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[bookmark: _Toc129340588]Executive Summary

In this report we will summarise the advantages of using insourced workforce versus disadvantages of outsourced workforce in a hotel. The example of a leading hotel chain, Marriott International, will help us in approaching this problem. We will talking about what housekeeping is in general, why it is in important department of a hotel, what its role is. 

The report highlight those areas within the operation of a hotel where this comparison leads to clear results in this discussion. 
These areas are: 
· Employee well-being
· Work quality
· Time efficiency
· Business communication
· Data protection
· Cost efficiency

At the end of the report, we will compose a recommendation which can help the work of the housekeeping department, without the involvement of external workforce.
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In this sustainable business plan, we will look at the operation of a hotel's housekeeping department and examine its role and its importance within the life of a hotel. We will compare the application of an outsourced housekeeping team with the work of an insourced housekeeping team. We will also examine the financial implications of these two types of arrangements.
We will do all this through the perspective of one of the world's leading hotel chains, Marriott International. The headquarters of Marriott International are located in Bethesda, United States and the company has nearly 8200 properties that fall under 30 different prominent brands and are spread out across 138 countries and territories. Marriott owns, manages, and franchises hotels as well as licences vacation ownership properties. The business provides access to Marriott Bonvoy, a prestigious loyalty programme. (Hospitality Net, 2023) 
A successful hotel chain like Marriott pays a lot of attention to cleanliness within its hotels. Even before covid, a 66-step manual was developed for cleaning their rooms, the steps of which are kept a top secret. The protocol can be completed in just 30 minutes and is therefore extremely cost-effective. (Touryalai, 2013)
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[bookmark: _Toc129340592]Importance

The housekeeping department of a hotel is absolutely necessary for the smooth operation of the hotel as a whole. In the end, it is the housekeeping department's responsibility to take care of every aspect of the "face" of the hotel, including the foyer, the restaurants, the arranged for the banquets, and of course, each of the accommodations. (Business World, 2017)
The cleanliness of the hotels has always been of fundamental importance to the guests. The Covid pandemic reinforced this need in an extreme way. The cleanliness of a hotel has evolved into one of the most significant and determining aspects of the hospitality industry in the current period. Because of this, the reputation of the hotel is also on the line, as the quality of the hygiene and sanitation standards is guaranteed to have a healthier influence on guests than it has before. (Badiu, 2021)
According to a 2021 survey, 95% of respondents said that even after the COVID vaccine is widely used, cleaning procedures should remain the same or improve. This suggests that efficient cleaning and disinfecting are more than just a passing fad. Customers keep expecting more from housekeeping staff, which emphasises the significance of having a thorough cleaning schedule for both visitor safety and peace of mind. (Gatlin, 2022)
Marriott has also taken serious steps and has enhanced its strict cleaning procedures by requiring that surfaces in public areas be disinfected with hospital-grade cleansers and that this cleaning be done more frequently in the visitor rooms (Marriott, 2023a).

[bookmark: _Toc129340593]Role

Housekeeping is the group of workers at a hotel who are in charge of cleaning. Goals of housekeeping in a hotel are used to be the follows:
· To keep the hotel clean
· To get rid of and manage pests
· To maintain all furnishings, fixtures and accessories
· To oversee and take care of all laundry and linens
· To make sure that every employee has spotless clothes and workspaces
It's significant to remember that the housekeepers works closely with all other hotel departments. They frequently consult with the front desk to ensure cleanliness and availability of bookable rooms. They report maintenance issues by contact with the maintenance department. However, there are exceptional maintenance duties that are handled by the housekeeping team. For example, repairing torn linen or uniform. Maintenance reports are normally handled by the executive housekeeper. This person is in charge of the housekeeping department. (Study.com, 2023)
A housekeeper has same obligations at Marriott as well. They efficiently clean and arrange rooms. Replace amenities and linens, remove trash, dust and polish furniture, hoover floors, and clean restrooms. They must record maintenance, safety, and lost goods. (Job-applications.com, 2023)
Marriott, like all its other services, is trying to raise this service to a advanced level and modernise it in order to raise the guest experience even higher. They have developed an application with which the guest can find information about the housekeeping services and tailor their stay according to their preferences. For instance, they can decide when they want to have the cleaning service. (Marriott, 2023b)

[bookmark: _Toc129340594]Insourced vs Outsourced Housekeeping 

Insourcing refers to the practise of hiring employees on behalf of the hotel and assigning duties or functions to be performed directly rather than giving tasks to external workers. (Dinesh, 2023) 
In contrast outsourcing means the opposite practice, when companies employ other businesses or people to carry out specific tasks, handle processes or take over services that are typically given by internal workers. This practice can be implemented, for example, with the help of agencies or by hiring self-employed persons. (Kleine, 2020)
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Large companies like Marriott International entrust the prestige of their names mainly to desk workers, housekeepers and other frontline employees as they are the employees who directly interact with the guests. Therefore, it should not be forgotten that happy employees lead to satisfied guests, which ultimately contributes to increased business revenue. Companies with happy employees are 21% more profitable, according to the State of the American Workforce report from Gallup. Employee engagement is 60% higher at companies that thrive at guest experience (Devalekar, 2021). Consequently, successful businesses prefer to employ their own workforce, in order to influence efficiently their well-being. 
Marriott considers it highly important that its employees feel that they are a part of a family. The founder’s philosophy: "Take care of associates and they will take care of the customers." They keep changing and grow, but their main goal is to be able to provide a balanced and familiar guest experience. (Marriott, 2023c)  It obviously wouldn't work well if they involve outside persons in the internal operations of its hotels. 
In contrast, 85% of employees at Marriott International agree that it is a great place to work, which is much higher than the average US based business response of 59%. (Gibbons, 2020)
So having a good work environment makes people more productive. Therefore, businesses should be aware that outsourcing can have a negative impact on company culture. Employees may experience the outsourcing of a specific work area as a criticism of their work and they may feel threatened by external workers. Furthermore, outsourcing can insert challenges to the everyday workflow. (Patel, 2017)

[bookmark: _Toc129340596]Work quality

Insourcing makes it more possible to keep track of the development process and maintain control over the quality of the work. This enables a rise in productivity and helps you get closer to achieving the outcomes you want. It also enables you to have friendly relationships with key members of the project's staff, which enables you to learn about their strengths and weaknesses, which will allow you to delegate work to the appropriate employee in the future according to the skill set of the staff. (Dinesh, 2023)
The loss of control is the greatest danger that comes with outsourcing. In this case, it is difficult for the hotel management to keep track of the performance of the staff members because they are not in such close contact with them. They also lose the opportunity to suggest appropriate help and possible training to the employee, in order to further develop the service in the hotel. (Timedoctor, 2023)
Marriott provide training opportunities to improve development within their workforce. To guarantee that newly hired employees have the abilities and knowledge necessary to do their tasks successfully, the orientation programme begins with the onboarding procedure for all employees. The programme is designed to familiarise newly hired employees with the mindset of the brand as a whole as well as their local hotel. In this way, Marriott ensures the quality of its services in the long term. (HM Staff, 2010) 

[bookmark: _Toc129340597]Time efficiency, business communication, data protection

Developing the internal workforce is a long-term plan, but it will definitely pay off in the future because companies that insource their work are able to improve their control over their decision-making processes and increase their capacity to complete their duties in a timely and accurate manner. (Dinesh, 2023) 
It may seem more expensive in the short term than outsourcing the task to a third party. But on the one hand, outsourcing is four times more time-consuming. This may be due to a number of factors, including a delay in communication or inaccurate execution of the service in addition to normal delays. (Hall, 2011)
Large hotel chains often use a large digital platform to increase the efficiency of communication between employees. For example, Marriott County Hall, a member of the global leading travel company Marriott International, working with more than 200 staff. They struggled to effectively communicate and work together, which led to repeated incidents of old information and a slow response to guest complaints and requests. They also saw the solution in a technological improvement, called EKO. It offers employees the opportunity to exchange information on an internal system. Implementing the new approach was successful. Since the start of Eko in November 2019, Marriott County Hall management has recorded consistent active usage rates of 80%. A high user rate suggests that employees are more involved, which eventually leads to the delivery of world-class services to visitors. (Amity ECO, 2023)
Such a closed internal system contains a lot of information about internal operations and guests. Therefore, problems arise in relation to outsourced labour in this area as well. When a hotel outsources a service to another company, they give a stranger access to all or some of their business resources. Even though the possibilities are minimal if they work with a reputable provider, there is always a chance that the outside company will steal or disclose sensitive data. Especially if a person from an external company has permission to enter an internal system mentioned above. (Timedoctor, 2023)

[bookmark: _Toc129340598]Cost efficiency

Most sources cite cost efficiency as an argument in favour of labour outsourcing. In 2018, 62% of businesses claimed savings of 10% to 25% from outsourcing, while the remaining 38% claimed gains of up to 40%. Outsourcing reduces costs in the labour package, such as training costs and employee benefits and business do not have to worry about resources and management. (Sia Partners, 2022)
However, in the points above, several arguments have already proven that outsourcing may seem more cost-effective in the short term, but in most cases it does not prove to be so in the long term. In order for the management to be able to influence the well-being of its employees, as well as to monitor and possibly help their work, employing the workforce in-house is a much more appropriate choice. Time efficiency, the implementation of effective business communication, and the effectiveness of data protection all contribute to long-term sustainable income growth.
After all, Marriott used to outsource some of its call centre tasks to external companies from a cost-effectiveness point of view before the Covid pandemic. After it starts, they sold all of their call centres and moved all their work to home office. (Pramanik, 2020)
Today we can say that the pandemic is over and everything could go back to normal. However, Marriott still advertises its call centre jobs as home office jobs (Marriott, 2023d). The failure to re-outsource this area was probably due to outsourcing concerns.
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To sum up what we have been discussed above, the insourced housekeeping team is better choice which contribute the long term successful operation of the hotel housekeeping department. To outsource this area is too risky and cause problems in control of employee happiness, time efficiency, business communication and data protection. These topics are indirectly related to service quality, which directly affects the guest experience. A positive guest experience is essential for the successful operation of a hotel and the sustainable growth of its revenues.
We have also seen through Marriott's operations that paying attention to the commitment of employees, especially frontline employees, is key to achieving an outstanding guest experience and thereby maximizing profit. Such are the employees of the housekeeping department, who come into direct contact with the guests during their work.
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The conclusion of the report is that the usage of insourced workforce is a more appropriate choice in the long term than the outsource of it, if we want to generate a sustainable income. 

Therefore, our recommendation is also related to this:

· Helping the internal workforce’s job, in this case the work of the housekeeping department: In addition to the already mentioned trainings, which can be realized as costs in the short term, but pay off many times over in the long term, the usage of artificial intelligence and robots can be huge help in this area as well. For example, handling the laundry is not always physically easy for a cleaner. Techmetics Group's robot can provide a solution for this, which also helps to transport the new bedding to the appropriate floor (Techmetics, 2019). This is a one-time cost for the company, but it contributes to increasing the commitment of employees and completing their tasks faster.
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