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Front office service department 

Covid. -19 
Covid 19 was a pandemic that impacted many companies across the world but had a massive impact on the tourism industry. Back in 2018 the Rosewood Baha mar resort just reopened and cut their ribbon but when the pandemic was happening the resort pattern up with doctors' hospital in Nassau and they had over 20,000 covid19 rapid test done there. After the covid 19 started to settle the resort then finally opened on March 4th, 2021. When they opened up the front desk staff had to make sure that their skills were still up to date. By staff still having the skills to run the resort it was important the kept doing it to main their customers loyalist. ‘Skills enable us to create more effective enjoyable and efficient environments and to manage difficult situations better.’ Cottrell. (2021) following from this it shows by having the skills it will make the workplace run smoother and keep the customers coming back. 

Aims and objectives 
The aims and objectives of the programme is to deliver a digital programme for the Forbes travel guide. The other aims and objectives are to grab your attention, give detail information's of the resort, give you the skills and video proof of the programme and lastly to help you see the in-depth of the digital programme. 

Target market 
The target market for this training guide will be for business peoples, front of house staff and individuals from 18+. The target market are for these people as it will give an insight of the organisation and it will help ongoing staff member to learn from the travel guide. It’s also for individuals ages 18+ as that is the age you can start working at front of desk services. 


Their mission statements 
“To achieve excellence in service delivery and inspire others to do the same”. (Bahamas government, (2011)). 
By having this as their mission stay it’s shows that they really care about their customers to make sure that by delivery a good service will encourage them to do it themselves in a workplace they may work in the future. 


Background of the hotel / standards of the hotel 
The Rosewood Baha Mar hotel was built in June 2018. It offers customers the chance to experience an effortless experience of the island and the relaxing life that there is there. In the hotel there is 226 guest rooms, suites and beachfront rooms which offers customers the most incredible and luxury views. Each room within the hotel has a balcony access for the guess so they can look over to see the beautiful views that they have to offer. The balconies are also fully refurbished outside so that if customers wanted to spend the night outside, they could. 
There's easy access to the beach, in the hotel is a dining area and a spa where people can go after a long day to go and relax. There's a private pool within the hotel that is open to guest of the hotels. 


Vision statement
“To enable the use of technology to transform the delivery of service by the public service to meet the needs of the modern Bahamas”. (Bahamas government, (2011)). 
 
This vision for the Bahamas resort shows that they are wanting to bring new things into their companies to maintain their luxury hotel chain and to make sure that the customers are happy while keeping their modern Bahamas culture. 


Culture
[bookmark: _Int_d7Q6ULXe]The Bahamas has many different cultures that they celebrate and interact their country with. Even through Bahamas are mainly African they also interact with some British and Americans influences. By Bahamas not only celebrating their African style by them including British and American influences they have made their own unique and colourful style of their Bahamian self-expresses. “English is the official langue of the Bahamas with a local dialect called ‘bagamianese’ or Bahamian dialect’.”) (The Bahamas IMO Council, (2020-2021). Following on from Thai it shows that Bahamas shows off their culture as-well as being other cultures in, so tourist feel at home when they are visiting their destinations. 


Hotel dress code 
In this hotel, the man wear suits to work. The suit can either be black or they can be blue. The women in the hotel that work there must wear a white skirt with a blue dress. But doing this they will stand out from the crowd, and he will allow people to see who works at the hotel and who is just there for guests. There is a dress code for people to visit the hotel. The dress code is smart casual and guess I’m not allowed to wear exercise our beach attire. Man must wear covered shoes and sleeve shirts including long trousers. The women can wear smart dresses.          


Companies' policy 
“Establishing itself as a world-class, luxury destination through its sustainable practices, benefiting the Bahamian community, its culture and environment.” (CTF BM Operations LTD) 

By having this as their policy it’s shows that not only do they want to improve the hotel continuously but also want to make it more sustainable or their country and that it helps with their culture. 


Theory 
“Luxury hotel car more on customers’ feedback reflecting their options because luxury hostler customers are much more loyal than customers of their hotels(Knutson, Stevens, Payton,& Thompson,1993) 

Luxury hotel with expensive facilities provide more premium service and gain more customer’s loyalty compared with mid-range hotels and budgets hotels. 


‘Skills enable us to create more effective enjoyable and efficient environments and to manage difficult situations better.’ 
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