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The objective of this report is to critically evaluate the benefits and disadvantages of both in house and outsourced housekeeping within a hotel (Marriott Cleanliness Council,2022).
The report will also try to identify and highlight the reasons why Marriott International has a dedicated team of housekeeping who are trained to follow specific cleaning protocols and standards (Marriott Cleanliness Council,2022).
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Marriott Hotel International is a global hospitality company that operates a portfolio of over 30 hotel brands, including Marriott Hotels, Sheraton, Westin, Renaissance and many others. The company was founded in 1927 and is headquartered in Bethesda, Maryland, USA (Marriott, Our Story of Innovation).
Today Marriott operates hotels and resorts in over 130 countries around the world, catering to a wide range of travellers, from business professionals to families on vacation (About Marriott International).
Its loyal program called Marriott Bonvoy allows members to earn points for stays and redeem for free night, flights, and other rewards (Discover Marriott Bonvoy).
Marriott Hotels are known for their quality service, luxurious amenities, and comfortable accommodations (NerdWallet, Marriott Brand,2022).
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Marriott Hotel in house housekeeping is responsible for ensuring that guests rooms and public areas are clean, comfortable, and well maintained (Marriott Cleanliness Council,2022).
Housekeeping staff typically clean guest rooms on a daily basis, making beds, vacuuming carpets, dusting furniture and restocking amenities such as towels and toiletries (Marriott Cleanliness Council,2022).
They also clean and maintain public areas such as lobbies, hallways, and restrooms (Marriott Housekeeper, Job Applications).
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Marriot Hotel housekeeping staff are employed directly by the hotel and are trained to meet Marriott’s specific cleaning protocols and high standards for cleanliness and guest service (HotelierMiddleEast, 2020).
Marriott In house housekeeping staff are typically managed by a housekeeping supervisor or Manager who oversees their work and ensures that they are following Marriott’s guideline (Unionlearn).
The abilities of those employed in an insourced housekeeping team can vary, but typically include skills such as cleaning, laundry, and organisation.

Its goal is to create a welcoming and comforting environment for guests and to ensure that their stay is enjoyable and memorable by providing friendly and efficient service as well as responding promptly to guest requests and concerns (Marriott, Core Values and Heritage).
These goals are very much aligned to the Marriott core values and beliefs which are putting people first, acting with integrity, pursuing excellence, serving the world, and embracing change (Marriott, Core Values and Heritage).
Marriott places a strong emphasis on providing a consistent and high-quality guest experience across all of its properties, and using in house staff for housekeeping is one way that the company ensures this (Marriott, Core Values and Heritage).
However, is worth noticing that some Marriott Hotels may outsource certain housekeeping tasks such as laundry services to third party providers, as I personally experienced while employed in Marriott Maida Vale in London ,2021(Laundryheap).
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By using in house housekeeping Marriott has a greater control over the quality of the guest experience (Marriott, Core Values and Heritage).
This strategy helps to ensure that all guest rooms and public areas are consistently clean, comfortable, and safe (Touryalai,2013).
By using in house staff for housekeeping can also help to reduce costs over the long term as the hotel does not have to pay third party providers which might cause hidden costs (Staffcloud, 2020).
Ultimately, in house staff will improve hotel’s profitability and competitiveness in the market.
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Marriott housekeeping staff is part of the hotel team therefore they are typically more familiar with the hotel layout, amenities and services which can help them to interact more with guests on a regular basis by providing a more personalized, welcoming, friendly, and efficient guest experience (Our priority is to ensure a seamless guest experience, 2021).
This can include responding a guest request more quickly by providing recommendations for local attractions and restaurants and anticipating guest needs before they arise.
This helps to attract new guests and retain existing ones which is fundamental for the long-term success of the business (Our priority is to ensure a seamless guest experience, 2021).
In other words, consistency and high-quality service are essential requirements for guest satisfaction and loyalty as guests expect a certain level of cleanliness and comfort when they stay at a Marriott property (Our priority is to ensure a seamless guest experience, 2021).
By maintaining a consistent level of service across all its properties, the company is able to reinforce Marriott Brand and reputation for quality and reliability, which ultimately allows the brand to differentiate itself from its competitors (Our priority is to ensure a seamless guest experience, 2021).
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While using in house staff for housekeeping has many benefits as mentioned above, there are also some potential drawbacks to this strategy.

One of the main cons is that it can be more expensive for the hotel to hire and train its own housekeeping staff compared to outsourcing these services to a third-party provider especially in locations where labour costs are high or where there is a shortage of qualified workers (Openkey,2018).
Costs of recruiting, hiring, training, and managing its own staff is a significant investment for Marriott Hotel International (Fox, 2012).
However, skilled housekeeping staff can respond to guest requests and concerns in a timely and professional manner which can help to improve the guest experience.

Additionally, managing an in-house housekeeping team for Marriott Hotels can be time consuming and complex as the hotel must ensure that all staff are properly trained, motivated, and supervised (Openkey,2018).
In house housekeeping staff may also be more resistant to changes in cleaning protocols or standards which can make it more difficult for the hotel to adapt to changing guest needs or market conditions (Koss Fender, 2021).
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In terms of sustainability, there could also be potential drawbacks when using in house staff for housekeeping.
Marriott hotels need to use more energy and water to clean rooms and public areas which could increase their environmental footprint.
Additionally, the hotels may generate more waste such as used linens and cleaning supplies which could contribute to landfill waste.
However, Marriott has implemented several sustainability initiatives across its properties.
The company has set a goal to reduce its water usage by 15% by 2025 and has implemented water saving technologies such as low flow showerheads and faucets and water efficient laundry systems (Silverstein, 2022).
Marriott has also set a goal to reduce its greenhouse gas emission by 30% by 2025 and has implemented energy saving technologies such as led lighting, smart thermostats and energy efficient HVAC system.
Marriott has implemented waste reduction and recycling program and has committed to sending zero waste to landfill by 2025 (Bethesda, 2021).
The company has also developed an eco-friendly cleaning program which use non-toxic and biodegradable cleaning products and has eliminated the use of single use plastics in guests’ rooms and public areas (Waste360, 2019).
 These initiatives help to mitigate the potential environmental impact of using in house staff and demonstrate Marriott’s commitment to sustainability and responsible business practices.
Despite these potential drawbacks, Marriott has chosen to use mostly in house staff for housekeeping in order to maintain a consistent level of service and quality across all of its properties.



[bookmark: _Toc137499980]COMPARISON OF INSOURCED HOUSEKEEPING TEAM VERSUS OUTSOURCED HOUSEKEEPING


When comparing insourced housekeeping team versus outsourced housekeeping it is important to consider the abilities, skills, and knowledge of those employed as well as cost implications, results, sustainability, consistency, and guest experience (Rare Hospitality).
Ultimately the decision should be based on the specific needs and goals of the hotel, as well as the available resources and expertise (Rutherford and O’Fallon, 2007).

The impact of insourced and outsourced housekeeping on the guest experience can be significant.
Overall, both insourced and outsourced housekeeping can have positive and negative impact on consistency which hotel managers must prioritize by working closely with their housekeeping team or third-party provider in order to ensure that they are meeting the hotel’s standards for quality and services.
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Outsourcing the housekeeping department involves hiring a third-party provider to manage and staff the housekeeping operations of the hotel (Tiwari et al.2023, Vol.8).
This can include tasks such as cleaning guest rooms, public areas, and laundry services (ArabianBusinesscom Staff, 2016).
The third-party provider is responsible for hiring, training, and managing the housekeeping staff, as well as providing the necessary equipment and supplies for housekeeping operations through eco-friendly cleaning at a convenient price which can reduce the hotel’s capital expenditures (Eco-friendly housekeeping, 2007).
Benefits of outsourcing the housekeeping department include lower labour costs, reduce administrative burden, and greater flexibility in staffing levels, however hotels may need to invest in additional resources to monitor and ensure that the third-party provider is meeting the hotel’s standards (HotelierMiddleEast, 2016).
Third-party providers may also have specialized expertise and technology that can improve the efficiency and quality of the housekeeping operations (Openkey, 2018).
However, as already said outsourcing the housekeeping department can have some drawbacks, such as consistency and communication and coordination challenges with other departments (Openkey, 2018).
With outsourced housekeeping, hotels may also have less direct control over quality of work and standards of third-party provider which can cause negative impacts on guest experience however, it can be a viable option for hotels looking to reduce costs and streamline operations (Openkey, 2018).
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Insourcing the housekeeping team involves hiring and managing the staff directly within the hotel.
Housekeeping department is an essential department within a hotel, and it plays a key role in generating revenues, shaping guest perceptions and experiences as well as influencing reviews of the hotel therefore it is extremely important to create a work environment that leads to job satisfaction in order to obtain a higher productivity level (Hallab et al. 2023).
The benefits of insourcing the housekeeping team include direct control over the quality of work and standards (Gallimore, 2023), better communication and coordination with front desk and maintenance, more flexibility in scheduling and staffing and greater ability to train and develop staff to meet specific targets (Gallimore, 2023).

In terms of sustainability both insourced and outsourced housekeeping can have positive and negative impacts.
Here are some factors to consider, insourced housekeeping can provide hotels with greater control over their environmental impact by implementing sustainable practices such as using eco friendly cleaning products and reducing water and energy consumption (Polman & Bhattacharya, 2016).
By effectively following sustainable practices the company stands out among the society and competitors (University of Central Florida).
Nowadays the majority of Generation Zers and Millennials are willing to spend more for services and products that do not harm the environment (University of Central Florida).
On the other hand, insourced housekeeping can also have a negative impact on sustainability if the hotel does not prioritize sustainable practices or invest in the necessary resources to implement them (University of Central Florida).
It is important for hotels to prioritize sustainable practices and work closely with their housekeeping team or third-party provider to ensure that they are implementing sustainable measures to reduce the environmental impact (University of Central Florida).
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Overall weather it is beneficial to have in house housekeeping or outsourced housekeeping depends on the specific needs and goals of the hospitality company.
When it comes to Marriott the decision of using in house housekeeping staff has certainly been a successful approach that helped to reinforce the brand’s reputation for quality and reliability (Marriott, Core Values and Heritage).
 
By maintaining a consistent level of service and quality, Marriott guests are more likely to return to the hotel leading to repeat business and positive word of mouth recommendations which ultimately can help to drive revenue and growth for the business (Marriott, Core Values and Heritage).
Today, Marriott international hotel is investing on insourced housekeeping in order to enhance its brand image and attract new guests who are looking for high quality and reliable hospitality experience (Touryalai,2013).
The ultimate goal for the company is to reinforce the hotel brand and reputation by enhancing guest satisfaction and loyalty (Stevens, 1998), differentiating the hotel from its competitors, reducing costs, and increasing efficiency.
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