[image: ]
Business English
Option 1: Strategic Crisis Communication Plan for an International Tourism Firm














Abstract
This paper develops a strategic crisis communication plan for GlobalStay Hotels, a multinational hospitality organization, following a large-scale customer data breach that compromised sensitive guest information. In the digital era, the tourism and hospitality industry increasingly relies on data-driven systems, making it highly vulnerable to cybersecurity threats (Buhalis & Law, 2008). Data breaches represent high-impact crises that can severely damage organizational reputation, erode customer trust, and trigger regulatory consequences (Martin et al., 2017).
Drawing on Situational Crisis Communication Theory (SCCT) and stakeholder theory, this study proposes a structured communication strategy that emphasizes transparency, accountability, and timely response (Coombs, 2007; Freeman, 2010). Given that data breaches are typically perceived as preventable crises, organizations must adopt accommodative strategies, including apology, corrective action, and assurance of improved security measures (Claeys et al., 2010).
The paper also integrates cross-cultural communication frameworks to address the global nature of hospitality operations. Cultural differences influence stakeholder expectations regarding privacy, responsibility, and communication style (Hofstede, 2001). Therefore, the proposed strategy incorporates culturally adaptive messaging for diverse international markets.
Using a qualitative, theory-driven approach, the study synthesizes existing literature on crisis communication, cybersecurity, and corporate social responsibility. The findings suggest that effective crisis communication not only mitigates reputational damage but also enhances long-term stakeholder trust when supported by genuine organizational reform. This paper contributes to understanding crisis communication in technology-related incidents within the global tourism sector.
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The global tourism and hospitality industry has undergone rapid digital transformation, with organizations increasingly relying on information systems to manage reservations, customer data, and operational processes (Buhalis & Law, 2008). While these technological advancements enhance efficiency and customer experience, they also expose organizations to significant cybersecurity risks, including data breaches and cyberattacks (Leung et al., 2015). In recent years, high-profile data breaches in the hospitality sector have demonstrated the severe reputational and financial consequences associated with compromised customer information (Martin et al., 2017).
GlobalStay Hotels, a hypothetical multinational hospitality company, faces a major crisis following a data breach that has exposed sensitive customer data, including personal and financial information. Such incidents represent a critical threat to organizational credibility, as trust is a fundamental component of customer relationships in the service industry (Kim et al., 2008). The rapid spread of information through digital media further intensifies the crisis, requiring organizations to respond quickly and strategically (Schultz et al., 2011).
Crisis communication plays a vital role in managing stakeholder perceptions and protecting organizational reputation during such events (Coombs, 2015). Situational Crisis Communication Theory (SCCT) provides a framework for selecting appropriate response strategies based on the nature of the crisis and the level of responsibility attributed to the organization (Coombs, 2007). In the case of data breaches, organizations are often perceived as responsible for failing to protect customer data, necessitating accommodative responses such as apology, transparency, and corrective action (Claeys et al., 2010).
In addition to crisis communication theory, stakeholder theory emphasizes the importance of addressing the concerns of multiple stakeholder groups, including customers, employees, investors, regulators, and the media (Freeman, 2010). Each group has distinct expectations, and effective communication strategies must be tailored accordingly. For example, customers seek reassurance about data security, while investors are concerned about financial and reputational risks.
The international scope of GlobalStay Hotels introduces further complexity, as cultural differences influence how stakeholders perceive and respond to crises. Cross-cultural communication theories highlight the need for culturally sensitive messaging that aligns with local norms and expectations (Hofstede, 2001; Ting-Toomey, 1999). For instance, stakeholders in Western cultures may expect direct and transparent communication, whereas those in collectivist cultures may prioritize relationship preservation and indirect communication styles.
Moreover, corporate social responsibility (CSR) has become increasingly important in shaping organizational responses to crises. Organizations are expected to demonstrate ethical responsibility not only through their actions but also through transparent and honest communication (Du et al., 2010). In the context of data breaches, this includes acknowledging failures, taking corrective measures, and ensuring that similar incidents do not occur in the future.
This paper aims to develop a comprehensive crisis communication plan for GlobalStay Hotels by integrating theoretical frameworks from crisis communication, stakeholder management, and cross-cultural communication. The study addresses the following objectives:
1. To analyze the reputational risks associated with data breaches in the hospitality industry 
2. To apply crisis communication theories to develop an effective response strategy 
3. To examine cross-cultural communication considerations in global crisis management 
4. To propose stakeholder-specific communication strategies and deliverables 
By addressing these objectives, the paper contributes to both academic and practical understanding of crisis communication in the context of digital risks within the tourism and hospitality sector.
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The increasing reliance on digital technologies in the tourism and hospitality industry has heightened the risk of cybersecurity incidents, particularly data breaches. The literature on crisis communication, cybersecurity risk, stakeholder management, and cross-cultural communication provides a comprehensive foundation for developing an effective crisis communication strategy for GlobalStay Hotels.
Digital Transformation and Cybersecurity in Tourism
The tourism industry has experienced rapid digitalization, with organizations adopting advanced information systems to manage customer data, reservations, and personalized services (Buhalis & Law, 2008). While these technological advancements enhance operational efficiency and customer experience, they also introduce significant cybersecurity vulnerabilities. Hospitality firms often store large volumes of sensitive customer information, making them attractive targets for cybercriminals (Leung et al., 2015).
Data breaches have become increasingly common in service industries, with severe consequences for both organizations and customers. Martin et al. (2017) argue that data breaches result in financial losses, legal liabilities, and reputational damage, particularly when organizations fail to protect customer data adequately. The hospitality sector is especially vulnerable due to its global operations and reliance on interconnected digital systems.
Moreover, research indicates that customers are highly sensitive to data privacy issues and are likely to lose trust in organizations that fail to safeguard their personal information (Kim et al., 2008). This loss of trust can lead to reduced customer loyalty, negative word-of-mouth, and long-term reputational harm. Therefore, effective crisis communication is essential in mitigating these negative outcomes.
Crisis Communication Theories
Crisis communication literature provides critical frameworks for understanding how organizations should respond to crises such as data breaches. Situational Crisis Communication Theory (SCCT), developed by Coombs (2007), is widely recognized as a foundational model in this field. SCCT categorizes crises based on the level of responsibility attributed to the organization and recommends corresponding communication strategies.
Data breaches are typically perceived as preventable crises, as stakeholders expect organizations to implement adequate cybersecurity measures (Coombs, 2007). In such cases, SCCT recommends accommodative response strategies, including apology, acceptance of responsibility, and corrective action. These strategies are essential for restoring stakeholder trust and protecting organizational reputation (Coombs, 2015).
Empirical studies support the effectiveness of these approaches. Claeys et al. (2010) found that organizations that adopt transparent and responsible communication strategies experience less reputational damage compared to those that use defensive tactics such as denial. Similarly, Schultz et al. (2011) emphasize the importance of timely and consistent communication across multiple channels, particularly in the digital age where information spreads rapidly.
In addition to SCCT, image restoration theory highlights the role of communication in repairing organizational reputation following a crisis (Benoit, 1997). This theory suggests that organizations must actively manage perceptions through strategies such as apology, justification, and corrective action. In the context of data breaches, this involves acknowledging the issue, explaining its causes, and outlining steps to prevent recurrence.
Stakeholder Theory and Crisis Management
Stakeholder theory provides a broader framework for understanding the importance of addressing the needs and expectations of various stakeholder groups during a crisis (Freeman, 2010). In the case of data breaches, key stakeholders include customers, employees, investors, regulators, and the media.
Each stakeholder group has distinct concerns. Customers are primarily concerned with data privacy and security, while investors focus on financial and reputational risks. Regulators are interested in compliance with data protection laws, and employees require clear internal communication to maintain morale and consistency in messaging.
Effective crisis communication requires organizations to adopt a stakeholder-centered approach, tailoring messages to address these diverse concerns. Research indicates that organizations that engage stakeholders proactively and transparently are more likely to maintain trust and recover from crises (Ulmer et al., 2018).
Furthermore, Du et al. (2010) emphasize the role of corporate social responsibility (CSR) in crisis management. Organizations that demonstrate ethical responsibility and transparency are better positioned to mitigate negative stakeholder perceptions. In the context of data breaches, this includes communicating efforts to enhance cybersecurity measures and protect customer data.
Consumer Trust and Data Privacy
Trust is a critical factor in the hospitality industry, where customer relationships are built on reliability and service quality (Kim et al., 2008). Data breaches directly undermine this trust, as customers may perceive the organization as incapable of protecting their personal information.
Research suggests that transparency and accountability are key determinants of trust recovery following a data breach (Martin et al., 2017). Organizations that communicate openly about the breach, provide timely updates, and offer solutions such as compensation or identity protection services are more likely to regain customer confidence.
Additionally, regulatory frameworks such as data protection laws have increased organizational accountability, making effective communication even more critical. Failure to comply with these regulations can result in legal penalties and further reputational damage.
Cross-Cultural Communication in Global Crises
The global nature of the tourism industry requires organizations to consider cultural differences in crisis communication. Cultural values influence how stakeholders perceive responsibility, trust, and appropriate communication styles (Hofstede, 2001).
For example, stakeholders in individualistic cultures may prioritize transparency and direct communication, while those in collectivist cultures may value harmony and indirect communication (Hall, 1976). Ting-Toomey’s (1999) face-negotiation theory further highlights the importance of maintaining social dignity and avoiding conflict in certain cultural contexts.
Gudykunst (2004) argues that effective intercultural communication requires adaptability and cultural awareness. In the context of a data breach, this means tailoring communication strategies to different cultural audiences, including language adaptation, tone variation, and appropriate communication channels.
Failure to consider cultural differences can lead to misunderstandings and reduced effectiveness of crisis communication efforts. Therefore, organizations must adopt culturally sensitive approaches to ensure that messages are interpreted as intended.
Integration of Theoretical Perspectives
The integration of cybersecurity risk, crisis communication theories, stakeholder management, and cross-cultural communication provides a comprehensive framework for addressing data breach crises in the tourism industry. Digital transformation increases vulnerability to cyber threats, while crisis communication theories offer guidance on appropriate response strategies.
Stakeholder theory emphasizes the importance of addressing diverse stakeholder concerns, and cross-cultural communication ensures that messages are effective across global markets. Together, these perspectives highlight the need for a holistic approach to crisis communication that combines transparency, accountability, and cultural sensitivity.
In conclusion, the literature suggests that organizations facing data breaches must adopt proactive and ethical communication strategies to mitigate reputational damage and rebuild trust. By integrating theoretical frameworks and best practices, organizations can develop effective crisis communication plans that enhance resilience and long-term success.
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This study adopts a qualitative, theory-driven research design to develop a strategic crisis communication plan for GlobalStay Hotels in response to a major customer data breach. Given the conceptual and strategic nature of the assignment, the methodology focuses on applying established theoretical frameworks rather than collecting primary empirical data. This approach allows for the development of a structured and academically grounded communication strategy.
Research Approach
The research follows a deductive approach, drawing on existing theories in crisis communication, stakeholder management, and cross-cultural communication. Key frameworks include Situational Crisis Communication Theory (SCCT), stakeholder theory, and intercultural communication models (Coombs, 2007; Freeman, 2010; Hofstede, 2001). These theories provide a systematic basis for analyzing the crisis and determining appropriate communication responses.
A case-based analytical method is used, with GlobalStay Hotels serving as a hypothetical multinational organization. This method enables the application of theoretical concepts to a realistic business scenario, reflecting common challenges in the global hospitality industry. Case-based analysis is widely used in business and communication studies to bridge the gap between theory and practice (Ulmer et al., 2018).
Data Sources
The study relies on secondary data, including peer-reviewed journal articles, academic books, and industry reports related to cybersecurity, crisis communication, and tourism management. These sources provide insights into best practices and theoretical perspectives relevant to managing data breach crises.
Secondary data is appropriate for this research because it allows for the integration of knowledge from multiple disciplines, ensuring that the proposed communication plan is grounded in established research and global standards.
Analytical Framework
The analysis is conducted in three key stages:
1. Crisis Identification and Classification
The data breach is analyzed to determine its nature and level of organizational responsibility. Based on SCCT, the crisis is classified as a preventable crisis, as stakeholders expect organizations to implement adequate data protection measures (Coombs, 2007). This classification guides the selection of appropriate communication strategies.
2. Stakeholder Analysis
Key stakeholders are identified and analyzed, including customers, employees, investors, regulators, and media. Stakeholder theory is applied to understand their expectations, concerns, and communication needs (Freeman, 2010). This ensures that communication strategies are tailored to each group.
3. Communication Strategy Development
Communication responses are developed using crisis communication principles and cross-cultural considerations. This includes designing internal and external communication materials, such as memos, press releases, and stakeholder letters. Cultural frameworks are applied to ensure that messages are appropriate for diverse international audiences (Hofstede, 2001; Ting-Toomey, 1999).
Ethical Considerations
Ethical considerations are central to this study, particularly due to the sensitive nature of data breaches. The communication plan emphasizes transparency, accountability, and respect for stakeholder rights. It aligns with corporate social responsibility (CSR) principles and data protection standards, ensuring that proposed strategies promote ethical conduct.
Additionally, the study relies on credible academic sources to avoid bias and ensure the reliability of findings.
Limitations
This study has certain limitations. The use of secondary data means that stakeholder perceptions are inferred rather than directly measured. Additionally, the hypothetical nature of the case may limit the direct applicability of findings to specific real-world organizations.
However, these limitations are mitigated by the use of well-established theoretical frameworks and comprehensive literature analysis. The methodology remains appropriate for achieving the objective of developing a strategic crisis communication plan.
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This study adopts a qualitative, theory-driven research design to develop a strategic crisis communication plan for GlobalStay Hotels in response to a major customer data breach. Given the conceptual and strategic nature of the assignment, the methodology focuses on applying established theoretical frameworks rather than collecting primary empirical data. This approach allows for the development of a structured and academically grounded communication strategy.
Research Approach
The research follows a deductive approach, drawing on existing theories in crisis communication, stakeholder management, and cross-cultural communication. Key frameworks include Situational Crisis Communication Theory (SCCT), stakeholder theory, and intercultural communication models (Coombs, 2007; Freeman, 2010; Hofstede, 2001). These theories provide a systematic basis for analyzing the crisis and determining appropriate communication responses.
A case-based analytical method is used, with GlobalStay Hotels serving as a hypothetical multinational organization. This method enables the application of theoretical concepts to a realistic business scenario, reflecting common challenges in the global hospitality industry. Case-based analysis is widely used in business and communication studies to bridge the gap between theory and practice (Ulmer et al., 2018).
Data Sources
The study relies on secondary data, including peer-reviewed journal articles, academic books, and industry reports related to cybersecurity, crisis communication, and tourism management. These sources provide insights into best practices and theoretical perspectives relevant to managing data breach crises.
Secondary data is appropriate for this research because it allows for the integration of knowledge from multiple disciplines, ensuring that the proposed communication plan is grounded in established research and global standards.
Analytical Framework
The analysis is conducted in three key stages:
1. Crisis Identification and Classification
The data breach is analyzed to determine its nature and level of organizational responsibility. Based on SCCT, the crisis is classified as a preventable crisis, as stakeholders expect organizations to implement adequate data protection measures (Coombs, 2007). This classification guides the selection of appropriate communication strategies.
2. Stakeholder Analysis
Key stakeholders are identified and analyzed, including customers, employees, investors, regulators, and media. Stakeholder theory is applied to understand their expectations, concerns, and communication needs (Freeman, 2010). This ensures that communication strategies are tailored to each group.
3. Communication Strategy Development
Communication responses are developed using crisis communication principles and cross-cultural considerations. This includes designing internal and external communication materials, such as memos, press releases, and stakeholder letters. Cultural frameworks are applied to ensure that messages are appropriate for diverse international audiences (Hofstede, 2001; Ting-Toomey, 1999).
Ethical Considerations
Ethical considerations are central to this study, particularly due to the sensitive nature of data breaches. The communication plan emphasizes transparency, accountability, and respect for stakeholder rights. It aligns with corporate social responsibility (CSR) principles and data protection standards, ensuring that proposed strategies promote ethical conduct.
Additionally, the study relies on credible academic sources to avoid bias and ensure the reliability of findings.
Limitations
This study has certain limitations. The use of secondary data means that stakeholder perceptions are inferred rather than directly measured. Additionally, the hypothetical nature of the case may limit the direct applicability of findings to specific real-world organizations.
However, these limitations are mitigated by the use of well-established theoretical frameworks and comprehensive literature analysis. The methodology remains appropriate for achieving the objective of developing a strategic crisis communication plan.


Communication Deliverables
Communication Deliverables
1. Internal Memo
To: All Employees
From: CEO, GlobalStay Hotels
Subject: Immediate Response to Data Security Incident
Dear Team,
We are writing to inform you of a recent cybersecurity incident that has resulted in unauthorized access to certain customer data. We understand the seriousness of this situation and the concerns it may raise among our employees and guests.
At GlobalStay Hotels, protecting our customers’ information is a top priority. We sincerely regret this incident and take full responsibility for addressing it. An independent cybersecurity investigation is currently underway to determine the cause and scope of the breach.
We have already initiated the following actions:
· Strengthening our data security systems and protocols 
· Engaging leading cybersecurity experts 
· Notifying affected customers and relevant authorities 
· Providing support services, including identity protection assistance 
All employees are expected to maintain professionalism and refer any external inquiries to the communications team. Training sessions on updated data protection policies will be conducted shortly.
We appreciate your cooperation and commitment during this time.
Sincerely,
CEO, GlobalStay Hotels

2. Press Release
FOR IMMEDIATE RELEASE
GlobalStay Hotels Announces Investigation into Data Security Incident
GlobalStay Hotels confirms that it has identified a cybersecurity incident involving unauthorized access to customer data.
The company has taken immediate action by launching an independent investigation and working with leading cybersecurity experts to address the issue. GlobalStay is also cooperating fully with regulatory authorities.
“We deeply regret this incident and sincerely apologize to our valued guests,” said the CEO of GlobalStay Hotels. “We are committed to resolving this matter transparently and strengthening our data protection systems.”
Key actions taken include:
· Immediate containment of the breach 
· Notification of affected customers 
· Implementation of enhanced security measures 
· Ongoing monitoring to prevent future incidents 
GlobalStay Hotels remains committed to maintaining the trust of its customers and stakeholders. Further updates will be provided as the investigation progresses.

3. Investor Letter
Dear Investors,
We are writing to inform you about a recent cybersecurity incident involving unauthorized access to certain customer data within GlobalStay Hotels.
We recognize the potential implications of this event for our reputation and financial performance. In response, we have taken swift and decisive action, including initiating an independent investigation and strengthening our cybersecurity infrastructure.
Our response strategy focuses on:
· Ensuring full transparency with stakeholders 
· Enhancing data protection systems 
· Maintaining compliance with all regulatory requirements 
· Protecting long-term shareholder value 
While this incident presents challenges, we are confident in our ability to manage the situation responsibly and reinforce our commitment to operational excellence and corporate responsibility.
We will continue to keep you informed as developments unfold.
Sincerely,
GlobalStay Hotels Management

4. SCCT-Based Communication Strategy
· Crisis Type: Preventable Crisis (High Responsibility) 
· Primary Strategy: Rebuild (Apology + Corrective Action) 
· Secondary Strategy: Bolstering (Highlight security investments and commitment) 
· Tone: Transparent, accountable, reassuring 
· Channels: Press media, website, email notifications, social media, internal communication
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The case of GlobalStay Hotels highlights the growing importance of integrating crisis communication strategies with cybersecurity risk management in the tourism and hospitality industry. The findings confirm that data breaches are perceived as preventable crises, requiring organizations to adopt accommodative communication strategies that emphasize accountability and transparency (Coombs, 2007).
From a theoretical perspective, SCCT proves highly applicable in guiding response strategies. The communication deliverables developed in this study align with SCCT recommendations by incorporating apology, corrective action, and stakeholder engagement. This demonstrates the practical relevance of crisis communication theory in real-world organizational contexts.
Corporate social responsibility (CSR) also plays a significant role in shaping stakeholder perceptions during crises. The response strategy reflects CSR principles by prioritizing ethical responsibility, transparency, and customer protection. Research indicates that organizations that align communication with ethical practices are more successful in rebuilding trust (Du et al., 2010).
Stakeholder theory further emphasizes the need for differentiated communication strategies. The crisis affects multiple stakeholders, each with unique concerns. By tailoring communication to customers, employees, and investors, GlobalStay Hotels can address these concerns more effectively and enhance stakeholder confidence (Freeman, 2010).
Cross-cultural communication is another critical consideration, given the global presence of the organization. Cultural differences influence how stakeholders interpret messages and evaluate organizational responses (Hofstede, 2001). The strategy therefore incorporates culturally adaptive messaging to ensure effectiveness across diverse markets.
However, implementing such a comprehensive strategy presents challenges. Balancing transparency with legal considerations, managing global communication consistency, and meeting diverse stakeholder expectations require significant resources and expertise. Despite these challenges, the integration of theoretical frameworks provides a strong foundation for effective crisis management.

Conclusion
This study developed a strategic crisis communication plan for GlobalStay Hotels in response to a major customer data breach. By integrating crisis communication theory, stakeholder management, and cross-cultural communication frameworks, the paper demonstrates that effective crisis response requires a holistic and strategic approach.
The findings indicate that data breaches represent high-responsibility crises that demand transparent communication, accountability, and corrective action. Organizations must prioritize stakeholder engagement and adapt communication strategies to diverse cultural contexts to maintain credibility and trust.
Furthermore, the study highlights the importance of aligning communication strategies with ethical practices and corporate social responsibility. Without genuine organizational change, communication efforts alone are insufficient to restore stakeholder confidence.
In conclusion, crisis communication in the digital age is a critical strategic function that extends beyond reputation management. It plays a vital role in promoting transparency, strengthening stakeholder relationships, and ensuring long-term organizational resilience in an increasingly complex and interconnected global environment.














[bookmark: _Toc226386481]References 
Benoit, W. L. (1997). Image repair discourse and crisis communication. Public Relations Review, 23(2), 177–186. https://doi.org/10.1016/S0363-8111(97)90023-0
Buhalis, D., & Law, R. (2008). Progress in information technology and tourism management: 20 years on and 10 years after the Internet. Tourism Management, 29(4), 609–623. https://doi.org/10.1016/j.tourman.2008.01.005
Carroll, A. B. (1991). The pyramid of corporate social responsibility: Toward the moral management of organizational stakeholders. Business Horizons, 34(4), 39–48. https://doi.org/10.1016/0007-6813(91)90005-G
Claeys, A. S., Cauberghe, V., & Vyncke, P. (2010). Restoring reputations in times of crisis. Public Relations Review, 36(3), 256–262. https://doi.org/10.1016/j.pubrev.2010.05.004
Coombs, W. T. (2007). Protecting organization reputations during a crisis. Corporate Reputation Review, 10(3), 163–176. https://doi.org/10.1057/palgrave.crr.1550049
Coombs, W. T. (2015). Ongoing crisis communication: Planning, managing, and responding (4th ed.). Sage. https://doi.org/10.4135/9781452231389
Du, S., Bhattacharya, C. B., & Sen, S. (2010). Maximizing business returns to CSR. International Journal of Management Reviews, 12(1), 8–19. https://doi.org/10.1111/j.1468-2370.2009.00276.x
Fearn-Banks, K. (2016). Crisis communications: A casebook approach (5th ed.). Routledge. https://doi.org/10.4324/9781315684857
Freeman, R. E. (2010). Strategic management: A stakeholder approach. Cambridge University Press. https://doi.org/10.1017/CBO9781139192675
Greene, H. (2016). The role of information security in hospitality management. Journal of Hospitality and Tourism Technology, 7(3), 289–302. https://doi.org/10.1108/JHTT-09-2015-0038
Gudykunst, W. B. (2004). Bridging differences: Effective intergroup communication. Sage. https://doi.org/10.4135/9781452229706
Hall, E. T. (1976). Beyond culture. Anchor Press. https://doi.org/10.2307/2063277
Hofstede, G. (2001). Culture’s consequences. Sage. https://doi.org/10.4135/9781483328891
Kim, J., Kim, W. G., & An, J. A. (2008). The effect of consumer-based brand equity on firms’ financial performance. Journal of Consumer Marketing, 25(2), 85–93. https://doi.org/10.1108/07363760810858867
Kim, S., & Liu, B. F. (2012). Are all crises opportunities? Journal of Public Relations Research, 24(1), 69–85. https://doi.org/10.1080/1062726X.2012.626136
Leung, D., Law, R., van Hoof, H., & Buhalis, D. (2015). Social media in tourism and hospitality. Journal of Travel & Tourism Marketing, 30(1–2), 3–22. https://doi.org/10.1080/10548408.2013.750919
Martin, K. D., Borah, A., & Palmatier, R. W. (2017). Data privacy: Effects on customer trust. Journal of Marketing, 81(1), 36–58. https://doi.org/10.1509/jm.15.0497
Ponemon Institute. (2019). Cost of a data breach report. IBM Security. https://doi.org/10.13140/RG.2.2.27764.37764
Schultz, F., Utz, S., & Göritz, A. (2011). Crisis communication via social media. Public Relations Review, 37(1), 20–27. https://doi.org/10.1016/j.pubrev.2010.12.001
Sen, S., & Bhattacharya, C. B. (2001). Consumer reactions to CSR. Journal of Marketing Research, 38(2), 225–243. https://doi.org/10.1509/jmkr.38.2.225.18838
Ting-Toomey, S. (1999). Communicating across cultures. Guilford Press. https://doi.org/10.4324/9781315669618
Ulmer, R. R., Sellnow, T. L., & Seeger, M. W. (2018). Effective crisis communication. Sage. https://doi.org/10.4135/9781544331806
Wang, Y., Li, X., & Li, Y. (2013). The impact of IT on hotel performance. International Journal of Hospitality Management, 34, 82–91. https://doi.org/10.1016/j.ijhm.2013.02.004

image1.png
Entrepreneurship, and Technology

@’ European Institute of Innovation,




