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Executive Summary
 The purpose of this report is to analyse the impacts that Covid-19 had on businesses that have stopped operating and how they would overcome it. Going to see if they could come out of this and what precautions would be taken to carry on. Also if there is anything they had done in the meantime to make up for their losses
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Introduction

This Industry Project report is going to be looking at the impacts that covid-19 had on the Disney Cruise line and how they have overcome it. Covid-19 is a flu virus that had spread worldwide causing a global pandemic and everyone going into lockdown isolation. It is going to review the organisations approach to the pandemic, the decisions they had made going through and any changes made, also looking at how the guest and employees were treated throughout. 
Disney is a multi-million growing company and is known worldwide for their popular characters, movies, singalong songs and their enchanted magic that brighten up every child’s face. They have always worked close to their guests from all around the world going above and beyond for them. Looking at how they have now had to handle situations with new social distancing rules and safeguarding staff. 





















Main Findings

History

On May 3, 1994, Disney announced that they intended to start their own cruise line with operations starting in 1998. Disney got into a contract with an Italian shipbuilder Fincantieri who was going to build their first ships and The Disney Cruise Line company was first launched in 1996. Their first cruise ship Disney Magic set sail in 1998 and with huge success the Disney wonder soon followed in the 1999. The ships consisted of 875 staterooms, unique interior design, restaurants and entertainment venues for all ages including children, teenagers, and adults. In 2011 the Disney Dream was born and the year after in 2012 The Disney Fantasy entered alongside, these two ships were two decks taller and contained 1250 staterooms each.  The Disney Magic and Disney Wonder have since had upgrades and refurbished. (Disney Avenue: The History of Disney's Cruise Line, 2015)
The Disney Cruise Line has been such a success, they have now announced three new ships which they are hoping to launch by 2023. German company the Meyer Werft shipyard are going to start building these new ships with the first one being the Disney Wish hoping to deliver in late 2021 and set sail in January 2022. (The Walt Disney Company, 2007).  All three new ships will be powered by liquefied natural gas and at approximately 144,000 gross tons and 1,250 guest staterooms, be slightly larger than the Disney Dream and Disney Fantasy. (Disney Parks Blog, 2019)
There is also Disney’s very own private island in the Bahamas called Castaway Cay, this stop is reserved exclusively for Disney Cruise Line Guests on Bahamian and Caribbean cruises. Guests can experience the magic of Disney entertainment combined with the relaxation of tropical, sun-drenched beaches and the adventure of ocean cruising. There are details that have emerged on a second destination in The Bahamas located on the beautiful island of Eleuthera at the Lighthouse Point. Construction could begin in 2020 with the acceptance and review of the Environmental Impact Assessment and Environmental Management Plan by the Government of The Bahamas with completion in late 2022 or 2023.The new destination will celebrate both the stories of The Bahamas and the natural environment of Lighthouse Point itself (Travel + Leisure, 2019).
 Disney Cruise Line Guest Service

Aboard any of the Disney cruise ships and straight from the start everything will be magical, and a dream come true. The staff are very attentive and helpful, they would try and sort out any problem guests may have from requesting extra pillows to having a shipboard wedding, no request is too big or small. The guest service desk is 24 hours on board so they can help you with any problems or questions, in addition to providing personalized assistance, there is also a range of onboard services on every cruise such as:
Foreign currency exchanges
Extra copies of the Personal Navigator newsletter
Pack ‘n Play cribs and Diaper Genies
Internet and phone services
Information about the ship and ports of call
Activities and entertainment
Dining reservations
Spa appointments
Lost and found
Other convenient services include professional photography, full-service laundry and dry cleaning. Health centres are available Ensure a bon voyage with flowers, champagne, chocolates or other gifts delivered right to your stateroom, also arrange events and special occasions such as:
Business meetings
Family reunions
Weddings
Engagement and anniversary parties
Birthday and other milestone celebrations
There is also a Health centre on board that is open daily for non-emergency medical care, where they stock over the counter medications, bandages and any other quick relief remedies. Guests can refrigerate their medication in the provided stateroom fridge. In case of an emergency doctors and nurse are on call 24 hours a day, 7 days a week (Disney Cruise, 2020).
Covid-19

During March 2020, the coronavirus had spread rapidly around the globe causing each country to go into lockdown, this causing business to stop operating including the tourism and hospitality sector. Slowly all major airlines and cruise were given no choice but to cancel guests’ flights and holidays, giving them the offer to re arrange or refund. This caused a big dip in the travel and tourism sector and the economy and the Disney Cruise line were also caught up in the middle of this. As the coronavirus disease started to grow rapidly Disney started to suspend and close a lot of their travel flights, departures, theme parks, resorts and hotels. (DCL Fan - Disney Cruise Line Information, 2020)
On March 28th 2020, Dreams Unlimited Travel Agents started to receive letters from Disney Cruise Line on behalf of their clients who had travelled on the Disney Wonder, March 6th 2020 from New Orleans saying  that a handful of guests on the cruise said they began to feel ill after returning home and have since tested positive for Covid-19, including at least three guests who died due to the virus. Disney Cruise Line stated that they “didn’t receive any reports of guests or crew members with COVID-19 symptoms during the sailing.” Disney shared this information with the U.S. Centres for Disease Control and Prevention (CDC). Also, another guest who had cruised on the Wonder to Mexico previously on February 27th to March 2nd had tested positive after returning from the cruise, confirmed by the CDC. (Cruise Law News, 2020) This caused a lot of stir around Disney as it questioned whether they knew this information and still allowed cruises and guests to carry on as normal.
As numbers of cases and deaths were rising this became very serious quite quickly and on March 30th, Disney Cruise Line made the decision to cancel all sailings departures due through until April 28th. Guests were given credit of 125% to use withing 15 months of sail date, full refunds and re-scheduled where needed and any cancellation fees from January 30th and March 31st were refunded, also allowing them to cancel 24 hours before their holiday. Disney giving guests these choices and options was helpful and gave guests peace of mind. April 6th The Canadian government announced that it will not allow any ship with more than 500 passengers to dock in any Canadian port until July 1st, although the Disney Wonder was scheduled to disembark in Vancouver and did not secure an alternative port. Eventually the Disney wonder managed to dock in San Diego with more than 2000 passengers. (DCL Fan - Disney Cruise Line Information, 2020) By April 7th Disney Cruise Line had cancelled all their cruises on the Disney Magic, Disney Dream and Disney Fantasy through until September 2020. As crew members were from different parts of the world, many which had closed their borders due to lockdown and were not allowing anyone to enter, the staff had to stay on board the ship to reduce the risk of spreading.
Disney Had released the following statement during the pandemic, April 18th: - 
“The COVID-19 pandemic is having a devastating impact on our world with untold suffering and loss and has required all of us to make sacrifices. Over the last few weeks, mandatory decrees from government officials have shut down most of our businesses. Disney employees have received full pay and benefits during this time, and we have committed to paying them through April 18, for a total of five additional weeks of compensation.
“However, with no clear indication of when we can restart our businesses, we’re forced to make the difficult decision to take the next step and furlough employees whose jobs aren’t necessary at this time. The furlough process will begin on April 19, and all impacted workers will remain Disney employees through the duration of the furlough period. They will receive full healthcare benefits, plus the cost of employee and company premiums will be paid by Disney, and those enrolled in Disney Aspire will have continued access to the education program. Additionally, employees with available paid time off can elect to use some or all of it at the start of the furlough period and, once furloughed, they are eligible to receive an extra $600 per week in federal compensation through the $2 trillion economic stimulus bill, as well as state unemployment insurance.” (Variety, 2020)
This statement shows that Disney was thinking about the wellbeing of their staff and continued to pay them plus the benefits and still part of the Disney team.
On May 1st, three cruise ships had docked at B street Pier to get fuels and supplies but no one was allowed of the ship. Celebrity Millennium, Disney Wonder and Celebrity Eclipse would top up every few days depending on the needs but with no destination to go. Disney Wonder still had 740 crew members on board, 46 of them with Coronavirus flu. The CDC said at least 255 people on board the Disney Wonder have tested positive for COVID-19 since March 1, making it one of the largest known cruise ship outbreaks. (Cruise Mapper, 2020) This has branded cruise ships as ‘Plague ships’ giving it bad publicity for any future guests and for when they open back up as well as making cruise crew more uncomfortable on board.
In early May, Disney Cruise Line tested all crew on board using PCR tests who were isolating in their cabins for several weeks. There had not been any crew members showing symptoms for Covid-19 in 28 days and the last positive case on board was on May 8th. Although a crew member has passed away recently on June 23rd and will be tested for covid-19 the CDC which has given the ship a provisionally green and flagging it as safe to disembark crew through commercial travel. There were 350 cruise workers currently on Disney’s four ships. (Dolven, 2020) Disney cruise line processing crew member to go home from several ship as the borders were open from some countries such as Romania, Croatia, Serbia, UK, United States via a charter flight from Miami International Airport. Many others have failed access due to unsuccessful negotiations with their government such as Jamaica, China and Japan, these crew members seem to be forgotten.  
Disney set out some rules for crew member when embarking the ship these include not wearing or using Disney label products, always wearing face masks and social distancing. A lot of crew member started showing signs of depression as they had finished their contract and no longer on the payroll but still stuck on the ship. There are several nations that the airports are still open but have not received news from the company yet as they are considering the costs of return of some nations. This makes any future employee think twice about applying to work on board considering this is a multibillion dollar company and they are more concerned about protecting their image than sending their crew home. (crew-center, 2020)
Disney Cruise Line has not announced any sails to take off yet as the CDC first issued the 100 day “no sail order” On March 14th, it has had one extension which expired on July 24 and Travelers and cruise industry and waiting to see if there will be a second extension. Currently ships cannot sail with more than 250 passengers. And the CDC currently has a "Warning Level 3-Avoid Nonessential Travel" for all cruise travel When Disney Cruise Line decide to set sail again, they could possibly be taking on social distancing measures and precautions on board, most likely will reduce the capacity of guests on board and avoid any form of gatherings in one area. Bathrooms must be used in the sleeping quarters and no buffet style meals. (Forbes, 2020).
Disney have also mentioned about bringing out three new ships built by German company Meyer Werft shipyard and they have mentioned the challenges they will face in the coming years that may not return to normal until 2030. Disney have already lost a lot of money so far and depending if they can fill their current cruise ships up there is no need to start building new ones. Plans might be on hold for a couple of years due to Covid-19 (Mickey Blog, 2020).
SWOT analysis
Strengths	Weaknesses
Disney is well known	Disney Cruise Line offers 	Cancellation 24 hours before cruise	Loyalty – 2021 booking 40% higher than 2019	Other incomes from their business	“Plague ships”	Seasonal workers lost	Delay on future plans	Loss of money 	
Opportunities	Threats 
Prove themselves 5* cleaning 	Buying other ships which could not survive as business	Extent to Developing Countries			Someone coming on board with illness	“No sail order” extension	Second wave	Guests not complying by rules	Operating cost is high due to Human Resources	


4ps
Product
Disney have a range of products to offer guests on board and services that could still go on using the right precautions
entertainment- sanitizing, social distancing, reduced number of shows and guests
Restaurants – sanitizing, booking system, spread apart seating, reduced numbers, health and safety, hygiene practices
Business meeting – Booking prior, sanitizing, only having specific rooms
weddings/events – booking prior, smaller group gathering, hygiene on food
Place 
Disney Cruise Line have four large ships to choose from, there is enough rooms and space for guests to still enjoy themselves. The destinations they dock at could take temperatures of guests as they arrive to be safe and have peace of mind while allowing them to explore. 
Price
When Covid-19 first got announced the Disney Cruise Line had offers on their cruises and guests were able to reschedule their trip up to 24 hours before. Also giving customers credit to use on board if they re-schedules, they could also possibly do discounts and offers on board too
Promotion
Disney is already known globally and can promote easily through their other networks; they can also promote for upcoming events such as Halloween and Christmas. So far 2021 bookings are 40% higher than the bookings in 2019. This is also done in an internal manner, which has been blossoming on a positive word of mouth from happy visitors





Conclusion 

Disney Cruise Line are already a worldwide multibillion dollar known brand and will take precautions to bring back their guests. “The mission of The Walt Disney Company is to entertain, inform and inspire people around the globe through the power of unparalleled storytelling, reflecting the iconic brands, creative minds and innovative technologies that make ours the world’s premier entertainment company” They are known to sell a dream and will achieve it. Training staff on board and being more aware of any situation is key, as well as following guidelines and laws. With reduced number of guests, it would be easier to keep control, clean, be more attentive and less pressure on the crew members. Having four ships to begin with is a positive for Disney as they can still carry many guests and will not lose out on much money.
They should consider promoting and advertising more as there is not much going on now, maybe when they get the news, they want they would consider it more then. During covid-19 Disney did launch their new movie streaming app which hit 50 million subscribers. Although it has been a difficult time for everyone especially in the travel, tourism and hospitality sector it is getting better, people enjoy travelling and treating themselves so there is no doubt that Disney Cruise Line will overcome this.
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