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Abstract 

This report presents a strategic crisis communication plan for GlobalEscape Resorts, a 
hypothetical multinational tourism company, following a guest fatality caused by a zipline 
accident at one of its tropical destinations. The crisis, which poses reputational, financial, 
and ethical risks, demands an immediate and carefully crafted communication strategy to 
address internal and external stakeholders. 

The report applies the Situational Crisis Communication Theory (SCCT), Image Repair 
Theory (IRT), and Hofstede’s Cultural Dimensions to guide strategic messaging across 
global markets. Key components include an internal memo for employees, a press release 
for the public, and a formal stakeholder letter to partners and investors. Each component 



is tailored using advanced Business English principles, emphasizing tone, register, and 
intercultural appropriateness. 

The communication strategy prioritizes transparency, empathy, accountability, and 
corrective action to rebuild trust and manage reputational fallout. A thorough justification 
of style and cross-cultural considerations supports the approach, especially in addressing 
audiences in culturally diverse markets. The report concludes with long-term risk 
management strategies to help prevent future crises. 

 

Introduction 

In the highly competitive global tourism industry, crisis events can jeopardize a company’s 
brand image, stakeholder trust, and long-term profitability. From natural disasters to data 
breaches and fatalities, the range of reputational threats facing international hospitality 
firms is broad. One of the most serious scenarios involves the death of a guest, which not 
only raises operational and legal questions but also demands a swift and strategic 
communication response. 

This report presents a comprehensive crisis communication strategy developed for 
GlobalEscape Resorts, a hypothetical multinational tourism company that has 
experienced a guest fatality at one of its adventure-focused resorts. A malfunction in the 
zipline safety harness led to a fatal fall, sparking immediate concern from guests, media, 
and partners. In the context of this high-stakes incident, clear, culturally aware, and 
professional communication is critical. 

The goal of this report is to demonstrate the application of advanced Business English and 
strategic communication principles in handling such a crisis. Drawing on theories such as 
Situational Crisis Communication Theory (SCCT), Image Repair Theory, and Hofstede’s 
Cultural Dimensions, the strategy addresses both the emotional and reputational 
dimensions of the incident. Internal and external messaging has been customized to 
different audience needs, tone expectations, and cultural contexts. 

 

Literature Review 

Crisis communication in the hospitality and tourism industry requires a nuanced 
understanding of stakeholder perceptions, cultural contexts, and communication 



theories. Strategic responses must not only provide factual clarity but also rebuild trust 
through tone, timing, and transparency. 

The Situational Crisis Communication Theory (SCCT), developed by Coombs (2007), 
categorizes crises based on attribution of responsibility—victim, accidental, or 
preventable. In cases like equipment failure resulting in death, SCCT recommends the 
'rebuild' strategy, emphasizing apology, compensation, and corrective action. This strategy 
enhances perceived legitimacy by signaling corporate accountability. 

Benoit’s Image Repair Theory (IRT) complements SCCT by offering rhetorical strategies 
such as mortification (apology), corrective action, and reducing offensiveness. In fatal 
incidents, combining SCCT and IRT offers a comprehensive model for strategic response. 

Hofstede’s Cultural Dimensions (1980, 2001) help frame messages across different 
cultures. In high power distance societies (e.g., India, Malaysia), hierarchical 
communication is respected; apologies should come from senior leadership. In collectivist 
societies (e.g., China), group harmony is valued, requiring indirect and emotionally attuned 
messaging. In contrast, individualist cultures (e.g., USA, Australia) appreciate directness 
and accountability. 

Furthermore, advanced Business English involves using formal tone, passive voice (e.g., 
"measures have been taken"), modal verbs ("we will ensure"), and hedging to convey 
sensitivity without ambiguity. Academic research underscores the importance of these 
techniques in maintaining professionalism under pressure (Seeger et al., 2003). 

Together, these models ensure that crisis messages are not only linguistically accurate but 
culturally resonant and ethically appropriate. 

 

 

Methodology 

This report adopts a qualitative case study methodology using a hypothetical scenario 
involving GlobalEscape Resorts. The approach simulates a real-life crisis, allowing the 
application of academic frameworks to design appropriate communication responses. 

Key steps in the methodology included: 



1. Scenario Design: Based on known risk-prone activities in adventure tourism (e.g., 
ziplining), a preventable crisis was chosen to allow for full application of the 
'rebuild' strategy in SCCT. 

2. Stakeholder Mapping: Identified primary groups affected by the crisis—
employees, the media/public, and investors/partners. 

3. Theory Application: SCCT, IRT, and Hofstede’s Cultural Dimensions guided 
message formulation, tone, and channel selection. 

4. Message Drafting: Three communication deliverables were created using Business 
English conventions. 

5. Cultural Sensitivity Review: Messages were tested against cultural expectations 
(e.g., apology appropriateness, hierarchy of language). 

6. Limitations: The hypothetical nature limits empirical validation, but the models 
applied reflect best practices from the literature. 

This structured methodology ensures that the communication strategy is theoretically 
grounded, audience-aware, and linguistically appropriate. 

 

 

 

 

 

Findings 

Internal Memo to Staff 

Subject: Immediate Response and Safety Review Following Zipline Incident 

Dear Team, 

It is with deep regret that I inform you of a tragic accident that occurred yesterday 
afternoon at our Bali resort, resulting in the loss of a guest's life. The incident involved a 
failure in zipline safety equipment and is currently under full investigation. 



Our first priority is the well-being of our guests and staff. We have temporarily suspended 
all zipline operations globally until an independent safety audit is completed. Local 
authorities and the guest's family are being fully supported. 

Please remain professional and compassionate in your interactions with guests. Direct any 
media inquiries to the communications team. Additional guidance will be shared shortly. 

We thank you for your commitment and cooperation. 

Sincerely, 

Maria Tan 

Chief Operating Officer 

Global Escape Resorts 

 
 
 
 
Press Release 

FOR IMMEDIATE RELEASE 

GlobalEscape Resorts Responds to Zipline Incident at Bali Resort 

June 25, 2025 — GlobalEscape Resorts confirms with great sadness that a fatal accident 
occurred at its Bali resort on June 24 involving a zipline activity. The company expresses its 
deepest condolences to the guest's family and is cooperating fully with local authorities. 

All zipline operations at GlobalEscape properties have been suspended pending a full 
safety review by independent experts. The company has initiated an internal investigation 
and will implement any necessary changes to enhance guest safety. 

"We are devastated by this loss and are committed to full transparency and corrective 
action," said CEO Adrien Leclerc. "Safety is our highest priority." 

For updates, please contact: 

media@globalescape.com 

mailto:media@globalescape.com


 

 

 

 

 

 

 

Stakeholder Communication Letter 

Dear Valued Partner, 

We write to you under tragic circumstances. A guest at our Bali resort has lost their life due 
to a zipline equipment failure. We are devastated by this incident and are taking full 
accountability. 

In response, we have: 

• Suspended all zipline operations worldwide 
• Launched an independent safety audit 
• Provided full cooperation to authorities 
• Offered full support to the affected family 

We understand the reputational and operational impact this incident may have. Please be 
assured that we are implementing immediate safety enhancements and reviewing all risk 
management protocols. 

We value your partnership and will keep you informed as the situation evolves. 

Sincerely, 

Adrien Leclerc 

Chief Executive Officer 

GlobalEscape Resorts 



 

 

 

Discussion 

The three core communications reflect the 'rebuild' strategy within SCCT and reinforce 
ethical accountability through IRT. Each message demonstrates audience awareness in 
tone, content, and structure. 

The internal memo focuses on reassurance, operational clarity, and employee conduct. 
Use of modal verbs ("please remain professional"), passive constructions, and restrained 
tone aligns with internal sensitivity. 

The press release emphasizes public transparency. The message is short and fact-based 
to meet media expectations. Quoting the CEO enhances credibility in high power distance 
cultures. 

The stakeholder letter uses a blend of directness ("we take full accountability") and 
hedging ("we are implementing immediate enhancements") to manage reputational 
concerns. The tone is formal, reflecting respect for financial partners. 

Cultural analysis shows adaptability in tone and leadership framing. For instance, senior-
level signatories align with Hofstede’s power distance dimension. Emphasis on collective 
action ("we are devastated" vs. "I am devastated") supports collectivist expectations. 

From a linguistic standpoint, Business English structures such as formal greetings, clear 
paragraphing, and softened language (e.g., "tragic circumstances") promote 
professionalism and emotional intelligence. Use of bulleted information in the letter 
reflects Western preferences for clarity, while overall tone accommodates broader 
audiences. 

These findings suggest that effective crisis messaging is a balance of clarity, empathy, 
responsibility, and cultural attunement. 

 

Risk Management Recommendations 



To ensure long-term reputational resilience and prevent future crises, GlobalEscape 
Resorts should adopt the following strategies: 

1. Crisis Preparedness Training: 
Train frontline staff and leadership in basic crisis response, empathy-driven 
communication, and protocol adherence. Use simulation exercises based on this 
case. 

2. Real-time Monitoring Systems: 
Use digital dashboards to monitor guest feedback, safety systems, and media 
mentions. Quick detection enables faster response and containment. 

3. Multi-Cultural Communication Protocols: 
Design message templates adapted to different cultural norms, especially for high-
risk regions. These should reflect tone expectations and preferred communication 
channels (e.g., WeChat, WhatsApp). 

4. Leadership Visibility and Accessibility: 
Senior leaders should maintain a visible presence post-crisis. Video messages or 
Q&A sessions help restore public trust. 

5. Comprehensive Safety Audits: 
Regular third-party reviews across all activity areas, with results transparently 
published on the company’s website. 

6. Post-Crisis Review and Debrief: 
Each incident should trigger a formal review to capture lessons learned. Document 
what worked and adjust protocols accordingly. 

7. Crisis FAQ Resource: 
Maintain a dynamic list of anticipated crisis questions with culturally attuned 
answers. Include this as part of the stakeholder communication kit. 

These steps, if embedded into company culture, will reduce the impact of future crises 
and strengthen the brand’s global reputation. 

 

 

 

Conclusion 



GlobalEscape Resorts’ hypothetical crisis communication strategy provides a clear 
example of how theoretical models, cultural sensitivity, and advanced Business English 
can work together to effectively manage a reputational crisis. 

The incident—a guest fatality from zipline failure—demanded a high-accommodation 
response. The use of SCCT and IRT ensured the company accepted responsibility and took 
corrective action. Meanwhile, Hofstede’s framework allowed messages to be tailored 
across cultural contexts. 

Communication deliverables were carefully crafted with appropriate tone and structure, 
ensuring that emotional sensitivity and operational clarity were maintained. The added risk 
management recommendations highlight the importance of crisis preparedness and long-
term resilience. 

Ultimately, the strategy demonstrates that a thoughtful, respectful, and audience-aware 
response not only contains immediate damage but can strengthen long-term stakeholder 
trust and brand equity. 
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Appendices 

Appendix A: Summary of SCCT Response Strategies 

• Denial: Refuting responsibility (not used) 



• Diminish: Minimizing organizational responsibility (not used) 
• Rebuild: Apology, compensation (used) 
• Bolstering: Reminding of past good works (minimally used) 

Appendix B: Zipline Safety Audit Overview (Hypothetical) 

• Third-party auditor: International Adventure Safety Council (IASC) 
• Scope: Equipment inspection, staff retraining, emergency protocols 
• Timeline: Audit begins June 28, results expected July 15 

Appendix C: Sample Crisis Communication Timeline 

• June 24: Incident occurs 
• June 25: Press release issued 
• June 26: Stakeholder letters dispatched 
• June 27: Internal briefing and staff support meetings 

Appendix D: Message Matrix by Stakeholder Group 

Stakeholder Channel Message Priority 

Employees Internal Memo 
Support, calm, operational 
status 

Media/Public Press Release 
Transparency, empathy, 
control 

Investors/Partner
s 

Formal Letter 
Accountability, risk 
management 

 

Appendix E: Stakeholder Personas 

• Investors: Risk-focused, prefer clarity and long-term mitigation. 
• Guests: Emotional, demand safety assurances and empathy. 
• Partners: Concerned about operational continuity and legal risk. 
• Employees: Seek reassurance, support, and clear direction. 

Appendix F: Sample Crisis FAQs Q: What caused the incident? 

A: A failure in the zipline equipment. Investigation underway. 

Q: Are other resorts affected? 



A: All zipline operations have been suspended globally. 

Q: Is GlobalEscape liable? 

A: We take full responsibility and are cooperating fully. 

Q: What measures are being taken? 

A: Independent safety audit, staff retraining, equipment upgrades. 

 


