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The Challenge

• Tourism important for cities

• Visitor pressure increases

• Residents increasingly negative…?

• Prevent explosions



CELTH Project: Visitor pressure in European 
Capital Cities

• Better understand resident  perspective

• Identify strategies to deal with visitor pressure
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CELTH – “Dealing with visitors” research

• Desk research

• Research in six cities (Amsterdam, Barcelona, Berlijn, Copenhagen, 
Lissabon, Munchen) 

• Initial qualitative research among residents (around 20 per city)
• Nearly all native speakers

• Survey among 2638 residents (minimum 406 per city)
• Translated into native tongue of the city

• 37 expert interviews regarding policy options



CELTH – “Dealing with visitors” research

• Positive and negative critical tourism encounters

• Perceived impact on quality of life

• Support for future tourism development

• Managing visitor pressure



Critical  encounters

Tourism Residents



Critical encounters

Spatial encounters
+ Better quality retail & cultural supply

+ Maintenance of architecture

+ Better public transport connections

- Rubbish

- Obstruction of pavements

- Nutellafication



Critical encounters

Economic encounters
+ Jobs

+ Wealth of neighbourhood

+ Increase of personal assets (real estate)

- Decrease of jobs (outside of tourism)

- Price rises



Critical encounters

Social encounters
+ Liveliness of city

+ Opportunity to share knowledge with visitors 

+ Better understanding of others (less stereotyping)

- Loss of social cohesion

- Attitude of ‘rude’ visitors

- Misbehavour of visitors



Critical encounters

Personal/family encounters
+ More interesting job opportunities

+ More options for retail/hospitality

+ Improvement of language skills

- Increased waiting time in retail/hospitality

- Privacy violations

- Pollution



Critical encounters
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Critical encounters

• Residents perceive negative encounters, but are not blind to the 
positive encounters they have 
• Most agree on positive social and economic encounters

• Most agreement on negative personal/family encounters

• Least agreement on economic encounters (winners & losers)

• People whose income depends on tourism are more positive

• People who are more proud of their city are more positive



Critical encounters

• People who work in tourism or whose family income depends on it,  are 
overall significantly more positive
• Particularly on positive economic and personal encounters and on negative personal 

encounters

• People who are more proud of their city are more positive, particularly 
with regards tot the social and spatial benefits
• They are also (to a lesser extent) less negative, with exception of economic 

encounters

• People who live under 1 year perceive more personal positives, but also 
more spatial and social negatives

• Men report more positive personal encounters, women more economic 
negative

• There is only a weak to very weak correlation between encounters and age 
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Dealing with critical incidents

Level of emotional response 

(irritation level)

Level of behavioural response 

(tolerance level)

Understanding Acceptance

Upset, surprised Adapting behaviour

Annoyance, irritation Action towards changing behavior of 
initiator with aim to remove direct 
cause

Highly critical, very negatively Action towards influencing the wider 
context, protest, future developments

Disilliusioned Moving away

Adapted from:Postma 2013



Dealing with critical incidents

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Other

I would leave the city

I have moved (would move) to another place in the…

I (would) try to influence the public opinion or…

I (would) speak up to visitors who cause annoyance

I (would) avoid specific places or moments of the day

Nothing, I (would) take it for granted

I have not experienced drawbacks during the past…

now if you would have the means



Dealing with critical incidents

• Over 85% of residents are still under the irritation threshold
• Differences per city though

• Some sense of powerlessness among residents 



0% 5% 10% 15% 20% 25% 30% 35%

Other, please specify

I feel all tourism development should be stopped

I feel all tourism promotion and marketing should be stopped

I feel the growth rate of visitor numbers should be slowed down

I feel that there is still room for visitor numbers to grow further, but
not in holiday flats

I feel that there is still room for visitor numbers to grow further, but
not in the peak season

I feel that there is still room for visitor numbers to grow further

I feel that there should be no boundaries to the growth of visitor
numbers

In the city In my own neighbourhood

Support for tourism growth



Support for tourism growth

• ~ 50% split in favour of growth and against
• Differences on what aspects need to no longer grow

• Perceived issue in own neighbourhood can differ from city as a whole



0 10 20 30 40 50 60

Segmenteren van bezoekers

Wetgeving en handhaving

Gedeelde ervaringen voor bewoners en bezoekers

Creëren van routes

Bewoners fincancieel laten profiteren van toerisme

Spreiden bezoekers in stad en naaste omgeving

Verbeteren infrastructuur

Communicitie met belanghebbenden (bewoners/industrie)

Spreiden in tijd

Communicatie met bezoekers

Management strategies

Communication with residents

Spread in time

Communication with stakeholders (residents/industry)

Improving infrastructure

Spread visitors to city and beyond

Make residents profit of tourism

Create itineraries

Shared experiences for residents and visitors

Regulation

Segmentation of visitors



Management strategies

• Emphasis on communication and interaction

• Repressive methods less appreciated

• Differences per city



Conclusions

• Social encounters very much appreciated 

• Residents do not distinguish between tourism and other policy

• Proud residents have more positive perceptions

• Residents may perceive specific issues in their neighbourhoods –
need for localized approach

• Joint localized experiences potential avenue

• More interaction with residents is appreciated 
(http://www.disruptionsinurbantourism.com/dealingwithvisitors/)

http://www.disruptionsinurbantourism.com/dealingwithvisitors/
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