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COURSE INTRODUCTION / OVERVIEW:

The global hospitality landscape is evolving rapidly, with resorts and spas at the forefront of delivering exceptional and
holistic guest experiences. This course provides a comprehensive framework for mastering the complexities of modern
resort and spa management, blending strategic leadership with operational excellence. Drawing upon principles
discussed by leading academics like Dr. Mary Tabacchi of Cornell University, a pioneer in spa management education, this
program delves into the critical success factors that define luxury and profitability in this competitive sector. Participants
will explore concepts from foundational texts such as "Resort Management and Operations" to understand the integration
of services, from front office to wellness programming. This training course from BIG BEN Training Center is meticulously
designed to equip professionals with the skills needed to enhance guest satisfaction, optimize revenue streams, and
implement sustainable hospitality practices. It moves beyond theory to provide actionable strategies for managing
everything from spa menu engineering and staff training to sophisticated digital marketing campaigns and robust

financial planning, ensuring a 360-degree view of successful resort and spa operations.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Resort General Managers.

e Spa Directors and Managers.

e Hotel Operations Managers.

e Guest Experience Managers.

e Directors of Rooms.

e Food and Beverage Directors.

e Hospitality Entrepreneurs and Investors.

o Wellness Center Coordinators.

e Front Office and Guest Services Supervisors.

e Marketing and Sales Managers in the hospitality sector.
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TARGET SECTORS AND INDUSTRIES:

Hospitality and Tourism.
Wellness and Healthcare.

Luxury Real Estate Development.
Leisure and Recreation.

Travel and Tour Operations.

Governmental tourism authorities and ministries.

TARGET ORGANIZATIONS DEPARTMENTS:

Operations Management.
Guest Services and Relations.
Sales and Marketing.

Finance and Accounting.
Human Resources and Training.

Food and Beverage.

Housekeeping and Facilities Management.

Spa and Wellness Services.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Develop a strategic business plan for a resort or spa.

Implement five-star service standards to elevate the guest experience.

e Master revenue and yield management techniques to maximize profitability.

e Design and engineer an innovative and profitable spa menu.

o Execute effective digital marketing and branding strategies for luxury properties.
e Lead and motivate diverse teams to achieve operational excellence.

e Integrate sustainable practices into daily resort and spa operations.

e Manage financial budgets, forecasts, and performance metrics effectively.

e Enhance guest loyalty through advanced customer relationship management.

e Handle operational challenges and crisis situations with confidence.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be immersive, engaging, and highly practical,
ensuring that participants can immediately apply their learning to real-world scenarios. This course utilizes a blended
learning approach that combines expert-led presentations with interactive group discussions, allowing for a deep dive
into the core concepts of resort and spa management. A significant emphasis is placed on experiential learning through
the analysis of contemporary case studies from leading global hospitality brands. Participants will work in teams on
practical exercises and business simulations that challenge them to solve complex operational, financial, and marketing
problems. Role-playing sessions will be used to refine guest communication and service recovery skills. Continuous
feedback from the instructor and peers is a cornerstone of the methodology, fostering a collaborative and supportive
learning environment. This dynamic approach ensures that theoretical knowledge is firmly cemented with the practical

skills required to lead and innovate in the competitive hospitality industry.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF MODERN RESORT AND SPA MANAGEMENT

The Global Resort and Wellness Tourism Industry Landscape.
Understanding Different Resort and Spa Business Models.
Key Performance Indicators (KPIs) for Hospitality Success.
The Legal and Regulatory Framework for Resorts and Spas.
Market Analysis and Competitive Positioning.

The Role of Technology in Transforming Guest Services.

Fundamentals of Sustainable Hospitality Practices.

UNIT TWO: MASTERING THE GUEST EXPERIENCE AND SERVICE EXCELLENCE

Mapping the Luxury Guest Journey from Pre-arrival to Post-departure.
Developing and Implementing Five-Star Service Standards.

Advanced Communication and Interpersonal Skills for Hospitality Leaders.
Managing Guest Feedback and Online Reputation.

Service Recovery Strategies and Turning Complaints into Opportunities.
Personalization and Customization in Guest Services.

Building a Culture of Service Excellence within the Team.

UNIT THREE: STRATEGIC FINANCIAL AND OPERATIONS MANAGEMENT

Effective Budgeting, Forecasting, and Financial Control.
Revenue Management and Dynamic Pricing Strategies.
Optimizing Food and Beverage Operations and Profitability.
Excellence in Housekeeping and Facilities Management.
Front Office Operations and Yield Management.

Supply Chain and Procurement Management for Resorts.

Health, Safety, and Security Protocols in Hospitality.
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UNIT FOUR: SPECIALIZED SPA AND WELLNESS OPERATIONS

e Spa Menu Engineering and Treatment Development.

e Retail Management and Merchandising for Spas.

e Recruiting, Training, and Retaining High-Performing Spa Therapists.
¢ Inventory Control and Management of Professional Products.

e Integrating Wellness Trends into Spa Programming.

e Spa Facility Design, Ambiance, and Layout Considerations.

e Managing Spa Technology and Booking Systems.

UNIT FIVE: LEADERSHIP, MARKETING, AND FUTURE-PROOFING THE BUSINESS

e Strategic Leadership and Team Motivation in a 24/7 Environment.
e Digital Marketing, Social Media, and Influencer Strategies.

e Building a Powerful Resort and Spa Brand Identity.

e Developing Effective Sales and Corporate Partnership Programs.
e Crisis Management and Business Continuity Planning.

e Implementing a Comprehensive Sustainability and CSR Program.

e The Future of Resorts and Spas: Trends and Innovations.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How can traditional spa therapies be integrated with modern wellness technologies to create a unique and marketable

guest experience without losing authenticity?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself through a holistic and strategic approach that goes beyond standard operational training.
While many programs focus narrowly on either resort management or spa operations, this curriculum intricately weaves
them together, reflecting the integrated nature of modern luxury wellness destinations. It places a significant emphasis on
forward-looking topics such as sustainable hospitality, the integration of wellness technology, and advanced digital
marketing, equipping leaders not just for today's challenges but for future industry trends. The methodology is deeply
rooted in practical application, utilizing real-world case studies and business simulations rather than purely theoretical
lectures. This ensures participants develop critical thinking and problem-solving skills directly applicable to their roles.
Furthermore, the content is curated to foster strategic leadership, focusing on financial acumen, brand building, and
creating a culture of service excellence, thereby cultivating well-rounded executives capable of driving both profitability

and unparalleled guest satisfaction in a competitive global market.
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