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Executive Summary
The purpose of this report is to analyse the response of The Walt Disney Company to the global outbreak of COVID-19, also known as Coronavirus. The outbreak started in December of 2019 and has changed everyday life across all nine continents of the world. The virus has incredible infection rates and staggering death tolls, which caused the world to adapt quickly to attempt to slow down the infection rates of their residents. These changes resulted in most non-essential businesses closing for a long period of time. 
For Disney, the impact of coronavirus was a huge set back as a large portion of their business is within the hospitality sector which fell under the bracket of un-essential businesses. Disney have a variety of business across different countries, but this report has narrowed down to only four of them. Three of their amusement parks in Paris, California, and Florida. Also, looking at what had happened with their cruise liners, which makes up the fourth. 
All parks that had remained open until that point had closed on March the sixteenth. For Paris, this was too late as they had already experienced infected workers in the park. It is believed that the infected employees worked behind the scenes of the park, but it is hard to believe they would have no contact with the public, as they would have to move though crowds to be able to get their work done or be in contact with staff that have direct contact with guests. Soon after the park closed along with the hotels that are on location, the park and hotels then opened under the strict French guidelines for health and safety, introducing more regular cleaning routines and making sure guests keep a safe distance from other guests and staff at all times.
California closed with little to no problems as they had not had a bad wave of the virus yet. In California, there were no reports of the staff or guest getting infected in the park, and as of the time of writing, there is no specified time that the park or its hotel will again be opened to the public. California has slowly opened their downtown area which feature shops and restaurants but have still undergone changes to allow the public to use the area safely. 
Florida has also closed with little to no problems, as they have not greatly affected by the virus as they closed the resort. But sadly, they did have to furlough most of their staff but had still allowed them to keep their benefits for a year. The park gradually phased opened their gates on fourth and fifteenth of July under government recommendation despite the extremely high infection rates in state of Florida as a whole and the other surrounding states, which bring in much more infection for Florida residents, risking the guest and cast members health. 
The Cruise liners were also closed off rather quickly, on March fourteenth, as the risk of infection from the guests and staff as they board from the American coast was to big. Not only would they bring infection from America, but other countries as the American ports were the only places that people could join the cruise, which they did by travelling from different countries. The American Centre Disease Control and Prevention forbid their departure from the dock, so the trips had to be suspended. 
Anyone that had booked to use or visit these facilities that were caught in the catchment of the dates were either able to get a full refund, void of cancellation fees, or get to rebook their stay in future when the park is open again or to another hotel if there was one available to them. Guests that were waiting to go on the cruises were able to claim credits that paid out to the equivalent of what they had already paid so they could book another cruise in the future.
Disney has handled the outbreak well but had not taken the health of the cast members and guest into consideration when reopening the Florida park. Disney followed the government guidelines poorly just so they can maximise profit. 
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Introduction 

This report is going to investigate how businesses reacted to the outbreak of coronavirus. The report will specifically be covering reaction of The Walt Disney Company with their amusement parks, hotel resorts and cruises.
In December 2019, the virus began to form and spread in Wuhan China (World Health Organisation, 2019), said to have come from the Huanan seafood market. A live animal market where people sell the animals live to the customers, often or not kill them on site. Infecting the capital of China’s Hubei province. It infected over 60,000 people and has killed 4,512 as it spread though out all of mainland China. (Thomala, LL. 2020)
After this, the virus quickly began to build momentum and became a global pandemic. Because of the virus, countries slowly started to act. Firstly, containing those who are infected before they can infect others. The virus continued to spread further and wider, causing each country to eventually put themselves into lockdown. Lockdown limited the movements of the public and suspend the services of all non-essential businesses, which included hotel resorts and amusement parks. The decision to do this came into effect in March 2020 in France (BBC News, 2020), April first for Florida and the nineteenth of March in California (Ronayne, K. 2020). 
The Walt Disney Company was founded in 1923 but built its first theme park in 1955 in California. Since then, there have been eleven more parks made with vast hotel complexes and resorts built around them to accommodate their guests, which brings in millions of guests in each park every year. The original Disneyland Hotel in California was opened October fifth, 1955 and was designed by the firm Pereira & Luckman. According to the website Magic Guides, there most popular and original sight in California reaches up to 58 million visitors each year.
At the Paris park, Disney have fifteen different hotels in the resort and associated with the park to accommodate their guests. In California, there are three hotels on resort for guests to stay while Florida have over forty sources of accommodation on the resort alone. 
Disney also own a fleet of cruise liners. Starting in 1996, they now have five liners with the latest liner, Disney Wish, coming to the fleet in 2021. There is no exact number for the passengers, but each liner is quite large and have 250 launches per year, which means the number must be in the hundreds of thousands (Slatzein, D 2018).



Main Findings
Disney has several different branches in the hospitality sector. For the sake of this report, only 4 specific areas will be researched. These will be the Disney theme parks in France, California, and Florida and how they manged their cruise liners during the outbreak. 

France
The Disneyland Paris resort is just twenty miles east of the centre of Paris, there is a train that goes directly into the resort from the centre which makes is easily accessible for tourists and locals (Paris Toolkit, 2019). The resort contains over one hundred attractions and restaurants, two theme parks along with the eight hotels on site and many others in and around Paris. They had over ten million visitors in 2018 alone and the number as been steadily increasing since 2006. At their peak in 2016, the park reached up to sixteen million visitors. (Statista, 2019)
As of recent reports, COVID-19 has been with in France since December. Recently discovered by retesting a swab taken form a patient that was originally diagnosed with pneumonia. Further retesting could bring evidence that virus had came even sooner than December. (BBC, 2020)
What was thought to be the original outbreak was from three patients. Two who had passed though Wuhan the week prior, the third being a member of one of the patients’ family that had picked up the virus from them upon their return. (The Guardian, 2020)
Since then, the virus had quickly seeped thought the country, infecting thousands in a matter of weeks. Many of those infected continued to work without knowing they could be spreading the virus due to major symptoms only appearing after two weeks. During early March it was confirmed that some of the maintenance staff at the resort had tested positive for the virus. The park tested other cast member that were in contact with them but elected to continue operating despites the infection. The park insists that the infected cast members where not in contact with guests. (Snouwaert J, 2020) Despite their claims it is hard to believe that they would not contact with the public, even indirect contact with guests, such as touching the same surfaces or passing though a crowd to do their jobs, would put them and the guest around them in danger. 
On the sixteenth of March, it was finally announced the Disneyland Paris was to be closed for the foreseeable future due to the pandemic, for the safety of the cast members and guests. Along with this followed the closure of all Disney Parks that remained open until that point. (Wisel c, 2020) Quickly, Disney released on their website the amendments given to the guest on tickets and hotel bookings made on and before the twenty-second of June. 
What is available slightly varies from hotel to hotel but generally guests could do one of three options given to them if there booking fell into the closure time frame. Options included:
They can cancel there booking with no cancelation fees and can get a full refund for their package
They can keep the date booked previously but would be moved to another hotel
Maintain their booking within the hotel they have chosen but move there booking to a later date 
If they chose to move their date Disney would refund any difference if the room where to be cheaper or pay for the difference if they room was more expensive than when they first booked. 
The closure of the park has also affected the build of a brand-new resort named “Disney’s Hotel New York- The Art of Marvel”. There had already been rooms booked in this hotel for on or after its opening. But due to the virus the whole sight has been shut down and has pushed back the opening well into the future. They cannot release the new opening date until Disney have begun construction again so it has been leaving customers clueless to their holiday will commence and if so, when. Currently Disney decided that anyone who has been booked into the hotel between June fifteenth and October thirty-first can apply for a voucher that equivalent to what they paid for the room which will be valid for eighteen months. This will allow people to book a holiday in the hotel within the future once a date of opening is confirmed or in another hotel if they so wish. Anyone that is booked out of these dates holidays still stand as of now but the opening date is yet to be confirmed and they may fall into having the same options as the ones within the catchment time.  
As of the fifteenth of July 2020, Disneyland Paris has reopened its park to the public. Quickly updating their website to inform guests of what has change and how the park will be running for the foreseeable future.
During the closure, it had been accepted to open again with government regulations for the safety for guests and cast members. The regulations have increased there cleaning frequencies to make sure they limit the spread of any germs and infections and placing additional standards of cleanness for all spaces.
Disney had also cut the number of guests so they can allow all guest and cast members and easily socially distance though out the resort in all queues and attractions. All guest must book tickets in advance so the cast members can control the flow of guests, this includes guests that had purchase or intended to purchase undated tickets and annual passes. 
On the attractions Disney will be spreading out guests between carts, not allowing more than one group/family on each ride and sometimes placing an empty cart between each set of guests. Disney have also cancelled and refunded all fast pass tickets and are no longer using a single rider lane, which will increase the waiting time for ride by a large amount. The park purposely deceives the guests for waiting times on usual days so that they are pleasantly surprised when the waiting time is shorter than expected, but due to the delays the time will now be more realistic. (Hazelton F, 2015)

The playgrounds in the park along with the make over experiences and meet and greets will be unavailable to prevent close interaction between cast members and guests. However, guests can still get pictures with characters and see them around the park but hugs and other form of close interaction with them is off limits. Shows and animation in the parks will also be suspended or modified to allow social distancing between guests and cast members. 
The parks are famous for selling highly collectable and sort after enamel pins, some of which are only available to staff who are encouraged to engage and swap with guest to create unique and positives experiences, but due to social distancing, they are no longer allowed to do so. 
As for inside dining, the park had to do several different changes to meet new regulations. For example, all cast members have been informed to help clean high traffic areas more frequently, and spaces like lifts and handrails along with areas like table and the restrooms. The restaurant had made all menus available for viewing online and on the Disney park mobile app, but paper menus can be provided on sight which will be destroyed after use. All tables will have to be booked in advance and you are able to do so up to two months ahead of time. Disney encourage the use of contactless payments and have made sanitising stations readily available to cast members and guests. The park also insists that anyone over the age of eleven must wear mask in public settings unless eating or drinking. Disney have also made character dining still available but on at one restaurant in the park unlike the number that is available usually. 
In the parks boutiques there are several staff members to help guests keep themselves at a safe distance as well as to keep people flowing the one-way system that has been set. They are also set to encourage the guest to use the premade entry and exit paths in the store, much like the restaurant they will be highly encouraging that members of the public use contactless payment. The stores have also installed sneeze guard at the tills to protect cast members and guests. Again, anyone eleven or over are required to wear a face mask. Changing rooms will be closed but the thirty-day guarantee will allow guest to exchange or return items if needs be. Also, shopping baskets will be sanitised after every use. 
The parks hotels have been reopened along side the park, but like its counterpart, the hotels have had to go under rigorous change to abide by the French government’s health and safety requirements. In common areas they have added signage and marking to allow gest to keep their distance from one another. 
Only one member of the part will be allowed at the reception guest at any given time. One family or group are allowed in a lift at one time. There is also more cleaning in high traffic areas like escalators and benches. Before the guest arrive, every room will be thoroughly sanitised. All cleaning equipment will be changed between rooms to reduce the risk of spreading the virus. Housekeeper will only clean the rooms during a stay if specially asked to do so. With in the room unnecessary and hard to clean items such as cushions, throws, pens and notepads will be removed from each room. 
During their stay, there will still be surprise visits from Disney characters but they all shall be keeping a respectable distance from all guests. The pools will also be open to guest, but they must keep socially distance from all other guests while swimming. They have also opened the fitness centres, but they have had to be adapted to local guidelines and regulations. Valet parking is also still available at some of the hotels. Also, the ‘kids’ corner’ child minding services are closed at all hotels.
There have been other small gestures to the local community like the donation of flowers grown in the park have been donated to local hospitals and hospital staff, and donating their perishable foods after the initial closure to food banks to help those in need in such desperate times. 


California 
On the seventeenth of July, 1955, Walt Disney opened the first of the famed Disney parks. It had cost seventeen million dollars to build over 160 acres (History.com, 2020). Since its opening, the park has continued to increase in size and have added countless amounts of rides and attractions. The park is in Anaheim, California which is only thirty miles south of Los Angeles. Just a under a half hour drive from the centre of the city, but longer if you factor in the infamous traffic. (Disneyland.com, 2020) 
Much like Paris, it seems that California’s earliest case of COVID-19 is a lot further back than they originally thought. Autopsies showing patience far back as early February had died from the virus. The states figures reach a staggering 1,400, adding the USA’s 825,00 total cases as of late. (BBC News, 2020).
Starting on the nineteenth of March, the state of California had been placed a stay at home order. This meant that no one could travel or go outside unless they are shopping for food or for medicine, taking care of relatives, or leaving to go to essential work that can not be done at home (ABC 7, 2020). Since the sixteenth of March, the park has been closed and the website reveals that they shall be closed indefinitely. This is one of four closures they have had since its initial opening (Wisel C, 2020). Whilst in closure, the park has donated their perishable goods to food banks to help those in need in desperate times.
As of this time, the amusement park itself has remained closed as to abide by the local regulations. No set date to be revealed for the total reopening of the park. However, the downtown area of the resort has been opened to the public. The downtown area of the park is only shops and restaurants so has been adapted and will gradually be allowing the public to visit once again like the rest of the state, with the reopening rules have been set for the public’s safety. Upon entry to the district, guests will have temperature checks and all guest over the age of two are required to wear a mask when in the district. Social distancing is placed in all sections of the districts, including in seating areas and when waiting in line, with physical barriers placed around the town. The daily operations and protocols have been changed which includes changes in opening times along with suspension of certain services. Along with the increase of cleaning and sanitation, plus more hand washing and sanitising stations (Disneyland Resort, 2020). 











Florida
Walt Disney World Florida was opened in 1971 and eagerly opened to the public. Sadly, Walt Disney himself had passed in 1966 and never got to see the parks completion. The park was envisioned to be much like its counterpart in California. But this park would be more experimental, where they would test different attractions and rides before brining them to other parks. That is when they invented the Experimental Prototype Community of Tomorrow, otherwise known as EPCOT. The main inspiration for EPCOT was the futuristic thinking seen in the World’s Fair. As of today, there are four different parks at the resort. There is Magic Kingdom, EPCOT, Hollywood Studios and Animal Kingdom. 
April the first was when the state initially closed its businesses and pushed everyone into a mandatory lockdown. The closure of the state was one of the last in the country. Luckily, all Disney parks had been closed the month prior to help prevent infection. Like others, the state had quickly been reopened after only been closed for four months the number of active COVID-19 cases being at an all time high. The mixture of young people going out, not caring if they receive or spread the infection and the large number of older aged people in the state has not been a good mix for the hospitals or the case numbers. Averaging at nearly 10,000 new cases a day, Florida has been suffering a huge hit (Prasad R, 2020).
As of early May the state has opened again due to the dip in cases, the second they did so there was a large spike in cases and hospital administration. Despite the spike, Governor Ron DeSantis refused to make masks mandatory state-wide. (Myers F, 2020)
When first going into lockdown, the resort in Florida put all its staff on furlough, this means that they are still apart of the staff, but they will not be working or being paid. The employees will be able to keep their benefits such as health and dental insurance for a year. Although Disney has kept two-hundred cast members to complete essential duties, this has tripled Florida’s overall unemployment figures. (Thomas P, 2020)
In July, the gates to the resort opened to the public again, Magic Kingdom and Animal Kingdom opened on the fourth of the month whilst EPCOT and Disney’s Hollywood Studios on July fifteenth, despite the surge in infection rates across the state. Masks are required in the park and other safety measures placed like the other parks have. They opened alongside competitors, such as Universal Studios and SeaWorld, that had done so the week before. The park had also opened an associated shopping mall in Orlando, Disney Springs, they reported $1.4 billion profit in the year’s first quarter. Disney have placed many safety requirements much like in California. The water park is still closed and will stay closed indefinitely until they can operate with in the health and safety standards of the state.






Cruises 
Disney have four sea liners in action as of 2020, each providing an exciting and intangible experiences. Each liner getting bigger and bigger than the last, being able to hold more passengers than before, taking their passenger to hundreds of countries annually. 
There is Disney Magic which had a variety of different restaurants and entertainment, which supplies entertainment such as bars and nightclubs, exciting character interactions for Marvel day at sea, and Rapunzel’s Royal Table, which has shows and experiences while you eat. Also, the ship has exclusive show of Tangled: The Musical. The cruise liner also has so many different stores, one excusive to Disney Magic is The Crown Jewellery which provides luxury and beautiful items ready to take home. Additionally, AquaDunk is an exclusive water park and pool to the ship for the whole family to enjoy. 
Disney Wonder is another liner that has a lot of experiences to enjoy. Each ship has a giant New Year’s Celebration which includes live shows, deck parties and character experiences. Oceaneer club is a youth club that allows children to enjoy character experiences. The ship also has Pirate Night dinner experience with lots of entertainment for all to enjoy. Also, the ship has Bibbidi Bobbidi Boutique, which is a transformation experience when kids can be changed into a pirate of a princess. They also have the “it’s a small world” nursery for the younger children to be taken care of. 
Disney Dream liner features a special Thanksgiving at Sea experience that includes character experiences like Micky Mouse and Goofy. There are also several different store and boutiques that sells products for the passengers. A Sense spa and Salon is also available on the ship which a great escape for the parents among the Disney madness. The rest of the ships have many more and similar experiences and products for the passengers during their voyage. 
As of March the third, the MS Zaandam reported the death of four elderly passengers along with the infection of 73 other passengers and 116 crew members. After this discovery there were several different cruise liners which had also broken out with other cases and had to isolate passengers, staying in the docs and marinas without having direct contact with the mainland. (Vara V, 2020)
Since the fourteenth of March, Disney has suspended all their cruise liners. It originally was only to the end of the month but since has been extended by each month until July. July the twentieth was when Disney extended the suspension to the twelfth of October across there four functioning ships, which is due to U.S. Centre Disease Control and Prevention. (Bloomberg, 2020)
It would not just be people from America joining the cruise as anyone from across the world wanting to take this cruise could come to America and get on. Bringing in a lot of people from different rates on infection and risk infecting the mainland and risk infecting the entire ship, passengers, and staff. 
Anyone that has booked and paid for the cruises are being given two offers, they can opt for a full refund of everything they have paid for so far or the second option, for them is to get future credit, 25 percent, 125 percent, or 150 percent of the cost of trip which can be used within 15 months of their original sailing. 25 percent would be able to put the credit toward future voyages and allows them to continue to pay for the rest of the cost. Left over credits will be put on board non-refundable. 

Conclusion 
It is shown that Disney is responsible with its response to the spread of the virus. They had closed early compered to many other businesses. Closing on March the sixteenth, which was late for Paris as staff was already infected at this point but effective for their American parks as they had yet to face the high infection rates. (Wisel C, 2020)
The parks had adapted well to implementing adaptations to allow guests into the park with their safety in mind. The parks website was eager to show all that they had changed as Disney wanted to make sure the guests knew what behaviours were expected of them when at the parks. Making sure visitors follow the governments guidelines to the letter, so they do not have to worry about worsening the spread of infection if everyone follows the new rules placed in the parks. 
They have also been good rebooking and giving refunds on bookings that have been affected by the pandemic, helping customers as much as they can from the distance with a team of staff working though each claim. Also, their website was quite informative for telling each customer what is available to them depending on what they had purchased. 
But still it is worrying that Disney have opened the Florida park despite the frightening increase of cases in the state, risking the infection of the residents from guest coming though from other states along with forcing their staff into work and risking infecting them. Every person stepping into the park is a huge risk of infection and worsening spreading the virus though the state, risking igniting the spread in states that have nearly recovered from the outbreak.
Disney has plenty of money from other sectors of their business, $130 billion to be exact, to keep the parks open during closure, so the loss of profit would not be such large impact compared to other businesses that would not survive being closed for such a long amount of time (Hoffower H, 2020). Which means that the company only really cares for its profit margins rather their staff and guest’s health and safety, since they just followed the governments poor advice rather than assessing the situation themselves and withholding opening until it was more appropriate and safe. 
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