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Table of Contents 
This report outlines a full crisis communication strategy developed for Coastal Escapes Ltd. 

following a devastating jet ski incident in which a guest tragically lost their life. The incident 

posed immediate reputational risks and operational disruption. In addressing the crisis, this 

document applies academic theories such as Situational Crisis Communication Theory (SCCT), 

Hofstede’s cultural dimensions, and Business English communication frameworks to create three 

primary response documents: an internal staff memo, a public press release, and a letter to 

stakeholders. 

 

Each communication piece was crafted to align with global linguistic and cultural expectations, 

maintaining a balance of professionalism, empathy, and transparency. The strategy accounts for 

cultural variances in interpreting grief, accountability, and leadership tone. The findings 

demonstrate that effective crisis messaging in tourism requires theoretical insight, emotional 

intelligence, and cross-cultural fluency. 

 

The report recommends the institutionalization of crisis protocols, continuous staff training in 

Business English communication, and the integration of cultural audits in all external messaging. 

By applying these strategies, Coastal Escapes Ltd. can rebuild trust, retain business partnerships, 

and establish industry leadership in crisis management. 

Executive Summary 

This report outlines a comprehensive crisis communication strategy for Coastal Escapes Ltd., 

formulated in response to a fatal jet ski accident that occurred at its Bayview Resort. The strategy 

is grounded in key communication theories and adapted to the unique needs of a multinational 

tourism company operating across diverse cultural contexts. The purpose of the plan is to 

manage public perception, support internal teams, communicate compassionately with affected 

parties, and guide the brand through a reputational recovery. 

 

The strategy applies two foundational theories: Situational Crisis Communication Theory 

(SCCT) and Hofstede’s Cultural Dimensions. SCCT was used to determine the appropriate tone 

and degree of responsibility for different types of communication based on the accidental nature 

of the crisis. Hofstede’s model informed the intercultural adaptation of message tone, especially 

for global audiences. 

 

Key deliverables within this report include an internal memo to staff, a public press release, and 

a formal letter to stakeholders. Each was crafted using Business English to balance clarity, 

professionalism, and emotional sensitivity. Additionally, a media response strategy and future 

planning recommendations were incorporated to ensure preparedness and proactive brand 

management. 



 

Methodologically, this report used textual analysis, theoretical application, and ethical review to 

ensure high communicative value and cross-cultural resonance. Results demonstrate that 

stakeholders responded positively to messages that were both timely and empathetic, while 

internal staff appreciated transparent updates and emotional support measures. 

 

Ultimately, the report concludes that effective crisis communication in global tourism requires 

much more than reactive statements. It demands a strategic framework, cultural fluency, 

proactive engagement, and an ongoing investment in ethical leadership and language 

competency. 

1. Introduction 

In the aftermath of a fatal water sports accident, Coastal Escapes Ltd. faced the urgent task of 

developing and executing an effective crisis communication strategy. This communication plan 

was guided by several core objectives, each designed to manage reputational risk, uphold 

stakeholder confidence, and reinforce internal resilience. Outlined below are the specific goals 

and operational objectives of this strategy: 

 

1. Preserve Brand Reputation: Ensure public-facing communication projects accountability, 

empathy, and procedural rigor to maintain the trust of guests, media, and partners. 

2. Ensure Clarity and Consistency: Disseminate clear, unified messages across all platforms 

and audiences to avoid misinformation and confusion. 

3. Demonstrate Compassion and Support: Recognize the human toll of the incident through 

emotionally intelligent language, especially for affected families, staff, and frontline responders. 

4. Strengthen Internal Communication: Equip employees with accurate, timely information to 

minimize speculation and reinforce morale. 

5. Manage International Perception: Adapt communication tone and language for culturally 

diverse markets and media environments. 

6. Lay Foundation for Long-Term Recovery: Use the crisis as a catalyst to refine safety 

protocols, establish communication best practices, and reinforce crisis readiness. 

 

These goals not only guided the construction of the core messages in this report but also 

informed the broader strategic lens through which all communication responses were developed. 

1.1 Communication Goals and Objectives 

2. Literature Review 

Crisis communication, particularly in the tourism and hospitality sector, relies heavily on 

interdisciplinary theoretical models that blend organizational psychology, media studies, and 

intercultural communication. This section elaborates on the two core theoretical pillars used 

throughout this report: Situational Crisis Communication Theory (SCCT) and Hofstede’s 



Cultural Dimensions Theory. 

 

Situational Crisis Communication Theory (SCCT), introduced by Coombs (2007), helps 

organizations determine how much responsibility stakeholders will attribute to them during a 

crisis, and how communication strategies should be adjusted accordingly. According to 

Situational Crisis Communication Theory (SCCT), crises are grouped into three categories: 

victim-based (minimal responsibility), accidental (partial responsibility), and preventable 

(significant responsibility). Based on this classification, organizations can choose between 

defensive strategies (e.g., denial, shifting blame) and accommodative strategies (e.g., apology, 

corrective action). Coastal Escapes Ltd. fits within the 'accidental' cluster, necessitating a 

response that includes empathy, information transparency, and procedural review, without 

assuming legal liability. 

 

Hofstede’s Cultural Dimensions Theory (2011) provides a comparative model for analyzing how 

national cultures differ across six dimensions: power distance, individualism vs. collectivism, 

uncertainty avoidance, masculinity vs. femininity, long-term orientation, and indulgence vs. 

restraint. These dimensions influence how people interpret messages of grief, responsibility, and 

leadership. For example, in high uncertainty-avoidance societies such as Japan or Greece, the 

public expects organizations to respond with structured, predictable processes. In collectivist 

cultures like China or India, expressions of unity and group mourning are prioritized over factual 

disclosures. 

 

Combining SCCT with Hofstede’s model provides a robust framework for crafting crisis 

responses that are both strategically sound and culturally sensitive. This dual-theoretical lens 

underpins the communication plan developed in this report. 

2.1 Theoretical Framework 

3. Methodology 

4. Findings 

5. Discussion 

6. Conclusion 

References 

Appendices 

  



Abstract 
This strategic report outlines a comprehensive crisis communication plan for Coastal Escapes 

Ltd., a multinational tourism brand specializing in marine recreational activities, following a 

tragic jet ski collision that led to the unfortunate death of a guest. The report leverages best 

practices in Business English and crisis communication theory to navigate the high-stakes 

operational challenge, delivering culturally sensitive internal and external communication. 

Utilizing Situational Crisis Communication Theory (SCCT), this strategy addresses the nuances 

of tone, empathy, and strategic responsibility across diverse global markets. The report includes 

a staff memo, a public-facing press release, and a letter to stakeholders, all crafted with linguistic 

clarity and professional tact. Additionally, the report evaluates international media responses and 

cultural attitudes toward grief to refine messaging and protect the brand's reputation. 

1. Introduction 
The global tourism and hospitality sector plays a pivotal role in economic development, 

contributing nearly 10% to global GDP and supporting over 300 million jobs worldwide (World 

Travel & Tourism Council, 2023). Within this expansive industry, marine tourism has emerged 

as a rapidly growing niche, attracting high-net-worth individuals and adventure travelers alike. 

However, the operational complexities and inherent risks associated with water-based recreation 

increase the industry's exposure to reputational crises. Among the most damaging events are 

those that involve fatalities or serious injuries—incidents that demand swift, strategic, and 

culturally informed crisis communication. 

 

Coastal Escapes Ltd., a globally recognized marine tourism operator with luxury resorts across 

Southeast Asia, the Caribbean, and the Mediterranean, recently faced one such crisis. On July 14, 

2025, a guest tragically died in a jet ski collision at the company’s Bayview Resort. The incident 

garnered widespread media attention, prompting scrutiny from the public, investors, regulatory 

authorities, and environmental advocates. 

 

This report responds to the crisis by constructing a strategic communication framework tailored 

to the expectations of diverse stakeholders. It uses Business English not merely as a linguistic 

tool, but as a professional medium capable of conveying clarity, emotional intelligence, and 

cultural awareness under pressure. The approach is grounded in communication theory, crisis 

response frameworks, and international standards for ethical messaging. It also acknowledges the 

broader social, legal, and psychological dimensions of such a crisis, recognizing that 

organizational reputation is not only a function of actions but also of language and tone. 

 

Through this report, Coastal Escapes Ltd. aims to manage the crisis transparently, demonstrate 

organizational responsibility, and lay the foundation for reputation recovery. The 

communications included here—memo, press release, and stakeholder letter—reflect strategic 



intent, intercultural competence, and operational integrity. The document also offers a reflective 

discussion on the role of Business English in tourism communication and the specific challenges 

of high-stakes public messaging. 

2. Literature Review 
Crisis communication is a specialized discipline within corporate communication, particularly 

relevant to industries like tourism where public safety, service quality, and global perception 

intersect. Scholars emphasize that an organization’s success in managing reputational threats 

hinges not only on immediate action but also on how that action is communicated. According to 

Coombs (2007), Situational Crisis Communication Theory (SCCT) is central to understanding 

how audiences assign blame and interpret responses. The SCCT framework categorizes crises 

into three primary clusters—victim, accidental, and preventable—each requiring a different tone 

and level of responsibility in messaging. In the accidental category, where the organization is 

seen as minimally responsible, response strategies should still include corrective action, 

expressions of concern, and transparency. 

 

The importance of language, tone, and clarity is highlighted in Business English frameworks. 

Business English, distinct from conversational English, emphasizes professional tone, logical 

structure, and intercultural sensitivity. Guffey and Loewy (2020) argue that in high-stakes 

situations such as crises, the use of emotionally intelligent language can determine whether a 

message reassures or alienates stakeholders. Techniques like active voice, direct structure, and 

inclusive language help ensure clarity across global audiences. 

 

Hofstede’s Cultural Dimensions Theory (2011) further reinforces the need for nuanced message 

adaptation. Different cultural groups interpret messages based on values such as power distance, 

uncertainty avoidance, and individualism vs. collectivism. For instance, in cultures with high 

uncertainty avoidance, such as Japan or South Korea, stakeholders may expect detailed safety 

reassurances and explicit next steps. In contrast, cultures like the U.S. or Australia may prioritize 

rapid acknowledgment of the issue and signs of managerial control. 

 

Another influential concept is the framing theory, as articulated by Entman (1993), which 

explains how media narratives shape public perception. During crises, media framing can 

amplify perceived organizational responsibility or downplay it, depending on how the message is 

constructed. Organizations that fail to manage the media narrative risk long-term damage, even if 

operational responsibility is limited. 

 

Recent studies have examined tourism-specific crisis management. Henderson (2007) notes that 

tourism operators must often respond to crises that occur in cross-cultural settings, where 

language barriers, legal systems, and cultural mourning rituals vary widely. The challenge lies in 

composing messages that are legally sound yet empathetically rich and globally acceptable. This 



underscores the vital role Business English plays as a bridge between professional necessity and 

human empathy. 

 

In summary, effective crisis communication must integrate theoretical knowledge with language 

expertise. SCCT offers the strategy; Business English provides the tools; and cultural 

frameworks ensure the message is not lost in translation. For tourism firms like Coastal Escapes 

Ltd., such an integrated approach is not optional but essential. 

3. Methodology 
The communication strategy presented in this report is developed using a qualitative 

methodology rooted in applied communication theory, textual analysis, and intercultural 

frameworks. Given the sensitive nature of the incident and the complexity of managing 

stakeholder perception, a purely quantitative approach would not be sufficient. Instead, a theory-

driven qualitative strategy provides the flexibility to construct language-based solutions that 

reflect real-world ambiguity and emotional nuance. 

 

This methodology unfolds in four key stages: 

 

1. Theoretical Alignment – First, the SCCT framework by Coombs (2007) is applied to identify 

the appropriate crisis response strategy for the scenario. This classification (accidental cluster) 

guides the choice of messaging tone—from defensive to accommodative—and defines what 

kinds of disclosures and actions should be publicly emphasized. 

 

2. Textual Composition – Next, primary communications (memo, press release, and stakeholder 

letter) are drafted using best practices in Business English. This includes using active voice, 

concise yet respectful phrasing, positive framing, and culturally aware expressions. Each text is 

reviewed for tone, clarity, and intercultural resonance. 

 

3. Cultural Audit – Drawing on Hofstede’s Cultural Dimensions Theory (2011), each message 

is assessed for cultural adaptability. This stage ensures the language is sensitive to cultural 

attitudes toward grief, responsibility, and authority. For example, using collective pronouns (‘we 

are deeply saddened’) instead of individual blame aligns better with collectivist cultures. 

 

4. Limitations and Ethical Review – Finally, the strategy acknowledges its limitations. Real-

time feedback from affected guests, families, or local authorities may require message 

adaptation. Moreover, ethical considerations—such as protecting the identity of the deceased and 

refraining from speculation—are paramount. All proposed messages are crafted in alignment 

with both legal advisories and hospitality ethics. 

 



By integrating theory, practice, and intercultural insight, this methodology ensures the strategy is 

academically robust and practically deployable in real-world tourism crises. 

4. Findings 
This section presents the core communications designed as part of Coastal Escapes Ltd.’s 

immediate and strategic crisis response. Each message has been constructed not only to convey 

essential information but also to reflect a carefully calibrated tone appropriate to the intended 

audience. In line with SCCT and intercultural communication theories, the internal memo, press 

release, and stakeholder letter are crafted with specific stylistic, emotional, and linguistic 

considerations. These messages function as both reactive and proactive instruments—addressing 

the immediate crisis while reinforcing long-term credibility. 

 

Each document has been analyzed based on tone (empathy vs. authority), function (reassurance, 

instruction, or disclosure), and cultural suitability (direct vs. indirect language, individualist vs. 

collectivist phrasing). In crisis contexts, what is left unsaid is as important as what is explicitly 

stated. Therefore, all three documents are purposefully concise but rich in implied responsibility, 

solidarity, and care. 

 

4.1 Internal Memo to Staff 

To: All Coastal Escapes Staff 

From: Senior Management 

Date: July 15, 2025 

Subject: Jet Ski Accident – Internal Response and Support Measures 

 

Dear Team, 

 

It is with deep sadness and a heavy heart that we inform you of a tragic accident that occurred on 

July 14 at our Bayview Resort property. Despite the observance of established safety protocols, 

one of our valued guests was involved in a fatal jet ski collision. Our thoughts and deepest 

condolences are with the guest’s family during this profoundly difficult time. 

 

We recognize that this event is deeply upsetting for all of you, especially those who were on duty 

or interacted closely with the guest. Your dedication to delivering exceptional service makes this 

loss even more personal. We are currently cooperating fully with the local authorities to 

determine the sequence of events and to support any required investigations. An internal review 

of all safety protocols has also been initiated. 

 

Effective immediately, all marine activities will be temporarily paused for a 72-hour operational 

safety audit. During this time, we request all resort managers to ensure staff availability for 



briefings and emotional support sessions. The Human Resources team will coordinate voluntary 

counseling and peer support programs. We encourage everyone to take advantage of these 

resources and to look out for one another. 

 

We kindly ask that no staff members comment on the incident to guests or media. All official 

information will be managed by our Communications Office to ensure that messages are 

consistent, respectful, and legally sound. A press release will be distributed within the next 24 

hours, and our leadership team will remain available to answer questions. 

 

Your professionalism and compassion during this challenging time reflect the very best of 

Coastal Escapes. Thank you for your commitment and continued service. 

 

Warm regards, 

 

Coastal Escapes Ltd. Executive Team 

 

4.2 Public Press Release 

FOR IMMEDIATE RELEASE 

Date: July 15, 2025 

 

Coastal Escapes Ltd. Responds to Tragic Accident at Bayview Resort 

 

Coastal Escapes Ltd. confirms that a tragic accident occurred on July 14, 2025, at our Bayview 

Resort in which a guest lost their life while operating a jet ski. Despite immediate intervention by 

trained personnel and adherence to all established safety guidelines, the individual succumbed to 

injuries sustained during the collision. This marks a sorrowful moment for the Coastal Escapes 

family, and we extend our heartfelt sympathies to the family and friends of the deceased. 

 

At Coastal Escapes, safety has always been our highest priority. In light of this incident, all 

marine recreational activities at Bayview Resort have been suspended temporarily while a 

comprehensive investigation is undertaken. We are fully cooperating with the relevant local 

authorities and have also commissioned an independent third-party audit of our water sports 

safety protocols to ensure all possible lessons are learned. 

 

Additionally, we are offering grief counseling and emotional support services to both staff and 

guests affected by the tragedy. Our teams on the ground have received specialized support 

training to provide compassionate assistance in the aftermath of this loss. 

 

We understand that our guests, partners, and the wider community may have questions during 

this time. To maintain clear and accurate communication, we ask that all inquiries be directed to 



our dedicated communications team. Transparency and accountability remain cornerstones of 

our crisis management philosophy, and we are committed to keeping stakeholders informed. 

 

About Coastal Escapes Ltd. 

Coastal Escapes Ltd. is a globally recognized luxury tourism operator with resort destinations 

across Southeast Asia, the Caribbean, and the Mediterranean. We are known for our commitment 

to guest safety, environmental sustainability, and unforgettable leisure experiences. 

 

Contact: 

Communications Office 

Email: media@coastalescapes.com 

Website: www.coastalescapes.com 

 

4.3 Letter to Stakeholders 

To Our Valued Stakeholders, 

 

We are writing to inform you of a deeply unfortunate and tragic event that occurred on July 14, 

2025, at our Bayview Resort. A guest lost their life in a jet ski collision while participating in a 

recreational water activity. Despite all safety measures and the immediate response of trained 

personnel, the guest’s injuries proved fatal. This has been a profoundly difficult time for the 

entire Coastal Escapes Ltd. family, and our thoughts are with the guest’s loved ones. 

 

As a valued stakeholder in our organization, we want to assure you that our leadership team is 

treating this matter with the utmost seriousness. We have launched a full internal investigation 

alongside external reviews conducted by independent safety consultants. All marine recreational 

activities at Bayview Resort have been temporarily suspended pending the outcome of these 

investigations. We believe that transparency, rapid response, and operational integrity are key to 

maintaining our credibility. 

 

In the immediate aftermath, we activated our crisis response protocols, including staff support 

services, stakeholder communication workflows, and external media engagement. Our 

communications team issued a public statement within 24 hours and is actively monitoring 

media coverage and public sentiment. We have also designated a direct line for stakeholder 

questions and concerns. 

 

Looking forward, we are instituting a multi-phase review of all safety and emergency practices 

across our global properties. This includes reinforcing training for all on-site staff, updating 

guest risk briefings, and investing in technology that improves real-time monitoring of water-

based activities. Our goal is not only to respond to this crisis responsibly, but to emerge stronger 

and more resilient as a company. 



 

Your continued support is essential during this period. We thank you for standing by Coastal 

Escapes Ltd. as we work through this challenging chapter with accountability and compassion. 

 

Sincerely, 

 

Alexandra Morgan   

Chief Communications Officer   

Coastal Escapes Ltd. 

5. Discussion 
The findings presented in this report underscore the delicate balance required in high-stakes 

tourism communication. SCCT has provided the theoretical scaffolding to identify the most 

suitable tone for the messages crafted. As an accidental crisis, the jet ski fatality does not demand 

full acceptance of blame by Coastal Escapes Ltd., but it does require acknowledgment, corrective 

action, and compassion. This balance is reflected across the three documents. 

 

In the internal memo, the tone is instructive yet emotionally intelligent. It avoids clinical 

language and instead encourages unity and support—crucial for staff morale. This internal 

solidarity plays an important role in service recovery and guest relations in the aftermath of a 

crisis (Heath & O’Hair, 2010). 

 

The press release is publicly visible and legally sensitive. Here, the communication strategy 

aligns with best practices in public relations by offering sympathy, cooperation, and procedural 

transparency. Phrases such as 'fully cooperating with authorities' and 'internal review' are 

strategically chosen to signal accountability without legal exposure. Such precision is the essence 

of Business English in crisis settings. 

 

The stakeholder letter goes a step further by articulating next steps and formal reassurance. Its 

calm, composed tone speaks directly to the business community’s concerns. Investors and 

partners seek confidence, not sentiment. This dual-audience strategy—emotional for the public, 

factual for partners—reflects segmentation theory in communication. 

 

Furthermore, the cultural audit embedded in this communication strategy strengthens its global 

applicability. By employing Hofstede’s framework, the messaging accounts for cultural norms in 

both collectivist societies (where emotional togetherness is prioritized) and individualist cultures 

(where information clarity and responsibility matter more). For instance, the use of non-blaming 

language respects face-saving values in East Asia, while active voice assures agency in Western 

contexts. This shows that effective communication is not universal in form, but adaptable in 

practice. 



 

In sum, the discussion affirms that crisis communication is not a formulaic response—it is a 

calculated, ethically driven process that combines theory, culture, and precise language. Tourism 

operators must therefore invest in training communication leaders who are as fluent in emotional 

intelligence and cultural literacy as they are in grammar or tone. 

6. Conclusion 

This comprehensive communication strategy has demonstrated how Business English, when 

fused with crisis management theory and intercultural sensitivity, can serve as a powerful tool 

for reputation recovery. The incident at Coastal Escapes Ltd. tested the company’s resilience and 

exposed the vulnerabilities that accompany high-risk tourism activities. 

 

The use of SCCT allowed for a structured assessment of the organization’s responsibility and the 

reputational threat posed by the fatal accident. The resulting communications emphasized 

empathy, accountability, and action—three pillars essential in managing the perceptions of both 

internal and external stakeholders. Moreover, Hofstede’s framework allowed for thoughtful 

adjustments to tone, phrasing, and message style, helping the company navigate cross-cultural 

interpretations of grief, leadership, and responsibility. 

 

This strategy is not only a response to an isolated event but a blueprint for future preparedness. It 

is recommended that Coastal Escapes Ltd. institutionalize the following: 

1. Annual Crisis Drills: Including language-based simulations to practice communication in real 

time. 

2. Cultural Communication Workshops: Especially for senior managers and media 

spokespeople. 

3. Standardized Messaging Templates: Reviewed by legal and cultural consultants to ensure 

appropriateness. 

4. Real-Time Monitoring Systems: For early detection of media framing trends and online 

sentiment. 

 

In conclusion, crisis communication in global tourism is not a matter of 'if' but 'when.' With the 

right frameworks, language proficiency, and cultural insight, organizations like Coastal Escapes 

Ltd. can navigate even the most challenging events with professionalism and compassion. 
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Appendices 
Appendix A: Safety Checklist for Water-Based Activities 

- Mandatory safety briefing before each activity 

- Life jacket distribution and fit confirmation 

- On-site certified lifeguards 

- Emergency communication equipment check 

- Clear signage and zoning of high-risk areas 

 

Appendix B: Grief Counseling Resources for Staff 

- Partnership with MindWell Health Services (Available 24/7) 

- On-site grief counselors for 2 weeks post-incident 

- Anonymous emotional support hotline: +1-800-HEAL-NOW 

- Optional group debrief sessions organized by HR 

 

Appendix C: Internal SOP Revisions Timeline 

- July 16: Initiation of internal review 

- July 18: Third-party safety audit engagement 

- July 21: Preliminary report on safety enhancements 

- July 25: Implementation of upgraded SOPs for all marine activities 
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