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Introduction

This report is based on a scenario that focuses on a well-known resort that faces backlash when it
is accused of causing environmental harm. Using a first-hand approach, I aim to illustrate how I
would go about that crisis in terms of communication. This involves communications messaging
for the public, message support to employees, messages to engage online, and messaging with

both traditional and digital communications.

I will describe the strategies best suited for the situations we are discussing here. I will also
reference a few communication models and effective tools that support my suggestions. My
focus continues to be on making our messaging transparent, culturally sensitive, and emotionally
intelligent. When all is said and done, this report is not just about damage control. The goal
should be to build trust, manage brand values, and ultimately understand how to communicate

responsibly and confidently when faced with challenging situations.



Crisis Scenario Description

This report centers on a crisis involving an eco-resort brand named Earth Resort, which is
marketed as a sustainable, environmentally responsible place to stay. Earth Resort is known for
its eco-friendly practices, work with conservation groups, and nature-based tourism experiences,
which attract guests who care about the environment and ethical travel. The crisis began when a
travel influencer posted a video on a social media platform claiming that Earth Resort had
illegally dumped waste into a nearby protected marine area, and the video spread quickly and
virally across social media, news websites, and other platforms. The video catches the attention
of environmental activists and travel bloggers, resulting in coverage by international media. The
video started trending with hashtags such as #EcoFraud and #GreenLie, putting Earth Resort as
an eco-criminal globally. As time passes by and the backlash continues to swirl, the public
begins to cancel their reservations, leave negative reviews, and demand to know what is
happening. Earth Resort's social media feeds are filled with criticism, and the brand image
becomes mangled. While the crisis leaves staff feeling relieved, many employees feel uncertain.
Many staff do not feel clarity on the response, meanwhile, some act as online whistleblowers by
sharing their experiences, concerns, and frustrations under anonymity regarding the reaction. The
organizational impact is real-time, presenting challenges not only to Earth Resort's public image
but also to internal morale. With a fluent communications plan, the crisis could become worse.
Within the report, I will delineate how I would work through the steps of professionally working
through crisis communication using the appropriate strategies and processes through messaging

to restore trust with the public and the staff.



Crisis Communication strategy

Dealing with a crisis like this at Earth Resort is not merely brand management. It is trust
management. When a business claims to be genuinely concerned about the environment but is
accused of being otherwise, the audience is disappointed, angry, and even feels betrayed. My
communication strategy is focused on this feeling. I want to make sure the public sees that we
are listening, taking it seriously, and being prepared to take ownership and make it the best we
can. The first goal of this strategy is to communicate the facts openly and with honesty. I will
ensure we are quickly providing people with good information. I will also ensure that our
employees are supported and know what to say if guests or others ask questions. The public and
our staff deserve the same good answers and honest communication. [ have two different
audiences that I need to consider. The first is the public, which includes past and future visitors,
environmental groups, social media followers, and the general public watching the situation.
They want to hear from us, not what they read on a social media post by a friend or another
person. The second audience is our internal audience, our staff. The people who represent Earth
Resort on the ground every day need clear and concise information and support to do their job
well. I will take a mixed approach to reach our audiences. I will prepare a press release and CEO
statement for the public. This will be distributed and placed on the resort's website and social

media.

I will create social media responses for Twitter, Instagram, and LinkedIn, where people are most
active talking about us. For our internal audience, I will write a memo to staff outlining the
situation, what we are doing about it, and how they might respond to questions. Finally, I will
monitor the situation using digital tools. I will assess what the public is saying about Earth
Resort, measure the public's reaction to our messages, and change the message if necessary.
Keep communications honest and relevant based on the feedback I receive. Again, the most
critical aspect of this strategy is respect and responsibility. This is not just brand management for
Earth Resort; it demonstrates that we think what we say about sustainability and the

environment.



Press Release
FOR IMMEDIATE RELEASE
Earth Resort Responds to Environmental Concerns and Outlines Immediate Actions

As most of you know, Earth Resort is aware of the concerns that have been recently voiced
online about our environmental practices. We take concerns like this very seriously. As a
company obligated to sustainability and ecological respect, we intend to be completely
transparent and take immediate action to rectify any problems. The video in circulation has
prompted an urgent investigation. An independent environmental audit team has been
commissioned to lead our internal investigation. We fully cooperate with local environmental
authorities to confirm that we comply with and exceed all regulations. In addition, we have
suspended any activities in that area pending full review. Earth Resort does not treat
environmental sustainability as a marketing claim but as a shared responsibility. If we find that
we have erred when we believe we have acted with the highest intention for our visitors and
local environments, we will publicly acknowledge our error. We will not hesitate to rectify it.
We appreciate the trust our guests, colleagues, and community have placed in us. We will
provide regular updates regarding the progress of our investigation, corrective measures being
taken, and long-term changes being made. Our commitment to real sustainability has not
changed, and we will show that commitment through action and not just words. If you have
questions or would like to reach out to us, please contact:

Communications Office Earth Resort

Email: communications@earthresort.com

Phone: +1 (555) 123-4567

CEO Statement
Official Statement from the CEQO of Earth Resort

At Earth Resort, we have long held the belief that we are more than just protecting our
environment; it is our mission, and it is our vision. Recently, very serious allegations have been
made against us, and we are taking this matter extremely seriously and urgently. I want to assure
our guests, partners, employees, and the communities we represent that we will take meaningful

action. We have commenced a fully independent environmental audit and are actively



cooperating with authorities. We have halted operations in the areas of concern and will not
restart operations until the investigation is completed. We genuinely feel regret and compassion
for the disappointment and concern this matter has caused. Trust must be earned every day, and
when mistakes or errors occur, we must take responsibility, learn, and make meaningful
improvements. Transparency, responsibility, and sustainability are not commitments of Earth
Resort but commitments we will willingly make without exception. We will be providing
updates to the public regularly; we will have more internal oversight and increased internal
improvement opportunities with environmental advisors. We are listening and learning and will

earn back your trust.

Yours sincerely,

James Mitchell

Chief Executive Officer

Earth Resort

Internal Memo to All Earth Resort Staff
Subject: Important Update Regarding Recent Environmental Concerns

Dear Earth Resort Team, I want to update you on the situation that has been circulating online
over the past few days. As many of you have seen or heard, allegations have questioned our
environmental practices. Please know that leadership is taking this matter very seriously, and we
fully support the need to deal with all issues transparently and responsibly. We have made an
immediate and independent investigation with the help of external environmental experts.
Operations in the area have been stopped, and we are working with local authorities to ensure
compliance with all environmental regulations. I know the situation can be difficult and stressful,
especially when your guests or community members begin to question you. We need to be able
to remain calm, professional, and informed. If you are approached, please inform guests that
Earth Resort is actively investigating the situation. We will keep everyone apprised of official
updates and information immediately. Please do not speculate or comment beyond what is shared

in our official updates. Your work and dedication have always been the foundation of Earth



Resort's success. We appreciate your professionalism and willingness to be patient while
handling this challenging situation. We will send further internal updates as applicable and more
staff training as needed. If you have any questions, concerns, or suggestions, we encourage you
to contact your department managers or the Communications Office directly. Thank you for your

continued commitment and support.

Sincerely,

Flora Knapp

Head of Corporate Communications

Earth Resort

Social Media Response Strategy

Twitter Response

We understand the concerns that have been raised and are taking immediate actions including an
independent environmental audit. Earth Resort is fully committed to sustainability and

transparency. More info soon. #EarthResort #Sustainability

Instagram Post

Thank you to our community for holding us accountable. Earth Resort has launched a full
investigation into the environmental concerns we have received and we promise full

transparency and commit to better sustainability practices on the road ahead. More updates soon.

LinkedIn Post

Earth Resort has always been about preserving and celebrating the natural world. We are taking
the recent environmental concerns very seriously, and in fact, an independent review is already
underway. We are committed to transparency and will take progressive action. We appreciate

our guests, partners, and staff's patience and trust while we continue this process.



Application of Communication Models

When developing the communication plan for Earth Resort's crisis response, I relied on
principles from two significant models of communication: the Shannon-Weaver Model of
Communication and Schramm's Interactive Model of Communication. Both models provided
guiding principles and a framework for message delivery, audience feedback, and clarity of
purpose in all messaging. The Shannon-Weaver Model describes communication from the point
of view of a communicator who is communicating as a sender who sends a message by channel
to a receiver (Shannon & Weaver, 1949).1t is the point of view of a communicator who is
communicating as a sender who sends a message by channel to a receiver who then hears (or
doesn't) the intended message. As a communicator, knowing that " noise " can interfere with the
communication process is essential. In a crisis, noise can come from social media
misinformation or rumor, emotional reactions, and unintended consequences from the media
misinterpreting our messaging (and making it worse) or organizational confusion. The model
encourages a communicator to maximize clarity of purpose in the messages sent and use
channels that limit noise (formal press releases, direct memos to staff, or verified, official
corporate social media). My purpose for utilizing this model was to limit "noise" so that the
intended message about Earth Resort's actions and values could be delivered to the audience
without distortion. Although the Schramm communication model is still concerned with how
messages are sent and received (Schramm, 1954), it focuses more on audience interaction and
feedback. The Schramm model is valuable for understanding the continuous cycle of
communication or "feedback loop" that we continually go through when sending a message,
receiving a message, and then responding or providing feedback to that message. When applying
Schramm's communication model, I have built feedback mechanisms into our crisis plan to
collect interaction and feedback from audiences (e.g., monitoring social media responses), allow
staff to ask questions, and commit to regular provocations to update the public. This approach
proves that Earth Resort is not just sending messages but listening and responding to whatever is
relevant to our audience's reaction. Both models have reiterated that effective communication
during a crisis is as much (if not more) about how we listen as it is about what we say. By
utilizing the concepts presented in these two models, we can build trust and prove that Earth

Resort works and acts in an OPEN and HONEST manner with our guests, staff, and partners.
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Digital Listening Tools and Performance Tracking

Crisis communication plans require not only sending messages but also looking at how the
public responds to those messages. I recommend using various digital listening tools to follow up
the conversations, identify emerging issues, and track the effectiveness of the communication
strategy for Earth Resort during crisis response. Hootsuite is a social media platform that allows
a news organization to set up real-time monitoring of mentions, hashtags, comments, and
engagement across multiple social media platforms (Hootsuite, n.d.). Using Hootsuite would
help Earth Resort track what is being said in the public conversation and provide the opportunity
for real-time responses to developments. Google Alerts is another tool to monitor when Earth
Resort is mentioned in online materials, including news articles and blog posts. If a deeper
analysis of public sentiment about Earth Resort were needed, I would also look into a tool like
Brandwatch, which helps device brand sentiment based on the language being used in social
media posts and comments (Brandwatch, n.d.). I typically track a few Key Performance
Indicators (KPIs) to measure the effectiveness of the communication efforts. I estimate the
engagement rate, which is the number of likes, shares, comments, and reposts on the official
posts by Earth Resort vs. the engagement pre-crisis. Sentiment Analysis—The percentage of
positive, neutral, and negative mentions about Earth Resort over time. Response Time: the time
the communications team takes to respond to questions or complaints from the public. The tone
of Media Coverage is the shift from negative to neutral or favorable coverage of news articles
about Earth Resort as the communication strategy unfolds. Using these digital listening tools and
key performance indicators, I can help ensure that Earth Resort's communication remains
effective, timely, and in line with my audience's expectations. It's important to monitor feedback
to understand how the public perceives the actions of a company, but ultimately, monitoring
feedback is a chance to learn, grow, and foster quality relationships with an audience rather than

solely protecting a brand.
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Conclusion

Crisis communication is one of the most sought-after skills in the tourism and hospitality
industry. When a brand such as Earth Resort is criticized by the public, especially when issues
regarding environmental practices come to the forefront, the brand must respond quickly,
thoughtfully, and honestly. This report helped develop a complete crisis communication plan by
communicating across traditional and digital platforms to manage a situation. The
communication plan included a clear press release, an individual statement from the CEO, a
letter to internal staff, and crafted initial responses to media and social media. I communicated
how communication theories such as the Shannon-Weaver Model and Schramm's Interactive
Model helped influence my approach to communication by focusing on minimizing/noise
communication breakdowns and encouraging direct feedback. I also selected digital listening
tools such as Hootsuite and Brandwatch to track public reactions and use key performance
indicators to measure the effectiveness of the communication strategy. The most important
takeaway from this project is that communicating during a crisis is not only about defending a
company's reputation or image. It is about demonstrating accountability, listening to impacted
constituents, and making real improvements. Earth Resort's reputation will depend on whether it
can sustain the trust, and utilizing a transparent and considerate communication channel will
allow for turning a crisis into an opportunity to grow the brand and have a closer relationship
with the public. Earth Resort will continue investing in proactive communication, employee
training, and ethical sustainability practices. These strategies will not only help the resort to
rebound from the current situation and provide significant improvements, but the company will

create a strong brand that guests and communities will believe in for the long term.
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