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[bookmark: _Toc128557797]Introduction
The housekeeping department plays a crucial role in the success of hotels, as it is responsible for ensuring that guest rooms and public areas are clean, comfortable, and welcoming (Bowie, 2018). One of the key decisions that hotel managers face is whether to insource or outsource their housekeeping team. Insourcing involves hiring and managing housekeeping employees directly, while outsourcing involves contracting housekeeping services to a third-party provider (Garg, 2019). This report will compare and contrast insourced and outsourced housekeeping teams in terms of their abilities and cost implications, using Marriott hotel as a case study and used in assessment A1. Firstly, it will examine the importance of insourced housekeeping teams, including their direct connection to the hotel's culture and values, and their ability to provide personalized and high-quality service. Secondly, it will explore the benefits of outsourced housekeeping teams, including their specialized expertise and resources, flexibility, and cost savings. Finally, it will compare the cost implications and abilities of those employees of each approach in the context of Marriott hotel, using examples to demonstrate the potential advantages and disadvantages of each option.
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Assessment 1 chose Marriott as the company to analyse. Marriott is a leading global hospitality company that operates a portfolio of over 30 hotel brands across more than 140 countries and territories. The company has grown to become one of the largest and most recognizable names in the hospitality industry, with a focus on providing exceptional service and experiences to guests (Lee, 2021).
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Marriott hotel (Lee, 2021)
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[bookmark: _Toc128557800]Insourced housekeeping team
[bookmark: _Hlk128530786]An insourced housekeeping team is a group of employees who are directly employed by a hotel or hospitality company to provide housekeeping services. These employees work on-site and are part of the hotel's staff, meaning that the hotel is responsible for all aspects of their employment, including salaries, benefits, training, equipment, and maintenance. Insourced Housekeeping teams are typically managed by the hotel's housekeeping department and are responsible for tasks such as cleaning guest rooms, public areas, and maintaining the overall cleanliness and appearance of the hotel.
Importance of insourced housekeeping team
An insourced housekeeping team is important because they are part of the hotel's staff and have a direct connection to the hotel's culture, values, and guest service expectations. They can provide a higher level of personalization and attention to detail as they are invested in the hotel's success and are more familiar with the hotel's standards and requirements (Mihalache, 2021). In addition, insourced housekeeping teams can foster a sense of loyalty and pride among employees, which can lead to improved morale, job satisfaction, and overall performance. Overall, insourced housekeeping teams can contribute to the overall success and reputation of a hotel.
[bookmark: _Toc128557801]Outsourced housekeeping team
An outsourced housekeeping team is a group of employees who are contracted out to a third-party service provider to provide housekeeping services for a hotel or hospitality company. These employees are not part of the hotel's staff and are managed by the outsourcing company, meaning that the hotel is not responsible for their employment-related costs such as salaries, benefits, training, equipment, and maintenance (Lee, 2021). The outsourcing company is responsible for ensuring that the housekeeping services meet the hotel's standards and requirements, and may provide specialized expertise and resources to ensure a high level of service.
Importance of outsourced housekeeping team
Outsourced housekeeping teams can be important for hotels because they can provide specialized expertise and resources that may not be available in-house. They can also offer greater flexibility in staffing and scheduling, as well as cost savings as the hotel is not responsible for employment-related costs such as salaries, benefits, and training (Enz, 2021). Outsourced Housekeeping teams can also provide a buffer against labour-related issues such as unionization, grievances, and legal disputes. In addition, outsourcing housekeeping services can allow hotels to focus on their core competencies and strategic priorities, freeing up resources and time to enhance other aspects of the guest experience.
[bookmark: _Toc128557802]Arguments for and against outsourcing team at Marriott
[bookmark: _Toc128557803]Arguments for outsourcing team at Marriott
1. Outsourcing the housekeeping department within Marriott can result in cost savings and increased efficiency.
One argument in favour of outsourcing the housekeeping department within Marriott is that it can lead to cost savings for the company. When a company outsources a department, they do not have to invest in the infrastructure and resources required to maintain that department (Gibson, 2020). This means that they do not have to pay for things like employee salaries, benefits, training, equipment, and maintenance.
2. Outsourcing can increase efficiency
Outsourcing can increase efficiency by allowing a company to focus on its core competencies. Marriott is a hotel and hospitality company, and its core competency is providing excellent guest experiences. By outsourcing the housekeeping department, Marriott can shift its focus to providing exceptional guest experiences and leave the daily operations of Housekeeping to a specialized outsourcing company (Garg, 2019).
3. Outsourcing can provide access to specialized expertise
Outsourcing can provide access to specialized expertise and resources that Marriott may not have in-house. The outsourcing company may have better technology, more experienced staff, and more efficient processes, all of which can improve the quality and efficiency of Housekeeping operations.
[bookmark: _Toc128557804]Arguments against outsourcing team at Marriott
1. Outsourcing the housekeeping department within Marriott can lead to a decline in quality and guest satisfaction.
One argument against outsourcing the housekeeping department within Marriott is that it can result in a decline in quality and guest satisfaction (Bowie, 2018). Housekeeping is a critical aspect of the hotel guest experience, and if it is not done well, it can negatively impact guest satisfaction.
2. May not have direct control over the quality
When a company outsources a department, they may not have direct control over the quality of the work being done. The outsourcing company may not have the same level of investment in the company's success as the in-house staff, which could lead to a lack of attention to detail or a lower level of commitment to guest satisfaction (Kimes, 2021).
3. Can result in a loss of institutional knowledge and culture
Outsourcing can result in a loss of institutional knowledge and culture. The housekeeping staff is often a critical part of the hotel's culture and can play an essential role in creating a welcoming and comfortable environment for guests. When an outsourcing company takes over the housekeeping operations, this culture may be lost, resulting in a decline in guest satisfaction (Lee, 2021).

While outsourcing the housekeeping department within Marriott can result in cost savings and increased efficiency, it can also lead to a decline in quality and guest satisfaction. Ultimately, the decision to outsource or keep housekeeping in-house should be made based on a thorough analysis of the costs and benefits, including the potential impact on guest satisfaction and the hotel's culture.
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[bookmark: _Toc128557806]Comparisons in terms of abilities of the employees
When it comes to housekeeping, the decision to insource or outsource has a significant impact on the abilities of those employed. In this comparison, it will explore the differences between insourced housekeeping teams and outsourced housekeeping teams in terms of their abilities.
	Point of differences
	Insourced housekeeping teams
	Outsourced housekeeping teams

	








Benefits
	Insourced Housekeeping teams are those that are directly employed by the hotel or hospitality company. These teams work within the company's organizational structure, reporting to supervisors and managers within the company (Garg, 2019).
	Outsourced housekeeping teams are those that are contracted out to a third-party service provider. These teams work outside of the hotel or hospitality company's organizational structure, reporting to supervisors and managers within the outsourcing company (Lee, 2021).

	
	One significant advantage of insourced housekeeping teams is that they have a direct connection to the Marriott hotel’s culture and values. They are more likely to be invested in the company's success and committed to providing excellent guest experiences. Additionally, insourced housekeeping teams can provide a higher level of personalization and attention to detail, as they have a deep understanding of the hotel's operations and guest needs.
	One significant advantage of outsourcing housekeeping teams is that it can result in cost savings for the Marriott hotel. The outsourcing company is responsible for investing in salaries, benefits, training, equipment, and maintenance, which can reduce Marriott’s overall operating expenses (Cline, 2018). Additionally, outsourcing can provide access to specialized expertise and resources that Marriott may not have in-house.

	
	Insourced housekeeping teams also have the advantage of being able to take advantage of the Marriott's training and development programs. These programs are often tailored to the specific needs of the company and can help employees develop the skills they need to excel in their roles. This can result in higher levels of proficiency and a better overall guest experience.
	Outsourced housekeeping teams can also provide a high level of consistency and standardization. The outsourcing company is responsible for ensuring that their staff meets a specific set of standards and can provide a consistent level of service across all locations. This can be particularly useful for larger hotel or hospitality companies with multiple locations like Marriott.

	

Drawbacks
	Insourcing housekeeping teams can also have some drawbacks. The cost of maintaining an in-house team can be high, as it requires Marriott to invest in salaries, benefits, training, equipment, and maintenance (Gibson, 2020). Additionally, Marriott may have limited access to specialized expertise and resources.
	Outsourcing housekeeping teams can also have some drawbacks. The outsourcing company may not have the same level of investment in the Marriott hotel’s success as an in-house team. Additionally, the outsourcing company may have limited knowledge of Marriott's culture and values, which can result in a lack of personalization and attention to detail (Lee, 2021).



The decision to insource or outsource housekeeping teams has a significant impact on the abilities of those employed. Insourced housekeeping teams have a direct connection to the Marriott hotel’s culture and values, can provide a higher level of personalization and attention to detail, and can take advantage of the company's training and development programs (Enz, 2021). Outsourced housekeeping teams can result in cost savings, provide access to specialized expertise and resources, and provide a high level of consistency and standardization. Ultimately, the decision should be made based on a thorough analysis of the costs and benefits, including the potential impact on guest satisfaction and Marriott's culture.
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When it comes to housekeeping, the decision to insource or outsource has significant cost implications for Marriott. In this comparison, the report will explore the cost implications for Marriott of insourced housekeeping teams and outsourced housekeeping teams:
	Points of comparisons
	Insourced housekeeping teams
	Outsourced housekeeping teams

	









Cost implications
	Insourced housekeeping teams are directly employed by the hotel or hospitality company, and as a result, the cost of maintaining an insourced team can be high. Marriott hotels typically have large housekeeping teams, with hundreds of employees across multiple properties (Garg, 2019). These teams require salaries, benefits, training, equipment, and maintenance, which can add up to significant costs.
For example, Marriott's average hourly wage for a housekeeper in the UK is around £15.53, and the average annual salary is approximately £40,250 (Statista, 2021). When factors in benefits such as healthcare, retirement, and paid time off, the cost of employing a housekeeper can be significant. Additionally, Marriott invests in training and development programs for its housekeeping teams, which can further add to the cost of maintaining an insourced team.
	Outsourced housekeeping teams are contracted out to a third-party service provider, and as a result, the cost of maintaining a housekeeping team can be lower. The outsourcing company is responsible for investing in salaries, benefits, training, equipment, and maintenance, which can reduce the hotel's overall operating expenses (Bowie, 2018). Additionally, outsourcing can provide access to specialized expertise and resources that the hotel may not have in-house.
For example, Marriott has partnered with companies such as Ecolab and Diversey to provide housekeeping services. These companies have specialized expertise in housekeeping and can provide the necessary training and equipment to ensure a high level of service (Enz, 2021). By outsourcing housekeeping services to these companies, Marriott can reduce its operating expenses while still providing a high level of service to its guests.

	Cost comparison
	When comparing the cost implications of insourced housekeeping teams and outsourced housekeeping teams, several factors need to be considered. These include salaries, benefits, training, equipment, maintenance, and the potential impact on guest satisfaction (Kimes, 2021).
	Outsourcing housekeeping services can result in cost savings for as Marriott. For example, the outsourcing company is responsible for investing in salaries, benefits, training, equipment, and maintenance, which can reduce the hotel's overall operating expenses. Additionally, outsourcing can provide access to specialized expertise and resources that the hotel may not have in-house (Lee, 2021).

	


Contributions to Marriott
	Insourcing housekeeping teams can provide a higher level of personalization and attention to detail, as well as a direct connection to the hotel's culture and values. However, this approach can also be more expensive, as the hotel is responsible for investing in salaries, benefits, training, equipment, and maintenance (Mihalache, 2021).
	It's important to note that outsourcing housekeeping services can also have some drawbacks. The outsourcing company may not have the same level of investment in the hotel's success as an in-house team, and the outsourcing company may have limited knowledge of the hotel's culture and values, which can result in a lack of personalization and attention to detail.



So, the decision to insource or outsource housekeeping services should be made based on a thorough analysis of the costs and benefits, including the potential impact on guest satisfaction and the hotel's culture. For example, Marriott has a reputation for providing a high level of service and may decide that maintaining an in-house housekeeping team is necessary to uphold that reputation (Rutherford, 2016)). Alternatively, Marriott may decide that outsourcing housekeeping services to a specialized provider is more cost-effective and still allows them to provide a high level of service to their guests.
[bookmark: _Toc128557808]Conclusion
The decision to insource or outsource housekeeping services is a complex one that requires careful consideration of a range of factors. Insourced housekeeping teams offer the advantage of having a direct connection to the hotel's culture and values, as well as the ability to provide personalized and high-quality service. On the other hand, outsourced housekeeping teams can provide specialized expertise and resources, flexibility, and cost savings.  This report compared and contrasted these two approaches in terms of the abilities and cost implications for Marriott. It is found that while insourced housekeeping teams can provide a higher level of personalization and investment in the hotel's culture, outsourcing can be a cost-effective solution that offers specialized expertise and resources. The decision to insource or outsource housekeeping services will depend on the unique needs and circumstances of Marriott hotel. By weighing the pros and cons of each approach, hotel managers can make an informed decision that maximizes the value and quality of housekeeping services for their guests.


















[bookmark: _Toc128557809]Reference List
1. [bookmark: _Hlk128556712]Bowie, D. & Paraskevas, A. (2018). Hospitality finance and accounting: Foundations and practice. Routledge.
2. Cline, M., & Williamson, R. (2018). Financial management for the hospitality industry. Routledge.
3. Enz, C. A. (2021). Hospitality strategic management: Concepts and cases. John Wiley & Sons.
4. Garg, P. (2019). Financial management for hospitality decision makers. CRC Press.
5. Gibson, B. J. (2020). Financial reporting and analysis in the hospitality industry. Routledge.
6. Kimes, S. E., & McGuire, K. A. (2021). Managing hotel operations: An applied approach. Educational Institute of the American Hotel & Motel Association.
7. Lee, S., & Kim, D. Y. (2021). An analysis of the impact of corporate social responsibility on brand image and customer loyalty: The case of Marriott Hotels. Sustainability, 12(20), 8572.
8. Mihalache, O. R., & Sava, S. A. (2021). Enhancing the customer experience in hospitality: The Marriott case study. Amfiteatru Economic, 20(48), 567-581.
9. Rutherford, D. G. (2016). Hotel management and operations. John Wiley & Sons.
10. Statista. (2021). Leading hotel companies worldwide as of June 2021, by number of properties. Retrieved from https://www.statista.com/statistics/321151/leading-hotel-companies-worldwide-by-number-of-properties/
2

image1.png




