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Introduction
Marriott Hotel, renowned for its global presence and exceptional hospitality services, has crafted itself as a leader in the industry. With a decades-long history, Marriott has earned an astronomical reputation for delivering incomparable guest experiences (Kurniawati, 2021). Central to Marriott's success is the significant role played by the housekeeping department in assuring the highest service standards and guaranteeing top-notch guest satisfaction. As the backbone of the hotel's operations, the housekeeping department untiringly works behind the scenes to create clean, comfortable, and welcoming environments for guests (Gupta, 2020). From impeccably made beds to spotless bathrooms, the dedicated housekeeping team meticulously attends to every aspect of a guest's stay (Gupta, 2020). 
In response, the purpose of this brief is to present a compelling argument against outsourcing the housekeeping department at Marriott Hotel. Likewise, articulating the numerous dimensions of insourcing versus outsourcing aims to shed light on the unique benefits of an in-house housekeeping team. Through a comparative analysis of factors in the guest experience, cost implications, sustainability, and consistency, the role is to demonstrate how Marriott leverages its housekeeping department to elevate its service offerings further and maintain its position as a premier hospitality brand.
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The Marriott Experience: Enhancing Guest Satisfaction through Insourced Housekeeping 
Marriott Hotel has built its reputation for exceptional guest experiences and customized service. From the moment guests step into a Marriott property, they are welcomed with warm hospitality and a dedication to meeting their every need (Isip, 2022). Central to this commitment is the housekeeping department, which articulates a beneficial role in guaranteeing the high service standards that Marriott is known for (Rösch, 2020). An in-house housekeeping team aligns seamlessly with Marriott's brand values and service promises. Hence, to have direct control over the hiring and training processes, Marriott guarantees that its housekeeping team exemplifies the company's ethos of excellence and attention to detail (Rösch, 2020). These team members comprehend the unique requirements of Marriott properties and are trained to deliver customized services tailored to each guest's preferences (Venkatesan et al. 2021). The success of insourced housekeeping in maintaining Marriott's reputation for excellence is dignified in plenty of properties globally. Likewise, at the Marriott Marquis in New York City, the in-house housekeeping team dependably receives praise for their meticulous attention to cleanliness and guest satisfaction (Venkatesan et al. 2021). Similarly, the Marriott Mayflower Hotel in Washington, DC, has earned tributes for its housekeeping staff's dedication to safeguarding a memorable stay for guests.
Marriott's strong guest satisfaction metrics and feedback systems offer tangible evidence of the positive impact of an insourced housekeeping team on guest loyalty and ratings. Through surveys, reviews, and loyalty program data, Marriott collects valuable insights into guest experiences (Baquero, 2023). Constantly, properties with insourced housekeeping receive higher ratings in categories in the form of cleanliness, room comfort, and overall satisfaction. Hence, it articulates the significance of having an in-house team fully aligned with Marriott's service standards, resulting in happier and more loyal guests (Tiwari et al. 2022). Furthermore, by relying on an insourced housekeeping team, Marriott guarantees that its guests receive an exceptional experience when they arrive. The dedication and expertise of these team members result in Marriott's reputation for excellence and guest satisfaction (Tavitiyaman et al. 2022). From the pristine cleanliness of the guest rooms to the attention to detail in maintaining public spaces, an in-house housekeeping team upholds Marriott's commitment to customized service and safeguards that guests feel truly cared for during their stay.
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Empowering the Marriott Housekeeping Team: Skill Development and Expertise
Marriott Hotel is known for its commitment to employee development and training programs. Furthermore, to be familiar with skilled and knowledgeable employees, Marriott's HR professionals invest significantly in their workforce's professional growth (Peng et al. 2022). Its emphasis on employee development extends to the housekeeping department, where team members are offered significant opportunities to improve their skills and expertise. Likewise, an insourced housekeeping team at Marriott benefits immensely from the company's extensive training resources and industry expertise (Buhalis et al. 2022). Marriott's training programs dignify a wide range of topics: cleaning techniques, hygiene standards, guest interaction, and service excellence (Kapoor et al. 2023). Likewise, housekeeping staff can access detailed and multi-faceted training modules and workshops offered by industry professionals, allowing them to refine their skills and stay updated with the current industry trends and best practices (Kapoor et al. 2023). In addition, as mentioned in Figure 1, empowering the housekeeping team will allow the management of Marriott Hotel in a position from where they train their staff accordingly, and then they will be able to evaluate to what extent services are still required to outsource if mandatory (Appendix).  
Moreover, having an in-house housekeeping team familiar with Marriott's service standards, systems, and culture offers significant advantages (Yasa, 2019). These team members experience all-encompassing training that submerges them in Marriott's brand ethos, guaranteeing that they understand and exemplify the values and principles that Marriott upholds. This familiarity allows the team to offer a seamless and consistent experience for guests, as they are informed of Marriott's specific service expectations and can adapt to each property's unique requirements (Yasa, 2019). Similarly, the London Marriott Hotel County Hall has been renowned for its outstanding housekeeping team. In addition, via continuous training and development initiatives, the team has preserved high cleanliness standards and surpassed guest expectations, resulting in positive reviews and increased guest satisfaction (Sealy et al. 2023).
Moreover, the second example is the Marriott Marquis San Diego Marina, which has applied a detailed and multi-faceted career development program for its housekeeping staff. The program offers cross-training opportunities, mentorship programs, and access to professional certifications (Qiu et al. 2019). As a result, the hotel has observed increased employee engagement, higher retention rates, and improved service quality (Qiu et al. 2019). From the analysis, it has been articulated that Marriott's investment in training and career growth not only enhances the capabilities of the housekeeping team but also nurtures a sense of pride and ownership among employees, which eventually translates into exceptional service and guest satisfaction (Sealy et al. 2023).
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Unveiling the True Costs: A Holistic Analysis of Insourcing and Outsourcing for Marriott 
When evaluating the financial impact of insourcing and outsourcing, Marriott needs to move beyond traditional cost considerations and adopt a holistic perspective. While outsourcing initially appears cost-effective, it is important to articulate the potential hidden costs interlinked with this approach (Juntunen et al. 2022). The significant hidden cost of outsourcing is the hindrance to maintaining quality control. When housekeeping services are outsourced, Marriott has limited control over the external team selection, training, and supervision. Hence, it results in inconsistent service quality, directly impacting guest satisfaction and eventually leading to reputational damage. Furthermore, communication challenges between Marriott and the outsourced provider further exaggerate this issue (Juntunen et al. 2022). 
On the other hand, insourcing housekeeping services provides Marriott with superior control and transparency, limiting the hazard of quality control issues. Additionally, insourcing allows Marriott to leverage technology and process improvements within its housekeeping department, resulting in significant cost savings. In addition, the application of innovative cleaning technologies and automation streamline operations and optimize resource allocation have improved efficiency and reduced labor costs (Mohammad et al. 2022). It can also be supported by the London Marriott Hotel Grosvenor Square case study, which effectively manages costs by applying energy-saving measures, waste management systems, and efficient scheduling practices within its insourced housekeeping department. These measures result in controlled or limited operational expenses while ensuring Marriott's commitment to sustainability (Mohammad et al. 2022).
Similarly, Marriott Marquis Chicago has applied a data-driven approach to augment labor allocation and cleaning schedules. Furthermore, through articulating occupancy rates, guest preferences, and historical data, the hotel's insourced housekeeping team efficiently allocates resources, resulting in cost savings without compromising guest satisfaction (Rösch, 2019).
[bookmark: _Toc136609892]Driving Sustainability: Marriott's Commitment through an Insourced Housekeeping Team 
As a global hospitality leader, Marriott dignifies the significance of limiting its environmental impact and action, resulting in the well-being of its communities. The company's sustainability initiatives signify numerous aspects of its operations, comprising the crucial role of the housekeeping department (Venkatesan et al. 2021). An insourced housekeeping department at Marriott directly contributes to the company's sustainability goals and initiatives. Furthermore, with the effective implementation of the in-house team, Marriott has better control over applying and monitoring sustainable practices (Wilson, 2020). The housekeeping team is sufficiently trained and guided to follow eco-friendly cleaning methods, efficient waste management, and energy conservation protocols. In addition, it allows Marriott to control its carbon footprint, limit resource consumption, and increase environmental stewardship throughout its properties (Wilson, 2020).

Marriott properties globally have successfully applied and promoted sustainable practices within their insourced housekeeping operations. The Marriott Marquis San Francisco has implemented a detailed and multi-faceted recycling program within its housekeeping department. The team diverts significant amounts of waste from landfills through proper sorting and disposal practices, resulting in the property's sustainability objectives (Pesonen, 2015). Similarly, the London Marriott Hotel County Hall has applied eco-friendly cleaning products and methods to control harmful chemicals and lessen the environmental impact of their housekeeping operations (Baines, 2023). Marriott's commitment to sustainability is further reinforced by integrating sustainability frameworks such as Marriott's Serve 360: Doing Good in Every Direction. The proposed methodology aims to counter social and environmental hindrances by interlinking with the United Nations Sustainable Development Goals. In addition, insourcing the housekeeping department plays a vital role in achieving these goals by allowing Marriott to apply sustainable practices, engage with local communities, and contribute to a more sustainable future (Baines, 2023). 
The environmental benefits of insourcing housekeeping are substantial. Via the effective implantation of eco-friendly cleaning practices, enhancing resource usage, and limiting or controlling waste generation, Marriott significantly limits its ecological footprint (Wollitz et al. 2021). Moreover, insourcing empowers Marriott to invest in training programs that educate and empower its housekeeping team to embrace sustainable behaviors and promote environmental awareness among guests. In addition to the ecological advantages, insourcing housekeeping enables Marriott to foster social sustainability (Wollitz et al. 2021). 
[bookmark: _Toc136609893]
Consistency as a Competitive Edge: Ensuring Excellence through an Insourced Housekeeping Team at Marriott
Consistency is crucial in maintaining Marriott's brand reputation and nurturing guest loyalty. Marriott is celebrated for offering exceptional experiences consistently across its properties worldwide. Consistency in service standards, cleanliness, and attention to detail crafts a sense of trust and reliability among guests, dignifying that their expectations are met or exceeded during every stay (Posthumus, 2015). An in-house housekeeping team at Marriott is significant and paramount in guaranteeing non-stop service standards, attention to detail, and adherence to Marriott's brand guidelines. These team members complete detailed and multi-faceted training on Marriott's service protocols and brand values, allowing them to deliver the Marriott experience consistently. With a deep understanding of the brand's expectations, an in-house team maintains a high level of quality control, safeguarding that every guest room and public area reflects Marriott's commitment to excellence (Posthumus, 2015). Likewise, the Marriott Marquis Atlanta consistently receives accolades for its impeccable housekeeping standards. Guests praise the attention to detail, cleanliness, and overall consistency of the housekeeping services, resulting in high guest satisfaction scores and positive reviews (Posthumus, 2015). Hence, it not only improves or strengthens the property's reputation but also results in increased guest loyalty and repeat business.
Similarly, the JW Marriott Bangkok is recognized for its exceptional housekeeping team consistently offering a seamless and flawless guest experience. The attention to detail and consistent service delivery has ranked the property as a preferred choice among guests, improving its competitive edge within the Marriott portfolio. Marriott's commitment to quality management is exemplified by adopting models such as the Six Sigma-based Approach to Quality (Satyam et al. 2021). It applies a data-driven approach to identify and eradicate process variations and defects, resulting in improved efficiency and consistency (Satyam et al. 2021). By effectively using this approach, the management of Marriott ensures that processes are streamlined, standards are consistently met, and deviations are minimized. 
[bookmark: _Toc136527112][bookmark: _Toc136609894]Conclusion
This brief has presented a compelling argument against outsourcing the housekeeping department at Marriott Hotel. Through evaluating numerous aspects in the form of the guest experience, skill development, cost implications, sustainability, and consistency, it becomes evident that insourcing the housekeeping department offers significant advantages for Marriott. The Marriott experience is built upon a commitment to exceptional guest satisfaction and customized service. 
Recommendations
Based on the arguments, it is recommended to the management of Marriot that they need to build an insourced housekeeping team that aligns perfectly with Marriott's brand values, it will allow them to ensure that guests receive non-stop, high-quality service throughout their stay. The investment in skill development and expertise is also recommended to apply within the in-house team, it will empower them to deliver exceptional experiences customized to each guest's preferences. 
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(Fig 1: Impact of In-House, Source: Google Images)
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