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[bookmark: _Toc128927934]Introduction 
	The concept of housekeeping services in a business is included cleaning, clearing rooms by disposing of rubbish, dusting, and many others. Outsourcing housekeeping is defined as getting housekeeping employees from an external agency or third party instead of hiring them directly. In this report, it will be critically revealed and proved that outsourced housekeeping is not effective for Marriot (a hotel) based on the context of cost and employee efficiency. A thorough argument will be developed for comparing effectiveness of outsourcing and insource housekeeping facilities. 
[bookmark: _Toc128927935]Organizational overview relating to housekeeping services 
	Marriott International group is considered one of the leading brands in the hospitality sector. It offers classic brands and honoured hospitality industry for accompanying modern-age travellers (marriott.com 2921). Higher satisfaction of guests in different hotels of Marriott is encouraged by proper cleanliness and staff behaviour which are related to its housekeeping services. It follows a new housekeeping model that focuses on cleanliness, and it is considered one of its pride points. Delivering appropriate housekeeping services is one of its mottos to offer a high-class experience for guests. It recently launched stayover housekeeping services that provided cleanliness-related services as per guests' choice during their stay (marriott.com 2022). 
Previously Marriott outsourced cleaning staff from external companies for securing a strong competitive position in the market (workersofmarriott.org 2018). However, it develops some issues within its internal environment and after that, it emphasized insource housekeeping services. Lack of contact between the operators of outsourced companies and the owner has created pressure on the daily norms and activities of the hotel. 
[bookmark: _Toc128927936]Discussion
[bookmark: _Toc128927937]Activities of housekeeping department 
The department and employees for housekeeping services in a hotel are responsible for maintaining the cleanliness of rooms. It also includes maintaining floors and halls to remain trip and slip hazards, removing wastes, avoiding fire hazards in work area. In the opinion of Davras and Caber (2019), there are different types of housekeeping services such as morning services and evening services. Morning shift is considered as busiest in housekeeping industry as it includes cleaning services for occupied guests and maintenance of rooms for those guests are departed already. In evening shift, service pressure is comparatively less as guests are not preferred to take cleaning services at this time. 
Some other housekeeping or room attendant duties are included restocking guests’ room amenities (like drinking glasses, toiletries and many more), laundry services, washing room linens, stocking, and organizing housekeeping carts, notifying maintenance needs to inventory and many others. As described by Bhatnagar and Dheeraj (2019), proper and effective application of housekeeping services is helpful for promoting positive habits, attitudes and behaviours by reducing chances of injuries as well as illnesses. It ensures development of a safe working environment to for avoiding workplace hazards as well including falls on slippery floors, fire hazards and many more. 
Besides this, it is seen that hotels or businesses from hospitality backgrounds are highly concentrated on maintaining cleanliness. In case of hospitality industry, cleanliness is determined as a prime component that accomplishes creating a positive impression among guests and visitors. Prinja et al. (2020) have commented that proper housekeeping activities are interrelated with the enhanced experience of guests which secures a strong competitive position for a company in the market. Additionally, it plays an important role to maintain infrastructure of a building and to enrich interior design for attracting guests. 
Housekeeping enhances comfort level of guests which works as an appropriate welcoming atmosphere for striving reliability of the company which is related to an increase in customer loyalty. According to the view of Tiwari, Singh and Dahiya (2022), housekeeping activities are important for ensuring privacy of guests through properly trained internal staff which promotes a favorable impression. Along with that, it includes proper decoration of hotels including rooms, dining areas, lawns and others which is responsible for creating an artistic and pleasant ambiance. 
[bookmark: _Toc128927938]Comparison of outsourcing and insourced housekeeping in hotels
	The concept of an in-house or insource housekeeping department includes personal hiring by the company directly without any interference from third party. As opined by Choy, Cheng and Yu (2021), in-sourced housekeeping or cleaning staff are properly trained by organizational norms and regulations. Hence, it is aligned with organizational aims and objectives which helps the staff to maintain relevance with its operations directly. Recruitment department of a hospitality business includes mentoring and training features for hired talents to enhance their skills thoroughly. 
	On a critical note, outsourcing housekeeping from a third party increases chances of hiring more trained and efficient workers. As highlighted by Davies and Ollus (201), involvement of outsourced housekeeping staff may not require huge training as they are already skilled and trained in their respective activities. Along with that, involvement of higher skilled and efficient staff is playing a significant role while satisfying guests through effective services including deep cleaning, waste management and many others. 
	In a similar manner, it is seen that supervision of housekeeping department by outsourced staff is considered as time-saving for hospitality businesses. Large and expanded operations of big hospitality brands such as Marriott have a wide range of business activities across their operating locations. Therefore, handling housekeeping department by outsourced companies will be beneficial for Marriott as it will reduce their supervision-related pressure. In this context, Patel et al. (2019) have illustrated that large hospitality businesses are preferred to supervise their housekeeping services by third parties for reducing their responsibilities and for increasing time to supervise prime business facilities. Hence, it increases organizational efficiency in securing a strong competitive advantage in the market. 
	In an argumentative context, it can be highlighted that insourced housekeeping employees are performing an important role in maintaining commercial security of a business. As depicted by Cheetham et al. (2019), in-house employees are entirely familiar with the requirements and measurement of the business’s commercial security factors, which is not possible for outsourcing employees. Along with that, outsourced employees are not comfortable and familiar with a firm’s security features. Therefore, it increases chance of hampering organizational security systems that may introduce severe threats to a brand. Additionally, in-house cleaning staff is considered as more trustworthy in comparison to outsourced employees. In some cases, it is seen that different hospitality brands are comfortable with their in-house employees due to trust issues and familiarity with surrounding operations. 
	In aligning with this context, it can be highlighted that outsourced employees are efficient in different housekeeping activities; however, they are not entirely familiar with separate organizational policies and operations. Hence, it is seen that beyond the expertise capabilities of outsourced employees, they may need another training for learning about the operational features of the hospitality brand (Bilal and Lhuillier 2021). Therefore, Marriott may require training and supervising its efficient outsourced housekeeping staff to make them familiar with organizational practices.  
	Convenience is considered another effective component for measuring the comparison between outsourced and in-sourced housekeeping employees in a business. In this context, Du Toit and Heinecken (2021) have discussed that in-sourced employees are considered more convenient than outsourced employees as they are very flexible. Therefore, it increases security, comfort and ease of business significantly. Along with that, involvement in in-sourced housekeeping is effective for improving brand value of a company as efficient staff is considered one of the main pillars for a firm (Damanpour, Magelssen and Walker 2020). Professionalism of the in-source housekeeping employees is significant in generating higher revenue for the company as it does not require additional budget. 
	In context of budget, it is seen that outsourced employees are increasing organizational costing which declines its profitability level. The outsourced employees are charged high as they included efficient, expert and experienced staff (Gebril Taha and Espino-Rodríguez 2020). However, companies are required to train them additionally as per organizational regulations and norms. Therefore, companies are not getting enough financial advantage in case of outsourcing housekeeping employees. In this term, it can also be mentioned that Marriott includes several ranges of training sessions for housekeeping employees which is comparatively lower than outsourcing employees. 
	In hospitality industry, service toward guests is considered as one of the prime factors for detecting value and impression of a brand. Therefore, Marriott maintains its brand values by determining guest service as its top priority. This leading hospitality brand offers different types of career progression sessions for encouraging performance of employees including housekeeping staff (careers.marriott.com 2023). These training sessions are easier as it includes organizational regulations which are already known to in-house employees. 
[bookmark: _Hlk128926513]	On the other hand, the firm does not have any specific control over outsourced employees, and it may hamper the outcome of their brand value. In some cases, it is also seen that due to the miscommunication with outsourced operators, quality of staff declined which may hamper the brand value of this leading hospitality company (Gupta, Fernandez-Crehue and Hanne 2020). In this term, Marriott dissolves its outsourcing for housekeeping activities as it breached collective employment contract (workersofmarriott.org 2018). Along with that, outsourcing cleaning staff of Marriott was not highly connected with brand values and sometimes they performed casualness in their actions. Due to these, the brand has already suffered as it led to a negative impression on guests. After that, Marriott concentrates on involving in-house cleaning staff through personal as well as direct hiring processes. 
Besides this, it can be mentioned that companies are paying high salaries to skilled in-house rather than outsourced staff as they already invested in outsourcing. According to the view of Du Preez and Bendixen (2019), internalized staff are getting higher pay and it may disrupt the motivation level of outsourced employees which can be reflected in their performance. Lesser motivation among outsourced employees declined their effectiveness at the workplace. In a similar context, Widyatmaja (2022) has mentioned that backgrounds and previous information about outsourced employees are not available all the time and it can hamper brand guidelines relating to privacy as well as internal security. 
Therefore, after critically reviewing both in-sourced and outsourced employees, it is better for Marriott to maintain in-house cleaning or housekeeping staff. In this term, it can be suggested that in-sourced employees are more reliable than outsourced staff due to their comfortability and familiarity with organizational values. However, in an argumentative context, it can be mentioned that brands are arranged training sessions for internal staff that requires additional cost (Patiar and Wang 2020). In a similar context, brands are required to present training for outsourced employees to make them familiar with organization's operations. Therefore, it does not make any difference in case of training costs. In-house staff are more cost-effective to the brand and internal training can make them effective as per the firm's values.
[bookmark: _Toc128927939]Conclusion
	Based on the entire critical analysis, it can be summarized that in-source housekeeping staff is more reliable for Marriott or any other brands in hospitality industry rather than outsourced employees. This report critically described both positive and negative sides of in-house as well as outsourced employees while dealing with guests. after an argument, the report revealed that in-house cleaning staff is more effective. 	
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