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Abstract- Major tourism destinations are facing inaeasing
difficulties to tackle overcrowding, which seriousy affect the
quality of the tourists’ experience and undermine lie residents’
quality of life. As a result, some cases of tourispmobia are
starting to emerge. Therefore, dealing with this touble is
becoming a hot topic for tourism managers, particudrly in urban
destinations. To this respect, smart tourism inititives can help to
address this problem, facing the following questiost Is the
disproportionate growth of tourism (too many tourists) the issue
or, instead, a poor tourism management? Or both? Aariety of
approaches will be presented as possible remediesthis illness.
Within them, technological solutions have a relevarrole to play,
having shown a significant capacity to be helpful. The
compendium of best practices released by the Europea
Commission in occasion to the “2019 European Capitaf Smart
Tourism competition” is also examined, particularlywith regard
to tourism dispersal.
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I. INTRODUCTION

The development of smart cities has been the crafdle
what we know today as smart tourism destinatiorneDES,
particularly in Europe, where "many of the smarriem
initiatives were born out of smart city projectadaheir focus
is more on innovation, competitiveness and devatpgmart
end-user applications that support enriched
experiences" [1].

In general, smartness (or intelligence) represehts
ability for a better understanding and solving peats (such
as those related to overtourism) using knowledbef fs,
based on data and information.

In the specific field of STDs, a literature reviman be
found in [2]. In addition, the following definitiorof this
concept is suggested: “A STD is one that, fromaaesth vision
by the actors involved in it, is based on an extenase of
cutting edge technologies in order to create anamackd
digital space ... able to improve the whole manaagdrof the
destination and, therefore, its differentiation an
competitiveness. A STD is built on the values afawmation
and sustainability, working to improve the tousstxperience
and enhance the quality of life of local communrsitie

Overtourism problems, although not new, have diefiyi
come into stage in the last few years, gaining madoma as
tourism flows intensify: “overtourism volcanoes pted all
over the world and the issues associated with ridastry’s
unmanaged and unsustainable growth were thrusttheo
media and the public spotlight” [3].

In order to have shared understanding of conceiss@
from it, a situation of overtourism can be definad
“destinations where hosts or guests, locals otorsi feel

touris

there are too many visitors and that the qualitjifefin the
area or the quality of the experience has detdddra
unacceptably. It is the opposite of ResponsibleriSauwhich
is about using tourism to make better places te livand
better places to visit” [4]. Major tourist destiitats around the
world, urban and others, are suffering this phermmmeand
are struggling to minimize its negative impacts,ichhare
becoming more and more noticeable. Thereby, hawtivess
this challenge (consequence of a quantitative ssgckas
emerged rapidly as a priority for both public andvate
tourism managers in an increasing number of de#iima

Without effective measures to offset this “tsunaamd the
subsequent disaffection, the consequences of awemo will
get worse and worse, since “there are 300 millieopte from
China and India getting ready to travel the wovlée are in a
hurry to do something”, in Eberhard van der Laamtyds,
Mayor of Amsterdam [5].

But problems are not only caused by excessive gignt
of tourists/excursionists. Its complexity is alstieeted by
changes in how people behave. What is known adéhilals
Instagrammability” is an example. To this respelistin
Francis, chief executive of Responsible Travel lated that
“years ago, tourism was about experience seekiogv s
about using photography and social media to bupéraonal
Brand. In a sense, for a lot of people, the phptostake on a
trip become more important than the experience”. [6]
Therefore, social media has been also blamed a®fotie
catalysts of overtourism.

As a result, more and more experts are claiming foew
metric of success. One of them is André Gerondbalia
Hotels’ Chief Operating Officer: “I think it has tip a lot with
quality over quantity and how do you segment caly&§7].

This has favoured a perverse approach of tourism

development rooted in the maximization of the qinardf
visitors, along with the short term visions of mess people
nd politicians, neglecting the need of “havingoarism
dustry that thrives rather than grows. Withouis thlear
distinction, problems will continue” [8].

Around this multidimensional and complex phenomenon
as described by [9], a couple of critical questiarise, which
should be answered in order to find the most coieven
approach for each particular case:

*Is the disproportionate growth of tourism (too rgan
tourists) the issue or, instead, a poor tourismagament? Or
both? In general, destinations need to push tewsyond the
bucket-list spots, and use everything (from loadises and
technology) to push tourists to less-visited places
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*But firstly, do we know our market? Not everyosekeen
to set off the beaten track. If it's a first-timesiv to a popular
city, then the big sights are going to be a muker&fore, it's
essential a proper evaluation of who are visitimgere they
are from, how long they are staying and what aththem
to visit in the first place. Only then you can starwork out
which travellers to target, and how to do it.

In the next section a number of approaches to ougsm
will be synthesized.

Il. APPROACHES TO OVERTOURISM

Starting with the consultancy company Mckinsey [10]
has establsihed its own framework composed of ‘ftizetics
for addressing overcrowding”. smooth visitors ouane
(establish arrival limits, deploy reservations aticketing
systems, use technology to nudge visitors in iead,textend
seasons and shift the focus of promotions); sprasitbrs
across sites (promote less-visited attractionseldgv new
routes and attractions); adjust pricing to balaswgply and
demand (implement specific taxes and fees, chahge
“actual” cost, shift to variable or tiered pricing)egulate
accommodation supply; limit access and activities.

Secondly, the media company Skift, Inc. -throughsite
Skift.com devoted to offer reporting and analysigtee travel
industry- proposes the following five lines of acts to
struggle against the adverse effects of overtourj&d]:
limiting transportation options (such as the aca#dew-cost
carriers to airport terminals or cruise ships); makmore
expensive (adjusting price policies); better marigetand
education (sometimes de-marketing); better collatbmn
among stakeholders (favouring their coordinatigmptect
overcrowded areas (with new and tighter regulajions

Thirdly, the organization specialized in
tourism “Conserve Tourism” contemplates seven golstin
its own proposal [12]: complete destination clesuime
restrictions; segregation of tourists from the lqmapulation;
taxing tourists (including visas to control the rhen of
entries); reducing (or even suspending) the grgntihnew

accommodation licenses; encouraging a more redgensicreated Smart POIs (Points Of
creati overcrowded areas and encourage tourists to engoy tising

behaviour when travelling through education;
alternative routes and destinations.

Fourthly, the recommendations from the World Tra&el
Tourism Council [13] are listed next:

*Planning: solutions require long-term planning;bpeci
sector, private companies and local communitiest mask
together.

*Product: diversify the product away from mainstrea
encourage visits to different places at differeimes to
experience different things.

*Technology: use technology to
experience /offer and to communicate with commaasiti

resporsibl
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engage local stakeholders. 10. Communicate witheagadge
visitors. 11. Set monitoring and response measures.

And finally, a proposal drew from the observatioh o
successful experiences of tourists in highly coteges
destinations -thus centred on the tourist's behaviceveals
five superordinate themes: smart preparation, straréller,
smart guest, smart technology user and smart imomefk5].
The fourth one is the pivotal one for our purposeesh

I1l. TECHNOLOGICAL SOLUTIONS AND TOURISM DISPERSAL

Although the analysis of the variety of causes of
overtourism is beyond the scope of this papes dlear that
“the way tourism is managed has a direct impaotamying
capacity and the resilience to overtourism” [16]tHis regard,
new technologies can help to improve tourism manmasy
performance. In fact, to “invest in technology,dnation and
partnerships to promote smart cities — making tast lof
technology to address sustainability, accessibildaynd
innovation” is one of the policy recommendationfed by
tthe UNWTO [14]. For example, the use of new techgias
(apps and others) to stimulate dynamic time-bassuedsal;
and the use of big data and new technologies tatorcend
evaluate tourism performance and impact.

Some good practices follow:

*In Italy’s hugely popular Cinque Terre, where ekgting
system began in 2016, a phone app shows visitatstinee
congestion on the trails, and points them in threation of
alternatives.

*The Australian state of Tasmania has experimeniitu
offering travellers with free smartphones that krabeir
movements to provide more visibility to industrgletholders
on traveller behaviour.

*Barcelona is one of the first cities to install &tCitizen
(https://smartcitizen.mg/environmental monitoring’ sensors
to track noise and pollution levels and generatgissical
evidence of tourists’ impact on the quality of liéé local
residents.

*The city of Trento, with its TreSight experienceas
Interest) outside the

digital technologies (such as Physical Web techmolmased
on Bluetooth Beacons).

*To tackle overtourism in central London, dispegsin
visitors across the city to avoid congestion, a freobile
gaming app (“Play London with Mr Bean”) “shows tedters
different attractions around London that, whentewi earns
the points to redeem for vouchers and discountsrardhe
city” [17].

*The Valencia Tourism and the Valencia Institute of

improve visitorHousing have joined forces to start a new projecvn as

“Alter Eco”, intended to collect data with the aohreducing

Fifthly, the World Tourism Organization (UNWTO) hasthe concentration of tourists in hot spots by stesirngy new

identified 11 strategies (deployed in 68 measuteshelp
understand and manage visitors’ growth in citiel.[These
strategies are: 1. Promote the dispersal of visiathin the
city and beyond. 2. Promote time-based dispersaisitbrs.
3. Stimulate new visitor itineraries and attractios. Review
and adapt regulations. 5. Enhance visitors’ segatient 6.
Ensure local communities benefit from tourism. %dde city
experiences that benefit both residents and visBotmprove
city infrastructure and facilities. 9. Communicatéh and

areas. By downloading the “Alter Eco Valencia apgpurists
can discover new routes through the city and lt@alitions
[18].

*CzechTourism is betting on the geographical
diversification of tourism in the Czeck Republicabeviate
the tourist pressure on Prague. In this sensejdeuof start-
ups are focused on facilitate contact with locavehs who
speak English, select a car and driver to move ratdhe
country or discover amazing places in their varicegions
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through platforms, apps and video games such asgtGm
Come: Deliverance”.

Other inspiring actions for tourism dispersal aistetl
below:

*Thailand, beyond its most popular destinations,
marketing its “12 Hidden Gems Plus”, and has exmeed
tourism growth at these attractions. Amsterdam asketing
the hidden treasures in the various city’s neighboads, like
other cities (Venice, Barcelona...), with a consisteaesign
of City Cards. To this regard, travel influenceuds as
bloggers) have a vital role to highlight the reéefrhidden
gems or treasures”, in addition to make sure tiet aire easy
to explore (accessible via public transport, witkeac,
transparent information on ticket prices and prooms for
visitors). It has to be noted that succeed in citrg travellers
away from crowded hotspots requires knowing hoappeal
to their sense of curiosity and how to fulfil theiesire for
different experiences.

*To manage tourist flows more sustainably, the Bels
tourism board has launched the initiative ‘MIXIT Yaiks’ to
encourage visitors to explore all city district8[10ff-season
travelling incentives in Lyon, PozfiaTallinn and Ljubljana
have been also listed in the compendium of besttipes
released by the European Commission in 2019 [18].
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In [8] the most frequently cited solutions for deglwith
overtourism issues are outlined: dispersal of &isiride-
marketing, responsible marketing to attract a difé type of
visitor, limiting numbers, facility provision, impdion of
isontrols, information/education (for tourists arekidents),
taking a long-term view in planning and management,
resilience rather than sustainability. Within tfiamework,
new technologies, as a transversal factor, hawuable role
to play, if efforts in this field are aligned withlong-term plan
to combat and mitigate (even prevent) overtourismakles.
The examples collected here can illuminate thebemial,
being aware that technology will not solve all iv@blems
and that its effectiveness will be adversely affdcif these
initiatives are isolated and uncoordinated.

Nevertheless, the experience gathered on manabig t
problems that overcrowding is causing in touristtohations
of any type, including cities (where this is becongha major
issue in more and more cases across the globe leato
conclude that not simple solutions exist. By thatcary, a
holistic approach and long-term planning are neettedny
case, a significant improvement will take time amhflicts
will be unavoidable in this process, so that thditabto
dealing with them is critical. More specificallgmedies will
require: a creative tourism management, fixing ipgc

*Some tour operators are also taking actions toidavofailures, regulation and encouragement of coopmratimong

overcrowding [19]: offering off-season and off-theaten-
path trips, adjusting their itineraries; travelling smaller
groups; employing local guides and favouring thpyment
of local authentic experiences.

Nevertheless, some voices, such as “Amsterdam
Progress” (an independent think tank that devetapgrete
plans to stimulate balance in the city), argue #ptading
tourists  will
favouring, conversely, more growth and preventirg f
addressing the real foundations of this problenec8izally,
six reasons are provided by “Amsterdam in Progré®6J:
spreading requires certain conditions; the conckgpreading
clashes with human behaviour; spreading touristsass
effective as whistling in the wind; spreading daes provide
a solution to the perceived pressure; spreadinquickly
disrupt the balance outside the city centre; spngadill
probably aggravate the problem.

IV. CONCLUSIONS

Overtourism refers to “the impact of tourism on
destination, or parts thereof, that excessivelyluerfces
perceived quality of life of citizens and/or visid
experiences in a negative way” [14]. As a resuliew local
communities are becoming increasingly hostile tonf® of
tourism that are imposed on them and diminish tieddity of
life, it is evident that something has to be chahgice “the
state of overtourism is a consequence of tourisinguthe
destination rather than the destination using sooiti[21].

Overtourism relates to other concepts such as iogrry
capacity, resilience and sustainability, so thabfgms come
out when certain limits are surpassed. Althouglsdtare site
specific problems, in general “it is clear that eomic
priorites have taken precedence over social
environmental concerns. What is also clear is thi#ough
relative, more and more destinations may face thessees if
action is not taken” [22].

an

stakeholders, a reliable measurement of impacts and
significant effort for educating tourists -Veniceithv its
#EnjoyRespectVenezia campaign
(https://www.comune.venezia.it/en/content/enjoyresgne

B), Iceland with its “Icelandic pledge”
(https://www.inspiredbyiceland.com/icelandicplejige and
Lisbon  with its ‘we hate  tourism’  tours

not solve the problem of overcrowding (https://www.independent.co.uk/travel/europel/lisbon-

tourists-we-hate-tourism-tours-locals-responsibder|-
portugal-a7919571.htnlare good examples-. Even some
experts argue in favour of a strategy of degrowfifhe
conflicts represented by overtourism are a wakeeal;
pursuing equitable and just degrowth strategied
increasingly vital if tourism is to have a sustdileafuture”
[23].

It is also worth to mention a new approach that eaut
very recently, with a different perspective of tipisoblem,
named as “Planet Happiness”, which “provides a oufogy
and resources to enable host communities and wider

astakeholders to guide tourism development away from

overtourism and towards destination happiness,-maiig
and sustainability” [24].

Finally, going back to new (smart) technologiesmeo
qualified voices warn that “technological or smsotutions
alone will not solve overtourism—The importance of
technological solutions to combat overtourism staqudt be
overestimated, given that the issue of overtouiishargely
social in nature—different groups of city usersraitgand
competing for the same space. In addition, newrtelciyies
also lead to or intensify specific issues in the @tg., sharing
economy accommodation platforms)” [9].

Likewise, the UNWTO is crystal clear to this respec
“a'echnological or smart solutions alone are impairtaut will
not solve the issue of tourism congestion. Sne&thiriologies
are considered the most effective solution to &ackingestion
management. Yet notwithstanding the immense patenti
benefits of such tools, they alone are not enoAghkiressing
the challenges facing urban tourism requires imens
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cooperation between multiple stakeholders, which Isng-
term effort, particularly if stakeholders have dating
interests” [14]. A broad alliance with society sesterefore,
essential. In other words, a public-private-peqaenership,
where local communities (people) cannot be absent.

This perspective is reaffirmed by Milano, Cheer &Jdlli
[25] when they state: “Planning strategies to dedth
overtourism or solutions tied to use of smart tetbgies
might help in the short term, but adequate longitsolutions
require policy maker interventions rather than dymplying
on technical and industry-driven approaches. Asagpolicy
maker interventions are concerned, nothing less tha
paradigm shift is needed to move from simply assow
tourism success with simplistic appraisals of tstuarrivals
and their associated expenditure, and insteadréohgists (and
wider social-ecological concerns) due considerdtidhis is
the real dimension of the challenge,
technologies.
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