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[bookmark: _Toc128442463]Executive Summary
The housekeeping department of Marriott International is governed by a set of standard operating procedures that outline the most efficient ways to maintain and clean different hotel facilities. Although different cleaning companies may have different standards or practices, it can be argued that outsourcing the housekeeping department at Marriott may result in a lack of consistency as compared to the insourced housekeeping department. One of the main benefits of having an insourced housekeeping team as opposed to an outsourced housekeeping team is the ability to provide consistent service across all locations. Regardless of location, insourced personnel are often given instructions to follow a standard set of procedures and requirements to guarantee that every room is cleaned to the same high standard. The flexibility of an outsourced team may be limited by the conditions of their contract with the outsourcing business. It can be further argued that an outsourced team could not interact with other hotel departments efficiently, leading to mistakes and inefficiencies. Outsourcing the housekeeping department may seem a cost-effective way to simplify operations and save money. By insourcing housekeeping staff, Marriott International can guarantee a high level of service quality, effective operations, and enhanced departmental communication. By putting money into an internal housekeeping team, Marriott International might improve customer satisfaction, operational effectiveness, and service quality.













Introduction 
Outsourcing refers to contracting out a business function or operation to a third-party company or individual (Oskam and Zandberg, 2019). Outsourcing the housekeeping department involves hiring an external company to handle the cleaning and maintaining a facility. This approach is becoming increasingly popular due to its many benefits (Tavitiyaman et al., 2022). One of the key benefits of outsourcing the housekeeping department is cost savings. By outsourcing, a company can reduce its overhead expenses by avoiding hiring and training its own cleaning staff and purchasing cleaning equipment and supplies. The outsourcing company assumes all these costs, allowing the client company to focus on its core business activities (Tiwari et al., 2022). 
Marriott International is a global hospitality company that operates over 7,600 properties across 133 countries and territories. The housekeeping department is a crucial part of Marriott International's operations. It is responsible for maintaining the cleanliness and hygiene of guest rooms, public areas, and back-of-house spaces (Escortell et al., 2020). The housekeeping department is vital in upholding Marriott's reputation as a leading hospitality provider. Therefore, this report aims to critically argue against the outsourcing of the housekeeping department of Marriott International compared to insourced housekeeping in terms of abilities and cost implications. 

[bookmark: _Toc128442464]Argument Against Outsourcing of Housekeeping Department
Marriott International is a global hospitality company that manages and franchises a diverse portfolio of hotels and lodging facilities. Founded in 1927, the company is headquartered in Bethesda, Maryland, USA, and operates in over 140 countries around the world (Chibili, 2019). Marriott International operates 30 brands, ranging from luxury to budget, including Ritz-Carlton, W Hotels, Sheraton, and Marriott Hotels & Resorts. The housekeeping department is an essential part of Marriott International's operations, responsible for maintaining cleanliness, hygiene, and orderliness in guest rooms, public areas, and other parts of the hotels (Penninga and Chibili, 2019). Housekeeping staff typically includes housekeepers, supervisors, and managers who work together to ensure guests have a comfortable and enjoyable stay. 
The housekeeping department at Marriott International is guided by a set of standard operating procedures, which outline best practices for cleaning and maintaining different areas of the hotel. These procedures cover everything from cleaning guest rooms to laundry services and are designed to ensure consistency and quality across all Marriott properties (Tavitiyaman et al., 2022). According to Moret (2020), outsourcing the housekeeping department has become a common practice in the hospitality industry, including at Marriott International. However, outsourcing has potential drawbacks that should be considered when making this decision compared to insourced housekeeping. It can be argued that outsourcing can result in a lack of consistency, as different cleaning companies may have different standards or processes (Sadhale, 2021). This inconsistency can lead to negative guest experiences and ultimately harm Marriott International's reputation (Gyurácz-Németh, 2021). 
In contrast, one of the key benefits of having an insourced housekeeping team compared to outsourced housekeeping is the ability to provide consistent service across all properties (Rösch, 2020). Insourced teams are usually trained to follow a standard set of procedures and guidelines, ensuring that each room is cleaned to the same high standard, regardless of location. In addition, an insourced housekeeping team can be more efficient and effective than an outsourced team. An insourced team better understands the hotel's layout, procedures, and systems, which can help them work more efficiently. Additionally, insourced staff are more likely to be familiar with the hotel's culture, expectations, and guest preferences, which can help them provide more personalised service (van Onzen, 2021). 
On the other hand, outsourced teams may need to spend more time familiarising themselves with the hotel's operations, leading to a slower start-up time and less efficient service overall. Furthermore, Espino-Rodriguez et al. (2022) claimed that having an insourced housekeeping team can lead to better communication and coordination between departments. An insourced team is more integrated into the hotel's culture and operations, making it easier for them to communicate with other departments, such as the front desk or maintenance (Tavitiyaman et al., 2022). Therefore, it can be stated that such communication can help identify and address issues more quickly, improving guest satisfaction and overall efficiency. In contrast, an outsourced team may not have the same level of integration, which can lead to communication breakdowns and slower response times (Tiwari et al., 2022). 
Moreover, an insourced housekeeping team can provide a better work environment for staff. Insourced staff have a stronger sense of belonging to the hotel and may have access to additional benefits such as employee discounts, training opportunities, and career advancement (Tavitiyaman et al., 2022). On the other hand, it can be argued that outsourced staff may not feel as connected to the hotel and may have fewer opportunities for growth and development; therefore, outsourcing housekeeping in Marriott International can be considered inefficient for hotel operations. According to Oskam and Zandberg (2019), outsourcing the housekeeping department may have advantages for Marriott International. 
For example, outsourcing can lead to cost savings as the company does not need to provide employee benefits, training, or supervision. Additionally, outsourcing can allow Marriott to focus on its core competencies, such as guest experience and brand management while leaving the cleaning and maintenance to a specialist company (Bogicevic and Choi, 2021). However, these advantages should be weighed against the drawbacks outlined above. Cost savings may be offset by the potential loss of guest loyalty and reputation, and outsourcing can lead to a less efficient and less integrated service overall (Szende et al., 2021).

[bookmark: _Toc128442465]Comparison between Abilities of Insourced and Outsourced Housekeeping Teams 
To assess whether outsourcing can be appropriate for the operations of the housekeeping department of Marriott International, the impact of both insourced and outsourced housekeeping teams should be evaluated. It can be analysed that one of the main advantages of an insourced housekeeping team is that they are likely to be more familiar with the hotel's layout, procedures, and systems, which can help them work more efficiently (SÖNMEZ et al., 2022). Insourced staff also better understand the hotel's culture, expectations, and guest preferences, which can help them provide a more personalised service. This personalised service can lead to higher guest satisfaction and loyalty, ultimately benefiting Marriott International's bottom line (Szende et al., 2021). On the other hand, outsourcing the housekeeping department can result in a less efficient service (Uğurlu, 2020).  
An example of the difference in abilities between an outsourced and insourced housekeeping team at Marriott International could be the level of familiarity with the hotel's culture and guest needs (Chatterjee, 2019). An insourced team that Marriott International has trained is likely to have a better understanding of the hotel's values and standards, as well as the specific needs and preferences of its guests. In contrast, an outsourced team may have less knowledge of the hotel's culture and guest needs, resulting in lower service quality and guest satisfaction (Gyurácz-Németh, 2021).
An insourced housekeeping team can be more flexible in terms of scheduling and staffing needs, as the hotel has greater control over its employment arrangements (Escortell et al., 2020). An outsourced team, however, may have limited flexibility due to the terms of their contract with the outsourcing company (Dalton and Yoo, 2021). An insourced housekeeping team can communicate more effectively with other hotel departments, as they are part of the same organisation and share the same goals and values. It can be argued that an outsourced team, however, may have limited communication with other hotel departments, which can lead to misunderstandings and inefficiencies (Moret, 2020). Additionally, outsourced staff may not have access to the same level of training and development opportunities as insourced staff, which can lead to a lower level of service quality over time, which makes them less efficient and performing. 
While outsourcing the housekeeping department may seem like an attractive option for cost savings and simplification, it can ultimately lead to less efficient, less consistent, and less personalised service in Marriott International (Chibili, 2019). By insourcing the housekeeping team, Marriott International can ensure a high level of service quality, efficient operations, and better communication and coordination between departments. Additionally, insourced staff can enjoy a better work environment and have a stronger sense of belonging to the hotel (Espino-Rodriguez et al., 2022).

[bookmark: _Toc128442466]Cost Implication of both Approaches 
When considering whether to outsource or insource the housekeeping department at Marriott International, the cost is an important factor to consider. Both approaches have different cost implications that can have a significant impact on the company's bottom line (Bogicevic and Choi, 2021). Outsourcing the housekeeping department can be an attractive option for Marriott International because it can potentially reduce not only the costs of cleaning products and tools, buy also space to store them. When outsourcing, the hotel does not have to bear the cost of recruiting, training, and providing benefits to the cleaning staff (Gyurácz-Németh, 2021). The outsourcing company takes care of these expenses and charges a fee for its services, which is typically lower than the cost of hiring and maintaining an in-house team (López-Andreu et al., 2019). Additionally, outsourcing can reduce the hotel's administrative burden by eliminating the need to manage a large workforce. 
Insourcing the housekeeping department, on the other hand, can be more expensive upfront but may provide cost savings in the long run (Dalton and Yoo, 2021). By hiring and training its own cleaning staff, Marriott International has greater control over the quality of the service provided and can ensure that all employees are fully trained and committed to the hotel's culture and values. Insourced staff are also more likely to have a higher level of job satisfaction, which can lead to lower turnover rates and a more stable workforce. Insourcing also allows the hotel to have more control over labour costs (Espino-Rodriguez et al., 2022). While the cost of recruiting and training staff can be higher than outsourcing, the hotel has the flexibility to adjust its staffing levels based on demand (van Onzen, 2021). This can result in cost savings during slower periods, as the hotel can reduce the number of cleaning staff to match the reduced demand. 
In addition to labour costs, both outsourcing and insourcing have other cost implications that should be considered (Tavitiyaman et al., 2022). For example, outsourcing may result in additional costs for communication and coordination between the hotel and the outsourcing company. This can be particularly challenging if the outsourcing company is located in a different geographic region or has a different time zone (Penninga and Chibili, 2019). Insourcing, on the other hand, may require additional investment in equipment and supplies, such as cleaning products and laundry facilities (Chatterjee, 2019). It is also important to consider the potential impact of both approaches on guest satisfaction and loyalty. While outsourcing may result in lower labour costs, it can also result in a lower level of service quality, which can ultimately harm the hotel's reputation and lead to lost business. Insourcing, on the other hand, can provide a more consistent level of service and a better guest experience, which can result in higher guest satisfaction and loyalty (Gyurácz-Németh, 2021).

[bookmark: _Toc128442467]Conclusion 
Although outsourcing the housekeeping department may seem to be a cost-effective approach to streamline operations and save money, it might lead to a service that is less trustworthy, less efficient, and less integrated. Marriott International is able to guarantee a high level of service quality, effective operations, and improved departmental communication and collaboration by outsourcing the housekeeping staff. In addition, a better working atmosphere and a stronger sense of ownership in the hotel may be advantageous to insourced employees. While outsourcing may result in some cost savings, the drawbacks of a less efficient, less dependable, and less personalised service may outweigh these benefits. Marriott International might boost customer satisfaction, operational effectiveness, and service quality by putting money into an internal housekeeping staff.
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