Why Marriot International should not use outsourcing for housekeeping.
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Introduction 
In this report I will list and explain several reasons why Marriot International should not use outsourcing for housekeeping. Marriott International is a leading global hospitality company that owns and operates a vast portfolio of hotels and resorts. With a history dating back to 1927, Marriott is renowned for its exceptional service, luxurious accommodations, and diverse brands, offering a range of options for every type of traveller.

























Main body 
Marriott International, a leading global hospitality company, faces a crucial decision when it comes to managing housekeeping services: whether to insource the housekeeping team or outsource it to a third-party provider. Both options have their merits and drawbacks, and a careful examination of the factors involved is essential for making an informed choice.
Firstly, an insourced housekeeping team provides Marriott with greater control and flexibility over its operations. Insourcing allows the company to have direct oversight of training, quality control, and performance management (Cornell University’s School of Hotel Administration). Marriott can establish and enforce its standards more effectively, ensuring consistency across its properties. Additionally, insourcing enables the company to develop a loyal and dedicated workforce by offering competitive wages, benefits, and career advancement opportunities (Hayes, K. J., & Ninemeier, J. D. (2006)).
On the other hand, outsourcing housekeeping services can provide cost savings and specialized expertise. An outsourcing arrangement allows Marriott to transfer the administrative burden of managing the housekeeping team to a third-party provider. This can result in reduced labour costs, as the provider may have access to a larger labour pool and economies of scale. Furthermore, outsourcing can provide access to industry-leading practices and technologies, as specialized providers often invest heavily in training and equipment (Erdoğan, B., & Gok, A. (2016)).
However, outsourcing also comes with potential drawbacks. It may result in a loss of direct control over service quality and consistency, as the third-party provider may have different standards and priorities. Outsourcing housekeeping services can lead to a decline in guest satisfaction and operational efficiency due to issues such as poor communication and coordination (International Journal of Hospitality Management).
The abilities of the housekeeping staff employed directly by Marriott International play a significant role in distinguishing them from outsourced housekeeping teams. These abilities contribute to Marriott's ability to maintain high-quality standards and provide exceptional guest experiences. Here, we discuss some key areas where Marriott's in-house housekeeping team excels compared to outsourcing:
1. Knowledge of Marriott Standards: Marriott's in-house housekeeping team possesses an in-depth understanding of the company's brand standards and service expectations. They are trained extensively on Marriott's specific cleaning protocols, safety procedures, and attention to detail (Marriot International). This knowledge ensures consistency in service quality and enhances guest satisfaction.
2. Familiarity with Property Layout: In-house housekeeping teams develop an intimate knowledge of the property layout and specific guest preferences over time. They become well-versed in the unique features, amenities, and layout of each Marriott property, enabling them to efficiently navigate and address guest needs (Bagdan, S., & Ozyer, E. (2018)).
3. Cultural Sensitivity and Guest Interaction: Marriott places significant emphasis on creating a welcoming and inclusive environment. In-house housekeeping staff undergo training programs that focus on cultural sensitivity, effective communication, and personalized guest interactions (Marriot International). Their direct employment by Marriott fosters a stronger sense of brand loyalty and commitment to guest satisfaction.
4. Collaboration with Other Departments: The in-house housekeeping team at Marriott seamlessly integrates with other departments, such as front desk and maintenance, to ensure efficient operations. They work closely with these teams to address guest requests promptly, coordinate room readiness, and facilitate smooth guest transitions (Baum, T., Devine, F., Hearns, N., & Murray, I. (2019)).
5. Career Development Opportunities: Marriott offers its in-house housekeeping employees opportunities for career growth and development. Through training programs, skill-building workshops, and performance recognition, Marriott empowers its staff to progress within the organization and build long-term careers (Marriot International).
By employing in-house housekeeping teams, Marriott benefits from their deep understanding of brand standards, property layout, cultural sensitivity, collaborative abilities, and potential for long-term growth. These factors contribute to enhanced guest experiences and a higher level of service quality, setting Marriott apart from outsourcing alternatives.
The cost implications of Marriott using its own housekeeping team versus outsourcing housekeeping services are essential factors to consider in decision-making. Both options have financial implications that impact the company's bottom line. 
Labour Costs: Insourcing the housekeeping team involves direct employment by Marriott, entailing costs such as wages, benefits, training, and employee-related expenses. According to a study by Hayes and Ninemeier (2006), insourcing incurs higher labour costs compared to outsourcing due to the need for maintaining a dedicated workforce and providing competitive compensation.
Overhead Expenses: Marriott's in-house housekeeping team requires administrative support, including supervisors, managers, and administrative personnel. These overhead expenses, such as salaries, benefits, and office space, contribute to the total cost of maintaining the team (Bagdan, S., & Ozyer, E. (2018)).
Equipment and Supplies: Insourcing requires Marriott to invest in housekeeping equipment, cleaning supplies, and maintenance. These costs can be significant, as the company needs to ensure the availability and quality of the necessary resources to support the team's operations (Erdoğan, B., & Gok, A. (2016)).
Outsourcing Service Fees: Outsourcing housekeeping services involves contracting with a third-party provider, which charges service fees. These fees cover the provider's costs, including labour, training, supplies, and profit margins. However, outsourcing may offer cost advantages through economies of scale and access to a larger labour pool, potentially reducing overall expenses (Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006)).
Quality Control Expenses: Marriott's in-house housekeeping team allows for direct control and oversight, which requires investments in quality control measures, training programs, performance evaluations, and management systems. These expenses are incurred to ensure consistent service quality and adherence to Marriott's standards (Hayes, K. J., & Ninemeier, J. D. (2006)).
The cost implications of using Marriott's in-house housekeeping team versus outsourcing involve labour costs, overhead expenses, equipment and supplies, outsourcing service fees, and quality control expenses. Evaluating these costs alongside the benefits and service quality considerations is crucial in making an informed decision.
Using Marriott's own in-house housekeeping team offers several advantages. Firstly, it enables direct control and supervision, allowing Marriott to enforce its high-quality standards consistently (Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). The in-house team's familiarity with Marriott's brand and property layout enhances their ability to provide personalized and efficient service, contributing to higher guest satisfaction. Furthermore, direct employment by Marriott fosters a sense of loyalty and commitment among the housekeeping staff, resulting in a more dedicated workforce. This can lead to improved teamwork, collaboration with other departments, and better integration within the overall hotel operations. Ultimately, these factors contribute to a positive guest experience, increased loyalty, and a strong brand reputation.
In contrast, outsourcing housekeeping services may yield different outcomes. While outsourcing can provide cost savings and access to specialized expertise, there can be challenges in maintaining consistent service quality and guest satisfaction. The third-party provider may have different standards, priorities, and training methods, leading to potential inconsistencies in service delivery. Communication and coordination between the outsourced team and other hotel departments may also pose challenges, potentially impacting operational efficiency. Guest satisfaction levels might be affected due to these factors, potentially leading to a negative impact on the hotel's reputation and customer loyalty.
When considering sustainability, Marriott using its own in-house housekeeping team offers several advantages over outsourcing. Insourcing housekeeping services aligns with Marriott's sustainability goals and contributes to environmental responsibility.
Firstly, Marriott's in-house housekeeping team can receive dedicated training and education programs focused on sustainability practices. Marriott emphasizes environmental stewardship and provides comprehensive training on energy and water conservation, waste management, and the use of eco-friendly cleaning products and practices. This targeted training enables the in-house team to implement sustainable initiatives effectively.
Secondly, by employing an in-house team, Marriott maintains direct control over sustainability practices and standards. It can implement specific guidelines and policies to ensure sustainable operations throughout its properties. This control allows Marriott to monitor and enforce environmentally responsible practices, such as reducing energy consumption, implementing recycling programs, and using eco-friendly materials.
Moreover, insourcing housekeeping facilitates collaboration with other departments within Marriott. This collaboration promotes cross-functional sustainability initiatives, such as energy-efficient HVAC systems, water-saving initiatives, and waste reduction programs. The in-house team can work closely with other departments to align sustainability efforts and create a cohesive, eco-friendly environment. Having an in-house team also enables Marriott to establish robust monitoring and accountability systems for sustainability performance. The company can track resource consumption, waste generation, and environmental impact more effectively. This data-driven approach allows for ongoing assessment and improvement of sustainability practices, leading to better environmental performance over time.
Furthermore, Marriott's in-house housekeeping team provides an avenue for innovation and continuous improvement. The company can encourage and support the development and implementation of new sustainable practices and technologies. This proactive approach allows Marriott to stay at the forefront of sustainability efforts in the hospitality industry.
Consistency in service delivery is a crucial aspect of the hospitality industry, and when it comes to housekeeping, Marriott using its own in-house team offers a higher level of consistency compared to outsourcing. Marriott's in-house housekeeping team ensures consistent service quality by aligning with the company's brand standards and specific protocols. They receive extensive training on Marriott's cleaning procedures, safety guidelines, and attention to detail, enabling them to deliver consistent and standardized service across all properties (Marriot International). This consistency in service not only meets guest expectations but also fosters brand loyalty and reputation.
In-house housekeeping teams develop an intimate familiarity with the property layout, amenities, and unique features of each Marriott location. This familiarity enables them to efficiently navigate the property and consistently meet guest needs and preferences (Bagdan, S., & Ozyer, E. (2018)). They become well-versed in the specific requirements and standards of each property, resulting in a more consistent experience for guests. Moreover, Marriott's direct employment of housekeeping staff allows for better control and supervision. The company can establish and enforce standardized procedures, checklists, and performance metrics to ensure consistent service delivery. In-house teams can receive real-time feedback, coaching, and training to address any deviations from the desired standards (Baum, T., Devine, F., Hearns, N., & Murray, I. (2019)). This level of control and supervision contributes to maintaining consistency in service quality.
Consistency is essential for guest satisfaction, loyalty, and brand reputation. By using their own in-house housekeeping teams, Marriott can establish and maintain higher levels of consistency in service delivery, meeting guest expectations, and enhancing the overall guest experience.
Guest experience plays a vital role in the hospitality industry, and when Marriott uses its own in-house housekeeping team instead of outsourcing, it can significantly impact the guest experience. Marriott's in-house housekeeping team has a deep understanding of the company's brand standards and service philosophy, allowing them to deliver a more personalized guest experience (Bagdan, S., & Ozyer, E. (2018)). They are trained to anticipate guest needs, preferences, and special requests, ensuring that the rooms are prepared according to individual guest preferences and providing a tailored experience. Attention to detail is a key aspect of delivering exceptional guest experiences, and the in-house housekeeping team can consistently uphold high standards in this regard. They are well-versed in the specific cleaning protocols and quality control measures of Marriott, ensuring that each room is meticulously cleaned and maintained to the expected standards (Baum, T., Devine, F., Hearns, N., & Murray, I. (2019)). This attention to detail creates a sense of cleanliness, comfort, and satisfaction for guests.
Reliability is another crucial element of the guest experience. In-house housekeeping teams provide a higher level of reliability compared to outsourcing. They are readily available and can promptly address guest requests or issues, ensuring a seamless and responsive service experience (Hayes, K. J., & Ninemeier, J. D. (2006)). This reliability fosters trust and confidence in the guests, enhancing their overall satisfaction during their stay. By utilizing their own in-house housekeeping team, Marriott can deliver a guest experience that is characterized by personalized service, attention to detail, and reliability. These factors contribute to guest satisfaction, loyalty, and positive word-of-mouth recommendations, ultimately strengthening Marriott's reputation in the hospitality industry.












Conclusion 
In conclusion, utilizing Marriott's own in-house housekeeping team offers advantages in terms of service consistency, guest experience, sustainability, and cost control. The in-house team enables Marriott to maintain high standards, deliver personalized service, promote sustainability, and enhance guest satisfaction, ultimately strengthening the brand's reputation in the hospitality industry.


























References 
1. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
2. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
3. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
4. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.
5. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
6. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
7. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
8. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.
9. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
10. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
11. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
12. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.
13. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
14. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
15. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
16. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.
17. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
18. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
19. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
20. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.
21. Dittmer, J., Hartz, C. A., & Hanssen, R. D. (2006). Evaluating Outsourcing: A Framework and Application to Housekeeping Department Outsourcing. Cornell Hotel and Restaurant Administration Quarterly, 47(4), 383–396.
22. Hayes, K. J., & Ninemeier, J. D. (2006). Human Resources and Labor Relations: Housekeeping and Outsourcing. In Hotel Operations Management (pp. 157–166). Prentice Hall.
23. Erdoğan, B., & Gok, A. (2016). Outsourcing the Housekeeping Department in the Hotel Industry: A Case Study on Five-Star Hotels in Antalya. Journal of Business Research-Turk, 8(2), 225–239.
24. Panigrahi, A., Jauhari, V., & Garg, P. (2017). Impact of Outsourcing Housekeeping Services on the Performance of Hotels. International Journal of Hospitality Management, 63, 25–34.




