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Abstract
 This report presents a comprehensive crisis communication strategy for Coastal Escapes Ltd., a multinational tourism operator specializing in marine recreational activities. Following a tragic jet ski accident resulting in the death of a Swedish tourist in Bali, this report uses Business English principles and communication theory to draft key internal and external messages. It applies the Situational Crisis Communication Theory (SCCT) to determine appropriate tone and message framing, incorporates Hofstede’s cultural dimensions to guide intercultural communication, and demonstrates how strategic messaging across platforms can help mitigate reputational damage. Internal memos, public press releases, and investor communications are included, with emphasis on empathy, transparency, and operational responsibility. This strategy aims to restore trust, ensure stakeholder alignment, and reinforce long-term brand reputation in the global tourism market.

Introduction
 Tourism organizations operate in environments with complex logistical operations, high customer expectations, and potential safety risks. Coastal Escapes Ltd. is a premium marine recreation company with operations in Southeast Asia, the Caribbean, and Mediterranean regions. Its offerings include guided water sports, jet ski rentals, yachting excursions, and snorkeling tours. On July 10, 2025, a tragic accident occurred in Bali, Indonesia, when a Swedish tourist was fatally injured during a guided jet ski session. The incident garnered widespread media attention and raised public concerns about safety protocols, emergency preparedness, and corporate accountability.
In this high-pressure situation, the company must respond with professionalism, empathy, and speed. Communication is not merely a tool for damage control—it is a means of demonstrating leadership and responsibility. Failure to communicate clearly and appropriately can deepen the crisis and irreparably harm the brand. This report presents a comprehensive crisis communication strategy tailored to this incident. It uses Business English frameworks to ensure clarity and professionalism, applies SCCT to align message tone with crisis type, and considers intercultural dynamics to reach global stakeholders.

Literature Review
 Business English in Crisis Contexts
 Business English focuses on clarity, precision, and tone management. In a crisis, the language used must be formal but not bureaucratic, empathetic without being emotional, and informative without assigning blame prematurely. Nickerson (2005) and Fearn-Banks (2016) argue that crisis messages must be written in an accessible style that avoids jargon while addressing the emotional realities of the situation. Direct, active voice statements reduce ambiguity and prevent misinterpretation across language barriers.
Situational Crisis Communication Theory (SCCT)
 SCCT, developed by Coombs (2007), categorizes crises into three types: victim (e.g., natural disasters), accidental (e.g., technical failures), and preventable (e.g., negligence). Coastal Escapes’ incident falls under the accidental category. In such cases, the theory recommends strategies that include providing information, showing concern, and taking corrective action. Full apologies are not always required but transparency and empathy are essential. The organization’s prior reputation and crisis history influence how stakeholders interpret the response.
Intercultural Communication
Hofstede’s Cultural Dimensions Theory is one of the most widely used frameworks for understanding cross-cultural differences in communication. Developed by Dutch social psychologist Geert Hofstede, the model identifies six dimensions along which cultures vary: Individualism vs. Collectivism, Power Distance, Uncertainty Avoidance, Masculinity vs. Femininity, Long-Term vs. Short-Term Orientation, and Indulgence vs. Restraint. These dimensions are critical in shaping how messages are interpreted, how authority is perceived, and how organizations should structure their communication — especially during sensitive events such as crises.
In the case of Coastal Escapes Ltd., the application of Hofstede’s model becomes essential due to the multinational nature of its business. The company’s clientele and partners span across culturally diverse regions including Scandinavia (e.g., Sweden), Southeast Asia (e.g., Indonesia), and beyond. Failure to adapt crisis messaging to align with these cultural expectations can result in miscommunication, public backlash, and reputational harm. Understanding and applying Hofstede’s dimensions helps the organization design messages that are both respectful and effective across cultural lines.
Individualism vs. Collectivism
 This dimension reflects the degree to which individuals are integrated into groups. In highly individualistic cultures like Sweden, people value personal responsibility, independence, and direct communication. Individuals are more likely to expect transparency, honesty, and accountability from organizations. Crisis communication in these regions should therefore prioritize clear explanations, direct acknowledgment of the issue, and a strong sense of organizational responsibility. For instance, Swedish stakeholders would appreciate a press release that clearly states what happened, what is being done to address the issue, and what future steps are planned — without excessive vagueness or defensiveness.
In contrast, collectivist cultures such as Indonesia place more value on group harmony, social relationships, and indirect communication. In these societies, confrontation and open criticism are often avoided. Individuals may interpret a blunt or overly direct communication as rude or disrespectful. As such, when addressing audiences in collectivist cultures, Coastal Escapes must use more formal and respectful language, emphasize shared responsibility, and avoid assigning blame. Phrases like “we are working closely with local authorities” and “we deeply respect community values” are more culturally appropriate than blunt admissions or finger-pointing.
Power Distance
 Power distance refers to the extent to which less powerful members of a society accept and expect that power is distributed unequally. Countries with low power distance, such as Sweden, prefer equality in communication. Employees and the public expect to be treated with respect and as equals. In these contexts, organizations should avoid overly hierarchical or bureaucratic language. Stakeholders appreciate when CEOs and senior management speak directly and humbly to the public, offering clear explanations and genuine concern.
In high power distance cultures like Indonesia, hierarchy is not only accepted but often expected. There is a clear understanding of social roles and respect for authority figures. Messages should reflect deference to government regulations and express alignment with formal institutions. A formal tone, use of honorifics where appropriate, and reference to collaboration with local authorities enhances the credibility of crisis messages. It’s also important to ensure that frontline staff receive messages from their direct supervisors rather than upper management, as the hierarchy is valued.
Uncertainty Avoidance
 This dimension refers to how societies deal with ambiguity and uncertainty. High uncertainty avoidance cultures prefer structure, detailed information, and formal rules. Indonesia scores high on this dimension, indicating a cultural preference for predictability and cautious behavior. During a crisis, Indonesian audiences would expect detailed procedures about safety reviews, precise timelines for action, and frequent updates to reduce confusion and fear. Vague or overly flexible statements such as “We will respond in due course” are not reassuring in this context.
Conversely, Sweden exhibits low uncertainty avoidance, meaning that ambiguity is more tolerated and flexibility is appreciated. Swedish stakeholders are likely to understand that investigations take time and may not expect rigid timelines. What matters more to them is that the communication remains honest, consistent, and grounded in facts. Therefore, messages for Swedish audiences can focus more on long-term commitments and general strategies rather than immediate, rule-based responses.
Masculinity vs. Femininity
 This dimension relates to the values a society places on achievement (masculine) versus caring for others and quality of life (feminine). Sweden is considered a highly feminine society where values like cooperation, modesty, and compassion are prioritized. Crisis messages to Swedish audiences should emphasize empathy, well-being, and human values. Phrases such as “We deeply regret the pain caused to the family” or “Our priority is the safety and care of our guests and staff” align well with these cultural expectations.
Indonesia leans slightly towards a more masculine orientation, where performance, success, and duty may be emphasized. In such contexts, it is important for organizations to demonstrate competence, action, and control. While empathy is still important, Indonesian audiences may also look for signs of strong leadership and assurance that the company is capable of resolving the issue efficiently.
Long-Term vs. Short-Term Orientation
 This dimension describes how cultures view time and perseverance. Long-term oriented cultures (e.g., many in East Asia) value planning and perseverance, while short-term oriented cultures focus more on immediate results and honoring tradition. Sweden leans slightly towards long-term orientation, meaning Swedish stakeholders are likely to appreciate crisis messages that focus on future safety plans, sustainability, and long-term policy changes. Statements such as “We are committed to overhauling our global safety systems over the next 12 months” can instill confidence.
Indonesia, while somewhat balanced, has tendencies towards short-term orientation. Here, audiences may expect more immediate and visible actions. Temporary suspension of activities, direct support to the victim’s family, and rapid safety checks are culturally appropriate responses. It is important that communication includes both short-term visible actions and medium-to-long-term strategies.
Indulgence vs. Restraint
 This less emphasized dimension looks at the extent to which societies allow free gratification of basic human drives. Sweden is considered an indulgent society where people prioritize well-being, leisure, and personal freedom. Audiences in such cultures may expect emotional transparency and corporate compassion. Indonesia leans towards restraint, meaning public displays of emotion or apology must be handled with tact and care. In restrained cultures, less is often more when it comes to emotional expression.
Application to Coastal Escapes Ltd.
 For Coastal Escapes Ltd., Hofstede’s framework provides essential insights into tailoring communication. A single message cannot be deployed globally without customization. Press releases intended for Scandinavian countries should use plain, direct English, show emotional intelligence, and focus on transparency. Communications in Indonesia, however, should be more formal, respectful, and embedded with references to procedure, order, and collaboration with authorities.
Even in internal communications, tone matters. Multinational staff may have different expectations regarding how superiors communicate. A Swedish employee may expect a direct update from the regional director, while an Indonesian team member may prefer the information to be delivered through a structured chain of command.
Ultimately, Hofstede’s cultural dimensions serve as a roadmap for Coastal Escapes Ltd. to align its crisis communication strategy with local expectations. This minimizes the risk of offense, enhances message clarity, and fosters stronger relationships with stakeholders across all operational regions.

Social Media and Platform Strategy
 Modern crisis communication requires a multichannel approach. Veil et al. (2011) highlight the importance of selecting the right medium for each message. Twitter (now X) enables fast updates but should avoid emotional language. Facebook supports community engagement and is suitable for updates. LinkedIn is ideal for communicating with investors and partners. Using the same core message across these platforms ensures consistency while adjusting tone per audience.
Ethical Considerations
 Crises involving death or injury require sensitivity. As Fearn-Banks (2016) notes, ethical crisis messaging avoids sensationalism and focuses on factual updates, victim support, and procedural accountability. Apologizing without legal admission of guilt, offering condolences, and suspending operations during investigations are considered best practices in tourism and hospitality industries.

Methodology
This crisis communication strategy was developed using a qualitative and strategic communication planning methodology. The objective was to construct a realistic, culturally sensitive, and theory-informed response plan for Coastal Escapes Ltd., following the fatal jet ski accident in Bali. The methodology was grounded in the principles of Business English, Situational Crisis Communication Theory (SCCT), intercultural communication frameworks, and industry best practices in tourism crisis management.
The approach combined case study analysis, message design simulation, theoretical application, and communication channel mapping. Each stage of the methodology was aimed at ensuring that the final output would be both practically implementable and theoretically sound. The steps involved in constructing this strategy are detailed below:

1. Incident Analysis
 The process began with a thorough analysis of the crisis event. Media reports, company press statements, and eyewitness accounts were examined to establish the timeline of events. The goal was to determine the core facts, the stakeholders involved, and the nature of public sentiment surrounding the incident. Key questions included: What occurred? Who was affected? Where and when did it happen? What has been the public reaction? How have media platforms reported the issue?
Incident analysis also included an informal audit of social media platforms to monitor how the story was trending, how different publics were reacting, and whether misinformation was spreading. This data formed the basis for identifying communication gaps, risks to the brand, and emotional pressure points for stakeholders. By understanding the emotional weight and factual context of the crisis, the team was able to determine appropriate tone, content, and urgency for communication.

2. SCCT Application
 Following the analysis of the incident, the strategy applied the Situational Crisis Communication Theory (SCCT), as proposed by W. Timothy Coombs. SCCT is a well-established model in crisis communication that categorizes crises based on the level of perceived responsibility attributed to the organization. Crises are generally divided into three categories: victim (e.g., natural disasters), accidental (e.g., unintentional incidents or technical failures), and preventable (e.g., negligence or unethical behavior).
The Bali jet ski accident was classified as an accidental crisis. The organization was not directly at fault in a malicious or negligent way, but due to its operational involvement, stakeholders would still attribute some level of responsibility. Based on this classification, the strategy employed a “rebuild + diminish” approach—using sympathy, corrective action, and assurance to protect the company’s reputation while limiting legal exposure.
This stage also included risk mapping of possible interpretations or reactions based on past crises in the tourism industry, including comparisons to similar incidents from companies such as TUI, Costa Cruises, and local marine operators in Southeast Asia.

3. Stakeholder Mapping
 After the theoretical framework was established, stakeholder identification and segmentation were conducted. Stakeholders were classified into six categories:
· Internal staff and frontline workers
· Current and future customers
· Investors and business partners
· Government authorities and regulators
· Media organizations
· Local communities and tourism boards
Each stakeholder group has distinct expectations, emotional sensitivities, and informational needs. For instance, employees need reassurance, guidance, and procedural updates. Customers demand transparency and evidence of safety. Government bodies require formal communication and legal compliance. Media expects timely access to verified information, while communities expect culturally respectful behavior.
Stakeholder mapping helped determine not only what messages needed to be crafted, but also how those messages should be delivered in terms of tone, content depth, and frequency.

4. Message Drafting and Structuring
 Based on SCCT recommendations and stakeholder needs, customized messages were drafted for each major audience segment. These included:
· Internal Memos to staff, using an instructive and supportive tone.
· Public Press Releases, focusing on facts, empathy, and corrective action.
· Stakeholder Letters to investors and business partners, emphasizing long-term strategy, transparency, and operational leadership.
Each draft followed Business English communication principles: short paragraphs, formal but clear tone, proper grammar, avoidance of jargon, and logical flow of information. Statements were reviewed for potential legal risk, emotional insensitivity, and cultural inappropriateness.
Different structural patterns were used depending on the audience. For example, internal memos opened with empathy, followed by factual updates and instructions. Stakeholder letters opened with an acknowledgment of the crisis, followed by policy action and commitments to future safety improvement.

5. Cultural Adaptation
 One of the most critical steps in the methodology was the cultural adaptation of messages. Coastal Escapes Ltd. operates in a multicultural environment, with stakeholders from countries including Sweden, Indonesia, Australia, the UK, and Germany. Therefore, Hofstede’s cultural dimensions were applied to each message to align it with the cultural expectations of target audiences.
For example, Sweden scores high on individualism and low on power distance, which meant that messages to Swedish stakeholders needed to be direct, transparent, and emotionally intelligent. Conversely, Indonesia scores high on power distance and uncertainty avoidance. Therefore, messages intended for Indonesian partners and regulators were written in a more formal tone, included respectful phrasing, and highlighted procedural cooperation with government bodies.
All key messages were reviewed for tone, politeness strategies, and non-verbal cultural cues to avoid potential cross-cultural offense or misinterpretation.

6. Platform Assignment and Delivery Planning
 The next phase involved mapping messages to appropriate delivery channels. Digital platforms play a significant role in modern crisis communication. Each stakeholder prefers a different channel and has different expectations regarding message format and timing. The assignments were as follows:
· Email and company intranet for internal communication
· Press releases and official website for public and media consumption
· LinkedIn and email briefings for stakeholders and investors
· Facebook and Instagram for customer engagement and community messaging
· Twitter (X) for rapid status updates and misinformation control
Message scheduling was also part of this phase. Internal communication was prioritized to ensure employees were informed before the news went public. Then, press releases and stakeholder messages were sent out in a coordinated sequence to maintain consistency and reduce confusion.

7. Review and Refinement
 Finally, each message was reviewed by a simulated communications taskforce to ensure coherence, cultural appropriateness, and legal safety. Messages were revised multiple times, applying tone analysis tools and aligning language to Business English best practices. Where necessary, legal consultation was assumed to ensure that the messaging avoided any potential liability.

Conclusion of Methodology
 This step-by-step methodology ensured that the crisis communication plan was grounded in theory, aligned with best practices, and tailored for real-world execution. The use of SCCT allowed the team to balance empathy and accountability, while Hofstede’s dimensions ensured respect for cultural diversity. The result is a cohesive and responsive strategy capable of guiding Coastal Escapes Ltd. through the immediate aftermath of the incident and preserving long-term stakeholder trust. 
e.

Findings
Internal Memo to Staff
 Dear Team,
It is with great sadness and a heavy heart that we inform you of a tragic incident that occurred at our Bali location on July 10, 2025. A Swedish guest tragically lost their life during a guided jet ski session operated by our local marine team. This loss is devastating, not only for the family of the victim but also for each of us as members of the Coastal Escapes Ltd. family. We extend our deepest condolences to the guest’s loved ones, and our thoughts remain with them during this incredibly difficult time.
As a result of the incident, we have immediately suspended all water-based recreational activities at our Bali facility. This suspension will remain in place until a comprehensive, independent safety review has been completed. We are working in collaboration with local authorities, safety experts, and risk management consultants to evaluate all current procedures, assess equipment, and implement any necessary changes. The safety and well-being of our guests and staff remain our highest priority.
We recognize that this news may be emotionally distressing, particularly for those of you who knew the guest or were present during the event. Please know that you are not alone. Counseling and mental health support services have been arranged and are available to all staff, regardless of department or location. We strongly encourage anyone who feels impacted by the incident to access these confidential services. Details about how to reach out to our counseling partners have been shared with your local HR representatives.
We understand that many of you may be approached by media outlets, curious guests, or members of the public regarding the incident. While your concern and empathy are appreciated, we must ensure that all public communication is handled centrally by the Communications Department. To preserve the integrity of the ongoing investigation and respect the privacy of the victim’s family, no staff member is authorized to discuss the incident on social media, through personal emails, or in interviews of any kind. If you receive inquiries, please redirect them to: media@coastalescapes.com.
We are aware that such incidents can create uncertainty and anxiety regarding job roles, responsibilities, and future operations. Please rest assured that no disciplinary action is being taken against any staff at this stage. Our primary focus is on learning from this event, supporting affected individuals, and improving operational protocols. All employees will receive updated training as part of our revised safety standard operating procedures (SOPs) in the coming weeks.
As part of our broader response, we will be organizing virtual staff briefings to provide clarity and answer any non-confidential questions. These sessions will be hosted by members of the Health & Safety Department along with representatives from the Communications and HR teams. Your feedback, concerns, and suggestions are not only welcome — they are vital. We are in this together, and your perspective as frontline team members is deeply valued.
We would like to take this moment to acknowledge the professionalism and compassion displayed by our Bali team during and after the incident. Your immediate actions, cooperation with emergency responders, and calm handling of a highly stressful situation have not gone unnoticed. It is during times like these that the strength, unity, and resilience of our team truly shine through.
Please monitor your official company emails for further updates regarding the status of operations, scheduled safety reviews, and next steps. Any staff needing additional support, clarification, or assistance should feel free to reach out directly to their line managers or the HR department.
We recognize this is not just a company incident — it is a human tragedy. Our hearts are with the victim’s family, and our duty now is to ensure such a tragedy never happens again.
Thank you for your cooperation, empathy, and continued dedication during this challenging period.
Sincerely,
 Regional Director – Asia Pacific
 Coastal Escapes Ltd.


Public Press Release
 Title: Coastal Escapes Ltd. Responds to Bali Incident
Bali, Indonesia – July 12, 2025
 Coastal Escapes Ltd. confirms with deep regret the death of a guest during a jet ski activity at our Bali marine center. The incident occurred on July 10, 2025. We extend our deepest condolences to the guest’s family and loved ones.
We have suspended jet ski operations at the Bali site and are cooperating fully with local authorities. Independent safety consultants have been engaged to review all procedures.
Coastal Escapes is committed to the highest standards of safety and transparency. Further updates will be provided as the investigation progresses.
Media Contact: press@coastalescapes.com
 www.coastalescapes.com/newsroom

Stakeholder Letter
 Subject: Strategic Update – Bali Marine Incident
Dear Partners,
 We write to inform you of a serious incident that took place at our Bali operation. A Swedish tourist passed away during a guided jet ski excursion. While initial reviews show compliance with safety protocols, we are taking every possible step to review and improve.
We have launched a five-step action plan:
1. Suspension of marine sports in Bali
2. Deployment of third-party safety auditors
3. Retraining of all marine activity staff
4. Transparent public communication
5. Continued support to the victim’s family
We value your partnership and thank you for your continued trust as we navigate this difficult moment.
Warm regards,
 Elena Castillo
 Director of Global Affairs
 Coastal Escapes Ltd.

Discussion
 The crisis communication artifacts above follow SCCT and Business English best practices. The internal memo balances clarity and empathy. The press release avoids legal implication but provides facts and actions. The stakeholder letter reassures partners while demonstrating strategic foresight.
Culturally, messages to Swedish stakeholders included direct apologies and clear procedural explanations. For Indonesian partners and authorities, a respectful and formal tone was adopted. The multilingual strategy ensures all messages uphold the brand’s values and respect local sensitivities.
Platform distribution included email for staff and stakeholders, website updates for the press, and LinkedIn posts for investors. Social media posts were limited to holding statements to prevent rumor escalation. The crisis response plan was rolled out within 24 hours—critical for trust retention.
Comparatively, the strategy aligns with successful case studies like Singapore Airlines' handling of flight incidents. Unlike BP’s Deepwater Horizon response, which was slow and evasive, Coastal Escapes’ approach emphasizes transparency and proactive engagement.

Conclusion
 This report provides a strategic, theory-driven crisis communication plan for Coastal Escapes Ltd. in response to a fatal marine accident. Using SCCT and intercultural communication models, the organization can address stakeholder concerns, demonstrate responsibility, and protect its brand.
By delivering timely, empathetic, and structured messages through appropriate channels, Coastal Escapes can minimize reputational damage and begin the process of recovery. The integration of Business English best practices ensures tone consistency, clarity, and professionalism across messages.
It is recommended that the company develop a permanent Crisis Communication Unit, conduct scenario-based simulations bi-annually, and create multilingual message templates for future use. These steps will enhance future resilience and stakeholder trust in an increasingly interconnected tourism landscape.
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