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Crisis Communication Plan for a Tourism Setting: "Tropical Haven Resort" Health Scare
Location: Tropical Haven Resort, Phuket, Thailand

Date: June 15, 2024

1. Introduction
Location: Corporate Headquarters, Bangkok, Thailand
Date: June 10, 2024

The tourism industry faces severe challenges when natural disasters or health scares and security
threats strike because they destroy business reputation alongside customer confidence. A Crisis
Communication Plan that follows the proper structure helps organizations deliver timely

transparent actions to minimize harm.

This document creates procedures for managing an emergency food poisoning outbreak at Tropical

Haven Resort which operates as an exclusive beachfront resort in Phuket, Thailand. The goal is to:
- Protect guest safety

- Maintain trust with stakeholders

- Minimize reputational damage

The resort must comply with every Thai health requirement.

The plan extends to seventeen days of crisis management which covers containment protocols and

communication activities and post-crisis recovery strategies.
2. Crisis Scenario: Suspected Foodborne Illness Outbreak
Location: Tropical Haven Resort, Phuket

Timeline:



Ten resort visitors develop severe gastrointestinal symptoms after consuming food at "Ocean Blue"
seafood restaurant on June 15, 2024 (Day 1). Vomiting along with diarrhea and fever happens as

symptoms of the illness.

Phuket Public Health Office initiates their examination operations on June 16, 2024 (Day 2).
Additionally, five sick guests’ surface because they attended the same restaurant dining

establishment.

Future visitors experience panic because Thai media platforms including Bangkok Post and Phuket
Gazette release news about the incident on June 17, 2024 (Day 3). The scary event at Tropical
Haven Scare spreads rapidly through social media posts with hashtags such as Tropical Haven

Scare.
Potential Risks:
The outbreak prompts an estimated 20% reduction in bookings during the month of July 2024.

The brand trust among luxury guests will deteriorate significantly because of these events

extending across the long term.
Legal: Potential lawsuits from affected guests under Thailand’s Consumer Protection Act.
3. Crisis Communication Team & Roles

Location: Emergency Operations Center, Tropical Haven Resort

Activation Date: June 15, 2024

Role Responsibilities Contact
Oversees response, coordinates
Crisis Manager John Smith, +66 123 456 789
teams
PR Spokesperson  Handles media inquiries Sarah Lee, sarah@tropicalhaven.com
Customer Support David

Manages guest communications , .
Lead Brown, support@tropicalhaven.com



https://mailto:sarah@tropicalhaven.com/
https://mailto:support@tropicalhaven.com/

Role Responsibilities Contact

Ensures compliance & Law Firm: Siam
Legal Advisor . S

mitigates liability Legal, legal@siamlegal.com
Social Media ,

Monitors & responds online Emma Wilson, social@tropicalhaven.com
Manager

Escalation Protocol:

- Hour 0-6: Crisis team activated.

The company releases its initial press statement between six hours and twelve.
- Hour 12-24: Contact affected guests.

4. Press Statements

A. Initial Press Release (Day 1 — June 15, 2024)

FOR IMMEDIATE RELEASE

Tropical Haven Resort takes charge of analyzing incidents where guests became sick on the
property.

The Phuket Public Health Office collaborates with Tropical Haven Resort through intensive

investigations of guest illnesses as reports have come to their attention on June 15, 2024.
Actions Taken:
v Temporary closure of the "Ocean Blue" restaurant.

Medical support under the partnership with Bangkok Hospital Phuket provided assistance to ill

guests.
v Full cooperation with health inspectors.

The safety of all our guests stands as our most important concern. The management team is
implementing every possible action to address this matter with speed." Mr. James Wilson, Resort

Manager


https://mailto:legal@siamlegal.com/
https://mailto:social@tropicalhaven.com/

Media Contact: Sarah Lee | sarah@tropicalhaven.com | +66 987 654 321

The follow-up press release (Day 3 — June 17, 2024) would be issued.

FOR IMMEDIATE RELEASE

Information Regarding Health Evaluation at Tropical Haven Resort Arrives to the Public

Recent guest health issues at Tropical Haven Resort in Phuket, Thailand stem from discovering
that employees intentionally set seafood storage temperatures incorrectly according to Phuket

Public Health Office assessment.

Next Steps:

The resort conducted deep sanitary cleaning operations of their entire food facilities on June 16

(niche: deep cleaning & sanitation of all food facilities finished June 16).

The planned retuning program aimed at training staff about food safety protocols will take place

on June 18.
Guests affected by the contamination will receive compensation benefits which I will detail next.

"We deeply regret what has occurred while establishing new daily health inspection procedures as

well as increased safety measures." — Mr. James Wilson, Resort Manager

Compensation Details:

- Full refunds for affected guests.

- Complimentary 3-night stay for future bookings.
C. Media Q&A Preparation

Anticipated Questions:

1. Was this negligence?

The resort team continues to support law authorities in their investigation of origin factors.



2. "How many guests were affected?"

The resort has identified fifteen confirmed cases during the period between June 17, according to

the latest information. All have received medical care."

5. Customer Communication

A. FAQs for Guests (Expanded)

Clients wish to know if the resort maintains a safe environment for visitors.

A: Yes. The impacted outlet remains shut right now and all remaining places have obtained

successful health inspection results.
Q: What compensation is available?

Through its accommodation policy the business provides guests with three possible alternatives
which include cost refunds and rescheduling options and future booking credits. Contact

support@tropicalhaven.com.
Officials traced the outbreak through what means?

Health officials validated the presence of spoiled seafood after discovering a problem with storage

refrigeration.

B. Email Templates
Email 1: Notification to Affected Guests
Health Update Regarding Your Stay emerges as an urgent communication subject.

Dear Sir,

An illness stemming from contaminated food possibly affected you at our establishment on the

selected date.

What We’re Doing:



The medical expenses of infected patients will be fully covered by Bangkok Hospital Phuket.

Hotel guests affected by the food-borne illness can choose between a refund in full or

complimentary usage of hotel facilities at a later date.
Next Steps:
1. Call our 24/7 hotline: +66 123 456 789.

2. Call medical services if your symptoms continue to exist.

We strongly apologize for the situation and promise to rectify it promptly.

Sincerely,

James Wilson

Resort Manager
C. Social Media Response Templates
Twitter:

Our team works on resolving this recent critical situation with immediate seriousness because we

focus on guest protection. Guest safety is our priority.
Facebook:

"A message from our CEO. We’re implementing enhanced safety measures."

6. Internal Staff Briefing
The meeting takes place in the Staff Meeting Room within the Tropical Haven Resort premises.
Date: June 16, 2024

Key Messages:



The public should refrain from making theories about the matter while reporters must speak with

Sarah Lee specifically.

The script I would use during this situation reads "I am aware of your concerns right now so [ will

direct you toward our customer service division."
Crisis Protocol:
1. The food investigation requires sealing off test samples.

2. A detailed record procedure requires logging guest complaints into the system.

7. Language & Delivery Methods
Strategy:
- Chinese guests: WeChat alerts in Mandarin.

- Russian guests: Translated FAQs on VKontakte.

Post-Crisis Evaluation
Metrics to Track:

The booking recovery rate aims for 80% recovery rate that should be achieved in no more than

three months.

The analysis of social media sentiment uses Brand watch as its monitoring system.

9. Legal Considerations
Thai Law Compliance:
- Sanitation Standards: Follow Thai FDA guidelines.

- Compensation: Align with Thailand’s Hotel Act.



Enhanced Crisis Response Framework

10. Detailed Crisis Timeline & Response Metrics

The dashboard resides within the Resort Operations location.
Activation Triggers:

When the number of reported illnesses reaches five or more the system will activate Stage 1 Alert

mechanisms.

- 10+ cases = Stage 2 Crisis Activation

- Media coverage = Stage 3 Escalation

Hour-by-Hour Response Protocol:

Time Action Responsible Party
H+0 First illness report logged Front Desk

H+1 Medical team dispatched Safety Officer

H+2 Suspected food source isolated F&B Manager
H+4 Crisis team convened General Manager
H+6 Initial press release drafted ~ PR Team

H+8 Health authorities notified Compliance Officer

Key Performance Indicators:
- Time to initial response: <2 hours
- Media statement issuance: <6 hours

- 100% guest notification: <12 hours



12. Comprehensive Stakeholder Management
Government Relations Protocol
Phuket Public Health Office Coordination:

The designated liaison for Phuket Public Health Office coordination serves as Deputy GM (Thai-

national).

- Required reporting:
- Daily case count updates (7AM/7PM)
- Corrective action documentation
- Staff health certifications
Ministry of Tourism Notification:

- Formal incident report within 24 hours

- Scheduled inspection readiness

- Tourism recovery plan submission
Supplier Crisis Management
Seafood Vendor Accountability:

- Immediate contract suspension

- Joint investigation of supplier

- The financial penalties amount lies within Clause 12.3 of each contract.

Supply Chain Contingencies:
- Approved alternate vendors list
- Emergency delivery protocols

- Enhanced receiving inspections



13. Advanced Guest Recovery Program
Tiered Compensation Structure
Severity Level Compensation

Mild Symptoms 50% room discount
Hospitalized  Full refund + 2 free nights

Extended Care Future 5-night package

Post-Incident Health Monitoring
- Day 7 follow-up calls
- Day 30 wellness check-ins

- 6-month medical coverage option

14. Operational Overhaul Plan
Food Safety Enhancement
Immediate Actions (Week 1):

- HACCP system implementation

- Temperature monitoring digital logs

- Staff recertification (100% completion)

Long-Term Improvements:
- Monthly surprise health inspections

- Blockchain food traceability system

Additional Benefits
Spa voucher
Medical expense coverage

Airfare reimbursement



- Guest-visible kitchen cams

Staff Certification Requirements

Position Required Training Frequency
Kitchen Staff Advanced Food Handling Quarterly
Servers Allergen Awareness Biannual

Managers  Crisis Leadership Annual

15. Media & Influencer Strategy
Press Conference Planning
Day 5 Event Details:
- Location: Resort Ballroom
- Attendees: 20 media outlets
- Materials:
- B-roll of sanitation process
- Testimonials from recovered guests
- Certification documents
Influencer Engagement:
- Tier 1 Travel Bloggers: Site inspection invites
- Micro-influencers: "Safe Dining" campaign

- Crisis Response Influencer: Dr. Wellness (MD)



16. Financial Impact Mitigation

Crisis Budget Allocation

Category Allocation (THB) Notes

Guest Compensation 2,500,000 5% annual profit
PR Recovery 1,000,000 6-month campaign
Legal Reserve 1,500,000 Retainer fee

Insurance Claims Process
- Documentation requirements:
- Medical reports
- Guest correspondence
- Regulatory findings

- Claims timeline: 30-day target

17. Employee Support Systems
Staff Wellness Program
- Crisis counseling services
- Shift rotation adjustments
- Recognition bonuses for response team
Whistleblower Protection
- Anonymous reporting hotline

- Non-retaliation policy



- Investigation transparency updates

18. Technology Integration
Crisis Communication Tools
- Real-time alert system (Xenia Connect)
- Multilingual chatbot (Zendesk Answer Bot)

- Social listening (Brand watch + Meltwater)

Data Security Protocols
- Encrypted incident documentation
- Restricted access controls

- Blockchain audit trail

19. Scenario Testing & Training
Quarterly Crisis Drills

- Tabletop exercises (Leadership)

- Full-scale simulations (Departmental)

- Surprise night drills (20% staff)

Training Modules
Module Duration Format

Media Relations 4hrs VR Simulation



Module Duration Format
Guest De-escalation 2hrs Role-play

Legal Compliance 3hrs E-learning

20. Sustainability Integration
Green Recovery Initiative

- Organic kitchen conversion

- Zero-waste policy reinforcement

- Carbon offset program for affected guests

Community Outreach
- Local hospital equipment donation
- Food safety workshops for vendors
- Tourism recovery task force

21. Post-Crisis Brand Architecture

New Safety Branding

- "Purity Promise" certification
- Visible safety indicators:

- Kitchen hygiene ratings

- Staff certification displays

- Real-time food temp monitors

Marketing Recovery Timeline



Month Initiative

1 "Meet Our New Safety Team" campaign
3 Influencer verification visits
6 Luxury travel magazine feature

2. Crisis Command Center Operations
Physical Setup & Resources
Location: Executive Conference Room (Converted to War Room)
Equipment Checklist:
6 dedicated phone lines have recording functions among their features.
Social/media monitoring receives support from four large-screen monitors.
- Secure document shredder for sensitive materials
- Emergency power generator with 72-hour capacity

Shift Schedule (First 72 Hours):

Shift Team Members Key Responsibilities

Morning media briefing, health
Alpha (06:00-14:00)(GM, PR Lead, Medical Officer

updates
Operations Head, Vendor negotiations, regulatory
Bravo (14:00-22:00)
Legal Counsel compliance
Charlie (22:00-
IT Manager, Security Chief Data backup, facility security

06:00)

23. Epidemiological Response Protocol



Contact Tracing System
Digital Tools Implemented:
- RFID dining reservation tracking
- Bluetooth proximity logging (opt-in)

- Every F&B outlet requires individual employees to write their names manually on sign-in sheets.

Infection Containment Measures:
1. Isolation wing establishment (20 rooms)
2. Dedicated medical waste disposal route

3. HVAC system review for airborne pathogens

Laboratory Testing Procedures
- On-site rapid testing kits (30-min results)
- Daily environmental swabs (10 high-touch areas)

- Third-party lab partnership for confirmation

24. Luxury Guest Retention Strategy

VIP Concierge Service
Dedicated Team: 5 multilingual butlers
Services Provided:

- Personal physician video consultations



- Private chef meal preparation

- In-room wellness treatments

Elite Compensation Packages

Tier Benefits Eligibility
Diamond Private jet evacuation Penthouse guests
Platinum Personal assistant for 6 months  Suite guests

Gold Lifetime 15% discount Repeat guests

25. Digital Crisis Dashboard
Real-Time Monitoring System
Key Metrics Displayed:
1. Guest health status (anonymous aggregate)
2. Media sentiment score (0-100 scale)
3. Booking cancellation rate (%)
4. Staft compliance levels
Automated Alerts:
- >5% cancellation increase = Marketing team ping
- Negative trend in sentiment = PR team notification

- Staff protocol deviation = Department head alert

26. Cross-Industry Benchmarking



Best Practices Adopted:

Industry Adaptation Implementation
Airlines Crew resource management Crisis team training
Hospitals Infection control protocols ~ Kitchen sanitation

Tech Agile response methodology Daily stand-up meetings

Competitor Analysis Integration
- Monthly review of 3 comparable resort crises
- SWOT analysis of competitor responses
- Implementation of top 2 successful strategies
27. Long-Term Cultural Transformation
New Corporate Values
1. The organization provides media training sessions to all personnel under Transparency First.

2. The organization will offer a Prevention Premium that provides a 15% performance-based

bonus depending on safety Key Performance Indicators.

3. Guest Advocacy: Frontline empowerment program

Organizational Restructuring

The role of Food Safety C-suite executive received establishment at the company.
- Cross-departmental crisis task force

- Flat reporting structure during emergencies



Conclusion: Comprehensive Crisis Recovery and Future Preparedness

The Tropical Haven Resort crisis communication plan establishes an effective methodology to
tackle foodborne illness outbreaks in a way that protects service operations and brand image. The

carefully designed response plan enables us to achieve the following outcomes.

1. Rapid Response Protocols implement a containment system for the first 72 critical hours via

three fundamental steps:
- Multi-tiered escalation triggers
- Hour-by-hour action plans
- Cross-functional team coordination

2. The communication plan delivers Stakeholder-Centric Communication which serves the

complete spectrum of audience requirements.
- Transparent media relations with prepared statements
- Culturally-sensitive guest notifications
- Employee advocacy programs
3. Operational Resilience Measures including:
- Immediate food safety overhauls
- Long-term certification requirements
- Technology-enhanced monitoring systems
4. Financial and Legal Safeguards featuring:
- Tiered compensation structures
- Insurance claim optimization
- Regulatory compliance checkpoints

5. Brand Rehabilitation Roadmap with:



- Phased marketing recovery initiatives
- Influencer verification programs

- "Purity Promise" certification system

Moving Forward:

The resort has scheduled quarterly crisis simulations to evaluate their crisis protocols starting from
August 2024. A post-crisis assessment will take place during the 90 days following the incident
for a review on September 17th, 2024.

- Guest satisfaction recovery rates
- Operational improvement benchmarks
- Financial impact absorption

The formalized plan enables Tropical Haven Resort to utilize crisis situations for establishing
industry-leading standards of luxury hospitality, customer care and crisis management capability.
These protocols implemented across operations will serve to recover business and bring about

operational excellence which functions as a differentiating advantage.
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