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INTRODUCTION


So you have a great Community Oriented Policing (COP) program; what are you doing for the tourists visiting your community?


After over ten years of consistent efforts by police agencies all over the United States to implement COP philosophies, departments should be 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.


Tourists are an important source of revenue for cities in bed (hotel) and sales tax.  However, 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 bed tax in the state at fifteen percent, this tax is projected to generate over $30 million dollars by the year 2005.
  In Breckenridge, Colorado, bed taxes account for seven percent of total city revenues.  Sales and bed taxes 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 line.
  In New Orleans, Louisiana in 1997, tourism jobs accounted for sixteen percent of the city’s employment, up from seven percent a decade earlier with over a $3.5 billion economic impact.
  In Laguna Beach, California, tourism revenues represent over twenty percent of  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 cognizant that how we do our job greatly affects the number and types of tourists that may frequent our community, thereby affecting the city’s revenues.  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 who is targeted with this information?  How will the information demanded by tourists of the police increase during the next decade?


Although a few of the largest agencies in the country have tourist oriented policing projects, very few small sized departments have formalized tourist-related programs.  Medium and smaller sized departments cannot afford to assign a number of officers full-time to dealing with tourists.   The primary emphasis of this article 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.  


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 tourists frequently travel.”


Some of the agencies that are 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 Diego California Police Department, and the Honolulu Hawaii Police Department.  

Miami, Florida


Miami was the first TOP Program and it 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 tourists 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 COP concepts by specifically addressing issues related to the tourists travelling through the Triangle area.  Problem oriented policing (POP) projects were implemented to increase tourists’ 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 lighting 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 19%, including robberies down 51%, vehicle thefts down 64% and commercial burglaries down 12%.

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 – 24 in the terminal and 18 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 tourists 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 specially 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 business owners in the Triangle area.

Anaheim, California


The City of Anaheim has been involved in tourist oriented policing 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 was renamed the Resort Area Policing Team under the direction of a lieutenant responsible for all police department activities within the Resort area.  This new unit was formed as a proactive step to address the new Disney’s California Adventure, Downtown Disney and the expansion of the Convention Center.  The unit includes twenty uniformed officers and two sergeants to provide vehicle, foot, bicycle, and horse patrols.  Augmenting the patrol staff are four 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 them with a road map for expansion of their efforts at tourist oriented policing.  It is clear that a philosophy of service to the tourist is critical to police personnel of Anaheim.

Tourists and Crime


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 (BCS) statistics from 1994 (see table 1).
 

Table 1 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



The rate of victimization for survey participants was significantly higher than other British households.  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.


This study has the impression that vacationers “saw neither crime nor incivilities as major issues when on holiday” even though crime against vacationers was common.
  This suggests it is the responsibility of the hospitality industry and government to educate the tourist to help them enjoy their vacation to the fullest and not fall victim to criminal acts.

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 your area.  Police must recognize that the tourist of the future will have done more research on your 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 tourist 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.

The Town of Vail, Colorado, the Chamber and Business Association, the Tourism and Convention Bureau and a number of businesses have 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 this highly 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.


Recently, one of the nine employees recognized was a police department employee for “always going out of his way to provide directions for tourist in Vail and ensuring they have a positive visit.”

The future of top


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

the topic of Tourist Oriented Policing (TOP.)  The panel represented a broad group of individuals from the tourist industry and related fields including law enforcement and private security.  


The first step in the NGT process was to identify trends that might affect the future of tourist oriented policing and the panel identified the following potential trends.


Trend one: Tourists 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 more information was available only ten years ago.  The Internet affords individuals more information than travel agents previously.  This gives the individual traveler many more choices than 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 43% 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 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 tourists on accessing available parking spaces.  Destinations routinely lose visitors due to lack of parking.  In Laguna Beach, the Police Department receives many letters yearly reporting that tourists received a parking ticket and claiming they will never return because of the ticket.  Resort destinations must constantly review their parking and ticket policies to ensure they are fair and do not detract from visitors’ experiences.


Trend three: 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 area’s 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 four: Changes in the police involvement in tourism.  This paper has already documented two police agencies that have demonstrated a far greater concern for the tourist than they have ever had in the past.  The NGT Panel forecasted that within ten years the number of police agencies making additional outreach efforts to tourists would be 150 % 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 five: Growth/changes in the number of tourists.  As the global community becomes smaller and the access to travel becomes more far reaching, tourists’ visits will continue to expand rapidly.  Tourist revenue is one of the few profit centers that locals can affect directly.  This will force law enforcement agencies that have not addressed the tourist in their community to do so or lose the visitors to other areas.  This will come proactively from the agency or be forced on them by policy makers.


Trend six: increasing cultural diversity of tourists visiting our communities.  Just as in trend five the number and make up of tourists will not only rise, but also become much more diverse.  This will require the police to understand additional cultures and languages 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 seven: Law enforcement officers’ attitude/approach to tourists.  This attitude was forecasted by the panel 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.


Two additional trends, which appear to have great potential to impact law enforcement in the next five years, are the widening gap between the haves and have-nots in society.  Second, the number of “fully independent travelers” (FIT) and the change in the manner those travelers make plans and travel.  Pizam says the gap between the haves and have-nots creates a motivation for economic crime and has a 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 of 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 Christmastime.  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 that had made the reservations 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 person 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 was not an easy thing to do at Christmastime 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 misunderstanding.

The NGT Panel was also used to forecast events that would have a significant impact on tourist oriented policing:

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 the area

5. Significant criminal event that affects tourist perceptions of the area

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

7. Terrorist incident 

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.  Events such as the natural disaster that causes greater than $1 million in damages to the tourist destination can be at least prepared for to reduce the long-term impact.  Event seven is of a similar nature, a terrorist incident in the jurisdiction.  Preplanning and an effective recovery plan and media strategy can significantly reduce the long-term impacts of such events.

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. 


Trends and events do not occur in a vacuum.  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 nine trends and seven events identified by the NGT Panel.  


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

The convenience of the experience would include improved methods of getting directions and use of signs and better intermodal transportation in the area.  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 process indicates that the implementation of TOP in a department and training of officers along with the expansion of police powers and the conspicuous presence of police will increase, positively, the tourist experience. 

It is fairly obvious that the future success of cities and towns that are dependent on visitor sales and bed taxes requires continued success in attracting tourists to our destinations 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 problem-solving philosophy to another group of constituents, the tourists, can do this.  

Next month’s article will address implementation of TOP in your organization.
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