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Chapter one
issue identification

Introduction


After over ten years of consistent efforts by police agencies all over the United States to implement Community Oriented Policing (COP) philosophies, departments are now looking for methods to expand these concepts to other populations.  One such application is to the tourists that are attracted to cities for vacations and day trips.


Community Oriented Policing is a philosophy of policing based upon the concept that the police and citizens work together in creative ways to help solve community problems related to crime, the fear of crime, and social and physical disorder.  


The California Attorney General’s Office defines Community Oriented Policing as “a philosophy, management style, and organizational design that promotes proactive problem solving and police-community partnerships to address the causes of crime and fear as well as other community issues.”
 

Tourists are an important source of revenue for cities in hotel and sales tax.  Additionally, they are a population that is generally not given the same level of concern as locals by the police.  In Anaheim, California, which has the highest hotel tax in the state of fifteen percent, this tax is projected to generate over $30 million dollars by the year 2005.
  In Breckenridge, Colorado hotel taxes account for seven percent of their total revenues.  Sales and hotel taxes, which are attributed to tourists in this small mountain town, were forty-six percent of total revenues.

The Inland Empire area of Southern California has experienced a decade long drop in tourism, which equates to the loss of 2,700 jobs and has affected local government’s bottom lines.
  In New Orleans, Louisiana, in 1997, tourism jobs accounted for sixteen percent of the city’s employment, up from seven percent a decade earlier and over a $3.5 billion economic impact.
  In Laguna Beach, California, tourism revenues represent over twenty percent of the discretionary spending revenues.


Tourist Oriented Policing (TOP) is a process of applying COP techniques to another segment of our citizen base, which is transient and can be fickle.  Police must be aware their communities tourist based tax revenues can be greatly affected by the quality of police/tourist interaction.  Past problems of communicating with potential tourists, preventing victimization, poor conviction levels for suspects in tourist related cases, and the tourist’s general feeling of safety in our communities are all-important issues for the local police to resolve, which traditionally, have not been regularly addressed.


Technology has greatly increased the ability of police to communicate with citizens, tourists and potential visitors, and it has increased the demands of these consumers for our services.  Internet web sites are the norm for most businesses and cities, but whom are we targeting with this information?  How will the information demanded by tourists increase during the next decade?

Statement of the Issue


Although a few of the largest agencies in the country have started tourist oriented policing projects, very few small sized departments have formalized tourist-related programs.  Small sized departments are defined as fifty full-time officers or less.  The secondary emphasis of this project is to take tourist oriented policing principles applied by large agencies and apply them to smaller organizations that cannot afford to assign a number of officers full-time to dealing with tourists.   Large agencies are defined as over 400 officers.  The primary emphasis is how police departments in the future can better work with tourists and other community groups 
to make visits to our towns and cities more enjoyable and crime-free.  


The fundamental question of this project is: “What impact will tourist oriented policing have on small sized police departments by the year 2006?”  Impact on a department may be financially, through the demands of outside stakeholders such as the chamber of commerce or visitors’ bureau; members of the city or town staff may also internally drive it.  Tourist Oriented Policing was first defined by the Miami Metro-Dade Police Department as “a philosophy of policing based on the concept that specially trained police officers, working closely with business leaders, airport authorities, businesses that cater to the traveling public, and private citizens can help prevent or tremendously reduce the tourism problems related to crime, fear of crime, and the decay of the neighborhoods that tourist frequently travel.”


The year 2006 was selected as an appropriate five-year period that reliable futures research could support for realistic futures forecasts.  A longer period may not allow for accurate projections due to increased uncertainty.

Environmental Scanning


The primary agencies located that have been involved in formal tourist oriented policing programs include: the Anaheim California Police Department, Las Vegas Nevada Metro Police Department, Miami Florida Metro-Dade Police Department, New York City Police Department, Orlando Florida Police Department, San Antonio Texas Police Department, San Diego California Police Department, and the Honolulu Hawaii Police Department.  

Miami, Florida


Miami was the first TOP program and was created in response to a number of foreign tourists being robbed and murdered while driving rental vehicles in and around the greater Miami area, during the early 1990’s.  “Studies indicated that Miami International Airport was the 
focal point of several types of crime against both tourist and residents.”
   “Robberies were initiated when criminals preyed on people leaving the airport area in rental cars…while the crimes occurred throughout the county, they originated in an area east of the airport known as the ‘triangle.’”


In February of 1994, the Metro-Dade Police Department formed the first Tourist Oriented Policing unit, which was a partnership between the police department, the Federal Aviation Administration and the airlines serving the Miami International Airport.  After special training for the officers assigned to the TOP unit, they began to apply community oriented policing concepts by specifically addressing issues related to the tourists travelling through the Triangle area.  Problem oriented policing (POP) projects were implemented to increase tourist’s safety and to improve the quality and quantity of information available to the tourist.  The officers worked with local businesses particularly the car rental agencies to provide better signage, maps and light for the tourists driving through the Triangle.


The three-pronged approach by the TOP unit to reducing tourist crime in the Triangle was as follows:


1.
Increase uniformed patrols to enhance visibility, enforcement efforts, and 



improved response times.

2. A problem-oriented approach to generate active support from businesses and other government agencies to improve the area (there are no residences in the Triangle area).

3. A unique tourist safety approach, involving a proactive style of providing information directly to tourists, as well as police input into the types of tourist safety information and directions provided by area businesses.

Metro-Dade feels an important reason for the success of the TOP unit was the selection process and training they gave to the officers assigned to the Triangle area along with the involvement of the crime analysis unit.  The initial staffing of this unit was with nineteen sworn officers and supervisors and five civilian employees.  They even wear TOP patches on one side of their uniforms.  Between the inception of the TOP unit in 1994 and 1997, the overall crime rate in the Triangle dropped nineteen percent, including robberies down fifty-one percent, vehicle thefts down sixty-four percent and commercial burglaries down twelve percent.

Some of the TOP unit’s major accomplishments during the same period of time include:

1. Development of an informational message on the Airport radio station.

2. Development of a Tourist Hotline/Crime Stoppers Program.

3. Starting a Triangle area Business Watch Program and newsletter.

4. Installing Tourist Telephones – twenty-four in the terminal and eighteen in the Triangle.

5. Encouraging positive media contact and ride-alongs including foreign journalists.

6. Production of an informational video dealing with Greater Miami as a tourist destination, the TOP program, getting around Miami and traveler safety tips to be shown on in-bound aircraft and in the terminal.

7. Development of a Follow the Sun signage program to assist tourist driving in Miami.

8. Enacting legislation to prohibit rental cars from having signage on the vehicles identifying them as rentals and by issuing regular license plates instead of the special marked plates that had been used by criminals to identify potential tourist victims.

9. The unit averages 800 tourist contacts a month

Based on this list of accomplishments and a nineteen percent reduction in major crime it is fair to say that the Miami-Dade Tourist Oriented Policing unit was a very successful step in improving the quality of life for tourists visiting South Florida and for those business owners in the Triangle area.

Orange County, Florida

The City of Orlando Police Department and the Orange County, Florida Sheriff’s Department have responsibility for policing Disney World, Epcot Center, Universal Studios and Sea World.  These two departments have teamed up and share a Tourist Oriented Policing office on a main thoroughfare in the resort area.  The sheriff’s department has thirteen deputies assigned to the Disney resort area and one full-time investigator whose responsibility is to work as a liaison with the hospitality industry and is involved in Crime Prevention Through Environmental Design (CPTED).  The investigator teaches classes for private security, provides information for resort area employees and has been involved in legislative changes to address issues such as thefts from hotel rooms, and availability of criminal history information on prospective employees to employers.

Las Vegas, Nevada

In Las Vegas, they have addressed the issue of tourism and policing by assigning a number of two officer bicycle patrol teams up and down the Strip.  These officers are visible from the casinos and are supported by a jail booking van that patrols the area and takes in-custody prisoners from the bike teams.   The Tourist Safety Unit, which consists of a sergeant and five detectives who work in the property crimes section of the investigations division support the bike officers in their duties.

Las Vegas has addressed several of their nuisance problems with local regulations to prohibit and restrict handbill distribution, prostitution and trespassing.  They have effectively increased the size of their personnel, by authorizing private security to arrest and issue misdemeanor citations for violations of minor offences.  It is the responsibility of the private security force to complete the paperwork, obtain an event number and provide all the follow-up required for prosecution by the district attorney.

New York City, New York

Traditionally, New York City’s Times Square; 

Has been renowned for its criminal activity more than its tourism.  That has changed.  Over the last five years, New York City has made significant progress in the area of tourism.  Times Square alone draws 26 million visitors annually and has a resident population of 19,000 in less than one geographic square mile.
  

New York City Police Department (NYPD) has over 44,000 officers and has significantly reduced crime in the City with the widely publicized COMSTAT Program, but most of the improvements in the Time Square area can be attributed to the public/private partnership including the Times Square Business Improvement District (BID), the Area Police Security Liaison (APPL) and the Midtown Community Court.

The Business Improvement District is collaboration between private business, the city, community associations and non-profit organizations.  The BID imposes a mandatory assessment of commercial property owners of 0.3 percent of the assessed property value and $1.00 per residence for a total budget of six million dollars.  These funds go to improvement of the area with projects like improved lighting, street art and events that promote Times Square.  The BID employs forty-seven private security officers who also staff a security booth in Times Square and 
fifty sanitation workers who ensure the cleanliness of the streets and sidewalks.  The sanitation workers are primarily from a drug and alcohol rehabilitation program, which works with the homeless.

The Area Police Security Liaison is a working group of private security and NYPD that provides training for security officers and is a forum for discussing issues of mutual concern at monthly meetings.  This organization is a resource for the police as the private security firms have over 2,700 closed circuit cameras and provide video footage for surveillance and apprehension of criminals.

The Midtown Community Court is a public-private partnership funded by the BID and other local business to provide alternative methods of handling quality of life misdemeanor arrests and disputes that require mediation.  Court appearances are swift sometimes even on the same day of the offense.  The judge stays in this court and is aware when the offender is a repeat customer.  There are monthly meetings between the court, local police officials and citizen groups for a better understanding of the consequences of these violations.  Sentences include; restitution, community service with the BID sanitation workers, drug treatment and jail.  There are on-site drug counselors, a health clinic and job training options available.
 

Waikiki, Hawaii


Honolulu Police Department is responsible for policing the area know as Waikiki on the island of Oahu, which is only one and one-half miles long and approximately 500 acres.  The average daily population is 46,000 resident and 80,000 tourists.  Although Honolulu PD does not have a specifically named tourist oriented policing unit, they have one of the most robust tourist directed programs in the country.  In addition to the normal bike and vehicle patrol, they assign twenty officers in plainclothes teams to address specific crime trends and they assign officers just out of the academy as foot patrol officers.  These rookies work the foot patrol from three to twelve months after graduation.  


Waikiki has a number of public – private partnerships to assist the tourist community including the Aloha Patrol, TCP-110 Citizens Patrol, Citizens Bike Patrol, Business Watch, a Condo Fax Network, Condo Watch, Visitor Watch, Visitor Aloha Society of Hawaii, and a number of public information programs working with the car rental agencies, hotel operators and merchants.


The Aloha Patrol is a partnership between the Honolulu Police Department and the Waikiki Improvement Association, which provides citizen’s patrol for crime prevention and other safety hazards in the Waikiki area.  The TCP-110 Program is similar to the Aloha Patrol, but is targeting the Japanese tourist and provides information and translation services.  

The Condo Watch and Condo Fax Network provide information on incidents occurring in and around condominiums, to avoid repeat victimization.  Both groups work regularly with the crime prevention personnel from the Police Department.


The Visitors Watch Program is a three-part program promoting visitor safety by providing crime prevention information through the primary service providers for tourists: car rental agencies, hotels and merchants.  Each industry has crime prevention materials for the tourist to prevent victimization, such as how to prevent thefts from rental cars and hotel rooms.


The Visitor Aloha Society of Hawaii (VASH) is collaboration between the Rotary Club of Honolulu, State government and local business to lend a helping hand to tourist that are victimized or have a tragedy while visiting Hawaii.  The goal of the organization is “for every victim, be they from the mainland, a foreign country or a neighbor island, to share with their family, friends and the media that despite an unfortunate incident, the aloha spirit of Hawaii is 
real and they look forward to their next visit.”
  Examples include; volunteers visiting and assisting crime victims, those seriously injured and in the hospital, families traumatized by a family death, or those returning for a vacation previously denied them.  The service provided by VASH include:

· Upgraded hotel rooms

· Transportation vouchers

· Clothing from clothes bank

· Dinner and show tickets

· Direct contact with consulates for passport replacements

· Airline information on postponing flights

· Emergency money in extreme cases

It appears that Honolulu Police Department has truly formed a partnership with a diverse group of residents and businesses to offer services to prevent crime report incidents and assist the victim when preventative techniques were unsuccessful.

Anaheim, California


The City of Anaheim has been involved in policing of tourists for many years, as Disneyland and the Convention Center have been a primary draw to this Southern California City.  The Anaheim Police Department has had a Hotel/Motel Detail for over ten years, which assigned two investigators to investigate crimes occurring in hotels and motels within the city.  The investigators were responsible for setting up a Crime Alert Network (CAN), which provides information to the hospitality industry properties in the City of Anaheim and for other Orange County, California cities.  The Crime Alert Network has monthly meetings to exchange 
information and provides training for security personnel from a number of properties in and around Anaheim and Disneyland.  Detectives from other Orange County cities attend these meetings for information and to network with the hospitality industry.


The two-investigator Hotel/Motel team has grown into the Tourist Oriented Policing Detail, which was patterned after the successful Community Oriented Policing Team.  The current unit consists of a burglary sergeant supervisor and four investigators.  Current recommendations are to further expand this unit and rename it to the Resort Area Policing Team under the direction of a lieutenant responsible for all police department activities within the resort area.  This new unit will be formed as a proactive step to address the new Disney’s California Adventure, Downtown Disney and the expansion of the Convention Center.  The unit would include twenty-four uniformed officers and two sergeants to provide vehicle, foot, bicycle and horse patrols.  Augmenting the patrol staff would be eight detectives, a detective sergeant, a code enforcement officer and a deputy city attorney along with five civilian employees.

Anaheim Police Department has recently written an extensive Strategic Plan for Policing the Anaheim Resort
, which will provide a road map for expansion of their efforts at tourist oriented policing.  It is clear that a philosophy including service to the tourist is a critical component to police personnel of Anaheim.

Literature Review

 
There are no published articles in mainstream journals on the actual topic of tourist oriented policing.  The hospitality industry journals have covered well the issues of crime, terrorism and the tourist.   Some articles out of the publications that deal specifically with crime and the tourist are cited.  The United States is not perceived as having regular terrorist attacks on our soil, which is a problem for the tourist industry in other parts of the world.  


In the study “Florida Tourists’ Vulnerability to Crime,” researchers identified the ten counties in Florida that have most tourists’ visits per year and then looked at the Uniform Crime Report statistic for 1993.  The Florida Department of Law Enforcement was able to report the number of victims, who were non-Florida residents, so this was the definition the researchers used to define a tourist for this study.  The statistics showed that rates of victimization for tourists ranged from 150 per 100,000 visitors in Dade County to a low of 13 per 100,000 in Hillsborough County.


The researchers then applied demographic statistics to the tourist crime rates per county and identified the factors that had significant correlation to tourist crime.  In particular, they looked at the three areas of the crime triangle: a motivated offender, a suitable target and no capable guardian, such as law enforcement or private security. 


Table 1: Crime Triangle





Suitable

Motivated 

Target
                        
Offender

No Capable Guardian

In the area of motivated offender, they found that the county Uniform Crime Report rate being high shows a significant correlation to tourist victims.  In other words, if crime is high, the tourists passing through the area are more susceptible to becoming victims.  Secondly, the percent of residents that are not Caucasian and the percentage of the county population living 
under the federal poverty level were also significant predictors of high tourist victimization.

The suitable target side of the triangle had no significant predictors.  Over forty-three percent of crimes committed against tourists occurred on highways or roadways, followed by sixteen percent in parking lots or garages and finally twelve percent in hotel/motels.

The researchers found that there was a significant correlation between capable guardians and crime victimization, the more police and security the higher the crime rate for tourists.  This surprising finding is an example of the reactive nature to crime and the effect on increased hiring of police and security personnel.  It may be attributed to a higher willingness to report crime to available law enforcement personnel.

The Florida study identified that introducing large numbers of tourists to an area with low crime does not automatically increase victimization rates, but doing the same in high crime areas will result in significant increases in victimization.  The study reports “tourists should not be lulled into a false sense of security due to the mere presence of capable guardians present at the facility.”


In the article, “Fear of Crime Among British Holidaymakers” British researchers conducted a nationwide survey of a sample of travelers in Great Britain.   They were asked a series of questions about their level of victimization while on their last vacation and their perceptions of safety while choosing a travel destination and during the actual travel.
  


The results indicated that the tourists surveyed were victimized much more frequently than in British Crime Survey statistics from 1994.
  See table 2. 

Table 2: Rate of victimization per 100 respondents/households

	Type of crime
	Rate of survey respondents
	BCS 1994 rate

	Theft from motor vehicle
	2.04
	0.48

	Burglary
	4.67
	0.32

	Theft from person/items temporarily left
	3.31
	Not available

	Attempted theft from person/items temporarily left
	3.5
	Not available

	Violence
	2.14
	0.34

	Threats
	2.72
	Not available

	Any of the above
	9.73
	Not applicable



Although the rate of victimization for survey participants was significantly higher than other British households, forty-five percent said they had never thought about “crime, terrorism, or threatening or drunken behavior” in choosing a vacation.  This statistic seems to refute the next finding, where forty-two percent said that they had ruled out at least one country/area for a vacation due to problems there.  The countries cited were Egypt twenty percent, Spain fifteen percent and the USA fourteen percent.  These numbers may be distorted due to a terrorist attack that occurred in Egypt shortly before the survey.
  These figures tend to support the theory that negative press can significantly affect tourism, particularly in the short-term, while the incident is fresh in potential vacationers minds.


The authors of this study have the impression that vacationers’ “saw neither crime nor incivilities as major issues when on holiday” even though crime against vacationers was 
common.
  Ignorance is bliss for the traveler.  Maybe it is the responsibility of the hospitality industry and government to educate the tourists to help them enjoy their vacation to the fullest and not fall victim to criminal acts.


In the study,  “A Comprehensive Approach to Classifying Acts of Crime and Violence at Tourist Destinations” researchers reviewed 300 cases of crime and violence at tourist destinations worldwide, as reported in the media, during the last decade.  The study showed that the bulk of nonviolent crimes were for economic reasons and committed against gullible tourists.  “In destinations where there is a large gap between the poor and the affluent symbols of the tourism industry,”
 criminals can easily convince themselves that committing economic crimes is an acceptable practice.  This is based on the social injustice of the haves, the tourists versus the have nots, locals.  Some criminals may see themselves as modern day Robin Hoods, stealing from the rich and giving to the poor.


Violence at tourist destinations can be for political or religious reasons and attacks on tourists are done for the worldwide media attention given to these types of incidents.  However, more commonly the violence is a result of economic motivated crimes, as was seen in the early 1990’s in Southern Florida.


The second part of the study was to measure the duration of the negative effect the criminal or terrorist incident had on tourism rates.  This was then correlated to the activities that the area took to overcome the incident or perception of crime.  The researchers found that a number of activities had positive effects on the level of tourist visits.  Examples of the prevention methods employed include the following:

1. Improved laws to increase penalties associated with tourist crimes

2. Creation of special police units trained to protect tourists

3. Education and prevention methods for tourists

4. Increased awareness of locals to the effects of tourist crime

5. Crime Prevention Through Environmental Design (CPTED)

6. Social changes to narrow the gap between have and have nots

a. Donating a portion of profits to social causes

b. Profits used to improve education, public health and improvement of the quality of life

7. Strict enforcement of existing laws

8. Safety and security training for tourism employees

9. Installation of security devices in tourism enterprises

10. Designing political solutions for regional or international conflicts

11. Signing of multilateral international agreements for prevention of terrorism


The researchers also looked at the parties responsible for prevention of tourist crime and they identified seven distinct groups:

1. Law enforcement

2. Local community at large

3. Tourism industry

4. Tourist

5. Local businesses

6. Government

7. The international community

It was clear to the researchers that no individual party could be responsible alone for resolving tourist crime problems, but would have to work in cooperation with each other to make improvements.  Finally, engaging tourists to be part of the solution, to avoid risky behavior, and to be more safety aware, was a critical component to any resolution of the problems.

Finally, successful recovery from a negative incident requires a “combination of information, dissemination, publicity and public relations, and marketing.”
  The most successful areas have used the old adage honesty is the best policy.  Covering up or blaming the media have not been successful long-term strategies and without increased marketing, the recovery path will be much slower.
  This shows the importance of having a public relations response policy in place before a major incident to prevent having to respond to the media without knowledge or forethought.

In the Newsweek article “The New Economy Goes Global,” it states that there are over 375 million people worldwide that have access to the Internet.  Of the over 135.7 million United States residents with on-line access, most have surfed the Internet before making travel purchases.  Seventy percent have used the web to research travel and twenty-three percent have purchased travel on-line.  Only seven percent report that they have done neither.  With huge increases in future Internet access and large increases in the number of computer owners worldwide; the future is bright for travel marketing on-line.  Personal computer manufacturers report sales to Latin America rising almost over fifty percent.

With such a strong future for travel and competition between areas, those marketing municipalities must recognize that their local tourist destinations will require assistance in selling their product.  New and innovative ways must be found to help sell an area.  Police must recognize that the tourist of the future will have done more research on the area before traveling and expect the services that they have seen on the web.

Police departments may need to consider how they are part of the overall marketing plan 
for their destination, as safety and security are the number one concern of potential tourists making travel plans.
  The police may need to put crime statistics on the web for areas commonly visited by tourists.  They may want to consider putting other information on the web that travel planners would want to know, but probably most important they must have easily accessible web sites from browsers worldwide.

In the article, “CCTO Measure Moves To Governor’s Desk” California Senate Bill 1606, which is backed by the California Coalition of Travel Organizations is discussed which would stop the State of California from allowing links on the State’s web site and toll-free telephone number to individual travel businesses that provide hotels, airline and tour reservations.  Since 1997, the State’s Division of Tourism has had a contract with two private booking businesses that have links on the State’s information web site and toll-free number.   Other private travel organizations feel this provides for unfair completion for the selected businesses.

Law enforcement and other government organizations may be affected by this type of legislation about any promotion of any private tourist businesses and not others.  This might be on a web site, link to another web site, or on brochures or other work products.  Competitors may see government’s distribution of private business information and advertising as an unfair advantage to one business over another.

Law enforcement along with all segments of government must continue to be cautious when entering agreements with private businesses for exclusive arrangements.  This is particularly important with the significant increase in police and government web sites and the increasing interaction between the public and private sectors.  Implementation of Community Oriented Policing programs like Tourist Oriented Policing may lead to potential conflicts as the State Division of Tourism is currently facing.  Police administrators must always be cautious 
when allowing any promotion of a specific business concern.  Potential alternatives would be to allow links to the area’s chamber of commerce or visitor’s bureau, or seek city council direction before implementing new out-reach methods.

A recent economic forecast “Fewer Hotels, Same Revenue of Anaheim” has indicated that less hotel rooms will be available, but that rates will increase due to higher demand in Anaheim, California due to the opening of Disneyland’s new California Adventure Park.  The study cites difficulties in obtaining financing, high land costs and generally low hotel room rates as the reasons for less new hotel rooms.  Additionally, the neighboring city of Garden Grove has recently completed 1,937 rooms just a mile away from Disneyland.

Anaheim like many other tourist destinations received significant benefits from bed taxes, which are one of a very few taxes that go directly to city coffers.  Anaheim’s hotel tax is fifteen 

percent, the highest in the State according to the LA Times.
  These funds directly affect the city’s revenue picture and indirectly the funding for law enforcement and other city services.

Law enforcement like other city departments must be aware of the effect they have on tourists and the indirect effect that has on the hotel room rates and occupancy rates.  If areas are considered clean and safe, than rates go up, and if they have high crime rates and transients living on the streets then hotel rates will go down.   Less observable, but a definite contributor is law enforcement’s involvement in tourism and providing good service to visitors.  It must be remembered that each visitor tells at least ten of their friends about a bad experience and police officers must be aware of this with each contact they make and how that may impact the bed tax revenues.

In an editorial “Theme Parks’ Latest Injury: Same Red Flag” by Kathy Fackler, she writes that the serious injury of a youth tourist, Brandon Zucker, at Disneyland’s Roger Rabbit 
ride is an example of the need for reporting all injuries at amusement park rides.  She is particularly concerned about the lap bar design of rider restraints on rides like the Roger Rabbit at Disneyland.  Fackler lobbied for the passage of AB 850, a ride safety act, which requires reporting and investigation of accidents at amusement park rides.  Currently, the state OSHA representatives are still discussing what circumstances would require mandatory reporting.  Strong lobbying efforts from the amusement park industry have pushed for limited reporting, where Fackler contends that all accidents requiring medical attention should require reporting to develop data collection for prevention programs.  A recent federal law granting authority for ride safety nationwide to the Consumer Products Safety Commission died in committee due to the amusement park industries lobbying.

This is an example of the amusement park industry’s concern for negative publicity for their parks.  Surely they too are interested in safety for their rides and riders, but fear the negative publicity so much that they oppose mandatory reporting regulations and ride regulation by government.  Fackler feels the amusement park industry should look to Universities and Colleges of our country as an example of an industry, which has had mandatory crime reporting, forced on them yet, have not had to close their doors.  It has forced school officials to address crime in an up front and responsive manor.  Law enforcement should assist amusement park operators and other tourist venues to investigate accidents occurring at their facilities.  This will assist in preventing negative media attention about potential cover-ups.  Everyone understands that people get hurt doing just about everything, but it sure sells papers when they can allege a cover-up.

Police agencies must prepare their personnel to be able to investigate accidents occurring at tourist venues and be able to support the local’s safety efforts with education and enforcement 
if needed.  Secondly, a media plan should be put into place by government and business before a major incident at a tourist location, to better manage the press and reduce the negative fall-out of an injury or accident on the visitor’s perception of safety.

The article “Tourist Oriented Policing Grows with the Resort District” reports the Anaheim, California Police Department’s response to the addition of two new theme parks at Disneyland.  The department began with two detectives working a hotel/motel detail.  This has grown into a number of initiatives including: tourist oriented policing training, a resort district with officers and detectives assigned, a resort district police service center, and officers assigned to Disneyland and paid for by contract.  Anaheim Police Department set out a strategic plan to ensure that the new resorts had appropriate police services and the department was not caught off guard with the new demands for service.

Anaheim’s response to the new resorts was strategic and comprehensive.  They visited other world-class resort areas and studied how they police tourist venues and contribute to the overall marketing plan.  Anaheim has taken the community oriented policing philosophies and started a whole new area for these strategies to be used.

Other departments may want to take the lead from Anaheim PD’s aggressive response to policing a population that in the past was considered more of a hindrance than a constituency that the police were concerned with ensuring a positive experience. 


San Francisco has made efforts during the past few years to encourage disabled tourists to come and visit the city by the bay according to the article “San Francisco Rolls Out the Welcome Ramp.”  They have made efforts to be more accessible and have specifically marketed to the disabled traveler.

There may be additional service demands on the police department due to the increase in 
disabled tourists.  This will require additional training for police personnel, and visitor information to prevent the disabled from becoming crime victims during their stay in San Francisco.  Law Enforcement should “work with the rest of city government and the business community to make sure that the city is not only accessible, but also safe for those with special needs.”


In an article in the Vail Daily, “Vail Recognizes Nine for First Premier Employee Award” the Town of Vail, the Chamber and Business Association, the Tourism and Convention Bureau and a number of businesses teamed up to recognize and encourage superior customer service by employees.  The Premier Employee Program is part of the Premier Impressions Program, which has the goal of improving community-wide customer service throughout the number one ranked ski resort.  Each award recipient receives a $25 Mountain Money gift certificate, an invitation to a VIP party and a chance to win $5,000 and other prizes at the end of season party.  
One of the nine employees recognized was a police department employee for “always going out of his way to provide directions for tourists in Vail and ensuring they have a positive visit.”


Based on this review of the literature it becomes obvious that tourism is a critical revenue source for many communities and that the number of visitors to a local area are affected by crime and the perception of safety at the destination.  Since law enforcement is funded by general fund revenues, the dollars that come into a community from tourists are an important source of resources for the police agency.  It follows that the police must analyze how they contribute to encouraging tourism in their community.  If the tourists are not an important customer to the police, then it may negatively affect the number of tourists that visit a community. 


The number of articles and journals dealing with safety and security in the private sector
show that this is an important topic for the hospitality industry, which law enforcement should begin to address.  A philosophy in a police agency that tourists are important and a group that requires a different policing approach becomes evident.  Tourist Oriented Policing is one way of addressing this important revenue source for our communities.


Next futures research will be reviewed that was conducted on how tourists and the police will interact in the future.

CHAPTER TWO
FUTURES STUDY
Introduction

The first step in futures research about tourist oriented policing is to understand the present.  The previous chapter's sections on environmental scanning and literature review gives the reader a good understanding of the present status of tourist and police interaction.  Additionally, we have an understanding of the progress of tourist oriented policing in large police organizations.  The focus of this paper is on how the TOP concepts apply to smaller police organizations and what impact that tourist oriented policing will have on these organizations in the year 2006.  


Forecasting futures is not an exact science and can only give a general outline of the future.  Doctor Gene Stephens explained in a lecture on December 8, 1999, that futures study could have the following results:

1. Allow us to learn more about the present

2. To become more proactive

3. To become more creative in problem solving and planning

4. To keep up with technological and social change and

5. To take advantage of (future) opportunities

These are all-important goals for a progressive police leader.  Applying futures forecasting methodology to how the police interact with tourists can only have positive effects on the relationship between the visitor and the police.  It may also improve the perceptions of the permanent population on the police organization and it may even improve the income to the city in the way of sales and bed taxes by tourists.

There are many methods of futures research but the primary methods used in this project were interviews with experts in the field, the Nominal Group Technique (NGT), alternative scenario development and strategic planning.  Strategic planning will be covered in Chapter III.

Nominal Group Technique

Description of Process


The Nominal Group Technique (NGT) was used as a tool to conduct futures research on

the topic of Tourist Oriented Policing (TOP).  The NGT process uses a diverse group of qualified panel members who provide their vision of the future concerning the topic.


The NGT is both a facilitated group discussion and a formal process designed “to provide informed input on a specific issue or question, to generate ideas, and to aid in forecasting potential outcomes.”
  The process is first to identify trends and events that may affect the issue then weighing their importance using probability, significance to the issue, and time to produce numerical forecasting of the findings.  The planner can then develop strategic plans to address the most probable trends and events can then use these numerical results.


Ten individuals participated in a tourist oriented policing NGT on October 6, 2000 in the City of Laguna Beach.  They represented a broad group of individuals from the tourist industry and related fields including law enforcement and private security.  The actual participants job descriptions were: a travel agency owner/travel agent, the executive director of a chamber of commerce and a director from the visitors bureau of a beach resort community, a hotel manager, the landside operations manager from a medium sized airport, the chief of a large county department responsible for all operations and facilities at the county’s harbors, beaches and parks.  From public and private security, a security manager from a large shopping center that attracts tourists, a police investigator from a large police department that polices a well-known
tourist amusement park, a police investigative supervisor from a medium sized department that also polices an amusement park, and a police supervisor from a small sized beach community.   The names of the panelist and their full job descriptions can be found in Appendix A.   The entire NGT process took four hours and fifteen minutes.

The NGT was an interesting event that gave future insight into the topic, TOP, and confirmed a number of concepts that had been considered in the futures research.  It was interesting to observe the synergy that resulted from the interaction between the participants and how each of them seemed to enjoy the stimulating conversations that resulted.  The group wanted to further discuss each trend and event as they were presented.

Trends


The first step in the NGT process was to identify trends that might affect the future of tourist oriented policing.  A trend being defined as “pattern of events with a past, present and future that can be quantified.”
  After developing an extensive list of trends, the individuals were asked to choose five of the most important in their opinions.   From the entire list, which may be found in Appendix B, fourteen trends were selected as being the most important.  A blind process was then used to develop a numerical value for each trend.  Each participant was asked to rate the trend on its value five years ago, five years from now and ten years from now, with today being weighed at an arbitrary value of 100.  They were then instructed to give each trend a concern level on a scale of 1-10, ten being of greatest concern.  The individual scores were posted and members had the opportunity to change their individual scoring and then the median of the group’s scores were taken and is represented in the Trend Summary Table.  

Trends Identified by NGT:

1. Tourist level of concern for destinations safety preparedness prior to making

travel decisions

2. Parking issues/demand for parking space near venue

3. Change in the method of getting directions/sign usage

4. Change in the level of delegation/expansion of law enforcement powers to 

service providers that normally have not had those powers

5. Concerns for the environmental effects of tourism

6. Change in the awareness of environmental issues and its impact on Eco-tourism

7. The perception of uniformed/armed police at tourist locations

8. Level of police involvement in tourism

9. Numbers of tourists

10. Tourists service expectations

11. The degree of respect others property by tourists

12. Changes in cultural diversity of tourists

13. Number of laws that regulate community order

14. Law enforcement officer’s hardened attitude/approach to tourists

Table 3: Trend Summary 

	TRENDS
	-5
	TODAY
	+5
	+10
	IMPACT 1-10

	T1 – Concerns for safety 
	80
	100
	110
	120
	9

	T2 – Parking
	85
	100
	120
	175
	9

	T3 – Directions/signs
	80
	100
	120
	150
	8

	T4 – Law powers
	75
	100
	115
	125
	7

	T5 – Environmental effects
	70
	100
	130
	150
	7

	T6 – Environmental awareness
	70
	100
	150
	175
	9

	T7 – Perception of uniforms
	80
	100
	110
	120
	7

	T8 – Police involvement
	80
	100
	125
	150
	9

	T9 – Number of tourists
	90
	100
	150
	160
	10

	T10 – Service expectations
	75
	100
	120
	130
	7

	T11 – Respect for property
	80
	100
	100
	120
	7

	T12 – Cultural diversity
	80
	100
	125
	150
	9

	T13 – Number of laws
	75
	100
	110
	120
	8

	T14 – Officer attitude
	90
	100
	80
	65
	9


Analysis of Trends with High Impact


The panel identified seven of the fourteen trends with a 9 or 10 level of impact on tourist oriented policing in the future.  These specific trends deserve additional analysis.


Trend one: Tourist level of concern for destination safety preparedness before making travel decisions.  This trend is an example of the more informed society we live in with access to hundreds of times the information that was available only ten years ago.  The Internet affords individuals more information than travel agents had just a few years ago.  This allows the individual traveler to have many more choices then they would have known about in the past.  This may result in increased decision making by travelers for other factors such as the safety and security of the area they intend to visit.  This was represented in the research on British travelers, which showed that 42 percent had ruled out at least one location/area because of safety concerns.
  Tourists may demand information on travel destinations such as crime rates, security and preparedness before making decisions.  This will force government to provide up-to-date, accurate information or lose visits to their communities.


Trend two: Parking issues and the demand for parking space near venues.  Parking will always be a problem in the United States with the emphasis on individual drivers and rental cars as opposed to the use of mass transit.  Destinations will have to continue to seek alternatives for parking and provide information to tourist on accessing available parking spaces.  Destinations routinely lose visitors due to lack of parking.  In Laguna Beach, the Police Department receives many letters yearly from tourists reporting that they received a parking ticket and say they will never return because of the ticket.  Resort destinations must constantly review their parking policies and ticket policies to ensure they are fair and do not detract from visitors’ experiences.


Trend three, four and five had lower levels of concern and did not appear as significant to the panel.


Trend six: Changes in the awareness of environmental issues and its impact on Eco-tourism.  Tourists are concerned about the environment and expect that destinations are environmentally friendly and are good stewards of the areas environmental resources.  This will require community wide efforts to clean up and protect the resources of the area or face losing visitors.  Visitors, likewise, must be informed of the impact of their visits upon the area and encouraged, in a positive way, to show respect for the destination.


Trend seven: Acceptance of uniformed/armed police at tourist locations.  The panel felt that the approval of armed uniformed officers at destinations is gaining acceptance and does not automatically give the impression that the area is a high crime locale or area.  There is a growing feeling of safety and security with the presence of uniformed officers.


Trend eight: Changes in the level of police involvement in tourism.  This paper has already documented a number of police agencies that have taken a far greater concern for the tourist than they ever have in the past.  The NGT panel felt that within ten years the number of police agencies making additional outreach efforts with tourists would be 150 percent of the number currently.  Tourist oriented policing is a natural maturation of the community oriented policing philosophies and will probably have even greater numbers than the panel forecasted.


Trend nine: The number of tourists.  As the global community becomes smaller and the access to travel becomes more far reaching, tourists’ visits will continue to increase at rapidly expanding numbers, as tourist income is one of the few areas that locals can affect.  This will force law enforcement agencies that have not addressed the tourists in their community, to do so or lose the visitors to other areas.  This will come proactively by the agency or be forced on them by policy makers.


Trends ten and eleven had lower levels of concern.


Trend twelve: Changes in cultural diversity of tourists visiting our communities.  Just as in trend nine, the number and diversity up of tourists’ will not only rise, but also will become much more diverse.  This will require the police to understand new cultures to be successful in doing their jobs.  It will also require increased language skills.  Training and education about cultural diversity and language skills will become more commonplace in departments nationwide.


Trend thirteen: Number of laws regulating community order.  The panel perceived this trend to increase as our society becomes more complex and requires additional rules to govern our conduct.


Finally, trend fourteen: Law enforcement officers’ hardened attitude/approach to tourists.  The panel forecasted officer attitude/approaches to soften during the next five to ten years.  This will have a positive effect on the quality of a tourist’s visit to the community.


A trend not chosen to be numerically rated by the panel, which appears to have a great potential to impact law enforcement in the next five years is the widening gap between the have and have nots in society.  Second, is the number of Fully Independent Travelers (FIT) and the changes in the manner that travelers make plans and travel.  In the article by Pizam, the gap between the have’s and have not’s motivation for economic crime has huge potential for negatively affecting the traveling public.  This problem will require systemic changes in society for any significant improvements.
  Law enforcement can take an active role in improving the plight of those less fortunate in the community.  This is an example of a problem that requires many partnerships and cannot be done by the police riding in on their white horse and fixing it.


Fully independent travelers make decisions based on their own research, book their own trips, and may demand additional services.  This is in contrast to the tourist of a few years ago who usually used a travel professional to book trips and obtain information.  The following is a real-life example of the problems FIT’s can face.  A group four German speaking visitors were driving down an ice covered street in Vail, Colorado at 2 o’clock in the morning on a cold winter night at Christmas time.  They were lost and stopped a police sergeant for directions to their condominium in town.  The sergeant looked at the paperwork that they had printed after booking their accommodations on-line and found that the company’s office they had made the reservations with had an address listed in Vail.  The problem was that the condominium was in Aspen, over eighty miles away.  Since these travelers had not had any personal interaction with a live body and due to the language barriers, they were now faced with an immediate problem in these hazardous driving conditions.  The sergeant having an understanding of tourist-oriented philosophies found the visitors a room for the night in a Vail hotel.  This is not an easy thing to do at Christmas time in a ski resort.  She even called the condominium complex in Aspen to advise them of what had occurred with the guests.  The Aspen hotel agreed to give additional assistance and not to charge the guests for the night they had missed due to the mix up.

Events

The NGT panel was also used to forecast events.  An event is defined as an occurrence having a significant impact on tourist oriented policing.  The future event could easily be determined to take place within a specific period.  The panel members brainstormed a list of events and then selected the most important events as they related to TOP.  Eight events were selected; the events not selected are in Appendix C.

The participants were asked to individually forecast the first year after today that the event could take place.  They were then asked to rate the probability that the event would occur in five years and then in ten years.  Lastly, they were asked to determine the impact of the event, on a scale of one to ten, with ten being the largest impact.  The events were also rated whether there would be a positive or negative impact on TOP.  The median scores are represented in the Event Summary Table. 

Events Identified by NGT:

1. A natural disaster that causes greater than $1 million in damages to the tourist

destination

2. Local police having training on tourist oriented policing

3. Implementation of tourist oriented policing in local jurisdiction

4. Reliable/Convenient intermodal transportation in Orange County

5. Significant criminal event that affects tourist perceptions of Orange County

6. Horrific event that causes a new tourist attraction that draws crowds 
(Example: O.J. Simpson’s house)

7. Return of a major event more than 100,000 people in a specific destination

8. Terrorist incident in Orange County

Table 4: Event Summary 

	
EVENTS
	YEAR>0
	+5
	+10
	-/+
	IMPACT

	E1 – Disaster > $1,000,000
	3
	50
	75
	-
	9

	E2 – Police training TOP
	2
	90
	95
	+
	7

	E3 – Implementations TOP
	2
	90
	99
	+
	8

	E4 – Intermodal transport
	12
	0
	0
	+
	9

	E5 – Criminal event
	2
	40
	50
	-
	8

	E6 – Event attraction
	3
	20
	50
	-
	10

	E7 – Major event > 100,000
	2
	99
	99
	+
	6

	E8 – Terrorist incident
	10
	0
	20
	-
	10


Analysis of Events with High Impact


In the events category, forecasted events with high impact can be of a positive or negative nature.  Of the eight events the panel felt would have significant effect on tourist oriented policing, four were in the 9 or 10 range.  Events are important to the law enforcement leader, as there is the ability to assist an event to happen for the positive of the community, such as event four, which is reliable and convenient intermodal transportation.  Law enforcement can work with the transportation planners to identify needed forms of transportation and then help lobby for funding.  


Event two: local policing having training on TOP and event three: Implementation of TOP in local jurisdiction obviously will have a positive impact on the police/tourist interactions within a community.


Event seven: the return of a major event more than 100,000 people in a specific destination, was primarily oriented towards Laguna Beach where an event of this magnitude would have a significant affect on the area and was deemed to be in a positive direction by the panel.  The local residents could see this type of event as a significant negative event because of the impacts it would have on them.  Likewise, an event attracting 100,000 to Anaheim might have only a minimal impact on the area due to a infrastructure more capable of handling an event of this size and because of the frequency of this type of event.

In the case of a negative event, the police leader can work to prevent or at least prepare the community for dealing with the significant event.  Such as with event one, a natural disaster that causes greater than $1 million in damages to the tourist destination, can be at least planned and prepared for to reduce the long-term impact.  Event eight is of a similar nature, a terrorist incident in the jurisdiction.  This is also discussed in Pizam’s article in Chapter 1.
  Preplanning, an effective recovery plan and media strategy can significantly reduce the long-term impacts of such events.

Likewise in event five: a significant criminal event that affects tourist perceptions of Orange County could have a real impact on the number of destination visitors to a locale based on the perception of safety.

In the case of event six, a horrific event that causes a new tourist attraction that draws crowds similar to O.J. Simpson’s house in Los Angeles cannot be planned for by law enforcement, but a response can be.  An appreciation of the long-term effects as a tourist destination will allow the administrator to at least staff for and reduce the impact on the community as much as possible. 

Cross Impact Analysis


Trends and events do not occur in a vacuum and there is a cause and effect relationship between many events and trends.  To better understand the relationship a Cross-Impact Analysis was conducted between the fourteen trends and eight events identified by the NGT panel.  The 

author prepared the Cross-Impact Analysis with input from two NGT panel members and an outside expert in the area of private security for tourists.


The Cross-Impact Analysis is a numerical estimation, between –5 to +5, of the impact of an event to a trend.  Stated as an if/then question, such as “If the local police have training in TOP (event two), then what changes will occur in the perception of tourists about uniformed/armed police at tourist locations (trend seven)?”  “It is from this viewpoint we can look at how certain events may be caused or created to alter a trend.”
 

Table 5: Cross Impact 

	

	T1
	T2
	T3
	T4
	T5
	T6
	T7
	T8
	T9
	T10
	T11
	T12
	T13
	T14

	E1
	-3
	0
	0
	0
	-4
	-3
	0
	+2
	-3
	-1
	0
	-1
	0
	0

	E2
	+3
	+1
	+3
	+1
	+1
	+1
	+5
	+5
	+4
	+5
	+1
	+5
	+1
	+5

	E3
	+4
	+1
	+5
	+1
	+2
	+1
	+4
	+5
	+4
	+5
	+1
	+5
	+3
	+4

	E4
	+3
	+5
	+4
	0
	+3
	+4
	+3
	+1
	+5
	+4
	0
	+3
	+2
	0

	E5
	-5
	0
	+1
	+2
	0
	-3
	+4
	+5
	-5
	-1
	-1
	-3
	+1
	-3

	E6
	0
	-1
	+3
	+1
	-1
	-1
	+5
	+4
	+3
	0
	-3
	0
	+1
	-2

	E7
	0
	-4
	+1
	+1
	-2
	-3
	+4
	+4
	+3
	0
	-2
	0
	+2
	-2

	E8
	-5
	0
	0
	+2
	-1
	-1
	+5
	+4
	-5
	-1
	-1
	-1
	+1
	0



The cross impact analysis indicates that five trends and three events would have positive effects on tourism and our communities.  These observations relate to two broad categories and they are the convenience of the tourist’s experience and the relationship of law enforcement to the tourist’s experience.

The convenience of the experience is shown by trend three, getting directions and event four, intermodal transportation.  Unfortunately, law enforcement has very little input into the transportation infrastructure of the area and can only be one of many voices working to improve this service.  As for getting directions and sign usage, the law enforcement profession can be very involved in resolving problems in these areas.  Law enforcement may work in partnership with the department of transportation and public works departments to improve signage.  Another example is to use the Internet to provide maps and brochures for improving directions to those not using public transportation.


The second area of indicated influence on the visitor’s experience is the relation to police and authority during a stay.  The NGT opinion may be skewed by the influence of the issue statement and the participants’ positive regard for law enforcement.  The NGT process indicates that the implementation of TOP in a department and training of officers (events two and three, trend eight) along with the expansion of police powers (trend four) and the conspicuous presence of police (trend seven) will increase, positively, the tourist experience. 


The cross impact analysis also indicates that a couple of other trends and events would have a positive impact on tourism to a community, although less then those already identified.  These would be trend thirteen: new laws regulating community order and trend seven: return of a major local event.


When the cross impact analysis indicates a mostly negative impact this is an area that the destination resort must work to avoid or prepare for to reduce the effects.  Examples of these are event one a natural disaster and event five a significant criminal event.

Alternative Scenarios

Another valuable way to conduct futures forecasting is to develop alternative scenarios of how the trends and events may affect the topic area.  Three alternative scenarios, a pessimistic, an optimistic, and a surprise free or status quo scenario follow.  These scenarios are for the reader to ponder how tourist oriented policing could affect their organization.  

Pessimistic Scenario


It is the year 2006; Officer Grumpy and Officer Unapproachable are having coffee discussing the pay cut they received in their paycheck last week.  Grumpy says to Unapproachable that the City Manager told the officers there might be further pay cuts if the tourists do not return to Irvine Coast soon.  Ever since the gasoline spill into the Pacific Ocean caused by the fire set by the Eco-terrorists and the killing of the tourist from Germany, tourism has been almost not existent.  Unapproachable says, “Yeah, there is hardly anyone in town except those ghouls who came to see the damage caused by the gasoline in the ocean.  It is even easy to find a parking spot in the middle of August, never would have seen that in the past.”

Grumpy says, “Too bad that urban myth got spread around the Internet and that the guy from Germany was killed because he was gay.  He just got hit by a car after coming out of a gay bar.”  Unapproachable said, “Our administration did not do anything about that ugly rumor.  They probably could have kept this from being so bad if they had just done something!”  Just then, one of the ghouls who came to see the damage to the ocean life walked up to the officers and asks how he can get back to the airport.  The officers give him a dirty look for interrupting their conversation and ignore him.  He asks again and they tell him that the bus service stopped coming to Irvine Coast because of the lack of riders and the only way back to the airport is to hitchhike, but probably no one will pick him up.  This is because locals hate tourists too.  They tell him to call a cab, which is run by an off-duty cop, it should only take an hour to be picked up and it will cost about $100 for the sixteen-mile ride to the airport.  The tourist says he will hitchhike and asks which way it is to the airport; Grumpy points him towards south on the highway, the wrong way, and they officers’ laugh as he starts going that way.

Optimistic Scenario

Officers See and Chel are standing next to the Tourist Service van, which is parked at Main Beach, the busiest area of Laguna Beach, talking to the police volunteer and visitor’s bureau staffer, it is June 2006.  The police volunteer says that they had a request from the tourists from Brazil for assistance finding their lost son and points to a family of six sitting on the police department provided benches under the shade tree.  Officer See thinks to himself, I wonder what language they speak?  From his Tourist Oriented Policing training, he seems to remember that some visitors from Brazil only speak Portuguese.  He asked the volunteer and she says they only speak Portuguese and that she is not sure when they last saw their son.  See asks Chel if she has the translator box, which is what they call the device that can translate English to forty languages.  Chel says yes she does and walks over to her electric powered police car and gets it for See.  As See and Chel walk to the family, See thinks to himself how nice it is since they were able to get the transients from hanging out under the tree, where the family is now sitting.

Using the translator, See is able to determine that the family last saw their son while they were tide pooling in the Marine Preserve when he went to use the bathroom.  See puts out a citywide broadcast on the 800 MHz radios talk group monitored by all city departments.  Five minutes later, one of the lifeguards, who have limited police powers and are responsible for patrolling the tide pools and giving brief tours of the tide pools, radios See and says the boy is with him and he will bring the boy to Main Beach.

After the family is reunited, the father tells See how appreciative they are of all the help and tells the officers that they knew that the officers would be helpful after reading on the Website about how safe Laguna Beach is.  The Internet is why they decided to come on their vacation to the “States.”  The police are not that way back home, he says.  The father tells them he will enter this story to the growing list of comments on the Website, which is jointly hosted by the City and the Chamber of Commerce.  The boy who was lost adds that he knew what to do, when he could not find his family, because he saw the visitors’ safety and information video on the hotel TV channel, which was provided to the hotel by the City.  Just before walking off, the father asks See and Chel where they can catch the bus back to the intermodal transportation hub in Irvine and they tell him that the bus picks-up at their hotel.  They give the father a copy of the bus schedule, which is on the information brochure that each of the officers carries.  This brochure has all the important information about the city for visitors, in a number of common languages.

See and Chel smile to one another and Chel says, “let’s call it a day, its quitting time.”  As Officer See walks out to his personal car at the end of his shift, he thinks to himself, “Boy, it is nice to have received the big raises the last couple of years since tourism revenues have skyrocketed in the City.”  He presses the alarm button, unlocks his brand new Land Rover, slides into the seat, and drives off into the sunset, with no traffic to delay him.

Surprise Free Scenario

Officer Straight and Officer Narrow are walking along the boardwalk at Main Beach on June 6, 2006 and are stopped by a family of six.  The older man is talking in a language that neither officer understands, but the man sounds a little like Spanish.  Both officers try to speak broken Spanish with the man, but they cannot communicate.  They call on their police radio for a Spanish speaker, but no one is on-duty who speaks Spanish.   The man is obviously upset so they keep trying to understand him, without luck.  It is hot standing in the sun and Officer Narrow wishes the transients were not hanging out under the large tree, which has some great shade that would be a welcome relief for the officers and the family.  However, there is no way he will go over by the tree because the transients smell too bad.  

After about forty-five minutes the family sees one of the part-time summer lifeguards.  He is walking towards them with a young boy at his side.  The family seems relieved and a couple of them run towards the boy and hug him.  The lifeguard tells the officers that the boy, who speaks limited English, told him he was lost and did not know what to do.  So the lifeguard called his office on the tower telephone and had to wait to be relieved before he could walk the boy back to the Lifeguard Headquarters.  The lifeguard tells the officers that he sure wishes that he had a radio that he could communicate with the police officers about the lost boy.  The three of them shake their heads in agreement and wonder aloud when the new 800 MHz radio system will come on-line.

Before leaving, the boy asks the officers for his father how they can get back to the airport.  The officers look at each other and shrug.  Officer Straight tells the boy that they should ask the front desk at their hotel about transportation or just call for a cab, or two.   As the family walks away, Officer Narrow says to Officer Straight, “We sure could not help that family very much, sure wish there was more we could do!”

These scenarios give an excellent example of what positive effects tourist oriented policing can have on a community and a worst case from the lack of this type of philosophy.

chapter three

strategic plan

Introduction

Strategic planning is the first stage of implementing the proposed changes.  In this case, that would be implementing tourist oriented policing in the agency.  First, the desired future must be defined.  It is fairly obvious that the future success of cities and towns that are dependent on visitor sales and bed taxes require continued success in attracting tourists to the destination and developing long-term relationships for future visits.  In the past, law enforcement was an expenditure user of the monetary resources of the local government with no focus on the revenue side of the equation.  So if revenues to government increase, then the resources available to the law enforcement jurisdiction may also improve, which means better equipment, staffing, discretionary spending and improved salary and benefits for the agency and its personnel.  These reasons alone would motivate most police leaders to pursue a plan that would improve tourism-spending rates.  The current philosophy of community oriented policing has also improved law enforcement’s standing in the community and the intrinsic rewards of the police job.

Each resort community is in competition for the tourist dollar and law enforcement can be a critical component in retaining a city’s market share.  Taking the community oriented policing and problems solving philosophy to another group of constituents, the tourist, can do this.  

Therefore, the desired future is to improve the community as a tourist destination and to increase the revenues flowing to the government agency, from visitors, by providing a better quality of visit and a safe location to spend a holiday.

The next step is to conduct an external, internal and stakeholder assessment.  Mission and vision statements are developed to put tourist oriented policing philosophies into the organization.  Essential strategies are developed and an implementation plan is written.  Lastly, an evaluation methodology selection is made and baseline data collected.  This is the strategic planning process.

Strategic Planning Process

Table 6: Strategic Planning Diagram






Defining the Future

In the context of tourist oriented policing the future may be defined as improving the safety and quality of experience for all visitors to the community to encourage the positive reputation of the community.  A positive reputation will encourage repeat visits and improve word of mouth recommendations for others to visit the community.  This will improve long-term revenues from tourism in the form of sales and bed tax and real estate investment.

External Assessment


The external assessment includes the desire of the community to promote tourism and the capacity to handle increases in visitors.  This includes the political, business, real estate, hospitality industry and the infrastructure of the community to accommodate additional tourists.  Attitudes of local residents towards tourists must be assessed and with particular regard to any “us versus them” attitudes.  Perceptions of the potential for two standards of law enforcement between the locals and out-of-town visitors should be assessed.  Do the locals expect a break and feel that only tourists should be arrest and written tickets?

Internal Assessment


The internal assessment of the law enforcement organization should include the level of implementation of community oriented policing and problem solving philosophy and skills within the members of the organization.  The level of partnership that has been developed with other governmental and civic organizations for solving long-term community problems must be assessed.  The crime analysis and data base systems are evaluated for ability to assess the level of improvement with implementation of the program.  The capacity of the organization to communicate with visitors and residents by interpersonal interactions and web based communications.  Probably the most important assessment is the openness and capacity by the members of the law enforcement organization for change and implementation of new ideas.

Stakeholder Analysis


The external and internal assessment will help identify the critical stakeholders in the implementation process.  An excellent tool for assessing which stakeholders are ready and willing to participate in change is the Commitment Chart, see chapter IV for an example.  Stakeholders in the implementation of tourist oriented policing include: the police employees, front-line supervisors, police mid-management, the chief or sheriff, the city or town manager and council, the retail business community, hospitality industry, the residents and finally the tourists themselves.  The stakeholder analysis must assess those with the capacity for the proposed changes and the willingness to make the changes.  If capacity or willingness is not at the minimum level required for successful implementation, then training or reduction in the resistance must take place before any new programs will be successful.  

Mission and Vision Statement 


The development of a Tourist Oriented Policing Mission and Vision Statement are a critical step in the strategic planning process.  This mission and vision can be an addition to an existing department community oriented policing statement or could be entirely new for the implementation of TOP.  To obtain buy-in from those who will be responsible for implementation of any program requires participation from all levels of the organization, including line personnel, civilian, supervision and management.  Forming a committee for this task adds time to the development but greatly increases the potential for success.

An example of a TOP mission statement for an urban department is the Miami Metro-Dade Police Department’s: 

A philosophy of policing based on the concept that specially trained police officers, working closely with business leaders, airport authorities, businesses that cater to the traveling public, and private citizens can help prevent or tremendously reduce the tourism problems related to crime, fear of crime, and the decay of the neighborhoods that tourist frequently travel.



A TOP mission and vision for a small sized tourist community might be:

To provide the best possible experience for the visitor to our community by resolving

problems with long-term solutions and to treat all as if they are the most important


customer to our city.  Additionally, to reduce crime and to assist visitors and residents to 
move freely and easily within the community.

Develop Key Strategies


Key strategies can only be developed after an organization has identified its strengths and weaknesses and know what opportunities and threats are present.  Potential strengths and weaknesses would include the problem solving skills of the agency personnel, the existing partnerships developed within the community and particularly within the business community that services the tourists.  This may include the hospitality industry, transportation industry, visitor’s bureau, chamber of commerce and any volunteer programs already functioning within the community.  An evaluation of the expertise within the organization, or the ability to contract for Crime Prevention through Environmental Design (CPTED) services should be conducted.  The existing level of crime within the area and methods of tracking crimes being committed to tourists is a prerequisite of an effective evaluations system.  The Orange County Sheriff’s Department, in Florida, is one of the few in the country that tracks tourist victims and contacts.  This is an important tool for evaluation of any TOP program.


Key strategies could be directed to the two particular areas of concern identified by the NGT panel, the convenience of the tourist’s experience and the relationship of law enforcement to the tourist’s experience.  Examples would include:

A. The Convenience of the Tourist’s Experience

1. The quality of directional signs

2. The ease of locating a parking space 

3. Quality of maps and directions provided on the Internet for visitors

4. The availability of public transportation

5. Police and city employees carrying maps for distribution to visitors

6. A full-service tourist information center located conveniently for visitors

B. Tourist’s Relationship with Law Enforcement

1.
TOP training for police personnel

2.
Bike, foot, and horse patrols 

3.
Police information centers or mobile vehicles

Implementation Plans

Implementing change in an organization is the subject of numerous books and papers and is not within the scope of this paper.  Generally, the three stages of change as described as early as 1947 by Lewin as the unfreezing, changing and refreezing stages.  In TOP that would be creating the environment conducive for implementing the new concepts, training and implementing the new philosophy, and finally getting the changes to stick and remain for the long-term.  

Todd Jick’s Ten Commandments of Implementing Change are:


1.
Analyze the organization and its need for change

2. Create a shared vision and common direction

3. Separate from the past

4. Create a sense of urgency

5. Support a strong leader role

6. Line up political sponsorship

7. Craft an implementation plan

8. Develop enabling structures

9. Communicate, involve people, and be honest

10. Reinforce and institutionalize change

These ten commandments may be a good format for developing your implementation plan and it must be remembered that in most cases it is best to keep the plan “simple: an overly ambitious or too detailed plan can be more demoralizing than it is helpful.”

Implementation of a well thought out strategic plan, mission and vision that include tourist-oriented philosophy are a critical component to successfully affecting tourism in any community.  After developing a plan, it must be implemented, that is the topic of Chapter Four, Transition Management.  

chapter four

transition management

Introduction

Transition Management is the first step of the implementation phase of a strategic plan.  Evaluating an organization’s ability to implement a tourist oriented policing mission and vision requires an honest understanding of the individual’s readiness and capacity to exercise the skills needed to be successful.  To assist in analyzing readiness, two instruments are helpful: a commitment chart and responsibility chart.  They are described and demonstrated later in this chapter.  Next is creating a sense of urgency for the need of TOP and assigning a strong leader for implementing the program.  After developing the enabling structure, communications and involvement in the program are critical.  Finally institutionalizing the changes is needed for the long-term success of a tourist oriented policing project.

Readiness Assessment


The first task is to assess the skills of the department’s personnel.  Are they trained and have they embraced the community oriented policing philosophy, or is there a need for additional training and acceptance?  Specific skills needed include problem oriented policing project experience and an understanding of the SARA (Scanning, Analysis, Response and Assessment) model.  Good communications skills are essential for successful tourist oriented policing programs.  However, the most important issue is a willingness to engage in improving the conditions for tourists visiting the community.  

Commitment Charting

An excellent tool for determining the willingness of your personnel and other stakeholders is the Commitment Chart.  The first step is to identify the key players or stakeholders.  Then an analysis is conducted on key players to determine their willingness to implement tourist oriented policing.  Place an “X” in the category that best represents each key player’s current willingness to implement the change.  Whether it be no commitment to the change process, will let it happen, want to help it happen, or are totally committed to make it happen.  After determining the employees’ current willingness, the minimal level commitment needed for successful implementation must be assessed.  Then an arrow is drawn between the current state to the minimal state needed.  This chart will then show what areas need intervention to move the player to the needed minimal state.  This might require the following intervention strategies:

1. Problem finding

2. Educational intervention

3. Resistance management

4. Role modeling

5. Changing reward system

6. “Forced” collaboration

Table 7: Commitment Chart


As an example is a Commitment Chart for the Laguna Beach Police Department before implementation of a tourist oriented policing program.

	Key Players

Stakeholders
	No Commitment
	Let it Happen
	Help it Happen
	Make it Happen

	Police Employees
	X
	
	O
	

	Front-Line Supervisors - Sergeants
	X
	
	
	O

	Police Mid-Managers
	
	X
	O
	

	Chief or Sheriff
	
	
	
	XO

	City or Town Manager
	X
	
	O
	

	City or Town Council
	X
	
	O
	

	Retail Business Community
	
	X
	O
	

	Hospitality Community
	
	X
	O
	

	Residents
	X
	O
	
	

	Tourists
	
	
	XO
	


Responsibility Charting

Responsibility Charting is a great way to graphically see the specific groups that require strategic intervention for the success of a tourist oriented policing program.  The chart helps “clarify role relationships as a means of reducing ambiguity, wasted energy, and adverse emotional reactions.”

The first step is to again list the stakeholders or actors and then identify the important decisions or acts to be accomplished in the implementation of TOP.  Then the required behavior is charted by placing a letter in the corresponding cell. 

Table 8: Responsibility Chart


This is an example of a Responsibility Chart for the implementation of TOP in the Laguna Beach Police Department.

	Actors

Decisions

Or Acts
	Police Employees
	Sergeants
	Police Mid-Mgmt.
	Chief of Sheriff
	City Manager
	City Council
	Retail Community
	Hospitality Inds.
	Residents
	Tourist

	Implementation of TOP
	I
	S
	S
	R
	A
	I
	I
	I
	I
	-

	Funding of TOP
	-
	I
	S
	R
	A
	A
	S
	S
	I
	-

	TOP training
	I
	R
	S
	A
	A
	-
	S
	S
	I
	-

	Improved signage
	S
	S
	R
	A
	A
	A
	S
	S
	S
	I

	Tourist service center
	S
	S
	S
	A
	R
	A
	S
	S
	S
	I

	Safety information in hotels
	I
	R
	S
	A
	I
	I
	-
	A
	-
	I

	Improved police/tourist contacts
	R
	S
	S
	I
	-
	-
	-
	-
	-
	S

	ICS plans for hotels and training
	I
	R
	S
	A
	I
	S
	-
	A
	-
	I

	Recognition of success by officers
	S
	R
	S
	S
	I
	S
	S
	S
	S
	S


R = Responsible (not necessarily authority)


A = Approval (right to veto)


S = Support (put resources toward)


I = Inform (to be consulted before action)

· = Irrelevant to this item

As an example, in the chart on page 52, sergeants are perceived to have a greater responsibility for the successful implementation of a new TOP program, then that of the police employees.  Alternatively, the Chief, City Manager, City Council and the Hospitality Industry all have veto authority for certain parts of the program.

Having now identified the stakeholders, actors, and key players for the implementation of TOP in the Laguna Beach Police Department and the responsibilities for accomplishing the important acts or decisions in this plan, it is now time to transition from the planning stage to the actual implementation stages.

Creating a Sense of Urgency

Having developed a mission and vision statement for the TOP program it is now time to assign a strong leader to be responsible for implementation.  This leader must create a sense of urgency in showing the need for TOP to assist in gaining buy-in for the philosophy.  The urgency may be the need for the long-term financial security provided by tourist revenues, or it might be an actual drop in visitors due to a recent incident.  In Laguna Beach, the 1997 El Nino storms created a perception that the flooding mudslides had ruined the town.  This had a severe effect on the number of shoppers that were coming to the city for Christmas shopping.  The police department generated press releases and participated in media interviews to let the outside communities know that the town had been cleaned up and to encourage shoppers to return.  This incident would have been an excellent way to show the urgency of tourist oriented policing to the members of the police department.

The leader must put quality training and systems in place to support the new TOP initiative and gain support from the critical groups such as the front-line supervisors, the sergeants.  This should be the first group to receive TOP training and they should be encouraged to have strong input into the direction the program takes.  Early meetings with the hospitality industry should be held to gain their political support and gain access to their resources to increase the probability of success for the new program.  Baseline data should be obtained to allow for evaluation and assessment of the program after implementation.  This could include adding additional information on crime reports identifying if the victim is a tourist, as is being done in Orange County, Florida.  Officer contacts with tourists could be an addition to the regular statistics that are gathered by the department.  Statistical data should be obtained from the city finance department to determine the revenue levels for sales and bed taxes and a monitoring device should be put in place to see if the TOP program has any effect over the long-term.  Other sources of data should be researched to increase the ability to observe the effects of TOP. 

The initial stages of implementation must include good communication of the importance of the TOP initiative.  The chief executive must be vocal in the support of the program if there is to be any chance of success.  Regular written updates, emails or briefing presentations to remind the field personnel of the TOP concepts and successes are important to the institutionalizing of the concepts.   The only way to gain long-term acceptance of a program as tourist oriented policing is to engrain it into the fabric of the organization.  Field personnel will only work to change the perception of the police by tourists if we recognize them for their efforts.  This means that performance reviews must document TOP efforts and outstanding service to visitors must be recognized in public forums often and with great fanfare.  This recognition might take the form of gift certificates to visit hotels in other areas for personnel who receive commendations from tourists.  This would give personnel a better understanding of what a visitor experiences when visiting an area with which they are not familiar.  These certificates could be donated by the hospitality industry to the department.  

Training

In order to create a synergistic effect for both police and hotel employees, each should attend customer service training presented by the hospitality industry to their employees.  Police personnel must understand the high expectations of the visitor and the expense for a family to travel long distances to a tourist destination and what it costs for a family of four to stay and recreate in the town.  This understanding of the industry should help police employees see the why behind tourist oriented policing efforts and philosophy.

The goal of TOP training is to convey that a major focus of police services is to the visitor and citizens who travel within our area and who are the major economic force in our community.


Tourist oriented policing training should include these topics:

1. Crime trends within tourist venues and their impacts

2. Tourism industry and economics

3. Tourist crime investigations

4. Interpersonal skills/non-verbal communications

5. Image projection and appearance

6. Perception of police by foreign visitors

7. Concerns of the hospitality industry

8. Knowledge of tourist destinations, attractions and services

9. Domestic resources for foreign travelers

10. Cultural awareness and language diversity

11. Political asylum requests

12. Crime Prevention Through Environmental Design (CPTED)

13. Multilingual and handicap services

14. Community organization skills

Quality training is the most important part of a new TOP initiative and sets the stage for the importance, or lack there of, for the program. 

Future Implementation Issues

Technology


The advent of new technology will continue to significantly affect organizations with better voice translation devices and improved ways to communicate with visitors to our communities.  New technology requires the good leader to always be scanning the environment for items that will help with the ultimate good of providing the best possible service to the permanent and transient community served.  

Internet or Its Replacement


Tourists in five years will demand crime statistics to be available on-line and be very up-to-date, while being easily accessible and easy to understand.  There will be links on chamber of commerce and visitor’s bureau to the local law enforcement agency web sites.  These sites will be filled with useful information to the visitor including: 

1.
Parking information, locations, fines for violations, how to pay and the ability to contest tickets and pay for them online.

2. What the community is doing to help tourists be safe and secure

3. Information on environmental issues

4. Alcohol consumption laws and penalties for violations

5. Stories about positive interaction between the police and tourists

6. Communications with potential visitors to encourage good citizenship while visiting the destination

7. Information on how to contact the police during their visit and email sites to answer potential tourists questions in a timely manner

8. Good information on transportation

9. Information on tourist oriented policing in the community

10. Information about how pets can be included in visiting the areas or if they are prohibited

Perceptions of Police at Destinations


In the past, most of the hospitality industry did not want uniformed personnel around their properties as they felt it would make the guest feel that they were in a high crime area.  At hotels, it was typical to call only when a significant incident had occurred and even then, they would want the patrol cars parked by the loading docks.


In a questionnaire by the Anaheim Police Department in March of 1998, which went to hospitality industry managers, a number of questions were asked?  The results of the survey indicated there has been a shift in the perception of uniformed and armed police at tourist destinations, at least in Anaheim, California.  All respondents felt that bike, mounted and foot patrols were positive police presence.  They felt the officers in this type of patrol were more approachable and felt that it was a deterrent.  They wanted additional visibility in these types of patrol.  The respondents said that it gives the visitors a sense of comfort and security.  They wanted locations in the resort area for officers to be able to write reports, make telephone calls and where officers are visible to the citizens and visitors while using these facilities.


The results of this survey, although limited, reflect an improved perception by the hospitality industry of uniformed law enforcement at their properties.  This trend will continue to improve and increase the acceptability of uniformed personnel at tourist venues because of the feelings of safety and security a uniformed officer gives a visitor.  This may be attributed to the improved professionalism of law enforcement and the outreach efforts of community and tourist oriented policing.


To look into the issue of uniformed presence of police at tourism locations a survey was conducted at the Southern California Tourism Safety and Security Conference held in Anaheim, California on January 26, 2001.  The ten-question survey was distributed to 150 attendees and returned by sixty-nine individuals for a forty-six percent return rate.  Of the sixty-nine surveys completed, law enforcement personnel completed seventeen and these questionnaires were not included in the following results.  An example of the survey and the participants is in Appendix D.


The respondents were asked, “In your opinion how do visitors/tourists feel about their safety at your facility as compared to five years ago?”  The survey requested that they circle the words less safe, the same, or more safe.  The responses were: two for less safe, nine the same and thirty-nine for more safe. 

The next question posed in the survey was the “What is the perception of uniformed police (officer) presence at your facility, by your line level staff?”  On a Likert Scale of one to five, one representing unacceptable and five representing highly acceptable, the respondents indicated this as a 4.31, which is between the acceptable and highly acceptable range.  Next the question was posed “What is the perception of uniformed police officer presence at your facility, by your management staff?”  The response was a 4.56.  The question was then asked about tourists’ perceptions: “In your opinion, what is the perception of uniformed police officer presence at your facility by the visitor/tourist?”  The response was 4.26.


Two questions were asked of the survey participants about the style of uniform worn by officers.  The participants were asked “What do you think visitors/tourists feel about officers in full traditional uniform at your facility, i.e. dark blue uniforms, long pants and full duty belt?”  The response was a 3.82, which is between the somewhat acceptable and acceptable range.  Next, they were asked “What do you think visitors/tourists feel about officers in modified uniforms, i.e. polo shirts, shorts and tennis shoes?”  The response was a 4.19, which is between the acceptable and highly acceptable range.
The results of this survey indicate that safety and security professionals in the Southern California area are more comfortable with uniformed law enforcement presence at their venues than they were in the past and they feel that the visitors feel the same way, although less strongly.  Interestingly this corresponds with an improved feeling of safety at their facilities over five years ago.


Additional uniformed private security personnel will work in tourist destinations to provide service just as the attentive cast at Disneyland provides.  More law enforcement agencies will do as Las Vegas and New York City have done and allow private security to make arrests and send cases to the courts for prosecution without government intervention.

Eco-tourism


Because of the increased awareness of our fragile world ecology, tourists will expect clean environments and locals will demand that the police help ensure that people do not harm the environment.  This will result in increased environmental law enforcement and prevention, green environmentally friendly behavior by local government and visitor education.


Some tourists are making travel decisions based on the impact they will have on the local environment and the awareness levels of destination providers.  An example is the demand for ski resorts to have recycling containers available at slope side facilities and to compost thrown away foods instead of sending them to the local refuse site.

Law Enforcement’s Professional Demeanor


As the law enforcement profession works to break down barriers and develop partnerships to improve the quality of a tourist’s visit, negative stereotypes about the police will continue to decrease.  This will require philosophical changes by police management and culture, just has been seen with community oriented policing.  This will be reflected in hiring standards, entrance requirements and on the job training for the police.


Development of a transition management plan is a way to greatly improve the chances of successfully implementing a tourist oriented policing philosophy in most organizations.  The last chapter provides a conclusion to the question of; what impact will tourist oriented policing have on small sized police departments by the year 2006?

Chapter five

conclusion


What impact will tourist oriented policing have on small sized police departments in the year 2006?  This question provided the impetus for this project.  The reader may draw their own conclusions, but it is clear that outreach to tourists will have a significant effect on the communities bottom line and the perceptions of the police department being part of the community instead of a necessary evil.

Organizations that successfully implement tourist oriented policing will reap the benefits of their efforts, just as has been seen with community oriented policing.  There will be increased revenues to the government entity, which will equate to better budgets, more personnel, better equipment, retention of employees, higher pay and benefits and overall job satisfaction by all involved.  This has been shown repeatedly with community oriented policing; why should it not be true for tourist oriented policing?


These programs do not require that a large number of full-time personnel be assigned to help serve the tourist; what it does require is a change in organizational culture.  An overarching philosophy about how we treat tourists and visitors to our communities is a critical component of a successful tourist program.  This change of philosophy has to permeate the entire organization or it will surely fail, as one negative contact can ruin hundreds of positive ones.  It must be remembered that for each negative contact, a subject tells ten people, who tells ten people, so at least a hundred know of the failure to serve appropriately.  The same word of mouth is not so exponential for positive interactions, so we must work to leverage our successes by promoting them to the communities served.  Media must be used to promote the message and to recognize successes.  The Internet should be used effectively to promote TOP programs to potential visitors.  Creative problem solving and empowerment of employees must always be encouraged. Traditional turf battles between police organizations and city government, local area governments and the private sector need to be avoided.  Partnerships with the tourist industry, particularly with the hospitality industry, are needed as they are way ahead of law enforcement in the area of tourist relationships and a lot can be learned from them.


Traditional concepts of how police officers do their jobs must be reframed and allow for the creativity of young new officers without the typical stifling bureaucracy of the past.  Those who embrace the ideals of tourist oriented policing should be promoted and recognized.  New recruits with a service-oriented background may be the most valuable candidates.  It must be remembered that tourist oriented policing can only be successful with the support and backing of all levels of the organization and this must start at the top.


Progress must be evaluated regularly by both subjective and objective methods.   The revenue information available from finance departments and the chamber of commerce should be used to evaluate our progress.


This project first conducted a scan of the existing environment in regard to relationships between the tourist and the police.  It was followed by a literature review of articles of significance to policing of tourists and future issues that will affect visitors.  Next, futures studies were conducted and alternative scenarios were developed to give the reader a perspective of the potential for tourist oriented policing.  Lastly a strategic planning process and transition management program were described to help in successfully implementing a tourist oriented policing program.   This was all done to answer the question, would a tourist oriented policing program benefit the organization.


For most police organizations with tourist visitors, the answer to the above question is a resounding, yes.  This has been seen with the implementation of community oriented policing nationwide.  But for small police organizations the question becomes are the time and energy costs associated with implementing a TOP program worth the benefits.  The competition for the tourist visitor’s dollar will continue to be fierce between different destinations, so any added benefit that the police department can contribute to the overall marketing plan of the community will mean additional tourist generated revenues to the organization.  This in turn means more revenues for city departments.


Implementation of a tourist oriented policing philosophy will require strong leadership and modeling, by setting positive examples.  The strategic plan and transition management processes will contribute to a successful implementation, but are only a portion of the whole.  Success will be measured by increased tourism and satisfaction of visitors to a community.  A future orientation will be important to avoid potential problems and to take advantage of changing technology.  If implemented thoughtfully and with planning a tourist oriented policing program will have a significant impact on small sized police departments in the year 2006.

Appendix A: Nominal Group Technique Panel

Ms. Lisette Chel

Travel Agent, Laguna Beach, California

Ms. Chel is an owner/operator of a small travel agency located in the downtown tourist business district of Laguna Beach, California.

Mr. Craig Farrow

Security Manager, South Coast Plaza, Costa Mesa, California

South Coast Plaza is a large shopping mall and office complex area, which attracts a large number of tourists including many foreign visitors.

Mr. Scott Hagen 

Land Side Airport Operations Manager, Santa Ana, California

The Orange County – John Wayne Airport is a medium sized national airport with over eight million passengers a year using the airport.  LandSide Operations are all of the airport facilities that a traveler uses before walking out on gate Jetway.  This would include parking, terminal facilities, ticket counters and retail operations.

Mr. Eric Jessen

Chief of Harbors, Beaches and Parks

Public Facilities and Resources Department, County of Orange, Santa Ana, California

Mr. Jessen is in-charge of all of Orange County’s Harbors, Beaches and Parks.  Orange County is the eight largest county in population in the Untied States.  The Department includes facilities acquisition, support, maintenance and rangers.

Mr. Jason Kravetz

Sergeant, Laguna Beach Police Department, Laguna Beach, California

Sergeant Kravetz is a patrol supervisor in the tourist community of Laguna Beach, which is a beach town with a residential population of 24,000 and an average summer visitor population of 40,000 in eight square miles.

Mr. Bob Mote

Property Crimes Sergeant, Buena Park Police Department, Buena Park, California

Sergeant Mote supervises detectives that serve the residences and visitors to Buena Park California, the home of a number of tourist destinations most notably Knott’s Berry Farm.  Sergeant Mote is a twenty-year veteran of the Knott’s Berry Farm as a member of their Security Department.

Ms. Cindy Obrand

Executive Director of the Laguna Beach Chamber of Commerce, Laguna Beach, California

Ms. Obrand is the former Director of the Telluride, Colorado Chamber of Commerce.

Mr. Chris Pena

Investigator, Tourist Oriented Policing Unit, Anaheim Police Department, Anaheim, California

Investigator Pena is an original member of the Anaheim Tourist Oriented Policing Unit and was one of the authors of the Anaheim Tourist Oriented Policing Strategic Plan for Policing of the Anaheim Resort.  During the course of research for preparing this document Pena traveled to a number of tourist destinations to view other police organizations tourist related policing efforts.  Mr. Pena was a participant in International Hotel and Restaurant Association, Think-tank on Safety and Security in the Hospitality Industry on August 16-17, 1999 in Stockholm, Sweden.

Ms. Kathleen Spalione

Director of the Laguna Beach Visitors Bureau

Appendix B: List of Trends


Panelist’s other trends, not selected to be numerically analyzed:

-Change in media spotlighting of tourist destinations

-Change in (control) restricting service providers from tourist destinations

-Change in marketing of safety and security at tourist destinations

-Change in pedestrian mobility, i.e. razors

-Change in Spanish speaking conventions

-“Fully Independent Travelers” Change in manner that travelers make plans and travel

-Change in how communities respond (perception) to gang activity and homeless

-Change of public expectations of police at accidents

-Change in ways and need to communicate between tourist providers

-Change in cell phone usage

-Changing gay community travelers

-Venues lowering admission rates

-Younger attendance at tourist locations

-Corrupt perceptions of law enforcement

-Change in categorizing (method) of stolen items and value

-Change in target market

-Change in role and expectations of police in society

-Change in perceptions of drug use

-Change in spirit of volunteerism

-Change in demand for “Adventure” travel


-Changes in the role of the “have” and “have-not’s” in tourist crimes

Appendix C: List of Events

Panelist’s other events, not selected to be numerically analyzed: 

-Publicized threats to tourists

-Publicized shark attacks

-Significant marketing technique that changes attraction’s attendance

-Legislation to regulate hospitality workers

-Enhanced penalties for crimes against tourists

-World body recognizing that tourist safety and security is important

-Private sector paying for police officers

-Put in a full service tourist assistance facility

-Dignitary visit requiring additional protection

-Another riot in Los Angeles

-San Onofre mishap/malfunction

-Sewage spills that flows into the ocean causing the beach to close

-A demonstration that affects people and their traffic movements

-Serial murders in tourist destination

-Tourist receiving parking ticket

-An injury at a tourist attraction gaining at least national media attention

-Urban myth about a crime that never occurred (such as Internet stories)

-Labor strike in tourist industry

-It becomes illegal to possess a handgun in local

Appendix D: Tourist Oriented Policing Survey Results

Thank you for assisting with a survey on police and tourist interaction.  Please answer the following questions to assist in a research project on Tourist Oriented Policing being conducted by Captain Dwight Henninger of the Laguna Beach Police Department for his Command College project.

1. Circle the professional sector you represent:

Hotel/Motel-24 Restaurant-2
   Theme Park-8   
Law Enforcement-17


Shopping Area
Retailer-1
Tour Operator-1

Sports Venue

Private Security-4 
Travel Professional 
Other: City Mgmt-1, Airport-1,
Convention/Visitors Bureau-8, Resort Maintenance-2







Circle the number that best represents your perceptions on each question.  1 – representing unacceptable, 2 – somewhat unacceptable, 3 – somewhat acceptable, 4 – acceptable, 5- highly acceptable.

Average of scores reported with and without the results from law enforcement participants

2. What is the perception of uniformed police officer presence at your facility, by your line level staff?

1
2
3
4
5
Without Law 4.31  With Law Enforcement 4.23
3. What is the perception of uniformed police officer presence at your facility, by your management staff?

1
2
3
4
5
Without Law 4.56  With Law Enforcement 4.43
4. In your opinion, what is the perception of uniformed police officer presence at your facility, by the visitor/tourist?

1
2
3
4
5
Without Law 4.26  With Law Enforcement 4.23
5. What do you think visitors/tourists feel about officers in full traditional uniform at your facility, i.e. dark blue uniforms, long pants and full duty belt?

1
2
3
4
5
Without Law 3.82  With Law Enforcement 3.92
6. What do you think visitors/tourists feel about officers in modified uniforms, i.e. polo shirts, shorts and tennis shoes?

1
2
3
4
5
Without Law 4.19  With Law Enforcement 4.07
7. In your opinion how do visitors/tourists feel about their safety at your facility as compared to five years ago? 

Less Safe
The Same
More Safe

2

9

39
Without Law Enforcement

2

16

46
With Law Enforcement
8. What changes have you seen in tourist and police interaction in the last five years?

___________________________________________________________

___________________________________________________________

___________________________________________________________

9. What changes do you think will be seen in five years from now in tourist and police interaction?

___________________________________________________________

___________________________________________________________

___________________________________________________________

10. Do you have any further comments regarding this topic?

__________________________________________________________

__________________________________________________________

___________________________________________________________

Please leave this survey in the back of the room in the boxes provided.  Thank you for your assistance!
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