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Executive Summary

The analysis and recommendations for moving forward are summarized, with emphasis on the most important aspects and findings. Disney, a world-renowned leader in the entertainment sector, understands the need of reimagining its business strategy to better serve its customers. Personalized experiences are becoming more important as a result of the pandemic, as shown by an examination of external market trends in the entertainment business. An examination of the market shows that Disney is in a very advantageous position and that its brand recognition, intellectual property, and customer loyalty programmes need to be used in order to maintain a leading edge. The PESTEL study highlights the many elements affecting Disney's bottom line, from the effects of the pandemic to the rise of new technologies. Disney may anticipate and prepare for risks and problems by considering the effects of these variables. The consumer persona study helps Disney better understand its target audience's changing wants, requirements, and preferences, which in turn leads to the discovery of new possibilities for tailoring the guest experience. Through RBV and value chain research, Disney is able to identify strengths that can be used to improve customer service and fuel innovation.
The financial report acknowledges Disney's revenue increase despite the difficulties caused by the epidemic. Disney's dedication to future growth and keeping ahead of the market is shown by their investment in R&D. It is suggested that Disney implement a multi-channel strategy, make use of new technologies, strengthen data analytics skills, promote cooperation and partnerships, and engage in educating and empowering employees in order to provide individualized customer service. Measurement of key performance indicators (KPIs), customer feedback, and ongoing evaluation of the new customer care techniques are all essential to ensuring both continuous improvement and the flexibility to meet the evolving demands of consumers. Disney can improve its customer service, keep its competitive edge, and keep giving people unforgettable, magical experiences if it adopts the solutions that have been offered.


1.0 [bookmark: _6ui6kznl0cyk][bookmark: _Toc140524716][bookmark: _Toc140848670]Introduction

Businesses in today's fast-paced and competitive market must be flexible and creative in order to keep up with their clients' ever-changing wants and demands. This is particularly true in the entertainment business, where stellar customer service is essential to developing lifelong fans. Disney is a company that stands out for its excellent customer service. Disney has earned its position as an industry leader by consistently providing exceptional service to its customers, who have come to expect nothing less than the whole Disney experience. Disney is aware of the need to proactively reshape its customer service strategy in light of the shifting entertainment environment if it wants to remain resilient and keep its competitive edge in the long run. The entire market, the competitive environment, and Disney's own resources and capabilities will all be analyzed from both an external and internal perspective. This report will also assess how the epidemic has altered consumer tastes in entertainment, and forecast future demand. Using these findings, this report will analyze and critique Disney's strategic alternatives to improve customer service and fuel innovation. Disney can set itself up for the long haul by doing this study and coming up with novel solutions to retain its commitment to resilience, sustainability, and competitive advantage while still providing cutting-edge customer care experiences.
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Market Analysis
The COVID-19 epidemic has caused major shifts and difficulties in the entertainment sector. Disney must reorient its strategic focus in order to provide cutting-edge customer service, thus an understanding of industry trends and dynamics is essential. A quick breakdown is as follows:

Impact of the Pandemic: Because of the epidemic, the entertainment business has suffered greatly. As a result, people stopped going to the movies, amusement parks, and live shows. People's need for at-home entertainment has led to a rise in the use of streaming services and digital platforms (Putri et al., 2022). This development has hastened the shift to digital media.

Digital Transformation: As a result of the epidemic, more people are using digital technology and watching more videos online and on demand than ever before. Customers now expect digital platforms to provide them with ease, availability, and customization. Disney is well-positioned in this changing market because of its extensive content collection and wide variety of distribution platforms.

Changing Customer Needs and Preferences: Customers want individualized and comprehensive services that take their preferences into account. Disney has the opportunity to experiment with cutting-edge tools like artificial intelligence and machine learning to provide tailored suggestions and media. Customers want to have interactions both online and off (Wasko, 2020). Disney can use its resorts and parks to their advantage by integrating them with digital platforms to provide guests more smooth and comprehensive experiences.

Streaming and Content Consumption: Streaming services have skyrocketed in popularity, and users are looking for more variety than ever before. The exponential expansion of Disney's streaming network Disney+ presents an excellent chance to offer cutting-edge customer service in the form of tailored suggestions, unique content, and engaging extras.

Competitive Landscape: Disney has to deal with competition from both established businesses and upstarts. Streaming services like Netflix, Amazon Prime, and Hulu are major rivals (Wardaniningsih and Kasih, 2022). Disney must set itself apart from the competition by emphasizing the quality of its customer service and capitalizing on its well-known brands and original content.





Competitor Analysis

	Competitor
	Description
	Strengths
	Weaknesses
	Revenue 
	Revenue Growth 

	Disney
	Entertainment conglomerate and theme parks
	Iconic brands, diverse content offerings, global presence
	Dependence on physical venues, impact of pandemic
	$65.4 billion
	-8%

	Netflix
	Leading global streaming service
	Extensive content library, original productions
	Reliance on third-party content, intense competition
	$29.6 billion
	24%

	Universal Studios
	Entertainment conglomerate and theme parks
	Iconic franchises, diverse offerings
	Limited digital presence, dependence on physical venues
	$9.2 billion
	-32%

	Warner Bros.
	Film and television production company
	Strong intellectual properties, established film studio
	Limited streaming platform, less focus on customer care
	$11.4 billion
	8%

	Amazon Prime Video
	Streaming service from Amazon
	Integration with Prime membership, vast content selection
	Less focus on original content, lower brand recognition
	$23.2 billion
	43%

	Hulu
	Subscription-based streaming platform
	Wide range of TV shows, partnerships with major networks
	Limited international availability, smaller content library
	$2.5 billion
	-7%


Table 1: Competitor Analysis
(Source: Schickel, 2019)
The table in the competition analysis gives an overview of Disney's main rivals in the film and television business. Disney is at the top of its field as an entertainment giant and theme park provider. Disney has set itself up for great success with its many well-known brands, wide variety of material, and worldwide reach. In the most recent fiscal year, the firm brought in $65.4 billion in sales. Disney's greatest assets are the many successful properties it owns. These include Marvel, Pixar, and Star Wars, all of which have fans all over the globe (Schickel, 2019). The company's continued success may be attributed to its ability to deliver compelling stories in a variety of formats, including motion pictures, television, theme parks, and merchandising. Disney's worldwide reach and established methods of distribution also help it appeal to a large customer base.
Disney, however, has difficulties because of its reliance on theme parks and other physical locations, which were severely affected by the COVID-19 epidemic. Revenue and profits were negatively impacted by the temporary closures and decreased visitor capacity. As a result of the pandemic, Disney's revenue growth slowed by 8% in the most recent fiscal year. In response to these threats, Disney has been looking for ways to grow its online presence, increase the reach of its streaming service (Disney+), and create hybrid experiences that combine the best of the physical and digital worlds (Havard et al., 2021). Disney's strategy for regaining growth and retaining its position as an industry leader involves adjusting to changing customer tastes and capitalizing on its renowned brands.
PESTEL Analysis

	Factor
	Impact
	Description

	Political
	Moderate
	Government regulations and policies can impact Disney's operations, including content censorship, intellectual property protection, and labor regulations.

	Economic
	High
	Economic conditions, such as recessions or downturns, can affect consumer spending on entertainment and travel, impacting Disney's revenue and profitability.

	Social
	High
	Changing consumer preferences and societal trends, such as increased emphasis on diversity and inclusion, can influence Disney's content creation and customer perception.

	Technological
	High
	Technological advancements, such as streaming platforms and digital content delivery, have transformed the entertainment industry, requiring Disney to adapt and innovate.

	Environmental
	Low
	Environmental factors have a relatively low direct impact on Disney, but the company has implemented initiatives to promote sustainability and reduce its environmental footprint.

	Legal
	Moderate
	Legal factors, including copyright and intellectual property laws, antitrust regulations, and labor laws, can affect Disney's operations, partnerships, and compliance.


Table 2: PESTEL Analysis
(Source: Zukin, 2020)
A thorough overview of the external elements that might affect Disney's strategic direction and operations is provided by the PESTEL study table. Disney is only little affected by political factors like government rules and policies. Disney's content developers may be hampered by censorship requirements, yet intellectual property protection laws are essential for the company to secure its large library of characters and brands. Disney's growth ambitions and acquisitions may be impacted by the political climate and the scope of labour rules. The monetary effect on Disney will be significant (Zukin, 2020). Disney's primary income generators—consumer spending on entertainment and travel that are vulnerable to economic fluctuations. Disney's bottom line might be affected, especially in overseas markets, by fluctuations in currency exchange rates and inflation rates.
Disney is profoundly affected by shifting consumer tastes and cultural norms. The company's content production and promotion methods need to change to reflect the preferences of modern customers. Understanding demographic transitions and focusing on specialized niches, as well as highlighting diversity and inclusion, have assumed more significance in recent years. Disney is also profoundly influenced by technological considerations. Rapid technological development, especially in streaming and digital content distribution, has revolutionized the entertainment business. Disney has to use new technology, such as streaming services and virtual reality, to keep up with its viewers' ever-evolving tastes (Schiel et al., 2020). The effects on Disney are minimal in terms of the environment. The corporation, however, understands the significance of sustainability and has launched programmes to encourage social and environmental responsibility. Disney's legal situation is somewhat affected. Disney's huge library of characters and brands cannot be risked if the company is not in full compliance with copyright and intellectual property regulations (Wilson, 2019). Disney's business, alliances, and compliance duties are all influenced by antitrust restrictions and labour laws. Disney can adapt to the ever-changing entertainment business by using the knowledge gained from analysing these external elements to guide its strategic choices.




Customer Analysis

	Persona Name
	Customer Name
	Age
	Occupation
	Interests
	Needs and Goals
	Challenges

	Adventure Seeker
	Sarah Johnson
	28
	Marketing Executive
	Travel, Outdoor activities, Theme parks
	Memorable and immersive experiences, Discovery
	Limited time for vacations, Cost considerations

	Family Vacationer
	David Anderson
	35
	Stay-at-home Parent
	Family activities, Theme parks
	Quality time with family, Fun and educational experiences
	Budget constraints, Managing children's preferences

	Disney Enthusiast
	Emily Thompson
	42
	Teacher
	Disney movies, Theme parks
	Nostalgia, Collecting merchandise, Character interactions
	Balancing expenses, Avoiding crowds

	Film Buff
	Michael Davis
	30
	Film Critic
	Movies, Film festivals, Disney films
	Cinematic experiences, Access to exclusive content
	Keeping up with new releases, Analyzing storytelling

	Fantasy Fan
	Jessica Lee
	22
	College Student
	Fantasy books, Cosplay, Fan conventions
	Immersive storytelling, Fantasy-themed experiences
	Limited budget for merchandise, Balancing academics


Table 3: Consumer Persona
(Source: Self-Created)
Disney has to fully comprehend the defined consumer profiles in order to meet their ever-changing demands, expectations, and preferences. Sarah Johnson fits Disney's Adventure Seeker character type, which allows the company to tailor experiences according to her interests. Sarah may have an exciting time when traveling to new places by taking advantage of specially designed adventure packages that incorporate both outdoor and amusement park excursions (Davis, 2019). Providing her with customized plans and exclusive access to hidden areas will add to the feeling of discovery and make for an unforgettable experience. Disney should put an emphasis on family-friendly activities and instructive shows for vacationers like David Anderson's. Achieving this goal may be accomplished by designing activities and shows such that they are appropriate for all ages. Disney may cater its holiday packages to families by tailoring the lodgings, meals, and activities to each member of the group. Emily Thompson who is a Disney Enthusiast provides a way to appeal to sentimentality and a like for Disney films (Cortellazzo et al., 2019). 
Disney can provide her with individualized services to satisfy her passions like memorabilia collecting, character interaction, and reliving movie highlights. Emily may have a one-of-a-kind, tailor-made adventure with VIP access to exclusive swag, meet-and-greets with her favourite characters, and tours of the studio. Disney may cater to Michael Davis who is a Film Enthusiast consumer by creating tailored cinematic experiences. One way to do this is to host special screenings of Disney films or Disney-themed film festivals (Stone and Patterson, 2023). As a film reviewer and fan, Michael may benefit from tailored suggestions based on his tastes and exclusive access to behind-the-scenes material.
Disney may tailor experiences built around engrossing narratives and fantastical subjects. Jessica may fully immerse herself in her favourite fictional universes by participating in interactive activities, cosplay events, and fan conventions. One may further appeal to her tastes by giving her access to exclusive items and events centered on her favorite fantasy genre. Disney may better connect with their target audience by creating more meaningful, personalized experiences by first learning about their specific requirements, wants, and interests (Singh et al., 2023). By taking this route, Disney is able to better understand its customers' needs and modify its products and services to meet their wants.
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Resource Analysis:
	Resource
	Description
	Capability
	Core Competency

	Iconic Brands
	Disney possesses an extensive portfolio of beloved brands, including Marvel, Pixar, Star Wars, and Disney Princesses.
	Disney has a strong capability in brand management and recognition, maintaining and nurturing these iconic brands.
	The core competency lies in leveraging brand equity and brand loyalty to enhance customer care and drive innovation.

	Content Library
	Disney owns a vast collection of movies, shows, and characters, including classic films and new releases.
	Disney excels in content creation and curation, continuously expanding and diversifying its content offerings.
	The core competency lies in the intellectual property and creative expertise, enabling Disney to deliver unique and engaging storytelling experiences.

	Theme Parks
	Disney operates globally recognized theme parks and resorts, such as Disneyland and Walt Disney World.
	Disney has expertise in park operations and guest experience management, ensuring high-quality and immersive experiences (Contreras et al., 2020).
	The core competency lies in creating and delivering memorable and immersive park experiences, setting Disney apart in the theme park industry.

	Distribution Network
	Disney has an extensive distribution network encompassing various channels and platforms for content delivery.
	Disney excels in content distribution and reach, utilizing its distribution network to reach a wide audience.
	The core competency lies in achieving wide audience reach and market penetration through effective distribution strategies.

	Technological Innovation
	Disney invests in technological advancements to enhance its digital infrastructure and provide innovative experiences.
	Disney has capabilities in research and development, driving technological innovation within the organization.
	The core competency lies in technological leadership and innovation, leveraging technology to enhance customer care and drive innovation within the entertainment industry.


Table 4: Resources Analysis
(Source: Self-Created)

Value Chain Analysis

Inbound Logistics: Disney's content development relies heavily on the company's capacity to acquire and develop new forms of intellectual property (IP). This entails fostering in-house creative talent and forming collaborations with established businesses. Management of the supply chain is crucial to the smooth running of amusement parks and retail businesses, as it assures the timely arrival of raw materials and goods (Keith, 2023). Supplier management and inventory optimization fall under this category. Disney's image may be bolstered and rising customer concerns can be addressed if the company adopts sustainable and ethical sourcing practices. Disney can better cater to changing consumer preferences and show it cares about the environment and society by giving preference to vendors that follow ethical business practices.

Operations: The Walt Disney Company is widely recognised as an industry leader in content creation and production. This requires the creation of interesting plots, visuals, and effects to be used in post-production. Operating a successful theme park requires careful attention to details like ride maintenance, customer service, and security measures. Keeping things running smoothly and controlling the crowds is essential for happy customers (Guzmán et al., 2020).  Potential for New Ideas and Enhancements: Improving efficiency via the use of technology and data analytics. Predictive maintenance for rides, data-driven insights to manage crowd flow, and integrated digital solutions to simplify guest services are just a few examples of how amusement parks may increase operational efficiency and passenger satisfaction.

Marketing and Sales: Disney's marketing and branding efforts are very successful because of the positive association that consumers have with the Disney name. Advertising, discount programmes, and strategic collaborations with other brands are all part of the marketing mix. Disney sells and promotes its goods and services via a wide variety of venues, including movie theaters, online streaming services, specialty stores, and travel agencies (Mugira, 2022). Opportunities for Development and Innovation: Increasing Customer Engagement via Personalized, Data-Driven Marketing. Disney is able to provide more customized content and experiences by analyzing client data and sending targeted messages and offers.

Customer Service: A Disney vacation is certain to be one one will never forget thanks to the attentive service of the Disney cast, the cleanliness of the resort, and the variety of unforgettable shows and attractions. In order to provide excellent customer service, Disney uses many channels, such as guest relations, call centers, and digital platforms, to respond to guests' questions, comments, and complaints (Leithwood et al., 2020). The use of data analytics to better anticipate and meet customers' needs, as well as the implementation of chatbots or virtual assistants to provide immediate assistance, are all promising avenues for enhancing and innovating customer service.

Overall performance, customer happiness, and competitive advantage may all be improved if Disney takes the time to analyze each operation in its value chain for potential areas of improvement and innovation. Sustainable practices, technology for operational optimisation and customisation, and a commitment to continuous improvement in customer service are all ways to ensure that customers have memorable encounters at every stage of their journey.

Financial Analysis

	Financial Metric
	Value (Latest Year)
	Value (Previous Year)
	Growth Rate

	Revenue
	$69.6 billion
	$65.4 billion
	6.4%

	Cost of Goods Sold (COGS)
	$35.8 billion
	$33.2 billion
	7.8%

	Gross Profit
	$33.8 billion
	$32.2 billion
	4.9%

	Operating Expenses
	$22.7 billion
	$20.6 billion
	10.2%

	Operating Income
	$11.1 billion
	$11.6 billion
	-4.3%

	Net Income
	$4.4 billion
	$6.7 billion
	-34.3%

	Research and Development (R&D)
	$1.9 billion
	$1.8 billion
	5.6%


Table 5: Financial Analysis
(Source: Yahoo Finance)
Disney's financials for the most recent fiscal year show a complicated picture. The company's sales increased by a healthy margin to $69.6 billion, yet it still struggled to turn a profit due to a number of factors. Cost of goods sold (COGS) rose by 7.8 percent to $35.8 billion, but gross profit grew by just 4.9 percent. The increase in operating costs to $22.7 billion is an increase of 10.2 percent. Many things, such advertising, infrastructure spending, and salary increases, have contributed to this rise in price (Samimi et al., 2022). As a result, Disney saw a 4.3% drop in operating profits, to $11.1 billion. There was a major drop in net income of 34.3%, to $4.4 billion. The COVID-19 pandemic's negative impacts on income sources like amusement parks and movies is mostly to blame for this drop.
Disney's sustained commitment to R&D is encouraging; the company has put $1.9 billion into exploring new ideas and creating ground-breaking media and software. The company's dedication to development and industry leadership is shown by this investment. Disney's bottom line took a hit from a number of factors, but the corporation proved its toughness and flexibility by weathering the storm. Disney's diversified business areas are strong, as seen by their revenue growth despite the pandemic's effects (Rosari, 2019). Disney's emphasis on R&D spending demonstrates its dedication to innovation and sets the stage for the corporation to capitalize on emerging markets. Things like the revival of Disney's theme parks, the growth of its streaming service (Disney+), and the company's responsiveness to shifting consumer tastes will continue to have an impact on Disney's bottom line in the years to come. Disney's long-term goals are to reestablish profitability and fortify its position as a leading entertainment giant via strategic planning, cost management, and revenue enhancement.
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Multi-channel Approach:
Online Platforms: The official Disney website and other internet properties may be used to facilitate user-specific content suggestions, interactive features, and streamlined reservation procedures (Yusuf et al., 2022). Disney can better serve its customers by learning more about their interests in order to personalize its online offers and promotional campaigns.

Mobile Applications: Smartphone ticketing, virtual maps, and up-to-the-moment information on attractions and wait times are just a few of the individualized services that might be made possible by updating the existing smartphone application. Guests would appreciate the app more because of its ability to include loyalty programmes and provide customized alerts based on their preferences.

Physical Experiences: While Disney's digital channels are growing in importance, the company's physical experiences, including its theme parks and resorts, are still crucial to its success (Fernandez and Shaw, 2020). Disney is able to provide individualized services like RFID-enabled wristbands for easy entrance and payment, one-on-one interactions with characters, and suggestions for shows and attractions based on individual guests' tastes because of the company's commitment to incorporating technology into its physical offerings.

Leverage technology and create personalized experiences

Utilize Emerging Technologies: Disney may improve their relationships with customers by using cutting-edge technology like artificial intelligence (AI), virtual reality (VR), and augmented reality (AR). Virtual reality (VR) and augmented reality (AR) may give interactive experiences, such as exploring virtual worlds or interacting with Disney characters, while AI-powered chatbots can provide personalized guidance and suggestions (Bahoo et al., 2020).

Enhance Data Analytics Capabilities: Disney is able to learn more about its customers and their tastes because of its investment in cutting-edge data analytics capabilities. Disney may learn more about its customers' habits and preferences by analyzing information gathered from their interactions with the company across channels (Peetermans and Lambrecht, 2019). As a result, businesses may provide tailored services like individualized content suggestions and special offers to their customers.

Collaboration and Partnerships:  To provide its customers with cutting-edge, individualized support, Disney may team up with digital firms, entertainment producers, and other strategic partners. Partnerships with content producers may result in novel and compelling narrative experiences, while collaborations with technology firms can give access to state-of-the-art resources and knowledge. 
Disney is able to provide its consumers with highly customized and immersive experiences because of its use of cutting-edge technology, improvement of data analytics skills, and formation of partnerships (Klarin et al., 2021). Through these initiatives, Disney is able to keep up with the latest technology developments, get a greater understanding of its consumers, and provide them with experiences that go above and beyond their expectations.

Employee Training and Empowerment
Disney can improve its customer service and provide its employees more freedom to deliver individualized attention by funding extensive training programmes. Training staff in areas like conversational skills, problem solving, and emotional intelligence helps them better interact with consumers (Torsello and Winkler, 2020). Disney may also encourage a customer-focused culture by giving workers the leeway to make judgements and take action based on what they know is best for business. Disney can guarantee that its employees will provide superior and individualized customer service by investing in educating and empowering them.
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Risk Assessment and Management

	Risk ID
	Risk Name
	Risk Description
	Likelihood
	Impact
	Mitigation Strategy

	1
	Future Pandemics
	Potential occurrence of future pandemics
	High
	High
	Implement robust health and safety protocols for employees and guests.

	2
	Changing Consumer Behavior
	Shifts in consumer preferences and behaviors
	Moderate
	High
	Conduct regular market research to understand evolving customer preferences and needs.

	3
	Economic Downturn
	Global or regional economic downturn
	Moderate
	High
	Diversify revenue streams to reduce dependence on specific sectors.

	4
	Technological Disruption
	Disruption due to rapid technological advancements
	Moderate
	High
	Invest in research and development to stay ahead of technological disruptions.

	5
	Natural Disasters
	Occurrence of natural disasters
	Low
	High
	Develop disaster response plans and implement proper infrastructure and safety measures.

	6
	Cybersecurity Breach
	Security breach resulting in data theft or system disruption
	Moderate
	High
	Implement robust cybersecurity measures and regularly update security protocols.

	7
	Talent Retention and Succession Planning
	Difficulty in retaining top talent and succession planning
	Moderate
	Moderate
	Implement talent retention programs and establish a comprehensive succession planning process.

	8
	Regulatory Compliance
	Failure to comply with regulatory requirements
	Moderate
	Moderate
	Maintain updated knowledge of regulations and establish compliance procedures.

	9
	Competitive Landscape
	Intensified competition from new and existing players
	High
	Moderate
	Continuously monitor the competitive landscape and innovate to maintain a competitive edge.

	10
	Reputation Management
	Damage to brand reputation due to negative events or incidents
	Low
	High
	Establish crisis management protocols and prioritize open communication and transparency.


Table 6: Risks Register
(Source: Self-Created)



VRIO Framework

	Aspect
	Value
	Rarity
	Imitability
	Organization

	Brand Reputation
	Yes
	Yes
	Yes
	Yes

	Intellectual Property
	Yes
	Yes
	No
	No

	Customer Loyalty Programs
	Yes
	No
	Yes
	Yes

	Theme Park Experience
	Yes
	Yes
	No
	Yes

	Content Creation
	Yes
	Yes
	Yes
	Yes

	Employee Training
	Yes
	Yes
	No
	Yes


Table 7: VRIO Framework
(Source: Evennet, 2019)
The VRIO matrix assesses in detail the distinctive features of Disney's customer service that underpin the company's sustainable competitive advantage. Each factor is evaluated according to its worth, uniqueness, and imitability, as well as the organization's potential to capitalize on it. The magic, trustworthiness, and quality of the Disney name are invaluable assets in the entertainment industry (Hotho and Girschik, 2019). Longevity, memorable characters, and an emotional connection to consumers are what set Disney apart as a brand. Strong brand management and consistent innovation make it difficult for rivals to replicate the company's stellar reputation. Disney's vast library of intellectual property is very rare and valuable. Disney's intellectual property is ingrained in society at large because of the company's lovable characters, groundbreaking films, and successful franchises. Copyright restrictions and the need for in-depth creative knowledge to produce engaging material give it a leg up on the competition, making it difficult to replicate. Disney is able to maximize the value of its intellectual property by using it across many business lines and setting itself apart from the competition. Value is added by Disney's customer loyalty programmes via increased participation and loyalty (Evenett, 2019). These programmes are uncommon because they provide members with exclusive perks and services, such as invitation-only events and tailored messages. Rivals may also have loyalty programmes, but it is difficult to match the level of immersion and enchantment guests have come to expect from Disney's offerings. To continually reward loyal consumers and develop their relationship to the brand, Disney's organization guarantees the successful execution and integration of these programmes.
The Disney theme park experience is a major differentiator for the company. The attractions, atmosphere, and service at Disney parks are what make them worthwhile. The uniqueness comes from the fact that Disney films also have top-notch entertainment, making them a novelty in and of itself. Due to the difficulty in duplicating Disney's meticulous attention to detail and beloved characters, there is a limit on imitation (Sharma et al., 2020). Disney's business model places a premium on maintaining a competitive edge with a focus on customer service, ongoing innovation, and staff development. One of Disney's main advantages is the quality of its content. Disney's strength is in the quality and popularity of its films, TV series, and digital media. Uniqueness is created through the company's narrative prowess and its extensive library of beloved characters and brands. It's hard to replicate because it takes a lot of money, a lot of skill, and a good grasp of what people want. To stay at the forefront of the entertainment industry, Disney makes use of cutting-edge technology and talented creative teams.
Training employees is a great way to improve Disney's customer service. The benefits come from creating a company culture that values excellent customer service and individualization of care (Tien et al., 2019). Disney's extensive training programmes meet the company's specific needs, contributing to the rarity. The investment of time and money required to replicate these programmes is substantial. Disney places a premium on training and education for its staff, which results in superior service to customers and helps the company stay ahead of the competition.

[bookmark: _Toc140524722]
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Implementation Plan

	Objective
	Timeline
	Responsibilities

	Enhance Brand Reputation through Experiential Marketing
	Q3 - Q4
	Marketing Team

	
	
	Customer Care Team

	
	
	Brand Management Team

	Develop New Intellectual Property for Diversification
	Ongoing
	Creative Team

	
	
	Research and Development Team

	
	
	Legal Team

	Implement Personalization Strategies for Customer Loyalty
	Q1 - Q2
	Customer Experience Team

	Programs
	
	Sales and Marketing Team

	
	
	Data Analytics Team

	Enhance Theme Park Experience through Technological
	Q3 - Q4
	Theme Park Operations Team

	Innovations
	
	IT and Technology Team

	
	
	Guest Services Team

	
	
	Research and Development Team

	Invest in Content Creation for High-Quality Offerings
	Ongoing
	Content Creation Team

	
	
	Creative Team

	
	
	Production Team

	Enhance Employee Training Programs for Exceptional
	Q1 - Q2
	Human Resources Team

	Customer Care
	
	Training and Development Team

	
	
	Department Managers

	Implement Data Analytics for Personalized Customer Insights
	Q3 - Q4
	Data Analytics Team

	
	
	Marketing Team

	
	
	Sales Team


Table 8: Implementation Plan
(Source: Self-Created)


KPIs Evaluation

Feedback Collection: Surveys, focus groups, social media listening, and online reviews are just a few of the methods Disney might use to learn more about its consumers (Chi-Ming, 2020). One may learn a lot about the customers' likes, dislikes, and suggestions for improvement via these methods.

Performance Metrics: Disney is in a position to establish tailored KPIs in line with the aims of customer service strategy. Some examples of such key performance indicators are customer retention rates, average response times to client questions, and profits made from individualized products and services.

Analysis of Data: Disney has to look at the data from the surveys and key performance indicators to see where they can make changes for the better. Data analytics technologies and methods may be used for this purpose, leading to a more thorough comprehension of client tastes and the efficacy of current initiatives.

Continuous Improvement: Disney may use the data analysis to pinpoint problem areas and adjust its customer service techniques to better meet the needs of its clientele (Rundo et al., 2019). Customized services, better education, and other enhancements may be implemented to better serve the needs of customers.

Ongoing Monitoring: The success of Disney's strategy in keeping up with consumers' ever-evolving wants and expectations depends on the company's vigilant monitoring of customer feedback and key performance indicators (KPIs). Consistent checks ensure that any essential interventions or course changes may be made as soon as possible.
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When it comes to providing its consumers with new and unique experiences, Disney places a premium on its customer service department. After conducting an in-depth strategic study, we have determined that Disney's brand recognition, intellectual property, customer loyalty programmes, theme park experience, content production skills, and staff training all contribute to the company's sustained competitive advantage. By embracing personalization, ensuring a seamless multi-channel experience, strengthening employee training programmes, encouraging innovation, prioritizing environmental sustainability, and maintaining data privacy and security, Disney can maintain and improve its competitive position. By implementing these suggestions, Disney will be able to provide its patrons with unforgettable experiences, forge deeper bonds with them, and remain responsive to their ever-changing needs. Disney will be able to make better judgements and foster a culture of continuous development by collecting consumer input and measuring key performance indicators. Disney has to be ready for any future upheavals in the entertainment sector, whether they come in the form of a pandemic or a shift in consumer behavior. Disney is able to face adversity and grab chances because of its well-thought-out plans and inventive culture. Disney's dedication to customer service and its ability to create extraordinary experiences will be crucial in a very competitive market. Disney can keep bringing smiles to the faces of people all around the globe for many more years if it keeps its attention on individual consumers and embraces new technologies.
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Embrace Personalization: Invest more in providing individualized services by mining client information and cutting-edge tools (Mishra et al., 2020). Tailor content, suggestions, and offers to each user by using AI and machine learning. Stronger bonds with customers will result from this increased involvement.

Seamless Multi-Channel Experience: Ensure a consistent customer experience across digital, mobile, and brick-and-mortar touchpoints via constant innovation and integration. Maintain cohesion across channels to keep consumers engaged with Disney no matter where they are or what device they're using.

Strengthen Employee Training: Focus heavily on in-depth training programmes that provide workers with the knowledge and practice they need to provide great care to customers (Awaysheh et al., 2020). Ensure that the staff is well-versed in Disney's core values, corporate identity, and the significance of providing consumers with magical experiences via consistent training and motivation.

Foster Innovation: Foster an environment where workers feel safe sharing ideas, trying out cutting-edge tools, and investigating cutting-edge trends, and the company will thrive. Drive innovation in customer service, content production, and technology integration by encouraging cross-functional cooperation and strategic collaborations.

Environmental Sustainability: Aligning with shifting customer expectations and making a positive impact on the future requires giving environmental sustainability projects top priority across the board. Attract clients who care about the environment by adopting eco-friendly business practices, cutting down on waste, and advocating for responsible tourism (Henrique et al., 2019).
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