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Abstract 

Protected areas and natural reserves play a crucial role in preserving global biodiversity, yet they face 

increasing pressures from growing tourism demand. Eco-tourism has emerged as a strategic approach to 

promote conservation while supporting local economies and enhancing visitor experiences. This report 

examines the challenges and best practices associated with planning and managing sustainable tourism in 

protected areas. Through a qualitative analysis of global case studies—including the Monteverde Cloud Forest 

Reserve in Costa Rica, the Maasai Mara Conservancies in Kenya, and the Great Barrier Reef Marine Park in 

Australia—the report identifies the factors that contribute to successful conservation-oriented tourism models. 

Findings reveal that community participation, strict visitor management systems, environmental monitoring, 

and revenue reinvestment significantly improve sustainability outcomes. However, overvisitation, weak 

governance, and inconsistent enforcement continue to threaten fragile ecosystems. The discussion highlights the 

importance of integrating eco-tourism principles, adopting behavioural strategies to guide visitor conduct, and 

strengthening institutional frameworks. The report concludes that sustainable tourism in protected areas is 

achievable through balanced planning, stakeholder collaboration, and continuous evaluation of ecological 

impacts. Recommendations include implementing carrying capacity thresholds, enhancing environmental 

education, improving benefit-sharing mechanisms, and leveraging technology for conservation. These insights 

offer practical guidance for policymakers, park managers, and tourism planners seeking to protect natural 

environments while delivering long-term socio-economic benefits. 

Introduction 

Tourism organizations operate in environments characterized by uncertainty, cultural diversity, and constant 

exposure to risk. Among the numerous challenges facing the global tourism industry, health-related crises stand 

out as some of the most disruptive due to their rapid spread, high level of media attention, and ability to damage 

destination reputation almost instantly. The case of GlobalSun Resorts Ltd., which experienced a norovirus 

outbreak in its Maldives property, underscores the growing need for tourism businesses to adopt structured and 

strategic crisis communication approaches. In an industry where guest trust, safety, and satisfaction directly 

influence economic stability, the ability to manage a health crisis effectively is not simply a matter of 

operational competence—it is a core component of sustainable business resilience. 

Norovirus outbreaks present unique challenges for hospitality providers. Highly contagious and easily 

transmissible through food, water, and person-to-person contact, norovirus can spread rapidly in high-density 

settings such as resorts, cruise ships, and tourist enclaves. In these environments, guests often come from 

diverse cultural backgrounds with varying expectations regarding transparency, health protocols, and corporate 

responsibility. As such, a poorly managed communication response can quickly escalate the crisis, leading to 

widespread public concern, cancellations, negative media coverage, and long-term reputational harm. For 
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GlobalSun Resorts, the norovirus outbreak not only posed an immediate health threat but also demanded a 

coordinated communication strategy tailored to multiple stakeholders, including guests, employees, government 

authorities, travel partners, and the international public. 

The significance of crisis communication in tourism is well established in both academic literature and industry 

practice. Communication during a crisis must accomplish three essential tasks: provide accurate and timely 

information, reduce stakeholder uncertainty, and demonstrate the organization’s accountability and empathy. 

For health crises in particular, effective communication can prevent panic, encourage compliance with safety 

measures, and mitigate the damaging effects of misinformation. The global tourism landscape—amplified by 

real-time social media platforms—makes organizations especially vulnerable to rapid narrative shifts. A single 

viral post or misleading report can undermine months or even years of brand-building efforts. Therefore, a 

structured crisis communication plan is not optional; it is indispensable. 

This report draws upon the Situational Crisis Communication Theory (SCCT) as its primary analytical 

framework because SCCT offers clear, evidence-based guidance on how organizations should respond to 

various types of crises depending on perceived responsibility. In the case of norovirus, where the organization 

may be seen as partially responsible due to environmental or food-handling conditions, SCCT recommends 

accommodative strategies such as apologies, compensation, and corrective action communications. These 

strategies are designed to protect organizational reputation while emphasizing accountability and 

responsiveness. The applicability of SCCT is especially strong in tourism contexts, where emotional 

reassurance and clear information flow are critical to maintaining guest confidence. 

In addition to SCCT, the report emphasizes the importance of cross-cultural communication. GlobalSun Resorts 

caters to a culturally diverse clientele, each group bringing different values, expectations, and communication 

preferences. Cultural misunderstandings during crises can exacerbate tensions and hinder cooperation. For 

example, guests from low-context cultures may expect direct, explicit information, while guests from high-

context cultures may prioritize relational and empathetic communication. Employees, too, come from 

multicultural backgrounds and require communication that acknowledges their wellbeing, roles, and 

responsibilities. Incorporating cultural sensitivity into the crisis communication strategy is essential not only for 

effectiveness but also for demonstrating respect and professionalism. 

The purpose of this report is to present a comprehensive crisis communication plan tailored to the specific 

circumstances of GlobalSun Resorts and informed by theoretical, practical, and contextual insights. The report 

includes a literature review, which outlines key theories and research related to crisis communication in 

tourism; a methodology section explaining the research approach; findings drawn from analyzing the norovirus 

incident within the context of existing knowledge; and a discussion that synthesizes these findings into 

actionable recommendations. The report also includes three essential communication documents—a formal 
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internal memo, a public press release, and a stakeholder letter—which demonstrate how theory can be applied 

to real-world communication outputs. 

Ultimately, this report aims not only to address the immediate norovirus incident but to help GlobalSun Resorts 

strengthen its long-term crisis preparedness. As tourism continues to recover from global disruptions and 

navigate new health-related risks, organizations must adopt communication strategies that are transparent, 

empathetic, culturally adaptable, and rooted in best practices. By doing so, they not only protect their reputation 

but also contribute to building a safer, more resilient, and more trustworthy tourism industry. 

Literature Review 

Sustainable tourism emerged from broader discussions on environmental conservation and responsible 

development. The United Nations World Tourism Organization (UNWTO) defines sustainable tourism as 

tourism that considers its current and future economic, social, and environmental impacts while addressing the 

needs of visitors, businesses, and host communities. Within this framework, eco-tourism is recognized as a 

specialized segment that emphasizes nature-based experiences, low-impact activities, and conservation-oriented 

outcomes. The International Union for Conservation of Nature (IUCN) further supports the integration of 

tourism by categorizing protected areas according to their conservation objectives, ranging from strict nature 

reserves to protected landscapes. These categories guide decisions about visitor access, recreational activities, 

and infrastructure development. 

Several theoretical models underpin the planning and management of tourism within protected areas. Butler’s 

Tourism Area Life Cycle (TALC) describes how destinations evolve from exploration to development, 

stagnation, and potential rejuvenation or decline. This model highlights the risk of overdevelopment if tourism 

growth is not regulated. Carrying capacity theory, another influential framework, assesses the maximum 

number of visitors a site can accommodate without causing ecological damage or reducing visitor satisfaction. 

Building on this concept, the Limits of Acceptable Change (LAC) and the Visitor Experience and Resource 

Protection (VERP) models offer more flexible approaches by identifying acceptable levels of environmental 

and social change and designing management strategies to maintain those conditions. These frameworks shift 

the focus from strict numerical limits to adaptive decision-making based on continuous monitoring. 

Understanding consumer behaviour in nature-based tourism is essential for designing effective management 

strategies. Eco-tourists are typically characterized by a desire to experience natural environments, learn about 

ecosystems, and engage in activities that support conservation. Push–Pull motivation theory explains that 

internal psychological factors (push) such as escape, relaxation, and personal growth interact with destination 

attributes (pull) like wildlife, scenery, or cultural authenticity. Plog’s psychographic model adds that allocentric 

(adventurous) tourists are more likely to seek remote natural environments. Behavioural trends also indicate a 

growing willingness among tourists to pay premium prices for sustainable experiences, participate in 
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conservation programs, and support community projects. However, visitor behaviour can also contribute to 

environmental degradation. Issues such as littering, trampling vegetation, disturbing wildlife, and ignoring 

regulations often stem from knowledge gaps, social influences, or convenience. Literature suggests that 

behavioural interventions—such as educational signage, guided tours, and subtle nudges—can improve 

compliance and encourage responsible actions. 

While eco-tourism presents many benefits, planning and management in protected areas face significant 

challenges. Habitat disturbance is a major concern as trails, lodges, roads, and recreational activities alter 

landscapes and ecosystems. Wildlife can be disturbed by noise, proximity to humans, and disruptions to natural 

feeding or breeding patterns. Overcrowding, particularly in popular parks, can lead to erosion, waste 

management issues, and resource depletion. Economic leakage—when tourism revenue flows out of the local 

economy—often limits community benefits and reduces incentives for conservation. Conflicts between local 

communities and park authorities may arise when restrictions on land use affect traditional livelihoods. Climate 

change adds another layer of complexity, making ecosystems more vulnerable to human pressures. These issues 

highlight the need for holistic planning that integrates environmental science, community engagement, and 

responsible tourism models. 

Methodology 

The methodology for this report was designed to provide a systematic, evidence-based foundation for 

developing an effective crisis communication plan for GlobalSun Resorts Ltd. following the norovirus outbreak 

in the Maldives. Because the crisis involved complex interactions among health risks, stakeholder perceptions, 

and organizational communication strategies, a multi-method qualitative approach was adopted. This 

methodology integrates a review of scholarly literature, analysis of industry case studies, evaluation of 

communication frameworks, and thematic examination of secondary data, such as media reports and 

organizational statements. By triangulating these data sources, the methodology ensures that the resulting 

recommendations are theoretically sound, practically relevant, and tailored to the unique characteristics of the 

tourism and hospitality sector. 

The first component of the methodology was a comprehensive literature review, which formed the conceptual 

backbone of the analysis. Peer-reviewed academic journals in tourism management, crisis communication, 

public health, and organizational behavior were examined through databases such as Google Scholar, JSTOR, 

and ScienceDirect. Keywords included “crisis communication,” “tourism crisis management,” “situational 

crisis communication theory,” “health outbreaks in tourism,” “norovirus outbreaks,” and “cross-cultural 

communication in hospitality.” The literature review focused on identifying established theories and models 

that could inform the design of an effective communication strategy. Among these, the Situational Crisis 

Communication Theory (SCCT) emerged as the most relevant because it provides clear guidelines for selecting 
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communication responses based on perceived responsibility and stakeholder expectations. Additional theories, 

such as image repair theory, risk communication principles, and Hofstede’s cultural dimensions, were also 

consulted to ensure cultural sensitivity and ethical adequacy in the communication plan. 

The second methodological step involved comparative case study analysis. Real-world crises in the tourism 

and hospitality industry were examined to derive practical insights into what strategies have worked—and 

failed—in similar situations. Case studies reviewed included past norovirus outbreaks on cruise ships, 

gastrointestinal illness incidents at major resorts, and viral health scares affecting traveler confidence in 

destinations such as Bali, Thailand, and the Caribbean. These cases were selected because they reflect 

comparable conditions of high-density tourist environments, cross-cultural guest expectations, and rapid media 

diffusion. The analysis considered the timeliness of communication, the transparency of reporting, the 

consistency of messaging, and the use of empathy or responsibility-taking in public statements. This 

comparative approach enabled the identification of best practices—such as fast acknowledgment, stakeholder-

specific messaging, and corrective action updates—while also highlighting common pitfalls like delayed 

disclosure or overly defensive communication. 

The third component of the methodology consisted of evaluation of secondary data sources, including news 

articles, tourism authority briefings, social media reactions, and consumer travel advisories. This allowed the 

report to capture the broader public perception and media framing of norovirus events, both historically and 

within the Maldives context. Particular attention was given to the patterns of misinformation that frequently 

circulate during health crises, as these directly influence organizational communication strategy. The analysis 

also included reviewing Maldives tourism regulations, health protocols issued by local authorities, and 

guidelines from the World Health Organization (WHO) and Centers for Disease Control and Prevention (CDC) 

on managing norovirus outbreaks in hospitality settings. These sources ensured that the recommended 

communication strategies aligned with health compliance standards and destination-level expectations. 

The fourth methodological step involved framework application, specifically aligning the findings from 

literature, case studies, and secondary data with SCCT’s categories: instructing information, adjusting 

information, and reputation management strategies. This framework was applied to classify the communication 

needs of different stakeholders—guests, staff, travel partners, media, and government authorities. An analytical 

matrix was created to match crisis stage (initial, maintenance, resolution) with appropriate communication 

actions (e.g., health safety instructions in the initial stage, reassurances and compensations in the maintenance 

stage). This systematic alignment ensured that the communication plan was not only theoretically grounded but 

also structured and time-sensitive. 

Finally, the methodology incorporated a qualitative thematic synthesis to integrate all findings into coherent 

recommendations. Themes such as transparency, empathy, timeliness, cultural sensitivity, digital 
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communication readiness, and stakeholder segmentation emerged consistently across data sources. These 

themes were used as guiding principles for designing the internal memo, press release, and stakeholder letter 

included in the crisis plan. The thematic approach ensured that the communication materials reflected not only 

academic theory but also practical relevance and emotional intelligence, both of which are critical in high-stress 

hospitality environments. 

Overall, this multi-method qualitative methodology provided a robust foundation for creating a crisis 

communication plan that is comprehensive, culturally informed, and aligned with global best practices. By 

combining theoretical insights, real-world evidence, and context-specific considerations, the methodology 

ensured rigor, relevance, and reliability in addressing the complex communication challenges posed by the 

norovirus outbreak at GlobalSun Resorts. 

Findings 

1. Monteverde Cloud Forest Reserve, Costa Rica 

The Monteverde Cloud Forest Reserve is widely regarded as a model for sustainable tourism integrated with 

conservation. Established by the Tropical Science Center, the reserve is managed through a combination of 

strict environmental protection, community involvement, and controlled tourism development. Visitors are 

restricted to designated trails to minimize disturbance to the delicate cloud forest ecosystem. Infrastructure, 

such as suspended canopy walkways and observation platforms, is designed to reduce ground-level impact 

while providing educational and immersive experiences. Revenue generated from entrance fees and guided 

tours is reinvested into habitat restoration, scientific research, and environmental education programs for local 

schools. Community involvement is a central feature of the Monteverde model. Local businesses provide 

lodging, food services, and transportation, ensuring that tourism revenue circulates within the region rather than 

leaking to external operators. The success of Monteverde demonstrates how eco-tourism can promote 

conservation while strengthening community livelihoods. 

2. Maasai Mara Conservancies, Kenya 

The Maasai Mara Conservancies represent an innovative approach to community-based conservation. 

Surrounding the Maasai Mara National Reserve, the conservancies consist of land voluntarily leased by Maasai 

landowners to tourism operators for wildlife conservation. In return, landowners receive regular payments and 

employment opportunities. This model addresses several long-standing challenges in protected area 

management, including human–wildlife conflict and competition for grazing land. Tourism in the conservancies 

is deliberately kept low-impact. Camps are small and semi-permanent, vehicle numbers are restricted, and 

wildlife viewing regulations are enforced to reduce disturbance. Visitors benefit from more exclusive and 

responsible wildlife experiences, while animals benefit from secure habitat and reduced pressure from mass 
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tourism crowds. However, challenges remain, particularly around financial sustainability. Some conservancies 

struggle to maintain stable revenue during low tourism seasons, which risks undermining community trust and 

long-term conservation goals. 

3. Great Barrier Reef Marine Park, Australia 

The Great Barrier Reef Marine Park is one of the largest and most complex protected areas in the world. The 

Marine Park Authority employs zoning systems that specify where tourism, fishing, and conservation activities 

may occur. Tourism operators must obtain permits that require them to adhere to strict environmental standards, 

including waste disposal, mooring practices, and passenger limits. Many operators participate in “Reef 

Guardian” programs that encourage environmental stewardship and contribute to monitoring coral health. One 

of the most effective aspects of the reef’s management is its partnership model, which brings together scientists, 

tourism operators, government agencies, and local communities. Tourism revenue helps fund conservation 

programs, particularly those related to coral restoration. However, the reef faces severe threats from climate 

change, including bleaching events that overwhelm even the best-managed visitor activities. Despite these 

challenges, the Marine Park demonstrates how detailed planning, monitoring, and stakeholder collaboration can 

support sustainable tourism in marine environments. 

Discussion 

The case studies reveal that protected areas can successfully support eco-tourism when management strategies 

are aligned with conservation goals. Several theoretical concepts from the literature help explain the common 

elements that contribute to success. Carrying capacity, LAC, and VERP frameworks are particularly relevant, 

as they provide structured methods for determining the limits of tourism in fragile environments. Monteverde’s 

trail-based system and canopy infrastructure show how environmental limits guide physical design. The Maasai 

Mara Conservancies use low visitor density and restricted vehicle numbers to ensure that wildlife habitat 

remains undisturbed. The Great Barrier Reef applies zoning to manage human activity across an expansive 

marine environment. These examples demonstrate that effective visitor management depends on clear rules, 

continuous monitoring, and adaptive strategies that respond to ecological feedback. 

Community participation emerges as another critical factor. Eco-tourism models that engage local residents 

tend to generate stronger conservation outcomes, as communities have a direct stake in protecting the 

environment. In Kenya, revenue-sharing agreements have strengthened community ownership of conservation 

projects, reducing poaching and promoting coexistence with wildlife. In Costa Rica, local businesses benefit 

from tourism flows, reinforcing positive attitudes toward environmental protection. Across the literature, 

community-based tourism (CBT) is repeatedly cited as a sustainable development strategy because it distributes 

economic benefits more equitably and reduces conflict between conservation authorities and local people. 
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Consumer behaviour also plays a significant role in shaping sustainability outcomes. Eco-tourists are generally 

more informed and more willing to engage in responsible practices, yet behaviour can vary widely. Some 

visitors may ignore rules, wander off trails, or crowd wildlife viewing areas due to ignorance or desire for close 

encounters. The tourism industry has increasingly adopted behavioural interventions to address these issues. 

Guided tours, interpretive signage, social norm messaging, and pricing strategies all influence visitor decision-

making. For example, higher conservation fees in Bhutan or controlled access permits in the Galápagos 

encourage responsible behaviour by limiting overcrowding and generating funds for monitoring. These 

strategies are supported by behavioural theories indicating that people respond positively to clear guidance, 

peer behaviour cues, and transparent explanations of why rules protect the environment. 

Despite the successes highlighted, several challenges persist. Overcrowding remains a critical problem in many 

protected areas, particularly popular national parks where visitor numbers exceed ecological limits. Financial 

instability threatens long-term sustainability, especially in regions reliant on tourism revenue without 

diversified funding sources. Climate change further complicates management efforts by intensifying 

environmental pressures. Addressing these challenges requires integrated planning that accounts for ecological 

sensitivity, community needs, and tourist motivations. Technology can also support sustainable management by 

enabling real-time monitoring, smart ticketing systems, GPS-based visitor tracking, and data analytics for 

forecasting tourism flows. Ultimately, effective eco-tourism in protected areas depends on multi-stakeholder 

collaboration, transparent governance, and a shared commitment to protecting ecological integrity. 

Conclusion 

The development of a comprehensive crisis communication plan for BlueVista Resorts, in response to 

allegations of exploiting migrant workers in seasonal roles, reveals the complex interplay between 

organizational responsibility, ethical leadership, and effective communication practices within the global 

tourism industry. As this report has demonstrated, crises rooted in labour exploitation pose deeper challenges 

than operational disruptions or reputational damage: they strike at the moral foundations of the organization, 

calling into question its commitment to fairness, safety, and human dignity. The tourism sector, particularly 

when operating across diverse cultural and regulatory contexts, must therefore adopt an approach to crisis 

communication that is transparent, empathetic, and firmly grounded in ethical and legal standards. The findings 

of this report show that a structured and theory-informed response is essential not only for crisis containment, 

but for restoring trust among stakeholders such as guests, employees, regulators, partner agencies, and the 

broader public. 

Situational Crisis Communication Theory (SCCT), which forms the backbone of this communication strategy, 

emphasizes the importance of matching the organization’s response to the perceived level of responsibility. In 

this case, an “intentional” or “preventable” crisis category applies because allegations of worker exploitation 
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suggest managerial oversight failures or systemic neglect. This classification demands high-responsibility 

strategies—specifically, a combination of corrective action, apologies, and long-term reforms. The analysis 

confirms that defensive postures or minimization tactics would likely worsen public outrage, damage 

international partnerships, and erode stakeholder confidence. Instead, the organization must adopt a posture of 

acceptance, accountability, and proactive problem-solving. This includes acknowledging the severity of the 

claims, demonstrating empathy toward affected workers, and committing to immediate and verifiable reform 

measures. 

Moreover, the literature review highlighted that crises involving human rights issues have long-lasting 

reputational consequences when mishandled. In today’s environment—shaped by social media activism, 

heightened public awareness of labour ethics, and growing demand for corporate accountability—stakeholders 

expect companies to display genuine social responsibility. These expectations extend far beyond issuing 

statements: they require visible, measurable actions. For BlueVista Resorts, this means implementing 

independent audits, improving labour oversight mechanisms, guaranteeing safe working conditions, and 

ensuring that all employment practices comply with international labour standards. Transparent reporting and 

collaboration with external agencies, such as labour unions, NGOs, and governmental bodies, strengthen 

credibility and demonstrate an authentic commitment to change. 

The crisis communication tools developed in this report—specifically the internal memo, public press release, 

and stakeholder assurance letter—serve distinct but integrated purposes. The internal memo reinforces 

organizational alignment by informing employees of the crisis, outlining expected behaviours, and emphasizing 

the importance of consistent messaging. Since employees are often the first point of contact for external 

stakeholders, their understanding and confidence in the company’s response directly affect public perception. 

The press release, meanwhile, provides factual, timely, and empathetic messaging to the wider public. Its focus 

on transparency and immediate action helps counter speculation and acknowledges the concerns of media, 

customers, and advocacy groups. The stakeholder letter addresses more specialized audiences—such as 

business partners, investors, and regulators—who require reassurance about the company’s legal compliance, 

operational integrity, and long-term risk management strategies. The combination of these communication 

instruments ensures coherence, audience sensitivity, and consistent alignment with SCCT principles. 

Another major insight from this report is the importance of cultural awareness in shaping communication 

strategies. BlueVista Resorts operates in a global tourism landscape where cultural sensitivities, labour norms, 

and stakeholder expectations differ widely across regions. Therefore, messages must be crafted in a way that 

respects cultural differences, avoids ethnocentric assumptions, and maintains professionalism across diverse 

international audiences. The incorporation of cross-cultural communication theories ensures that emotional 

tone, language structure, and presentation style are appropriate for global stakeholders. The success of a crisis 
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communication strategy often depends not only on what is said, but how it is said, and whether the message 

aligns with the cultural values of its recipients. 

Ultimately, the purpose of a crisis communication plan extends beyond resolving the immediate situation. It 

lays the foundation for long-term organizational resilience, ethical reform, and stakeholder trust-building. By 

engaging in transparent reporting, institutional learning, and proactive risk management, BlueVista Resorts can 

transform a reputational threat into an opportunity for growth and improvement. Long-term success will depend 

on the company’s ability to sustain these reforms, maintain open channels of communication, and continually 

evaluate its labour practices to prevent recurrence. The crisis becomes a turning point—a catalyst for 

strengthening governance structures, embedding ethical values into corporate culture, and demonstrating 

leadership in sustainable and responsible tourism. 

In conclusion, addressing allegations of migrant worker exploitation is not merely a communication challenge; 

it is an organizational responsibility. Through a comprehensive, ethically grounded, and strategically aligned 

crisis communication plan, BlueVista Resorts can restore public trust, rebuild internal cohesion, and position 

itself as a tourism provider committed to fairness, transparency, and human dignity. The lessons drawn from 

this crisis should guide the company’s policies, partnerships, and communication strategies well into the future, 

ensuring that BlueVista not only recovers from the incident but emerges as a stronger and more socially 

responsible institution. 
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