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[bookmark: _Toc147550047]Introduction:

The Marriott Organisation has made a name for itself as a renowned leader in the constantly changing hospitality sector, known for providing top-notch guest experiences (marriott.com, 2023). In light of the ongoing changes in the industry, Marriott is currently faced with a crucial choice that might have a significant impact on how efficiently its operations are run whether to outsource or keep an internal housekeeping staff (Eschenbrenner et al., 2023). This choice is a strategic one that might have a big influence on Marriott's position in the cutthroat hotel industry, not just a logistical one. This research focuses on the challenge of guiding Marriott through the complexities of choosing the future of its housekeeping operations, which is at the centre of this organisational crossroads. The goal is not simply to provide a simple yes or no response, but to give Marriott a complex viewpoint and a thorough knowledge that goes beyond obvious factors. This report aims to serve as a guide, giving Marriott the necessary understanding to match its operational strategies with the expansive scope of its overarching objectives. 
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Advantages : 

The internal housekeeping crew at Marriott is a shining example of institutional knowledge because they are well aware of the specific needs of the company (Poddubnaya, 2022). This natural familiarity guarantees a smooth connection with the high standards of the brand. An internal model's direct control gives it the flexibility for quick alterations and the deployment of specialised training plans. This degree of control helps businesses gain a competitive edge in a market where superior customer service separates leaders from followers and enables real-time changes to guest preferences.
Digging a little further, the in-house approach, strengthened by its direct management and customised training initiatives, not only positions Marriott strategically but also acts as a cornerstone in maintaining a distinctive and consistently high level of service quality. In turn, this strengthens and improves the distinctive brand character that Marriott has painstakingly developed.

Disadvantages :
The in-house strategy, however, has scaling issues, which is an important factor as Marriott plots its development trajectory (Eschenbrenner et al., 2023). A thorough trade-off analysis is required due to the possibility of greater labour expenses. Despite the difficulties created by scalability, Marriott's in-house team's inherent control becomes crucial in maintaining the high levels of service standards for which it is known, perhaps justifying the increased related expenses.
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Advantages:

A wide range of benefits are introduced by outsourcing, most notably scalability and flexibility, which are essential qualities in a changing company environment. 
The possibility of cost savings and the addition of specialised knowledge from a contractual team serve as strong motivators. These benefits place outsourcing as a strategic choice, especially in times of varying demand when the capacity to grow operations quickly assumes a crucial role.
In light of outsourcing's cost- and scalability benefits, there is a strong argument for recommending it for Marriott, as it is consistent with the organization's strategic imperatives, particularly during periods of unforeseen demand variations (Giustiziero et al., 2023).

Disadvantages: 
However, outsourcing comes with a price: less direct supervision, which increases the risk of inconsistent service quality. Finding a balance between the freedom that outsourcing offers and the necessity of upholding high standards becomes a crucial factor. Although sustaining service quality is difficult, strong service level agreements (SLAs) may offer a solution. Outsourcing is an appealing and practical option for Marriott to explore because these agreements can be the key to reducing risks.
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Marriott's internal housekeeping personnel gain from well-crafted internal training programmes in terms of skills. These courses act as learning laboratories, fostering not just technical proficiency but also a thorough comprehension of Marriott's special culture. A cohesive and effective work environment is a result of the blending of talents and cultural exposure. Beyond the training courses, an internal team's inherent loyalty and cultural compatibility stand out as special advantages(Kang and Lee, 2021). These qualities help to develop a staff that is not just capable but also committed and engaged, which ultimately serves as a key component in upholding a constantly high quality of service. This internal harmony strikes a chord with visitors, resulting in an imperceptible yet significant factor that greatly enhances the entire guest experience.
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On the other hand, a housekeeping crew that is outsourced works according to a different paradigm. Depending on the training initiatives put out by the contracting body, there may be a disadvantage possibly a lack of the same degree of cultural alignment seen in an in-house approach. The seamless integration of services is put at risk by this difference in organisational culture.
The outsourced team has a distinct edge over the competition in the form of specialised expertise, notwithstanding possible difficulties resulting from cultural mismatch (Charles and Ochieng, 2023). Marriott may strategically utilise the wide skill set of an outsourced staff to adapt and react quickly to the changing needs of the hospitality sector. When negotiating the constantly changing terrain of consumer expectations and industry norms, this agility becomes essential. Marriott is entrusted with measuring not just the technical prowess of its housekeeping employees but also the intangible qualities like loyalty, cultural fit, and flexibility. The cost implications of these models, their resulting consequences, sustainable practises, consistency, and their critical influence on the visitor experience will all be covered in the following sections.
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Choosing an internal housekeeping approach includes taking direct financial accountability for several expenses. Labour costs include wages, benefits, and training initiatives to develop a qualified and devoted workforce (Bazina, 2023). Standard costing figures demand competitive wage packages for a 5-star hotel of Marriott's magnitude to entice top-tier professionals into the business. A skilled housekeeping employee's annual salary in a five-star hotel normally ranges from £30,000 to £45,000, with perks adding an extra 30% on average. Training programmes that are carefully crafted and in line with Marriott's distinctive standards cost each employee, on average, £4,000 annually. The upkeep of state-of-the-art machinery and routine supply replacements also add to the overall cost structure, which averages £12,000 annually per employee. 
When looking at the usual pricing figures, it becomes clear that an in-house model's direct control over these expenditures is in perfect alignment with Marriott's unrelenting dedication to quality.
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The cost dynamics are changed, however, when the housekeeping role is outsourced. Contractual fees are paid to the outsourcing partner for their services; thus, it is necessary to delve into the finer points. Staff service costs, which normally range from £45,000 to £60,000 per year per outsourced staff person, are included in the standard price figures below. Depending on the agreement, there may be a fixed yearly charge of £150,000 to £220,000. It is necessary to account for any unforeseen expenses like fines for violating service-level agreements. These rates must be reasonable given market standards for a 5-star hotel and the specialised knowledge and adaptability provided by the outsourced workforce.
Marriott is motivated to outsource because of the possible cost reductions (Salem et al., 2022). These savings, which may be sizable, provide Marriott with the tactical freedom to reallocate resources to other crucial areas. The choice to outsource must be carefully considered, taking into account all associated expenses and making sure that the prospective advantages surpass the financial considerations.

[bookmark: _Toc147550057]4. Results
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When it comes to internal operations, Marriott rigorously monitors performance indicators like productivity and staff happiness (Saepudin and Putra, 2023). These important metrics provide direction when evaluating the efficiency of the internal housekeeping staff. It is impossible to overestimate the benefit of making quick updates to an internal model. Continuous improvement is made possible by real-time insights from these measurements, which enable quick resolution of any problems or inefficiencies. The capacity for quick modifications plays a critical role in maintaining high performance levels. For instance, specialised training programmes may be quickly established to address the precise areas requiring improvement if measurements show a reduction in efficiency.
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Service level agreements (SLAs) and key performance indicators (KPIs) create the framework under which contracted housekeeping teams work. These organised measurements act as performance standards, assuring a high level of responsibility. Maintaining consistency across diverse service delivery elements is difficult, though. The inherent variations in organisational cultures and operational practises between Marriott and the outsourced partner may make consistency challenging, even though SLAs and KPIs give openness and responsibility.
Despite the difficulties with consistency, an outsourced model's standardised measurements provide transparency and responsibility. The Housekeeping department may perform better overall as a result of this increased degree of responsibility (Ratsinee, 2023). The outsourced staff becomes more closely aligned with Marriott's service standards when there are clear expectations and demonstrable results.  Marriott must compare the benefits of in-house real-time modifications with the transparency and organised metrics offered by outsourcing.
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The internal approach perfectly fits Marriott's commitment to sustainability. Here, sustainability principles permeate all aspects of the organization's operations, not only those that are visible to guests. With direct connectivity, Marriott can synchronise its in-house housekeeping approach with its environmental and community efforts. The dedication to sustainable practises permeates all aspects of everyday operations, from the procurement of cleaning supplies to trash disposal procedures. Since there is greater direct control possible at this level of integration, Marriott's commitment to ethical business practices is constantly followed.
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On the other hand, housekeeping staff that are outsourced add another level of complication to sustainable practices. While outsourcing may provide access to specialised sustainability practices, it becomes crucial to ensure compatibility with Marriott's principles (Legrand et al., 2023). It is essential to thoroughly assess potential outsourcing partners to ensure that the commitment to sustainability is in perfect alignment with Marriott's broader objectives. Examining the partner's sourcing procedures, waste reduction programmes, and community involvement programmes are all part of this examination.  Even if it might be difficult, outsourcing can help you gain knowledge on sustainable techniques. The secret is to pick collaborators who share Marriott's values to jointly accomplish environmental objectives. The larger environmental goals of Marriott can benefit tremendously from this strategic partnership.
Marriott must balance the level of control provided by its internal model against the opportunity for knowledge and creativity provided by outsourced partners while negotiating the sustainability issue.
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Consistency is promoted through the in-house approach by default within Marriott's housekeeping operations (Carrig and Snell, 2022). The hallmark of internal operations becomes standardised processes and protocols, which promote a predictable and dependable visitor experience. Each guest experience complies flawlessly with Marriott's high standards thanks to the thorough oversight of these processes. This degree of consistency becomes a fundamental component in preserving and developing Marriott's reputation for excellence in a sector where customer happiness is of utmost importance.
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It is essential to do a thorough assessment of the contractor's performance history and dedication to service standards to maintain consistency with an outsourced Housekeeping crew. Losing direct control is difficult, but this vacuum may be filled by a strong outsourcing partner. To guarantee that Marriott's brand standards are constantly upheld, a track record of adherence to service level agreements and a demonstrated commitment to consistency becomes crucial.
Marriott must choose an outsourced partner whose dedication to consistency is perfectly aligned with its own. Although there is a consistency issue, a well-selected partner may provide service consistency that is comparable to the in-house approach while also meeting or even exceeding Marriott's brand requirements.
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The visitor experience transcends the transactional in the in-house concept. The foundations of a special and customised visitor experience are direct lines of connection and individualised services. The on-site housekeeping staff can add a personal touch to every contact since they are so familiar with Marriott's concept. This personalisation is more than simply a service; it gives visitors a memorable experience. 
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In an outsourced model, maintaining a consistent visitor experience necessitates careful consideration during the hiring process. While upholding consistency in service delivery is crucial, personalization may provide difficulties owing to potential cultural gaps between Marriott and the outsourced staff (Teixeira and Chan, 2022). However, the outsourced workforce may easily comply with Marriott's service standards with a careful selection procedure. This alignment has a beneficial impact on the visitor experience and guarantees that the outsourced housekeeping function will play a significant role in enhancing overall guest satisfaction.
The visitor experience is made more complicated by outsourcing, although this obstacle is manageable. An outsourced workforce that has a positive impact on the experiences of guests may be produced by a careful selection process that prioritises alignment with Marriott's service standards.
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In conclusion, the choice of Marriott Organisation between outsourcing and keeping an internal housekeeping service is complex. The unique benefits each model offers highlight the necessity for a well-balanced strategy. A strategic suggestion for action is a hybrid model that combines the advantages of both approaches. Marriott would be able to maximise scalability, control, and cost-effectiveness to this hybrid approach, which would also deliver a custom solution in line with the particular needs of the company.
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