more control and flexibility over the caliber of services it receives. By giving the housekeeping employees direct supervision and administration, the department and other divisions within the company may be able to communicate and work together more effectively.  
Hotels with in-house housekeeping departments can encourage a sense of belonging and teamwork among their staff members. In-house workers have the chance to develop lasting relationships with their coworkers and managers, as mentioned by Schwaiger and Zehrer (2021), which can boost job satisfaction and employee retention. This may be advantageous for hotels that place a high value on employee engagement and strong workplace culture. 
Organizations can save money by outsourcing housekeeping services since they won't have to cover costs for employee benefits like healthcare and retirement plans. They'll also spend less on recruiting and training new staff members. 
Outsourcing, though, might often have unintended costs that aren't always obvious. For instance, outsourcing may lower employee morale because internal staff members may feel overlooked or devalued. This could result in greater turnover rates, which would raise the hotel's costs for hiring new staff and providing them with training. 
 
The outsourcing process 
 
Instead of recruiting internal workers, a hotel that wants to outsource its housekeeping department hires a third-party provider to do the work. The third-party business would be in charge of employing and educating its own staff to manage and clean the hotel or other lodging facility. 
Potential outsourcing companies typically submit bids stating their planned services and prices as part of the outsourcing process. Following an evaluation of these proposals, the hotel would select the outsourcing provider that provided the best value for the needed services. 
After a company is chosen for outsourcing, it will be in charge of overseeing every aspect of the housekeeping department, including scheduling, cleaning protocols, and supply management. The hotel would typically pay an agreed-upon charge for the services, which would pay for the labor, supplies, and equipment used by the outsourcing provider. (Gonzalez, Llopis and Gasco, 2011) 
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Marriott International’s current situation regarding its housekeeping department 
 
Marriott International is a multinational hotel operator and franchisor with a sizable global hotel and lodging facility network. Keeping guest rooms and public areas tidy, maintained, and comfortable for visitors is the responsibility of the housekeeping department, which is a crucial aspect of Marriott's operations. (Marriott, 2022) 
The housekeeping department is monitored by the director of housekeeping for Marriott. He is in charge of overwatching the operation of the housekeeping division and making sure that Marriott's high standards of cleanliness are upheld. Each team in the department is often in charge of a certain aspect of the hotel, such as the guest rooms, public areas, and back-of-house areas. 
Cleaning and maintaining the hotel's spaces is the responsibility of Marriott's housekeeping staff, who are normally hired on a full- or part-time basis. They have received training to deliver superior cleaning services and guarantee that guest rooms are prepared for use. (Marriott Careers NL, n.d.) 
The duties of the housekeeping department at Marriott include cleaning guest rooms, public areas, and back-of-house spaces which entails chores like making beds, vacuuming carpets, dusting surfaces, and cleaning restrooms. Moreover, the department is in charge of offering extra amenities like towels, toiletries, and other products upon request to visitors. The Marriott's housekeeping staff also handles extensive cleaning jobs like shampooing carpets and upholstery, deep-cleaning bathroom fixtures, and stripping and waxing floors in addition to daily cleaning responsibilities. To keep the property in peak shape, these tasks are often carried out on a rotating timetable. 
In financial terms, Marriott’s costs with the housekeeping department may vary from year to year. Although the company’s financial statements are available online, the costs of the company aren’t categorized for individual departments in detail. The precise amount of operating costs connected with the housekeeping department is difficult to estimate. (Marriott International, 2020) The labor expenditures related to housekeeping, however, are probably going to make up a sizable amount of Marriott's overall operating costs. Costs related to training, supervision, and scheduling are often included in housekeeping labor costs, along with staff pay, compensation, and benefits.  
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The choice of whether to have an internal housekeeping department or contract out the housekeeping services is influenced by several variables, including the organization's size, financial constraints, and unique needs. 
Marriott International is a hotel chain that is well known for offering exceptionally good service to its customers. The goal of this paper is to determine whether outsourcing the housekeeping service would be more advantageous for the company.  
Outsourcing the housekeeping department, which is essential to upholding this degree of service, could have a negative effect on the level of service the business offers as well as on the company’s financials taking into account the quality of the services provided by the company's employees who are subject to rigorous training and standards. This will be discussed below.  
Firstly, outsourcing could lead to inconsistent service delivery, which might lower customer satisfaction. The cleaning team is in charge of making sure that the guest rooms are tidy, maintained, and stocked with the essentials. Marriott’s internal staff members receive training to deliver specialized services that are tailored to the demands of the hotel and its clients. The level of service that is delivered by a thirdparty provider's workforce may not be consistent when it is outsourced to them. This could result in inconsistent levels of cleanliness and room condition for visitors, which would be bad for their overall experience. (Olusegun, 2019) 
Outsourcing could, as well, cause a lack of control over the cleaning personnel, which would lower the standard of service. For the housekeeping crew, Marriott International maintains stringent policies and processes, including training and quality control measures. (clean.marriott.com, 2020) If this department is outsourced, the third-party provider can adhere to various norms and practices, which could result, again, in inconsistent service delivery, according to Espino-Rodríguez and Rodríguez-
Díaz’s study titled The influence of outsourcing activities on the perception of service quality. An empirical study based on online reviews by hotel customers found that hotel outsourcing has a negative impact on the company’s online reviews. (Espino-
Rodríguez and Rodríguez-Díaz, 2021) 
In addition to the arguments against the outsourcing of Marriott’s housekeeping department that was presented earlier, the effect this phenomenon may have on the current employees should be taken into consideration as well. Employees at Marriott International would lose their jobs as a result of outsourcing the cleaning division. Employers have an obligation to give their staff members stability and job security, particularly during challenging economic times. (McPhail et al., 2015) The loss of institutional knowledge brought on by outsourcing the department may be harmful to the long-term success of the business. This may not only affect the employees but the company’s reputation as well. according to Espino-Rodríguez and Rodríguez-Díaz’s study titled The influence of outsourcing activities on the perception of service quality. An empirical study based on online reviews by hotel customers found that hotel outsourcing has a negative impact on the company’s online reviews. (Espino-
Rodríguez and Rodríguez-Díaz, 2021) 
As it was declared earlier in this paper, one of the advantages of outsourcing certain services or departments in a hotel is cost reduction. But Marriott International might not necessarily save money if it is outsourced. Firstly, the company has already invested in expensive equipment, employee training, and cleaning supplies. Secondly, outsourcing may also result in unintended expenses including higher administrative costs, legal fees, and unavoidable termination compensation for the current housekeeping crew. Ultimately, if the third-party suppliers' services are not up to the firm's standards, the company may potentially suffer additional costs in the form of reputational harm therefore customer loss and business failure. (Lam, T., & Han, M. 
X. J., 2005). An industry example of this situation is Hyatt Hotels which faced a lawsuit for illegal termination of the in-house workers. (Fisher Phillips, n.d.) 

Conclusions 

Outsourcing specific departments in a hotel can be advantageous for the company, in this case, it wouldn’t be as beneficial or rather it won’t bring any better changes.  
Although outsourcing the housekeeping department in the Marriott International company may result in cost savings, there are also some cons that might appera, including lowered quality control and less adaptability to shifting company requirements. Keeping the insourced housekeeping department offers greater control over service quality and a more direct relationship with employees, but may have higher labor costs. 
Both approaches have great benefits and risks, however, keeping the insourced department is a better option for the company at this moment.  
 
[bookmark: _Toc9295]Limitations 
 
The conclusions of this report are based on the information that was available on the internet. The financial impact of outsourcing and in-house housekeeping couldn’t be compared in detail given the fact that Marriott International's financial and operational data are not completely available. 
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