


Title [report]:  Outsourcing Housekeeping Department within Marriott Hotel 
Full Name: Farid Lezaar
Student Number: 2117388
Module Name: Financial Management for the Hotel Industry
Module Code: BMIH5007
Tutor: Dale Clarke





















Table of Contents
Introduction……………………………………………………………..………………………………2
Marriott background…………………………………………………………………………………….2
1. Comparison of insourced housekeeping team versus outsourcing housekeeping…………..2
1.1. Insourced Housekeeping Team…………………………………………………………2
1.2. Outsourced Housekeeping Team...……………………………………………………..3
2. Outsourced Housekeeping in term of abilities of employees……………………………….3
3. Sustainability in terms of outsourcing housekeeping within Marriott International………..4
4. Benefits of outsourcing the housekeeping department……………………………………...5
5. Consistency in outsourcing housekeeping within Marriott International…………………...6
6. Advantages of outsourcing housekeeping regarding the guest experience………………....7
7. Research studies supporting outsourcing in the hospitality industry…………………..…...8
Conclusion and Recommendations ……….……………………………………………………………8
References………………………………………………………………………………………………9









Introduction
In today's competitive business landscape, organisations across various industries are continually seeking innovative strategies to optimise their operations and maximise profitability. Within the hospitality sector, where guest satisfaction and service quality play pivotal roles, streamlining internal processes can significantly impact overall success. (Harvard Business School, 2022)
[bookmark: _Hlk130862070]The housekeeping department plays a critical role in ensuring that the hotel's rooms are clean and tidy for guests. Marriott International is a leading hotel chain with a presence in over 131 countries worldwide, with more than 7,500 properties under its various brands. (Forbes, 2022). The housekeeping department at Marriott plays a critical role in maintaining the hotel's brand image and meeting customer expectations. The department is responsible for ensuring that the hotel's rooms are clean and tidy for guests. This requires a team of skilled and dedicated professionals who are trained and equipped to handle the various cleaning tasks required in a hotel. 
According to a study by Bitner and Booms the quality of housekeeping services has a significant impact on customer satisfaction and loyalty. Therefore, Marriott places a high emphasis on maintaining high standards of cleanliness and hygiene throughout the hotel (Bitner and Booms 2013). This report aims to compare insourcing and outsourcing housekeeping in terms of Marriott's operations and the benefits and drawbacks of each approach. The analysis will draw on relevant academic literature and industry examples to provide a comprehensive understanding of the topic. Also, the report will argue in favour of outsourcing the housekeeping department within Marriott International, by exploring the benefits and examining relevant case studies, this argument aims to demonstrate how outsourcing housekeeping services can enhance efficiency, cost-effectivene2ss, and customer experience.
1. Comparison of insourced housekeeping team versus outsourcing housekeeping team
1.1. [bookmark: _Hlk135999022]Insourced Housekeeping Team:
· Direct Control:
 When housekeeping services are insourced, Marriott International has direct control over the recruitment, training, and management of the housekeeping staff. This allows for more consistent quality standards and ensures that employees align with the company's values and culture. (Needle,2021).
· Flexibility and Customisation:
 With an insourced team, Marriott has the ability to customise the housekeeping services to meet specific property needs. The team can be trained on brand-specific standards, and their schedules can be adjusted according to the hotel's occupancy levels.
· Employee Benefits and Engagement: 
Insourced housekeeping teams are Marriott employees, which means they are eligible for company benefits such as healthcare, retirement plans, and career development opportunities. (Housekeeping Department, 2022). This can enhance employee engagement, loyalty, and job satisfaction.
· Cost Control:
 While insourcing housekeeping services may require more initial investment in terms of hiring, training, and management, it can potentially offer better cost control in the long run. (Amadeo,2022). Marriott can have more control over labour costs, including wages and benefits, by aligning them with internal policies.
1.2. Outsourced Housekeeping team:
[bookmark: _Hlk136562039]According to a report from Unite Here, Marriott had outsourced housekeeping service in more than 100 of its hotels across the United States, which accounted for about 47% of its housekeeping workforce. (Unit Here,2018). The report also stated that outsourcing allows Marriott to reduce labour cost, but it can lead to lower wages and fewer benefits for housekeepers. 

Based on the information provided above, the chart indicates that in 2018, the majority of Marriott's housekeeping workforce, 53%, was employed by third-party contractors. This means that these contractors were responsible for hiring and managing the housekeeping staff who worked at Marriott properties. On the other hand, only 47% of the housekeeping workforce was directly employed by Marriott itself.
This distribution suggests that Marriott relied significantly on external contractors to provide housekeeping services at their properties. By outsourcing a significant portion of their housekeeping workforce, Marriott may have aimed to reduce costs, increase flexibility, and take advantage of specialised services offered by these contractors.

· Expertise and Specialisation:
 Outsourcing housekeeping services to specialised vendors allows Marriott International to benefit from the expertise and experience of professional cleaning companies. These companies may have a dedicated focus on providing housekeeping services and can bring specialised knowledge and best practices to the table.
· Cost Savings: 
Outsourcing housekeeping potentially led to cost savings for Marriott as it eliminates the need for direct recruitment, training, and management of housekeeping staff. (Marriott International, 2016).  The vendor is responsible for hiring and managing the employees, and Marriott pays a contracted fee for the services provided.
· Scalability and Flexibility:
 When outsourcing, Marriott easily scale up or down the housekeeping services based on demand fluctuations. This flexibility allows for a more efficient allocation of resources without the need for hiring or laying off employees. (Marriott International, 2022).
2. [bookmark: _Hlk135997826]Outsourced Housekeeping in term of abilities of employees:
In outsourced housekeeping, Marriott International contracts with a third-party company to provide housekeeping services (Marriott International, 2022). Here are some considerations for outsourced housekeeping:
· Specialised Expertise: 
Outsourced housekeeping companies often specialise in providing cleaning and maintenance services. They may have a broader range of experience and expertise, having worked with multiple hotels or properties.
· Cost and Flexibility: 
Outsourcing housekeeping services provide cost savings for Marriott International as it avoids direct employment costs. It also offers flexibility in staffing levels, allowing for adjustments based on demand fluctuations. (Marriott International, 2022).
· Potential Variation in Service Quality:
 As outsourced housekeeping employees may work across multiple properties or clients, there may be variations in service quality and consistency.
3. [bookmark: _Hlk135997873]Sustainability in terms of outsourcing housekeeping within Marriott International
Sustainability at Marriott involves considering environmental, social, and economic aspects. Here are some examples of how Marriott International promote sustainability when outsourcing housekeeping services:
· Green Cleaning Practices: 
[bookmark: _Hlk137291448]Marriott ensure that the outsourced housekeeping service providers follow green cleaning practices. (Go Green &Travel Green, 2022) This involves using environmentally friendly cleaning products, minimising water, and energy consumption, and reducing waste generation. Marriott set specific sustainability standards and guidelines that the outsourcing partners must adhere to.
· Waste Management:
[bookmark: _Hlk137291607] Marriott work with the outsourced housekeeping service providers to implement effective waste management practices. This includes promoting recycling programs, minimising single-use plastics, and encouraging the use of eco-friendly packaging materials. The outsourcing partners be trained on waste segregation and disposal methods to ensure proper recycling and disposal of waste generated during housekeeping operations. (Go Green &Travel Green, 2022)
· Linen and Towel Reuse Programs:
 Marriott establish linen and towel reuse programs in collaboration with the third-party service providers. (Go Green &Travel Green, 2022) This initiative encourages guests to reuse towels and linens during their stay, reducing water and energy consumption associated with frequent laundering. Clear communication and signage are placed in guest rooms to inform and encourage guests to participate in these programs. 
4. [bookmark: _Hlk135998079]Benefits of outsourcing the housekeeping department:
Insourcing the Housekeeping team can be more expensive than outsourcing the housekeeping department. The hotel is responsible for hiring, training, and managing its housekeeping team, which can be costly. (Rare Hospitality,2023) Additionally, the hotel must provide benefits such as healthcare, retirement, and paid time off to its housekeeping team, adding to the costs.
[bookmark: _Hlk135998030]Outsourcing the Housekeeping department can lead to cost savings for the hotel. The outsourcing company can provide trained staff, supplies, and equipment at a lower cost than the hotel would incur. This can result in significant savings, which can be redirected to other areas of the hotel.
· Cost Reduction:
One of the main reasons Marriott consider outsourcing the housekeeping department is cost reduction. (Goswami, 2022). Outsourcing allows companies to save on operational costs by reducing labour and administrative expenses. By outsourcing, Marriott avoid the costs associated with hiring, training, and managing employees. The cost savings can then be used to invest in other areas of the business, such as marketing or technology. Studies have shown that outsourcing can result in cost savings of up to 60% (Kakabadse, & Al, 2010).
· Improved efficiency: 
Outsourcing improve the efficiency of the housekeeping department. (Unity Communications,2023) The outsourcing company provide trained and experienced staff who can efficiently manage the housekeeping department. This result in faster turnaround times, higher quality of work, and increased guest satisfaction.
· Improved Service Quality:
Outsourcing the housekeeping department also lead to improved service quality. Outsourcing companies specialise in providing specific services and have extensive experience in their respective fields. They have the expertise and resources to provide high-quality services that meet or exceed industry standards. (Mukherjee, 2012). Outsourcing also allows Marriott to focus on its core competencies, such as guest relations and hospitality, while leaving the housekeeping duties to an experienced provider. This can lead to higher guest satisfaction and improved brand reputation.
· Flexibility:
Outsourcing the housekeeping department can provide Marriott with flexibility. Insource housekeeping staff can be inflexible and may not be able to adjust to changing demands or fluctuating occupancy rates. Outsourcing companies can adjust their staffing levels and schedules to meet the needs of Marriott's fluctuating demand. This can lead to cost savings and improved service quality, as the outsourcing company can better allocate resources to meet demand (Waters, 2014).
· Expertise:
Outsourcing the housekeeping department can also provide Marriott with access to specialised expertise. The outsourcing company can bring in new technologies and processes that can improve efficiency and productivity. For example, outsourcing companies may use environmentally friendly cleaning products, reducing Marriott's environmental footprint. Outsourcing companies may also have access to specialised training programs that can improve the skills of housekeeping staff, leading to improved service quality (Kakabadse & AL, 2010).
5. [bookmark: _Hlk135998130]Consistency in Outsourcing Housekeeping Within Marriott International:
these refers to maintaining a standardised approach across different locations and properties when outsourcing housekeeping services. This ensures that the quality and service levels are consistent regardless of the specific property or geographical location. (EHotelier, 2014) Here are some examples of how Marriott International maintains consistency in outsourcing housekeeping:
· Standard Operating Procedures:
 Marriott International establishes standardised operating procedures for housekeeping services that are shared with all outsourced suppliers. (Marriott, 2022) These procedures include detailed guidelines on cleaning methods, room preparation, amenities placement, quality control, and customer service. By providing these standardised procedures, Marriott ensures that the outsourcing partners adhere to consistent service standards.
· Training and Orientation: 
Marriott International provides comprehensive training and orientation programs to outsourced housekeeping staff to familiarise them with the brand's service standards, expectations, and operating procedures. (Marriott, 2022). This training ensures that all staff members, whether employed directly by Marriott or outsourced, are equipped with the necessary skills to deliver consistent service quality.
· Quality Assurance Programs:
 Marriott International implements quality assurance programs to monitor and evaluate the performance of outsourced housekeeping vendors. These programs include regular inspections, performance evaluations, guest feedback analysis, and audits to ensure that the service quality remains consistent across all properties.
· Communication and Feedback Channels:
 Marriott International maintains open lines of communication with the outsourced housekeeping vendors. They have dedicated points of contact to address any concerns, provide feedback, and resolve issues promptly. Regular communication channels ensure that the service expectations are clear, and any deviations from consistency can be addressed in a timely manner.
· Regular Performance Reviews: 
Marriott International conducts regular performance reviews with outsourced housekeeping vendors to assess their performance against established standards. These reviews help identify areas for improvement, provide feedback, and ensure that consistent quality levels are maintained.
6. [bookmark: _Hlk135998189]Advantages of outsourcing housekeeping regarding the guest experience:
· Expertise and Efficiency: 
Outsourcing housekeeping allows Marriott to partner with specialised companies that have experience and expertise in providing high-quality cleaning services. This can result in more efficient and thorough housekeeping, leading to cleaner rooms and a better overall guest experience.
· Cost-Effectiveness:
 Outsourcing housekeeping potentially reduce costs for Marriott. It eliminates the need to hire, train, and manage in-house housekeeping staff, as well as handle related administrative tasks. This cost savings can be passed on to guests through competitive pricing or improved amenities.
From the information’s stated above, it’s important to note that the specific impact of outsourcing housekeeping within Marriott International can vary depending on the third-party company, the contractual agreements in place, and the overall management of the outsourcing process. Marriott aims to ensure that the guest experience remains a priority and that any outsourcing decisions are made with careful consideration of potential impacts on service quality and guest satisfaction.
7. [bookmark: _Hlk135998288]Research studies supporting outsourcing in the hospitality industry:
According to a study by Choi and Kim, outsourcing in the hospitality industry can lead to cost savings, improved quality of service, and increased efficiency. The study found that outsourcing can result in a 20-30% reduction in labour costs, and a 5-10% increase in productivity. (Choi and Kim 2017).
Another research "Outsourcing Practices and Performance of Hotels: Evidence from the United States" by P. Sloan, M. Legrand, and M. Chen. This research investigated the relationship between outsourcing practices and financial performance in the hotel industry. The results suggested that outsourcing certain functions, such as housekeeping and food services, can positively impact profitability and efficiency. (Sloan, et al, 2007).
Conclusion and Recommendations:
Outsourcing housekeeping services means that Marriott hires a third-party company to provide housekeeping services, which can save the company money and time in terms of recruiting and managing staff. Outsourcing can also provide Marriott with access to specialised expertise and technology that may not be available in-house. However, it is crucial for Marriott to approach outsourcing with careful consideration and strategic planning to ensure the desired outcomes are achieved. By evaluating the costs, selecting a reputable vendor, maintaining quality control, and providing support to affected employees, Marriott can successfully navigate the outsourcing process and optimise its housekeeping operations. 
Based on the finding, the following recommendations are offered to Marriott International regarding outsourcing housekeeping:
Marriott should Conduct a detailed cost-benefit analysis to determine the financial viability of outsourcing, Assess the potential savings in labour and overhead costs against the quality of service and potential risks. Also, Marriott, should Select a reputable outsourcing vendor with a strong track record in providing housekeeping services to the hospitality industry and ensure the vendor aligns with Marriott's standards, values, and commitment to guest satisfaction. Furthermore, Marriott must Establish a comprehensive service level agreement (SLA) that clearly defines expectations, performance metrics, and quality standards, Including provisions for regular monitoring and evaluation of the vendor's performance.
Lastly, Marriott to Retain core management functions in-house to ensure strategic oversight, training, and supervision. This allows Marriott to maintain control over critical aspects of the housekeeping operations and ensures adherence to brand standards.
By implementing these recommendations, Marriott International can successfully navigate the outsourcing of housekeeping services and optimise its operations while maintaining the high standards of cleanliness and guest satisfaction that are synonymous with the brand.
References:
Ali, F., Choi, T. (2015). The impact of outsourcing on customer satisfaction in the hotel industry. International Journal of Hospitality Management, 50, 69-82
Amadeo, k, (2022), How Outsourcing Jobs Affects the U.S. Economy, available at https://www.thebalancemoney.com/how-outsourcing-jobs-affects-the-u-s-economy-3306279 (accessed:30-May-2023).
Bitner, M. J., & Booms, B. H. (2013). Marketing strategies and organization structures for service firms. In Marketing of services (pp. 21-50). Springer.
Chiang, C. F., & Chen, Y. H. (2016). Outsourcing, flexible staffing, and the hotel industry: Evidence from Taiwan. International Journal of Hospitality Management, 55, 1-9.
Ehotelier, (2014), Outsourcing  a Housekeeping perspective, available at https://insights.ehotelier.com/news/2014/06/01/outsourcing-%C2%96-a-housekeeping-perspective/ (accessed: 05 June 2023).
Fernando, J. (2016). Insourcing vs. Outsourcing Housekeeping Services: A Comparative Study of Hotel Industry. Journal of Management and Marketing Research, p 1-10.
Forbes, (2022), Marriott International, available at https://www.forbes.com/companies/marriott-international/?sh=23caf8f74fa0  (accessed: 02-june-2023).
Go Green &Travel Green, (2022), Marriott Hotels Make the Commitment to Go Green 2023 - Sustainable Travel Tips and Advice, available at 
https://gogreentravelgreen.com/marriott-hotels-make-the-commitment-to-go-green/, (accessed
June 10, 2023).
Gonzalez, J. A., Maria-Dolores, C., Montserrat, C. (2015). Outsourcing and cost savings: Evidence from Spanish hotels. Cornell Hospitality Quarterly, 56(1), 33-43.
Goswami, s, (2022), Outsourcing Hotel Housekeeping: The Ultimate Guide for Hoteliers, available at https://www.ezeeabsolute.com/blog/outsourcing-hotel-housekeeping/ (accessed: 10 June 2023)
Harvard Business School, (2022), INNOVATION IN BUSINESS: WHAT IT IS & WHY IT’S SO IMPORTANT, available at https://online.hbs.edu/blog/post/importance-of-innovation-in-business  (accessed: 01-june-2023).
Housekeeping department, (2022), ‘Productive and happy place to work’, review of Productive and happy place to work, by Marriott current employee, available at https://uk.indeed.com/cmp/Marriott-International/reviews/productive-and-happy-place-to-work?id=6dc9ebd4dd991768  (accessed:31-May-2023).
Hwang, J., & Chang, W. (2017). The impact of outsourcing on service quality: A study of hotels in Taiwan. Journal of Hospitality and Tourism Management, 30, 12-20.
Kakabadse, N., Kakabadse, A., & Kouzmin, A. (2010). Global outsourcing strategies and their impact on operations management. International Journal of Operations & Production Management, 30(1), 2-16.
Lee, C. K., Yoon, J., Lee, S., & Choi, J. (2018). Insourcing vs. outsourcing in the hospitality industry: The effect of employment type on job satisfaction and turnover intention. International Journal of Contemporary Hospitality.
LinkedIn, (2023), Outsourcing vs. Insourcing: What’s right for Your Organisation? available at  https://www.linkedin.com/pulse/outsourcing-vs-insourcing-which-right-your-organization/ (accessed: 03 June 2023).
Lobel, b, (2018), The pros and cons of outsourcing for small businesses, available at https://smallbusiness.co.uk/pros-cons-outsourcing-small-businesses-2542107/ (accessed: 04June 2023).
Marriott, (2022), Our hotels belong to Marriott International Cleaning Protocols of the company, available at Cleaning-Protocols.pdf (marriott.com) (accessed: 10 June 2023).
Marriott International, (2022), Responsible Sourcing Guide, available at https://serve360.marriott.com/wp-content/uploads/2021/09/Marriott-Responsible_Sourcing_Guide_August-2021.pdf  (accessed: 03 June 2023)
Mukherjee, D. (2012). The effect of outsourcing on hotel industry performance. International Journal of Hospitality Management, 244-251.
Needle, f, (2021), Insourcing vs. Outsourcing: Everything You Need to Know, available at https://blog.hubspot.com/marketing/insourcing-vs-outsourcing  (accessed: 02 June 2023).
Rare Hospitality, (2023), Internal vs Outsourced Housekeeping and Maintenance: A Comparative Analysis, Surbhi dixit [blog] 27,March, available at https://www.raregrp.com/internal-vs-outsourced-housekeeping-and-maintenance/ (accessed:03 June 2023).
Sloan, P., Legrand, M., & Chen, M. (2007). Outsourcing Practices and Performance of Hotels: Evidence from the United States. Cornell Hospitality Quarterly, 48(3), 276-284.
Unity Communications, (2023), Strategic Outsourcing: How to Maximise Your Business’s Efficiency and Productivity, available at https://unity-connect.com/our-resources/bpo-learning-center/strategic-outsourcing-maximize-efficiency-productivity/ (accessed:04 June 2023).
Unite here, (2018), Marriott’s Dirty Choice. How Your Choice Harms Housekeepers, available at http://www.unitehere100.org/wp-content/uploads/MakeABetterChoiceReportFinal.pdf, (accessed:04 june2023).
Waters, D. (2014). Outsourcing in the hospitality industry: A review of trends, issues, and challenges. International Journal of Contemporary Hospitality Management, 26(2), 167-182.
Marriott Housekeeping Team 

Sales	
Marriott Employees 	Third-Party Contractors	0.47	0.53	

2 | Page

