Outsourcing the housekeeping department
Introduction
The hospitality industry plays a crucial role in providing exceptional guest experiences to the tourists as well as the locals of the country by maintaining high standards and quality of service. The Housekeeping department plays a very critical role in the industry which ensures the maintenance of offered features like cleanliness, comfort and satisfaction of guests. This is done by following comprehensive cleaning operations and orderliness of the guest rooms, public areas and other facilities offered by the hotel.
A famous international hospitality hotel chain like Marriott International understands the value of the housekeeping division in providing a memorable visitor experience. Marriott International has taken a number of steps to lessen its environmental impact and advance ethical tourism since it is dedicated to sustainable business practices (Marriott International, n.d.). The organization's basic beliefs and strategic objectives are in line with these sustainability initiatives.
This analysis compares Marriott International's in-house housekeeping crew versus the possibility of outsourcing this department's services. The paper intends to analyze and assess the benefits and drawbacks of each strategy in terms of the skills of individuals involved, potential financial impact, outcomes, sustainability, consistency, and customer experience. This comparison research allows us to identify the best strategy for Marriott International in terms of income growth and environmentally friendly business practices.
Comparison of Insourced Housekeeping Team and Outsourcing
An essential component of operations in the hospitality sector is the housekeeping division. Hospitality companies like Marriott International have the choice to either employ an internal housekeeping crew or outsource the housekeeping services to outside service providers when it comes to managing this department. Each strategy has unique benefits and drawbacks that need to be carefully considered.
A department that is directly employed and managed by the hotel or hospitality company is referred to as an insourced housekeeping staff. This strategy has several benefits. First off, having an internal team offers more flexibility and control over hiring, training, and quality control. The hotel has the ability to hire and educate housekeeping employees directly in accordance with its unique standards and requirements. Better alignment with the organization's values and service culture is made possible by this. The layout, amenities, and guest preferences of the hotel can also be better understood over time by an insourced workforce, which boosts productivity and customer satisfaction.
On the other hand, contracting with an outside service provider to run the housekeeping operations is known as outsourcing housekeeping services. This alternative may provide advantages including financial savings, a lighter administrative load, and access to specialized knowledge. Through outsourcing, the hotel is able to concentrate on its core capabilities while utilizing the knowledge of the service provider for activities relating to housekeeping. Additionally, it can offer workforce flexibility and scalability at busy times. Outsourcing, however, may have some disadvantages. Loss of direct control over the housekeeping crew may have an effect on the consistency and quality of services provided. In order to ensure alignment with the hotel's standards and guest expectations, communication and coordination between the hotel and the service provider must be properly managed.
Based on important parameters, a comparison of insourced housekeeping teams and outsourcing can be done to find the best strategy. First, it's important to evaluate the hired staff's skills. A team that is internally based enables direct hiring and training, which may result in employees who are more familiar with the hotel's procedures and culture. On the other hand, outsourcing could provide you access to a bigger pool of specialized skills and knowledge.
Cost consequences are yet another crucial aspect to take into account. The initial investment and continuing expenditures associated with outsourcing, such as the price of salary, benefits, and training, could be greater. However, outsourcing may result in cost savings due to economies of scale and the opportunity to negotiate advantageous terms with service providers.
It is important to analyze the outcomes of each strategy, taking into account elements like guest satisfaction, operational efficiency, and cleanliness ratings. Each strategy should also be evaluated in respect to sustainability factors like energy efficiency and waste management procedures.
For guests to be satisfied, service delivery must be consistent. Since the Housekeeping team works directly under the hotel's management, insourcing can provide better control and consistency. In contrast, outsourcing could make it more difficult to keep service standards uniform and to communicate with the service provider.
In the end, the decision-making process heavily relies on the guest experience. The chosen strategy should put a high priority on making sure that guests are satisfied and that housekeeping services meet or surpass their expectations.
Abilities of those employed
The expertise of the employed workers in the housekeeping division has a considerable impact on the general level of service quality, effectiveness, and client pleasure. To ensure great service delivery, Marriott International understands the value of hiring, developing, and educating its in-house housekeeping team.
For its housekeeping team, Marriott International places a lot of attention on the hiring process. The organization is looking for someone with not only the required technical skills, but also the proper mindset and a passion for providing exceptional service. Selection of individuals who have attention to detail, time management skills, and a customer-centric perspective is a key component of the hiring process (Marriott International, n.d.). Marriott seeks to establish a qualified and devoted Housekeeping team by thoroughly vetting applications.
Programs for training and development are essential for improving the skills of the employed employees. To provide its housekeeping personnel with the abilities and information required to carry out their responsibilities successfully, Marriott International invests in extensive training efforts. Cleaning methods, inventory control, safety procedures, and customer service are only a few of the topics covered in the training programs (Marriott International, n.d.). The housekeeping team is kept up to speed with industry standards and best practices thanks to ongoing training and development.
When it comes to the skills of their housekeeping personnel, Marriott International places a high priority on continuous improvement. Through a variety of development programs, the organization offers chances for both professional development and career promotion. These initiatives give staff members the ability to develop their talents, take on new tasks, and advance within the company. Marriott wants to improve its employees' skills and all-around performance; therefore, they invest in their personal and professional development.
Service efficiency and quality are directly impacted by the skills of the employed workforce. A well-trained housekeeping team member can deliver superior cleanliness and hygiene standards by expertly utilizing the most recent cleaning methods, tools, and technologies. They take great care to preserve the cleanliness of the public spaces and guest rooms. By streamlining procedures, improving resource usage, and reducing turnaround times for room preparation, the skills of the housekeeping team also help to increase operational efficiency.
The skills of the housekeeping personnel have a big impact on guest pleasure. The level of cleanliness, orderliness, and comfort that visitors feel throughout their stay is determined by the skills and abilities of the employed employees. A highly competent housekeeping team can foresee and meet visitor expectations, ensuring a positive and satisfying experience. On the other hand, insufficient employee skills may lead to poor cleaning, insufficient attention to visitor demands, and a drop in visitor satisfaction.
Cost implications
It is very crucial to analyze the financial effects for Marriott International while deciding between an internal housekeeping crew and external housekeeping services. For selecting the strategy, it is important to compare the associated expenses for both options. 
There are 100,000 housekeeping staff employed by Marriott International in total. Following is the per year cost of insource housekeeping:


	Particulars
	
	Amount

	Cost of salaries and wages

	Total housekeepers employed by Marriott International
	No.
	100,000

	Total working hours of housekeepers per week
	Weeks
	40

	Number of weeks in a year
	No.
	52

	Average wage rate for housekeepers per hour
	$
	15.00

	Total cost of salaries and wages per year
	A
	3,120,000,000

	

	Cost of training and other benefits

	Total cost of benefits per hour
	$
	5.00

	Average cost of training and development
	$
	1.00

	Average cost of overtime
	$
	5.00

	Total average cost of training and benefits per hour
	$
	11.00

	Total cost of training and benefits per year
	$
	2,288,000,000

	Total cost of insourced housekeeping
	A+B
	5,408,000,000



(Reference: Annual report, 2022 – Marriott International)
Similarly, assuming that 15$ per night (Hoteltech Report, 2021) is the rate of outsourcing housekeeping department and as the total rooms managed by Marriott International as per the annual report of 2022 are 587,724, following is the total cost of outsourcing:
	Particulars
	
	Amount

	Average cost per night of housekeeping per room [A]
	$
	15

	Total number of nights per year [B]
	Days
	365

	Total number of rooms - Marriott International
	No.
	1,525,407

	Rooms franchised
	No.
	(937,683)

	Net - rooms managed by Marriott International [C]
	No.
	587,724

	Total cost of outsourcing housekeeping
	A*B*C
	3,217,788,900


Comparing the total yearly cost of outsourcing the housekeeping division to the insourced housekeeping cost of $5,408,000,000. This shows that outsourcing may be able to help the company save money. By using outside service providers, Marriott International can save money on things like employee pay, benefits, training, and equipment upkeep—all of which go towards the greater costs of having an in-house housekeeping team.
Results
Along with the financial results, other factors should also be considered such as cleanliness ratings which is a crucial factor for making the decision as cleaning services is the major activity involved in the housekeeping department (Abbot, 2020). 
Cleanliness: 
As per the study conducted by Dr. Seema Zagade and Honey Tyagi (2017), the average cleanliness rating of the outsourced housekeeping department was found to be 70%, which means that the 70% of guests that stayed at the hotels were satisfied.
Turnover:
The turnover of housekeeping staff has been found to be 103% (HotelTech Report, 2022). This means that industry is facing challenges to retain the staff and has to work on rehiring to fill occupancy of the workers. This can increase considerable cost for the human resource management of the hotel.
In conclusion and considering the above factors, insource housekeeping can be a cost-effective option for Marriott International but considerable amount of check will be required to ensure that the outsource contractor adheres to the cleanliness standards of the hotel. Further, this can help to curtail the problem of turnover and management of the hotel can focus on other core areas of the business.
Sustainability
The Housekeeping division of Marriott International plays a critical role in guaranteeing the company's commitment to environmental responsibility through the adoption of sustainability practices. This section examines how outsourcing housekeeping services can affect the sustainability initiatives that the Housekeeping department has been working towards.
Including the Housekeeping division, Marriott International has been actively pursuing sustainability practices throughout all of its activities. The Housekeeping staff is in charge of several sustainability-related tasks, including trash management, energy conservation, and environmentally friendly programs. Implementing effective recycling and trash reduction programs is part of waste management, which aims to reduce its negative environmental effects. Energy-saving technologies and equipment are used as part of energy-efficiency measures with the goal of reducing energy usage in housekeeping operations. Utilizing eco-friendly cleaning supplies and techniques, encouraging water conservation, and following sustainable purchasing procedures are all examples of eco-friendly activities (Marriott International, 2021).
Services for housekeeping that are outsourced may provide problems for sustainable practices. Transportation is a crucial factor to take into account. Outsourcing could result in more transportation being needed to transport outside Housekeeping employees to the hotel, which would raise carbon emissions. Supplier practices also come into play because Marriott International's criteria for sustainability may not match those of external service suppliers. Making sure that outsourced housekeeping services comply to ethical standards and the organization's environmental goals is crucial.

Marriott International should carefully assess prospective outsourcing partners to make sure they share the same commitment to sustainability in order to maintain a sustainable approach. This entails taking into account their methods for managing garbage and their adherence to eco-friendly programs. By using sustainable procurement methods, Marriott International can assist ensure that its suppliers and service providers support its sustainability objectives.
Conclusion
The comparison of Marriott International's housekeeping department's insourcing versus outsourcing has provided a number of insights. The evaluation of capabilities demonstrated the value of the internal team's expertise and the company's recruitment, training, and development efforts. The potential for cost reductions through outsourcing was shown through cost implications analysis, but it also brought to light the sizeable financial investment needed for insourcing. Examining the findings highlighted the present in-house team's successful performance and high visitor satisfaction levels. Outsourcing must be coordinated with Marriott International's sustainability objectives, according to sustainability considerations. When deciding on the best strategy for the Housekeeping department, taking into account the particular needs and priorities of Marriott International, a thorough review of these variables is essential.
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