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Executive Summary
This report includes the argument against outsourcing housekeepers and providing a comparison through research which shows the pros and cons for both outsourcing and insourcing, critically analysing problems and possible solutions. Outsourced team members can lead to the company going to certain extents and taking risks that may affect the company’s reputation and sustainability. The Marriott International has a unique way of employing their staff, various job types open to various individuals with a range of ability, their core values keep their associates focused and loyal to the company’s criteria, with all efforts creating large growth for the business and huge opportunities for their associates. Outsourcing can implement a cheaper way of getting the job done but sometimes, long-term it can become costly.
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1.Comparison of insourced and outsourced housekeeping teams:

Research found and shown below, points out both positive and negative impacts from Insourced and outsourced housekeeping teams. 

Benefits of internal team:
· Flexible and structured team, more aware of required cleaning processes.
· Having an internal team supplies a quicker response to any cleaning issues and less wasted time waiting for employees from outsourced contractors.
· Internal teams being part of the organisation, making it easier to build healthy relationships within the workplace.
· More cost-effective, long term, with no third-party service fees.


 
Disadvantages of an internal team:
· Hiring and training an internal team can result to high costs and can be quite time consuming and may require certain resources.
· Specific tasks may require certain skills and equipment, in some cases internal teams may have limitations on set requirements. 
· May not be able to supply certain flexibilities, such as specific hours that are needed.
Benefits to outsourcing:
· In some cases, for example, for smaller organisations it can result to lower costs and being more cost-effective.
· A wide range of experiences, which can provide organisations with specialised tasks being performed exceedingly. 
· Can possibly offer more availability for working hours.
· Accommodates more to the organisations regular needs changing with good scalability.
Disadvantages to outsourcing:
· May not work to the organisations level of standards as well as an internal team, may lack good communication skills, which can result to the standards of services provided.
· If an outsource team have several clients, it can create some delay in how quickly they respond.
· Difficulty in building relationships which again can affect the quality of services in a negative way.
                                                                                                 (www.raregrp.com) 
2) Abilities of those employed
A housekeeping manager is responsible for the housekeeping team along with:
· Hiring and training staff.
· Supervising
· Carry out inspections.
· Creating rotas.
· To provide the right resources, i.e., cleaning equipment.
· Working along guests that require individual needs.
· Collaborating the needs with other department managers.
· Getting involved and perform tasks when needed, when short-staffed.
                                                                                    (https://work.chron.com )
 

Research shows representatives from Marriot hotel chains told that there have not been any of their housekeepers that have been outsourced and they have not made any further arrangements to do so. (boston.com) 

The Marriott have over 8,000 properties around the world and serve opportunities to a wide range of individuals, accepting all levels of skills. Their hiring process is precise and perform specific checks to meet applicants’ skills and capability. This is all done through Marriott careers known as ‘The phone screen’ system. The process includes applications handed in, checks are made to see what jobs suit the person applying best, an interview would then take place, the interview would then be reviewed after, the Marriott are also fond and more likely to hire when the applicant shows gratitude for their time. Marriot’s chat bot, also known as Olivia, Their AI recruiting assistant, helps gather all enquiries made from the interview prior. Then the Marriott test would be either done within the first application made or performed during interview. ( https://careers.marriott.com ) 
Insourced housekeeping teams seem to often thrive within their career path and have continuous growth within their journey. Employees that often cared for and given opportunities, tend to appreciate work life and their performance will tell on how they feel within their environment. The Marriotts core values are what make the company brand so thriving and to have continuous growth, they strive to put people first, pursue excellence and embrace change, act with integrity and to serve their world. Their ‘spirit ‘to serve makes the company stronger. (www.marriott.com) 
Anthony Capuano (president and chief executive officer) thanks associates (employees) around the world for all their continuous hard work and staying committed. Helping the company get through hard times and achieving their 2022 record financial results, associates led the way when it was time to recover, taking care of one another and guests, embracing change through the things that matter, achieving a sense of pride, by building up operations and expanding their portfolio for 

The full year 2022, gross fee revenues totalled to 4.1 billion, a huge increase of over 50 percent compared to 2021. ( https://marriot.gcs-web.com ) 
The Marriotts core values are what make them so thriving and to have continuous growth, they strive to put people first, pursue excellence and embrace change, Act with integrity and to serve their world. ‘Their spirit’ to serve makes the company stronger. Welcoming individuals with various skills, naming their employees associates, keeping the promise to supplying a guaranteed career that will evidently help one become successful. This is why many insourced housekeeping teams are beneficial to the company brand, putting time and effort in for employees is part of employer’s asset to their business. Building relationships has a positive effect on the company’s face for the brand, it also creates a balanced and healthy working environment. Creating a small family through your staff and business creates better attitudes towards employee’s performance when given any task and specialising in specific tasks and required processes. Being a luxury hotel chain requires above and beyond service when requested and given the Marriotts level of progression, having an insourced housekeeping team is vital. (www.marriot.com)
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Description automatically generated with medium confidence]Marriotts financial statement from 2009-2023, it presents a breakdown statement of the annual data of incoming profits and outgoings the organization entail:
· Between 2013 and 2016, Marriott Revenue gradually took small leaps to progression.
· 2017, they took a jump from nearly $16,000 to $20,000.
· Had continuous growth all through to 2019.
· Massive drop to $11,000 in 2020.
· Rose to $14,000 in 2021.
· Again in 2022, the organization flew right back up to $ 20,000. 
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( https://www.macrotrends.net )
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 Benefits from insourcing:
· Progressive careers. 
· Retaining organization values, goals and company practices.
· Organization gains employee engagement and loyalty to the workforce.
· More costly with providing training, but beneficial for the company’s progression.

For long-term goals to be achieved, insourcing could be the way forward, for organizations such as Marriott, aiming to keep a high standard, providing guests with the best travelling experience is one of their top priorities, so having a housekeeping team that is well trained and committed to the organizations values is vital, with a result of not only guest loyalty but also loyalty through the employees.



Outsourcing model:
Location – based outsourcing:
· Onshoring - activities outsourced to agency within the same country- Supporting local economy.
· Offshoring - activities to agencies in different countries- lower labour costs.
· Nearshoring - Outsourcing provider in nearby country, similar time zones, cultural backgrounds and to maintain level of proximity and cultural capabilities.
Back office – non-customer tasks for example, accounting, finance and HR (Human Resources).
Front office – Tasks that require more face-to-face interaction with customers.
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Outsourcing cons:
The main issue for outsourcing is keeping consistency and quality of services that are required. Putting an affective working model with agency workers can be difficult to ensure that guests rooms are thoroughly cleaned and correctly, and specialised tasks are completed, along with public areas remaining at a high level of service. Staff that are outsourced or agency can possibly mean that they are not fond of their given position, this then can eventually lead to a lack of loyalty, care and well-trained staff. Companies would need to consider how well outsourced team members know the company’s criteria for their branding. In this case, employees that have a lack of knowledge or interest, could possibly just be concerned about their wage and not the brands mission to guest satisfaction, poor performance could also lead to bad reputation and guests left unsatisfied. ( https://insights.ehotelier.com ) 

3)Cost implications
Although, outsourcing is cheaper in costs, around a 25 percent decrease. This does not conclude a direct reduction, other taxes and benefits can lead up to 40 percent on top of the employees’ wages. The idea of outsourcing can be appealing to some due to no direct wages and no costs on training and development, but this can also lead to long-term damage to the face of the company, due to a lack of work ethic. (www.hotelmanagement.net) 
4)Results
· In 2021, Marriott’s reported income totalled $635 million in 2021 fourth quatre compared to 2020 operating loss of $128 million. (news.marriot.com) 
· Marriot International pay an average salary of £10.79 per hour, which is 12 percent more than the average wage. 52 percent feel they are paid fairly. (https://uk.indeed.com )  
· Outsourced housekeepers could get paid around £9.50 sometimes less, but this can differ depending on experience and equipment. ( www.payscale.com )
5)Sustainability
Marriot Hotels informed investors “we continue to see benefits form Marriot implementation of make a green choice and sustain initiatives that provide guests with satisfaction. (www.unitehere100.org) 
6)Consistency
The Marriott’s housekeepers thrive to go the extra mile, to exceed guest expectations, doing this consistently, by providing employees with many opportunities, investing into training programmes and paying staff above the average wage. Ensuring staff are well trained and equipped, so they can supply good work ethic and value their guest.
Good rapport between management team and the outsourcing agency, the cost is important, but it is recommended not to take the cheapest route. There is a need of good communication between the two for a successful negotiation. This needs to be consistent. ( https://insight.ehotelier.com )
Guest experience is everything and is vital to be successful when trying to achieve this.
Recommendations
Highly recommend insourced housekeeping, it shows that it is cost effective in the long run. Guest expectations are met with the correct and specialised tasks. For a high-end luxury hotel chain, like the Marriott international. There investments on housekeeping have served them well and have had continuous growth within their business. Their core values, complete the face of the brand, exceeding guest expectations, with high quality housekeeping service as an optional choice for the customer.
· The argument against outsourced housekeepers, is due to the risk factors and lack of core value and work ethic being retained. Although, there are some positives with outsourcing, it is not for every organisation to choose that path to sourcing.
· Maybe, there should be more core values within outsourcing as problems seem to occur when an employee does not feel valued, and this can affect their work performance.
· Outsourced employees should be given more opportunity, as some are outsourced for a lengthy timescale and end up with the skills required for the job anyway, this could lead to outsourced housekeepers making more of an effort knowing they have a chance of opportunity at the end. This could be test and trialled maybe for the future.  
Smaller organisations would benefit from outsourcing a lot more than higher- end hotel chains, as high-end chains have a need to maintain the brands reputation, creating employee value.
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