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[bookmark: _heading=h.gjdgxs]Introduction
Marriott International is a global hospitality company with a presence in over 130 countries and over 30 hotel brands under management. As one of the largest hotel chains in the world, Marriott International understands the importance of providing its guests with exceptional service. The housekeeping division at Marriott International is a crucial part of the company. This section is in charge of keeping the hotel's rooms, common areas, and amenities in pristine condition at all times. Marriott International must therefore decide whether to provide housekeeping services in-house or through a third party. This article will compare in-house cleaning services with those provided by an outside company, as well as offer some management recommendations to help Marriott International streamline its housekeeping operations.

[bookmark: _heading=h.30j0zll]Overview of Marriott International
Marriott International is an international hotel management corporation that oversees a wide variety of hotel chains all over the world. There are high-end, upmarket, and moderately priced hotels represented here. The company's properties can be found in over 130 countries, making it a major player on the international scene. Marriott International has made substantial financial investments in programmes that promote environmental sustainability and community engagement as part of its commitment to good corporate citizenship. Increasing the company's global footprint and investing in cutting-edge infrastructure are two key areas of focus as it seeks to expand and better serve its clientele. Marriott International is widely regarded as a top player in the hospitality industry because of its extensive brand portfolio, dedication to CSR, and forward-thinking growth strategy.
[bookmark: _heading=h.1fob9te]Literature review
According to a study by Kim et al. (2021), the decision to outsource or insource housekeeping services can have a significant impact on the quality of service, operational efficiency, and overall performance of a hotel. The study found that businesses that outsource their housekeeping services benefit from lower labour costs, less administrative burden, and greater access to specialised expertise. In contrast, outsourcing can make it more challenging to manage and coordinate with an external team, introduce new cultural and linguistic challenges, and reduce the ability to influence the quality of the service one provide.
In contrast, a study by Deng and Liu (2020) argues that in-sourcing housekeeping services can offer numerous benefits. Among these advantages are higher levels of service quality and consistency, happier and more loyal customers, and a more invested and retained workforce. The research showed that in-sourcing has the potential to improve a hotel's brand reputation and customer loyalty by better reflecting the hotel's values and culture.
According to the findings of a study carried out by Ali et al. (2019), it is essential to invest in employee training and development to provide adequate support for an insourced housekeeping team. Findings from the study suggest that reducing turnover and saving money on hiring can be achieved by investing in employees through providing them with opportunities for ongoing training and development. Furthermore, technological solutions can simplify processes and increase efficiency, resulting in long-term cost savings and enhanced operational efficacy.
However, a study by Yavuz et al. (2018) emphasises the need for hotels to carefully consider their unique business needs and circumstances when deciding whether to outsource or insource housekeeping services. Findings suggest that individual preferences, hotel size, and geographical location are just a few of the variables that can influence a guest's final choice. Further, hotels must weigh the risks and benefits of each option considering the potential financial and operational consequences of each.
In general, the question of whether a hotel should insource or outsource its housekeeping services is complex and nuanced, requiring careful consideration considering the individual needs and circumstances of each establishment. Improved service quality, higher levels of customer and employee satisfaction, and permanent cost savings are just a few of the many advantages of insourcing over outsourcing. Therefore, hotels should carefully weigh the advantages and disadvantages of each option before making a final decision.
[bookmark: _heading=h.3znysh7]Comparison of insourced housekeeping team Vs Outsourcing Housekeeping
[bookmark: _heading=h.2et92p0]Abilities of the insourced housekeeping team
Marriott International-employed housekeepers have many advantages over contracted ones. They would know the hotel's rules from the start, ensuring consistent and reliable service to guests. They also had a similar experience (Casado and Livio, 2012). They would know cleaning standards, how often each room and public space should be cleaned, and what products and equipment to use.
Locals will also know the hotel's culture better. Knowing the company's goals and values would motivate them to provide excellent customer service. If Marriott International values environmental friendliness and sustainability, the housekeeping staff will be informed of and encouraged to participate in environmental initiatives like switching to environmentally safer cleaning supplies and reducing energy consumption (Legrand, Sloan and Chen, 2013).
Third, an insourced team could provide Marriott International's competitive advantage of personalised guest service. They could better serve guests by learning about their tastes and needs through personal contact. The housekeeping staff can quickly provide extra pillows or specific toilet paper to guests (Bagdan, 2012).
Number four requires a more flexible crew. They would know the hotel's occupancy rates and peak times, helping them organise their schedules and prioritise. To ensure guest satisfaction, staff can clean occupied rooms before unoccupied ones during peak times (Vouk, 2022).
Finally, a company that does its own work can improve employee advancement. Marriott International fosters personal and professional growth by providing a positive and stimulating workplace. Housekeepers hired from within the company would have access to in-house training and advancement opportunities.
[bookmark: _heading=h.tyjcwt]Advantages of outsourcing housekeeping services
Outsourcing housekeeping can save money. By outsourcing supply management, equipment maintenance, and employee wages and benefits, Marriott International can cut costs.
Marriott International could reduce its management and administrative workload by outsourcing housekeeping services. This would free up manpower and money for other hotel areas. Outsourcing housekeeping services allows Marriott International to quickly scale up or down its workforce (Szwarc, 2015). The outsourcing service provider could quickly adjust staffing to meet changing occupancy rates.
Access to specialised expertise and technology: By outsourcing its housekeeping, Marriott International can benefit from highly specialised knowledge and cutting-edge equipment. The company one outsources to may have better cleaning tools, technologies, and staff with specialised training. If Marriott International outsourced its housekeeping services, the outsourcing company would be responsible for labour and legal compliance. This protects the hotel from lawsuits and employee disputes (Ford, Heaton and Sturman, 2012).
Outsourcing housekeeping services could offer Marriott International cost savings, efficiency, flexibility, access to specialised expertise and technology, and reduced legal and financial risk. Before outsourcing, one should research the pros and cons.
[bookmark: _heading=h.3dy6vkm]Disadvantages of outsourcing housekeeping services
Loss of control over the quality of service provided
When a business outsources housekeeping, it loses control over service quality (O’Fallon and Rutherford, 2010). The outsourcing firm supervises and trains its own employees, while the hotel's management may not directly supervise the outsourced staff. Service inconsistencies can hurt the hotel's reputation and guests' satisfaction. For instance, if a hotel outsources its housekeeping services and the third-party provider's employees don't meet the hotel's cleanliness standards, it could hurt the hotel's reputation and guest experience. This may lead to less hotel business.
Potential cultural and language barriers
Outsourcing housekeeping increases cultural and linguistic barriers. Language or cultural barriers may make it hard for outsourced staff to provide good service to hotel guests. If the hotel outsources housekeeping to a company that hires non-English speakers, guests who speak English may have trouble communicating with staff. Any confusion or miscommunication may dissatisfy customers.
Difficulty in managing and coordinating with an external team
Outsourcing housekeeping creates management and coordination issues with the external team. The hotel's management may not oversee contractors' work. Without such monitoring, hotel contractors may not meet standards (Chon and Yu, 2012). If the hotel outsources housekeeping, the management may have trouble coordinating with the outsourced staff to clean guest rooms and common areas. Communication and coordination issues could result in poor service and unhappy customers.
Risk of negative impact on employee morale and job security
Outsourcing housekeeping can hurt employee morale and job security. Outsourcing often displaces staff, causing uncertainty and anxiety among the remaining workers. If a hotel outsources housekeeping, its housekeepers may be fired or moved to other positions. This can make the remaining staff feel insecure about their jobs and lower morale. The outsourcing company may pay lower wages or offer fewer benefits, which may make the remaining staff resentful.
[bookmark: _heading=h.1t3h5sf]Recommendations
[bookmark: _heading=h.4d34og8]Reasons to insource housekeeping services
Marriott International should consider in-house housekeeping for many reasons. In-house teams improve service quality and consistency. Hotels can provide more personalised service and ensure employee compliance by managing their own human resources.
Staying in-house benefits the company's culture and values. Marriott International prides itself on offering its employees professional growth and advancement through insourcing. If outsourcing leads to layoffs and benefit cuts, it can hurt morale and productivity (Szende, Dalton and Yoo, 2021).
Insourcing may also boost employee engagement and retention, which are essential for retaining talent. When they trust their leaders, employees work harder and go above and beyond for clients. Having a team on-site improves operations by encouraging interdepartmental communication and cooperation. Example: London's Ritz-Carlton Hotel brought housekeeping in-house because it fits their culture and provided better service. The hotel's staff training and development programmes have improved employee satisfaction, guest satisfaction, and turnover.
In conclusion, insourcing Marriott International's housekeeping services could improve quality and consistency, guest satisfaction and loyalty, employee engagement and retention, and the company's values and culture. In-house cleaning allows these benefits (Kandampully, Mok and Sparks, 2012). Marriott International should weigh the pros and cons of insourcing and outsourcing before deciding.
[bookmark: _heading=h.2s8eyo1]Steps to improve the insourced housekeeping team
Marriott International can improve the insourced housekeeping team by
Marriott trains Housekeeping staff to improve their skills. Training can improve customer service, prioritisation, and technology use. Marriott can train staff on cleaning schedules and guest request software. With more training, Marriott's housekeeping team can improve guest satisfaction. Marriott can improve housekeeping with automated room cleaning systems and digital checklists. This will boost business productivity. Marriott may launch a mobile app to update Housekeeping on guest requests and rooms. Modern tools help Marriott's housekeeping staff clean better (Hayes, Ninemeier and Miller, 2016). Hotel chain. Marriott can instil housekeeping pride and responsibility by setting high standards and clear procedures. This will foster pride and responsibility. Marriott can use cleanliness ratings to track employee performance and hold them accountable. Marriott has instilled pride and ownership in Housekeeping by enforcing responsibility procedures. This boosts workplace happiness and participation.
To improve service, ask customers and staff. Marriott collects guest and employee feedback via surveys and suggestion boxes. This data allows Marriott to fix issues and improve service. Marriott can investigate and fix hotel cleanliness issues if guests complain often (Jones, Kasavana and In, 2012). Marriott can demonstrate that it values customer and employee feedback by conducting surveys and soliciting feedback. These changes will improve Marriott Housekeeping's reliability. Thus, employee engagement, customer satisfaction, and company culture and values will improve.
[bookmark: _heading=h.17dp8vu]Long-term benefits of insourcing housekeeping services
Marriott International may benefit from in-house cleaning. Reduced employee turnover saves money by eliminating the need to hire new hires and train them. Employees who have room for advancement are more likely to stay with the company, reducing the need for new hires and training.
In-house housekeeping boosts company image and customer loyalty. High-quality, personalised service makes guests return and recommend a hotel. This may boost sales and profits.
In-house housekeeping may improve operational efficiency and reduce costs. Marriott's scheduling, task management, and quality control team streamlines operations. This could save on labour and stock management.
Housekeeping in-house boosts morale and job satisfaction. Employees work harder if they think their boss cares. Customer service will improve. This could create a virtuous feedback loop where customer satisfaction leads to employee satisfaction, which leads to customer satisfaction.


[bookmark: _heading=h.3rdcrjn]Conclusion
In conclusion, while outsourcing housekeeping services may offer potential cost savings and access to specialized expertise, insourcing the housekeeping team can provide numerous benefits to Marriott International in terms of quality of service, guest satisfaction, employee engagement, and long-term cost savings. By implementing measures to improve and support the in-house housekeeping team, Marriott International can maintain its reputation as a leading hospitality brand while also ensuring the highest level of service and guest satisfaction.
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