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1.0	Executive Summary 

The Marriott International hotel globally a recognised brand with strong reputation for luxury and high-end service. Marriot International hotels human resources, management systems, clearly present data on management, logistics and operations are profitable. Housekeeping is the very core of the industry affecting sales and requires skilled workforce that knows and understands the customers’ needs and expectations. The focus on Housekeeping the impacts on the hotels to outsource or not can be focused on the skilled techniques needed that management could apply to increase sales to maximise revenue. The staff members that work tirelessly to maintain the hotel's cleaning standards and guests' comfort during their stay, Impacting profit for the hotel.
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2.0	Introduction

This study is being conducted to learn more about the Marriott hotel's comparison of insourced housekeeping team versus outsourcing housekeeping. The methods used for outsourcing and how well-designed systems interact, combined with insourced employees and how this affects customers. Managing facilities, tasks and employees is challenging for the department and can be used to create chances for cost savings and generating revenue is, being the focus. Pros and cons Insourcing Vs outsourcing some points covered are current staff are trained in the brand and should know the heart of the room, hotel areas that are common knowledge to existing staff, whereas outsourced agency employees might not care, or know of those. “At Marriott, we never stop searching for inventive ways to serve our customers, provide opportunities for our associates, and grow our business. The company that began as a nine-seat A&W root beer stand is recognized today as a top employer and for its superior business operations, which it conducts based on five core values: put people first, pursue excellence, embrace change, act with integrity, and serve our world.”
(Marriott History, 1996- 2023).


















3.0	Comparison of, insourced Housekeeping team Vs,   
  Outsourcing Housekeeping

Housekeeping is the foundation of a successful, satisfied clientele at the rate of expansion for Marriott International and the UK, making it one of the most regarded fast-paced industries. The advantages of working with a hospitality agency include consistency, time savings, and employee availability guarantee. Implementing strategic training practises is a useful technique to maximise the purpose of employment agencies is to assist job seekers in finding employment while assisting the hospitality sector in hiring the best candidate.” They are experts in the Hospitality Industry,” (Logan, Recruitment. 2023).
Housekeeping at the Marriot Hotel benefits, ‘Thanks to Marriott’s housekeeping Associates’ (Help Marriott, 2023)


3.1




“The hotel services are on the highest level that helps it remain deserving to carry the name of the world-known hotel chain,” (Ivy Panda, Marriott Hotel 2019.





3.2
	
Marriott 360 (2022), Financial performance main reasons for outsourcing within the company’s interest in profits.

3.3 Outsourcing as a central focus of the new research (Jayanti, J. 2023)

· Sustainability
· Service Quality
· Resilience
· Industry & Innovation.
· Brand awareness
Recruitment Agency
· ‘Direct Experience’
· ‘Exposure’
· ‘PR’
· ‘Contacts in the industry’
· Understanding of right person for the skill
· Market Trends
(Logan, Recruitment. 2023)

The foundations of employee engagement, its growing significance, concerns, and challenges faced by organisations, changing trends, and a variety of methods and approaches that may be used to engage a diverse workforce at their highest potential and reap the rewards of an engaged workforce, (Sharma, N. Chaudhary, et al, 2019).

4.0	Abilities of those employed,
Owned by the Marriott International ‘The Shearton hotel’ Toronto, hospitality to hotels and resorts. Usually, Sheraton annually implements a new practice to improve financial viability and guest and employee satisfaction (Shearton 1999).
Housekeepers often need to move, carry, push, heavy lifting, Marriotts housekeepers may also need to address guest service needs. Thoroughly checking continuously, the vacuum of the whole room and all edges, corners should touch vacuum room attendant and supervisors to make the final decision of accuracy everything has been met. “The shorter the time of cleaning and tidying, the better is the efficiency, the hotel’s operation cost will decrease, and the hotel’s competitiveness will ascend” (Chen, 2001).

4.1	Incourced, House Keeping Service Standard Knowledge: (Marriott International 2022).

· Use of specific chemicals
· Organizes: room in a quick and effective manner
· Dirty glasses, bottles and bedroom cleaning tools and chemicals by Rubbish Bag.
· Room amenities and linen
· Bed: Corner fixing, top finishing, Make or straighten the bed as per brand.
· Cleaning: Right chemicals at least 10 minutes to walk spray the bathroom clinic
· Dusting: Cleaning chemicals.
· Everything in the bathroom: spray, polishing.
· Windows, doors, and walls are cleaned.	
· Report maintenance problems, safety hazards, and lost items	
· 	
The most recognised issue faced of staff shortage is due to:

•	Sickness
•	Pay
•	Shortage of employees
•	Covid 19 
•	Family issues as to hours needed by the hotels
•	Promotions within the Marriott Hotel

Outsourcing has become a strategic decision; staff shortage has a major impact, and this is when the Marriott hotel may have to outsource as future forward thinking. The Marriott hotel 


whether outsourcing or not recognise that “Indeed without housekeepers, diseases would spread, and productivity would decline, reasons why we need to celebrate housekeepers. 
Housekeepers Week has been sponsored by Integrated Environment and Health Assessment for almost 41 years and has successfully grown into a week-long celebration each year”, (Manilla, Fb 2023).

5.0 Cost Implications
‘Customers pay different prices depending on strategies by the system’ trial and error best practice using average daily rate, a ‘KPI’ system that allows hotels to calculate revenue, revenue per available room ‘RevPAR’ (Clarke.D, 8th June 2023).
Outsourcing refers to the practice of hiring an external company to perform a task that is traditionally carried by in house employees.

‘The Marriott embracing change 2020’, ‘Showing a growth of 70 percent’.
(Marriott, Statistics 2022).
Outlining the Marriott hotels, performance for ‘serve 360 reports’ (Marriott 2021, Serve 360, p59).









6.0	Results

A well-run housekeeping department is the core of the hotel as one cannot present an area of the hotel or room that is not to customer standards, this makes a difference to hotel profits. 
Cost of cleaning a room case study, (2019) average cost of cleaning a room is guided at 10% and if this were to double it would be concerning for hoteliers.
‘Employees that are trained feel valued, empowered and motivated becoming efficient’ investing in employee training can be returned with higher levels of loyalty and effort, whilst outsourcing in housekeeping some techniques should require brand skills extra costs in the housekeeping departments maybe further employing new staff, training,  ‘motivating’, loss due to employee leaving is also a cost loss of that employee, (A.Martin, pp128-163, 2019).


6.1
Payroll Cost, in hospitality at average

· ‘Business need hours = 100 rooms x 80% x 365 days = 29,200 rooms to clean x 0.5hr = 14,600.
· ‘Workforce = 12.5 FTEs (Full time equivalent staff) =5 days per week x7.5hrs a day x 46 weeks a year (6 weeks holiday) = 1725 x 12.5 =1725 – sickness levels = (1725-5%) = 1638.75 x 12.5= 20,484.38 hrs p.a’.
Resulting in ‘surplus for workforce needs leading to outsourcing of employees. Departments knowing the minimum level of labour required to use flexible outsourcing to cope with peak and demands (Martin, A. 2019).

7.0 Sustainability
Hoteliers future forward thinking is to mind map of new measures to be more sustainable. Employees that are aware of sustainability in hospitality are more likely to use sustainable practices The Marriott’s ability to retain its core functions and balance between activities in the environment, use of eco-friendly room amnesties as customers are inclined to health and well-being. 

The ‘Marriott’s Report Serve 360’ (2021)’, N.E.S.W.

“North:	Nature Our World. Covid-19 Support, Community Volunteerism and investments, Vitality of Children, Disaster Relief, Natural Capital.
“East:	Empower Through Opportunity. Global Diversity and Equity, People with Disabilities, Veterans, Refugees, Youth.”
“South:	Sustain Responsible Operations. Sustainable Buildings and Adaptive Reuse, Energy and Emissions, water, waste, Responsible Sourcing.”
“West: 	Welcome All and Advance Human Rights. Human rights, Peace, and cultural understanding.”

Marriotts is also the founder of the ‘Evergreen Alliance,’ supporting the planting.
of ‘millions of trees by 2022’, protecting ‘mangroves, rainforests, coral reefs,
aquatic ecosystems across the globe.’
(Serve 360 report, pp. 4. 2021)
Marriott’s Corporate social responsibilities are responsible for reducing carbon. 
emissions as shown in the reports plans to execute ethical ways of sourcing by 
2025 in all their hotels impacting the housekeeping and beverage. 
(Marriott 2022). 

8.0 Consistency

Marriott Bonvoy “The wellbeing of our guests and associates is of paramount importance (2022). 
· Marriotts Average housekeeper hourly pay in the UK, (United Kingdom) is 10% above the national minimum wage (Indeed, 2023).
· Outsourcing, hourly pay in the UK, £8.57- £15.59 per hour, (Agency Central, 2022). ‘Agency Workers Regulations 2010, after 12 weeks of the same job equal treatment and pay are applied’, (AWR.Gov.UK, 2017).

8.1


“Employee reviews 4.49/5 based on 74 Marriott International reviews 89% were positive”, ‘Marriot International’s annual revenue, $5.4 Billion’, research and analysis on Zippia’s data shows growth increase rate at 56.8% in 2021, (Zippia, 2023). This indicates that employees are positive in the Marriotts brand and the forward thinking of outsourcing versus insourcing has a positive effect on employees and in the profits of the hotel.

9.0 Guest Experience
Customers do appreciate employees who take time to learn about them to make them feel special but will not forgive those who pursue a sale only. 
A five-star review left by a Marriot’s customer, from the review it can be clearly seen this is a returning happy guest, who is used to the same customer service.
“We tend to visit the Marriott Leeds hotel monthly. Customer service is always nice and warm from the great team behind the reception. We always get the train into Leeds, so they tend to keep our bags or show us to our room early, which again is great customer service” (Leeds, Trustpilot 2023).

9.1 	Guest experience index,
[image: ]
Housekeeping outlines the cleanliness at 97.5% 97.0% 88%, Checkouts 76%, Housekeeping Productivity rooms per shift, (MacNeil, Gazi Farok, 2017)


10.0	Conclusion
Housekeeping provides an important role, so when the demand is high, and the quality of cleanness is compromised management make decisions to impact those issues for best practice and profitability of the company. The report shows how outsourcing can be an effective solution for the Marriott hotel, when looking to lower operating cost by outsourcing. As the trend is currently a regular practice to outsourcing to save cost for many hotels, Marriott hotels is no exception but, in an effort, to cut down on costs and increase efficiency. The cost saving benefits of outsourcing is also important as Marriott Hotels could generate a negative effect as the reports show decline in the quality of service provided results in dissatisfaction amongst guest, this could impact profitability and revenue. Marriott Hotels goals should be to identify whether their goal is to reduce labour costs, increase efficiency, or improve the quality of housekeeping service.
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Outsourcing benefits 


Wide variety of activities, labour Intensive, takes away the stress of own employeess at demanding times.


Cost savings


Lower quality for tourists


loss of organisatioanl activities



'Grossfree revenues total $4.1 billion'


'Co-branded credit card fees rose over the price year at $3.9 billion 2022'


'Shares doubled from, 2021 = $6.69


108,000 rooms globaly


'Higher RevPAR room compared to 2021'



Benefits of Insource Housekeeping Team


Achieving the hotels success,  employees have personel training in the marriott branding,


Quality of Service


Strong employee bond between staff and employee


Knowledge of actions needed in finding supplies needed to complete a room to perfection to Marriotts stle


Housekkeping

Series 1	Number of rooms	Average occupancy	Cleaned per person per hour	Holiday entitlemnt	Average sickness	4.3	100	80	2	5	



Employee Reviews, 2018-2023, (Zippia, Marriott international, 2023).

Sales	
Overall rating	Work enviroment	Salary, Benefits	Managemnt	Diversity and incusion	Career Opportunities	4.5	5	4.5	5	5	
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