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Please post your questions via the Q&A box. 
Questions will be addressed at the end of the session. 

The on-demand video recording of today’s 
presentation will be distributed within 48 hours of 
the webinar. A copy of the presentation and any 
support materials can be found in the Members' Only 
portal.

This session is scheduled through 3:15PM ET.



#CHTALive

CHTA Strategic Partners



www.caribbeanhotelandtourism.com

CHTA Key Member Resources

The six peer groups for our first phase of the CHTA Roundtables are:
1. Hospitality Owners and Managing Directors – Sept. 18
2. Hospitality General Managers – Sept. 25
3. Hospitality and Tourism Allied Members and Suppliers – Oct. 9
4. Hospitality Human Resources Leaders – Oct. 23
5. Tourism Business Leaders (e.g. attractions, restaurants, other tourism providers) – Oct. 30
6. Hospitality and Tourism Stakeholders in Spanish-speaking destinations – Nov. 6



www.caribbeanhotelandtourism.com

CHTA Key Member Resources
Providing Reopening Resources to Help

You Get Back to Business



Your membership helps us continue our work 
to safeguard the industry and build towards a 

strong recovery.

Join the #MyCHTA community!
Membership@CaribbeanHotelandTourism.com

www.caribbeanhotelandtourism.com

CHTA Membership



CHTA Live Upcoming Webinars

www.caribbeanhotelandtourism.com
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Key Findings – Customer 
Expectations Post COVID-19 

Sources: Digital Life Index – August 2020 & PwC – July 2020



Travel & Safety

Source: Digital Life Index – August 2020



Actions Hotels Could Take to Protect 
Guests from Coronavirus - % of respondents

Source: McKinsey Consumer Leisure Travel Survey – April 30 2020



Contactless Technology

Source: Digital Life Index – August 2020



Hospitality Technology Trends in 2020

Source: mitel.com – March 2020 - Top-10-communication-tech-trends-hospitality



Personalization Makes Travel More 
Connected

Source: Digital Life Index – August 2020



Example of Creating a Personalized 
Experience & Providing more Guest Control



Building Trust and Confidence –
Consumers want to hear & then see! 

Source: PwC – How to Restore Confidence in Travel during an uncertain time – April and July 2020



Delivering on Building Trust & 
Confidence



Four most important Workforce Values 
in the delivery of Modern Customer Service



Respond to the Crisis by Stimulating
your Workforce and Building Resilience



Respond to the Crisis by Stimulating
your Workforce and Building Resilience..



Conclusion



Data Sources

https://thedigitallifeindex.publicissapient.com/food-and-travel
https://www.pwc.com/us/en/industries/consumer-markets/library/traveler-
sentiment-survey.html
https://www.mckinsey.com/industries/travel-logistics-and-transport-
infrastructure/our-insights/hospitality-and-covid-19-how-long-until-no-vacancy-
for-us-hotels
https://www.pwc.com/us/en/industries/consumer-markets/library/how-to-
restore-confidence-in-travel-during-covid-19.html
https://www.mckinsey.com/industries/travel-logistics-and-transport-
infrastructure/our-insights/make-it-better-not-just-safer-the-opportunity-to-
reinvent-travel
https://www.mitel.com/blog/top-10-communication-tech-trends-hospitality

https://thedigitallifeindex.publicissapient.com/food-and-travel
https://www.pwc.com/us/en/industries/consumer-markets/library/traveler-sentiment-survey.html
https://www.mckinsey.com/industries/travel-logistics-and-transport-infrastructure/our-insights/hospitality-and-covid-19-how-long-until-no-vacancy-for-us-hotels
https://www.mckinsey.com/industries/travel-logistics-and-transport-infrastructure/our-insights/make-it-better-not-just-safer-the-opportunity-to-reinvent-travel
https://www.mitel.com/blog/top-10-communication-tech-trends-hospitality


Contact Information



Rebuilding the Caribbean Focus
on Modern Customer Service

PAUL COLLYMORE



Key Challenges & Opportunities: 
An Operations Perspective In Covid-19 Era
Challenges

Training staff on how to smile whilst wearing a face mask

Distinguishing our guests & staff who are wearing a mask

Airlines not having a mandatory requirement for travelers to present a negative PCR test before traveling and 
arriving in the destination

Reduction of business in our key source markets

Increased payroll burden due to increased cleaning of high touch points

Unplanned cost of severance payments, recurrent expenses on mandatory protocols impacting cash flow

Not being able to achieve the financial targets to effectively operate our respective businesses due to a decline 
in bookings and unplanned expenses



Perspective In Covid-19 Era:
Key Challenges & Opportunities, An Operations 
Perspective – Cont’d
Opportunities

Reinforcing the service and hospitality culture

Story telling: Creating compelling stories on social media and incorporating guest testimonials on 
guests' personal experiences to encourage more engagement

Developing and utilization of training platforms for hospitality professionals – remote learning

Use of contactless technology to expedite/improve the service request; improving our e-commerce 
communication for accessing services and bill settlement 

The need for more hospitality businesses to develop a hardship fund to support employees during 
extraordinary events like the Covid-19 Pandemic

Training: Service with a smile whilst wearing a mask – Smiling with your eyes 





Leadership Development, Education & 
Employee Recognition 
People development in the Eastern Caribbean must be complemented via training and 
development plans; utilization of travel within the regions for exchange training to gain further 
knowledge and experience. CSME allows for the free movement

Developing our leaders through continuous competency-based education and training 

Train the Trainer: Building capacity for training and development to be effected in-house 

Our Caribbean educational system is great and provides a strong academic curriculum; we need 
more support for internship programs and community outreach in primary, secondary and 
tertiary institutions 

Role of the CHTA Young Leaders – developing emerging leaders 

Employee recognition must be done timely and consistently: it is needed now more than ever



Contact Information
Paul Collymore

General Manager 

The Landings Resort & Spa 

P.O. Box CP5984, Pigeon Island Causeway

Rodney Bay, Gros Islet

LC04 301, St. Lucia 

Tel: (758)-458-7300

Email: gm@landingsstlucia.com

WWW: landingstlucia.com

mailto:gm@landingsstlucia.com


Rebuilding the Caribbean Focus on Modern Customer Service

Presented by: Omar Robinson



Customer Service in 
COVID times

1. Flexibility/Agility

2. Empathy

3. Empowerment

4. Boundarylessness

5. Employee Morale



Customer Service in 
COVID times

• Ensure digital platforms are up to date including 
websites, travel partner extranets and social 
media

• Market with your property/ destination's unique 
selling points (USP)

• Stay engaged on social media with guests and key 
industry partners

• Invest in technological enhancements to help with 
direct booking conversions and improve pre- arrival 
guest experiences
⚬ Chatbots
⚬ Mobile applications



People Development the 
Jamaican Way 

• Foster a sense of togetherness by keeping in touch 
with employees and/ colleagues

• Anticipate staff concerns, and provide adequate 
updates and resources to support impact

• Consider mental health and always be positive in 
communicating any information

• Implement revised training to introduce new 
policies, procedures and best practices to the 
operations

• Provide credible information on industry to ensure 
confidence when communicating with visitors



How to develop leaders and 
managers from the workplace

• Management coaching
• Online resources

⚬ Webinars
⚬ Newsletter subscriptions
⚬ Use social media to connect with like minded 

professionals  
• Learning from the crisis

⚬ Becoming adaptable
⚬ Employ reserved skillset
⚬ Pursue cost- effective personal development 



Top 5 hospitality training 
opportunities for employees

• Cross training & shadowing
• Online certification

⚬ Google Garage
⚬ HubSpot
⚬ eDx 

• Organized certification/ accreditation through local 
authorities
⚬ Tourism Enhancement Fund
⚬ Local & international collaborations (AHLA 'Stay 

Safe' initiative)



CHTA Live Upcoming Webinars

www.caribbeanhotelandtourism.com



Thank You for Attending!

Get in Touch!
membership@caribbeanhotelandtourism.com

@CHTAFeeds

@CHTAFeeds

@CaribbeanHotelandTourismAssociation

Caribbean Hotel and Tourism Association
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