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Smart tourist destinations: an analysis of tourism
governance in Buzios

Destinos turisticos inteligentes: uma analise da governanca
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ABSTRACT

In the 1990s the term smart city came up, whose meaning is attached to urban development.
From this term, the concept of smart tourism destinations was developed, which are destinations
capable of bringing more innovation, competitivity, improved quality of life and tourist experience
in a territory. For these benefits to happen, it is necessary that the place receive investments mainly
in the fields of sustainability and information technology and communication. Besides, companies,
residents and local governance must be engaged in the process of transforming a destination into
a smart one, according to certification criteria defined by the Ministry of Tourism. In 2011, the
energy company Ampla/Enel started the Buzios Intelligent City project, aimed at improving the
electricity grid to make the city smart. In 2016 the project was closed and Buzios did not become
intelligent for some reasons, such as lack of involvement of local actors and changes in the muni-
cipality’s governance. From this context, this research sought to identify how tourism governan-
ce can help a tourist destination to become intelligent. Besides the bibliographical research, we
analyzed documents about the Buzios Intelligent City Project, minutes of meetings of the Buzios
Municipal Tourism Council, internal regulations and interviews with parties related to this council.
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RESUMO

Na década de 1990, surgiu o termo smart city, ou cidade inteligente, com o significado atrelado ao
desenvolvimento urbano. A partir desse termo, foi desenvolvido o conceito de destinos turisticos
inteligentes, que sdo capazes de trazer mais inovacdo, competitividade, melhoria da qualidade de
vida e da experiéncia turistica em um territorio. Para que esses beneficios acontecam, é necessario
que o local receba investimentos principalmente nas dreas de sustentabilidade e tecnologia da
informacdo e comunicacdo. Além disso, empresas, moradores e a governanca local devem estar en-
gajados no processo de transformacdo de um destino em inteligente, conforme critérios de certifi-
cacdo definidos pelo Ministério do Turismo. Em 2011, a concessionaria de energia Amplal/Enel iniciou
o projeto Cidade Inteligente Buzios, voltado para melhorias na rede elétrica. Em 2016, o projeto
foi encerrado sem que seu propdsito tenha sido alcancado, entre outros fatores, pela falta de en-
volvimento dos atores locais e mudancgas na governanca do municipio. A partir desse contexto, esta
pesquisa buscou identificar como a governanca do turismo pode favorecer que um destino turistico
se torne inteligente. Além do levantamento bibliogréfico, foi feita pesquisa em documentos sobre
o Projeto Cidade Inteligente Buzios, em atas das reuniées do Conselho Municipal de Turismo de
Buzios e em seu regimento interno, bem como entrevistas com atores relacionados a esse Conselho.
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Smart tourist destinations: an analysis of tourism governance in Buzios

INTRODUTION

The increasing population in the cities was one of the factors responsible for
lack of resources, price instability, degradation of the environment, lack of energy,
among other problems. With these questions, the urban environment became a
growing concern, in order to preserve it and prevent the population from being af-
fected. Aiming at solving urban problems, in the early 1990s the term “smart cities”
came up, attached to urban development (SCHAFFERS et al., 2011).

Smart cities are those with advanced infrastructure in relation to infor-
mation and communication technologies (ICTs), aiming at improving the local
development strategies. In smart cities, there should be a connection between
three factors: technologies (hardware and software infrastructure), people (cre-
ativity, diversity and education), and institutions (governance and politics). To be
considered smart, the city needs to invest in human and social capital, in trans-
portation and in the infrastructure of ICTs. Besides, it should estimate sustain-
able economic growth, high quality of life for the population and good man-
agement that involves the participation of the government (NAM; PARDO, 2011;
SCHAFFERS et al., 2011).

Each city has its own characteristic, diversity and complexity. Some of them are
considered as tourism destination, since they attract people from other locations
and offer these people a tourism experience (BRANDAO; JOIA; TELES, 2016). Smart
tourism destinations (STD), endorsed by the Ministry of Tourism, in partnership with
the Spanish institute Cidades do Futuro (GOV.BR, 2023), enable to provide the tour-
ist with personalized service. However, there are challenges for a tourism destina-
tion to become smart (BUHALIS; AMARANGANNA, 2015).

Even though a STD has characteristics such as innovation and sustainability,
the tourist experience should be improved in comparison to a traditional destina-
tion, as well as the quality of life of residents (GRETZEL et al., 2015). Despite the rec-
ognition of the importance of ICTs in the destinations, it is known that these tools
alone are not able to transform a tourism destination in smart. There are different
actors present in tourism destinations, such as the public and private sectors, the
population and visitors. These parties should interact, share information and par-
ticipate in the decision-making process together. However, there may be problems
with the lack of representativeness of citizenship and rotation of politicians, leading
to destabilization in the alignment of the government’s interest for specific projects
(BRANDAO, 2017).

Cities in Motion, a research platform launched by the business school IESE
(2018), assesses the level of intelligence of cities and organizes a ranking based in
10 dimensions: governance, urban planning, public management, technology, en-
vironment, international impact, social cohesion, transportation, human capital
and economy. The first presented dimension is governance, characterized by the
level of participation and collaboration of citizens (AVILA et al., 2015). The con-
cept of governance is related to the ability of a political system to generate confi-
dence and involve different actors, be then political, administrative and social ones,
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in the decision-making and problem-solving processes in search of development
(VELASCO, 2008).

Therefore, it is understood that poor governance and lack of governmental
commitment make it difficult for a tourism destination to become a smart destina-
tion. This is the case of Armacdo de Buzios, which has had a project to become a
smart city since 2011. In the study performed by Brandao (2017) about smart desti-
nations, it was observed that changes in the government enabled the creation of
political value, and that city parties need to be more active, since part of the pop-
ulation does not know the concept of smart city or does not understand how this
project can benefit them (BRANDAO, 2017).

In this context, the general objective of this study was to identify how gover-
nance in tourism may strengthen a destination so that it becomes smart. The study
included the city of Buzios — chosen for having an active Municipal Tourism Council
(COMTUR), for being an international tourism destination and for having been se-
lected by the power utility Enel, in 2016, for a project that aimed at turning it into
the first smart city in Latin America — which was not fulfilled.

SMART CITIES

The term “smart city” appeared in the 1990s, and its meaning is related to ur-
ban development. However, the term began to build reputation only in 1999, when
Singapore won the Smart City Awards, granted by Intelligent Community Forum
(ICF). These cities represent an environment of innovation, enabled by an advanced
ICT infrastructure. These technologies, allied to the infrastructure for education,
innovation and interaction between companies and government, allow the involve-
ment of local actors, improving the quality of services and the city’s well-being
(INTELLIGENT COMMUNITY, 2023; SCHAFFERS et al., 2011; STRAPAZON, 2010).

Avila et al. (2015) state that smart cities can also be called efficient cities, or
e-cities. For these authors, smart cities have completely defined boundaries from
the geographic and political-administrative point of view. With the help of ICTs,
these cities need to project innovative spaces that can facilitate sustainable devel-
opment and the quality of life of the population. Besides, they believe their concept
is open to several focuses (AVILA et al., 2015).

A smart city can be considered as a way to appropriate the urban space that
counts on sustainability as a component. Thus, a harmonious relationship with the
environment needs to be briefed. High quality of life needs to be ensured through
a good management of resources, with the support of a participating governance.
Some key-elements of a smart city are: innovation, creativity, knowledge, people
and technologies. In this sense, for a city to be considered smart, it needs three
types of intelligence: human, collective and artificial (CARAGLIU; BO; NIJKAMP,
2012; CURY; MARQUES, 2016).

Strapazon (2010) states that intelligence needs to be present in each sub-
system, such as transportation, health, water, public security and education, even
though this does not guarantee that the city will become smart. It is necessary for
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the city to be thought of as an organic and interconnected system. Therefore, more
attention should be addressed to the connection, and not the parts (STRAPAZON,
2010). Caputo, Walletzky and Stepanek (2018) believe that smart cities have two
main goals, as follows: increase the citizens’ standard of living and developing in a
sustainable manner.

The technological advances in the past few years have enabled the develop-
ment of a wide range of solutions and products for smart cities. These products use
ICTs to improve the management of urban functions in fields like transportation,
power, health, water and residue. In this sense, it is observed that technological ad-
vances enable cities to become more creative, vibrating, healthier and safer places
to live (ANGELIDOU, 2015; HARRISON et al., 2010).

A tool that depends on technologies and can contribute with cities is the smart
power network, or smart grid. Despite the high investment, smart networks guaran-
tee the distribution of electricity in a safer, more efficient and sustainable manner.
Besides, power utilities can identify flaws, unauthorized connections and provide
more flexible and advantageous fares. In the state of Rio de Janeiro, pilot projects
have been implanted only in the capital and in Buzios. In the city of Rio de Janeiro,
the Smart Grid project was developed; in Buzios, the project Buzios Smart City was
created (REDES INTELIGENTES BRASIL, 2018). Moreira (2014) highlights that the use
of smart power networks is public utility, because it can be good, for instance, for
public lighting, traffic and traffic light control, as well as for water and gas supply.

Despite the lack of ICT infrastructure and the social and political problems
that exist in Brazil, there are cases of success, such as the city of Curitiba, which uses
technologies for sustainable development. Curitiba is a planned capital, a model
for transportation, urbanization and respect towards the environment. Population
has free access to the internet and technologies are used in an intelligent manner
to promote transparency, efficiency in public management, to monitor bus fleets in
real time, among others (WEISS; BERNARDES; CONSONI, 2013).

One of the aspects of smart cities is the presence of intelligent people.
According to Giffinger et al. (2007), intelligent people are, among other factors,
creative, informed, people who vote, who have and share knowledge about their
city. They can be qualified, know other languages, do volunteer work, make the
location pleasant for immigrants, among other attributes (GIFFINGER et al., 2007).

§iuryté and Davidaviciené (2016) understand that smart cities do not have a
common definition, be it in theory or in practice, but that it is common to recognize
smart cities and ICTs as the main elements of these cities. They consider that strat-
egies should be established by the cities so that these elements can interact, which
depends on institutional factors such as governance, policies and regulations (NAM,;
PARDO, 2011; SIURYTE; DAVIDAVICIENE, 2016).

The structure of governance is important, because even though the participa-
tion of formal institutions is essential in smart cities, other stakeholders should be
included in the planning and decision-making. Besides, a smart governance needs
to generate inclusion, eliminate obstacles referring to communication, improve

ESPM-Rio, Didlogo com a Economia Criativa, Rio de Janeiro, v. 9, n. 25, p. 151-167, jan./abr. 2024.

154



Barcia LC, Oliveira CTF, Gouveia TA

access of the population to services, improve organizational processes and make
them more democratic (DAMERI; BENEVOLO, 2016; STEINERT et al., 2011).

A city with a spirit of governance should be the goal; one in which the citizen
has an active participation in the decision-making process. It is important that po-
litical components interact, such as boards, municipal councils, city hall and govern-
ment. These components are essential for smart cities, because they can maintain
the population informed (preferably in real time), together and involved with the
matters related to the city (NAM; PARDO, 2011).

SMART TOURISM DESTINATIONS

A tourism destination is a location where most of the activities of produc-
tion and consumption of tourism takes place. It can be configured in one or more
places, such as a city or a group of cities. Besides, travelers need to feel attracted
through a brand that is able to show the characteristics of the destination’s offer
(VALLS, 2006).

STDs have been studied in the academy. The first definition of STD came up
in 2012, and was made by the State Commercial Society for the Management of
Innovation and Tourist Technologies (SEGITTUR, 2013), institution connected to the
Ministry of Industry, Commerce and Tourism in Spain, based on the concept of smart
city (POGGI, 2021). The main difference between the two is that the first emphasizes
the improvement of the tourist experience and the competitiveness of the destina-
tion (AVILA; SANCHEZ; 2013; SILVA; MENDES FILHO, 2016).

In smart tourism destinations there is a connection and interaction of the ac-
tors through the ICTs, which facilitates the identification and solution of problems,
the acquisition of information about the needs and preferences of tourists, and
still enables multiple visions towards a common direction and decision-making as
a group (BUHALIS; AMARANGGANA, 2015). Baidal, Monzonis and Sanchez (2016)
state that ICTs originated new models of destination management, such as the ad-
ministration of smart destinations. However, it is worth to remember that such tech-
nologies cannot guarantee the efficiency of tourism destinations without appropri-
ate governance (BAIDAL; MONZONIS; SANCHEZ, 2016).

Gomes, Gandara and lvars-Baidal (2017) state that we talk about territorial
intelligence when ICTs are used efficiently, and especially when actors work with
efficient governance, that is interested in managing a sustainable tourism destina-
tion. Despite the importance of ICTs in smart tourism territories, governance and
involvement of the actors are the focus. ICTs work as conductors so that objectives,
such as sustainable development, be reached.

Sustainable development becomes the base of territorial intelligence, which
should include environmental, social and economic aspects. But in order for the
inclusion of sustainable development to occur, participative models and the coop-
eration of the parties are necessary; that is why governance is vital. Brandao (2017)
states that one of the factors that turn a tourism destination into a smart tourism
destination is the engagement of local actors, who should share information and
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participate, together, of the decision-making process. The implementation of a STD
cannot be a responsibility and of interest only for the public administration; it needs
the engagement of the population and the companies (BRANDAO, 2017; GOMES;
GANDARA; IVARS-BAIDAL, 2017).

SEGITTUR presents two pillars of STDs: new information Technologies and sus-
tainable tourism development. When a traditional tourism destination becomes a
STD, it is benefitted with increasing competitiveness, quality of life, tourist experi-
ence and generation of an innovative space (SEGITTUR, 2013).

A STD can be defined as an innovative place with tourist structures, with cut-
ting-edge technology and infrastructure, whose goal is to facilitate the tourists’
interaction and integration with the surroundings, besides including them in the
destination’s decision-making process, always considering the quality of life of the
locals. However, the target-audience is the tourist, and not the resident, because
the main objective of a STD is to improve the tourist experience that comprehends
what comes before, during and after the trip (AVILA et al., 2015).

In these spaces, concerns about the environment, cultural and socioeconomic
matter are also essential. The implantation of a smart system that allows the collec-
tion, analysis and distribution of information needs to be included. Therefore, in a
STD, innovation, technology and sustainability are important (AVILA et al., 2015).

GOVERNANCE IN THE TOURISM SECTOR

Xavier (2016) defines tourism governance as a structure that establishes mech-
anisms of coordination, with the ability to organize the existing relations and inter-
actions between local actors. According to the author, tourism governance allows
competitive advantages in the tourism destination. For Velasco (2014), incorporat-
ing the public and private actors in group decision-making processes is part of tour-
ism governance, which incorporates ideas such as: government as a social process,
activities guided for concrete objectives, increasing cooperation, establishment of
rules that allow the work as a group, among others.

Tourism governance, or tourist governance, can be understood as a guidance
activity and a new way of making group decisions about topics related to the ad-
ministration of conflicts of interest, strengthening weaker parties. It should also
change the activities related to tourism that cause negative impacts on the site
(VELASCO; TRENTIN, 2014). For Queiroz and Rastrollo-Horrillo (2015), governance
allows to identify how to implement an effective exercise of sustainability in tour-
ism destinations.

According to the National Tourism Competitiveness Study (Estudo de
Competitividade do Turismo Nacional) (BRASIL, 2015), tourism governance is a
measurable managerial and operating strategy, necessary to reach common goals.
It works to help the multiple inter-relations of the parties involved in the produc-
tion of goods and services for tourists, besides managing the field in a more ef-
ficient manner, in the several levels of the government, and looking for solutions
for problems.
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According to Duran (2013), tourism governance became a current focus of in-
terest. It includes different levels of public administration and their relations with
the private sector in tourism destinations. Global tourism policies, institutions and
legislative aspects are also part of this type of governance. Velasco and Trentin (2014)
analyzed the insertion of the work “governance” in the context of the Brazilian
tourist politics and identified a connection with the ideas of decentralization, par-
ticipation, cooperation, networks and partnerships. It is emphasized that the search
for more autonomy was one of the causes of decentralization in the tourism sector,
originating the convention bureaus, which aim at promoting tourism, and tourism
councils, as examples of tourist governance, in the different governmental levels
(FRATUCCI, 2005).

There is not one single model that adjusts to any location, nor a perfect city;
however, it is possible to understand that it is essential to define which type of city it
intends to be, and what dimensions need to be improved. These dimensions should
not be operated separately, because they are not independent. Therefore, having
good governance is not enough for a place to become smart, even though it can
influence the other dimensions (IESE, 2015).

Armacao de Buzios

We chose to briefly describe the city of Buzios in order to understand the con-
text of the research.

About Armacao de Buzios, it is a city located in the coastal lowland Region,
in the state of Rio de Janeiro, 165 km away from the capital. It was part of Cabo
Frio until 1997 (BUZIOS, 2018). According to the Brazilian Institute of Geography
and Statistics (IBGE), in 2010 the city had 27,560 inhabitants, increasing to an esti-
mation of 32,260 people in 2017. As to the main local economic activities, fishing
and tourism stand out, boosted by the presence of over 20 beaches in the city
(IBGE, 2018).

Buzios is a tourism destination inserted in the Costa do Sol region, togeth-
er with Araruama, Arraial do Cabo, Cabo Frio, Carapebus, Casimiro de Abreu,
Iguaba Grande, Macaé, Marica, Quissama, Rio das Ostras, Sdo Pedro da Aldeia and
Saquarema (TURISRIO, 2018). According to the Court of Audit of Rio de Janeiro
(TCE-RJ, 2016), Buzios and Cabo Frio, unlike the other cities in Costa do Sol, are
classified in the “A" category of tourism destinations, which means there are more
companies that provide accommodation and jobs in the field.

The Municipal Tourism Council of Buzios was instituted by law n. 990, from
September, 2013. As established in its Internal Regulations, the council has advisory
roles addressed to the Municipal Executive Branch. According to Kronemberger,
Medeiros and Dias (2016), when the council has an advisory role, it should give
recommendations to the public authority through opinions and suggestions. The
objective of COMTUR, according to the Internal Regulation, is to give opinions,
suggest, indicate and propose measures to improve and develop the tourism activ-
ity in Buzios.
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According to decree n. 994, from August, 2018, the Municipal Tourism Council of
Busios is composed of representatives of several institutions, such as the Commercial
and Business Association, the Association of Inns, the Association of Hotels, the
Association of Quilombolas of Rasa, the Cab Drivers’ Association, Buzios Convention
& Visitors Bureau, besides municipal entities related to tourism, environment, culture,
public order, civil defense, planning and urban development, besides legislative power.

METHODOLOGY

We performed a qualitative study using the case study research strategy.
This approach is adequate to examine contemporary events and is especially useful
for research questions that begin with the words “how” and “why” (YIN, 2010).
The research question that guided this study was: How can tourism governance con-
tribute to transform a tourism destination in a smart destination? As to the unit of
analysis, the choice was to select the Municipal Tourism Council (COMTUR) of Buzios,
since this is the organization that represents tourism governance in the city the most.

The interviews were carried out in May and June, 2019, with 11 face to face
interviews in the city of Buzios. Among the interviewees, eight are members of the
council; one attends the meetings as an advisor of COMTUR; and two are members of
institutions that are part of it, but are not advisors. Besides these interviewees, a pilot
test was carried out in February, 2019, with a representative of the cab drivers’ associ-
ation and member of COMTUR. A semi-structured script was used for the interviews.

The used tata analysis strategy was the content analysis (BARDIN, 2011).
For data treatment, we used concepts that were extracted from the three topics
discussed in the theoretical reference developed in this study: smart cities, smart
tourism destinations and tourism governance. Chart 1 aims at characterizing the
approached central concepts.

Chart 1. Thematic areas.

Categories Concept Authors

Concerns about security, education, health and Giffinger et al.
culture of residents (2017)

Involves colors, sounds, smells, entertainment,
hospitality, service, accessibility and prices.

Quality of life

Tourist experience Pérez (2009)

Destination’s
sustainable
development

Sustainability in the environmental, economic Avila et al.
and sociocultural dimensions (2015)

Technologies, processes, services or products,
Innovation with the objective of increasing efficiency, profi-
tability and competitiveness of the destination

Avila et al.
(2015)

Destination’s capacity to provide better goods Dwyer and Kim

Competitiveness and services to visitors (2003)

When technologies are used adequately, they

Technology can improve the use of resources, data collection Cury e Marques

(2016)

and decision-making in a smarter way

Source: the authors (2022).
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RESULTS AND ANALYSIS

The main results will be presented in this section, followed by the corre-
sponding analyses and discussions, organized according to the categories defined
in the methodology.

Sustainable development of the destination

The interviewees were questioned if Buzios could be considered as a sustain-
able tourism destination. Interviewee 1, for example, stated that in comparison to
other destinations, Buzios can be considered sustainable, but there are challenges
to be faced, such as problems related to sewage.

In July, 2019, the sewage treatment plant of Buzios received investments.
A grit chamber was installed in the plant to remove solid particles and sand from
the sewage, aiming at the modernization of the treatment and the improved qual-
ity of the effluent (PROLAGOS, 2019). With this investment, there are more chances
that the city can reduce sewage-related problems.

Some interviewees expressed the opinion that Buzios is not a sustainable des-
tination for several reasons, such as problems in basic sanitation, waste collection,
quality of jobs offered in the city and permission for activities that cause nega-
tive impacts in nature, besides the inadequate exploration of natural resources.
Sustainability is related to the reduction of waste, increased efficiency and pro-
motion of human and social capital, aspects that should be assessed from the per-
spective of business people, as well as cultural and the social perspective (AVILA;
SANCHEZ, 2013; CAMARGO, 2014).

There seems to be awareness about the need for actions that are aligned with
sustainable development, which is one of the pillars of smart tourism destinations
(SEGITTUR, 2013). These actions can boost innovation, competitiveness, and provide
better quality of life and experiences to tourists.

Quality of life

When questioning interviewees about what they consider to be quality of life,
and whether Buzios provides such quality to its residents, the answers varied. For the
minority of them, Buzios does not provide quality of life due to the little intervention of
public authorities to restrain aggression against nature and sound pollution due to the
major events that take place in the city. For example, interviewee 10 believes that Buzios
does not provide quality of life because of the non-compliance of legislations and the
promotion of events that disturb the peacefulness and damage the environment.

On the other hand, for most interviewees, Buzios provides quality of life.
They highlight reduced criminality and the closeness to nature as positive aspects.
Interviewee 4 mentioned that, in his opinion, Buzios offers quality of life because
places are close to one another, so one can ride a bike to work or go to the beach
very often. Interviewee 9 states that Buzios “definitely” provides quality of life, be-
cause, for him, it means living away from the stress of big cities and excessive noise,
which have a negative impact on health.
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To become a smart destination, Buzios should follow the teachings of Caputo,
Walletzky and Stepanek (2018), who defend that smart cities are those in which the
main objective of governos is to increase the citizens’ standard of life.

Tourist experience

An improved tourist experience is the main objective of smart tourism desti-
nations. This experience includes aspects that occur before, during and after the
trip, involving infrastructure and elements such as accessibility, price, hospitality and
service (AVILA et al., 2015).

Several matters that have a negative impact on the experience are mentioned
in the Council minutes, such as harassment from waiters, lack of reliability in schoo-
ners, inadequate sidewalks, lack of ordering in spaces and negligence with beach
huts. Despite not being a unanimous opinion, interviewees also tend to evaluate
the experience negatively, pointing out the high prices practiced by traders who
work at the beaches, besides problems related to infrastructure and traffic. In this
context, tourism governance in Buzios acknowledges the need to overcome the
negative experiences of tourists.

Innovation

Just like sustainable development, innovation is one of the pillars to transform
a destination in smart (SEGITTUR, 2013). Innovation can be found in technologies,
processes, services or products, always aiming at improving them, increasing ef-
ficiency, profitability and competitiveness in the destination (AVILA et al., 2015).
For the destination to become more competitive, innovation needs to be present
(DOMARESKI-RUIZ; GANDARA; CHIM-MIKI, 2015).

Based on the answers obtained from interviews, it became clear that the city
needs to be more innovative to become a smart destination. For example, for inter-
viewee 11, innovative destinations renew themselves and bring News. He mentioned
that, in his opinion, Buzios is not an innovative destination because its management
is conservative, and some administrators believe that the beaches are sufficient.
“Bugzios is not innovative because tourism is basically the beach, there are no other
attractions. At night there is Rua das Pedras, but besides that, there is no attraction,
no advantages”, reinforces interviewee 8.

According to Avila et al. (2015), to become a smart tourism destination, the
place should be innovative, with tourist structures, technology and cutting-edge
infrastructure, with the objective of facilitating the interaction and integration of
tourists with the surroundings. In this sense, the installation of more touristic in-
frastructures could provide new attractions for the destination, so that the visitor
could stay in Buzios for a longer period of time, and return more often.

Competitiveness

About competitiveness, it is possible to state that it is related to the ability of
the destination to provide better goods and services to visitors (DWYER; KIM, 2003).
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The National Tourism Competitiveness Index (BRASIL, 2015) points out that, in order
to improve competitiveness, it is important to work on some dimensions, such as:
access, general infrastructure, public policies, monitoring, tourist attractions and
promotion of the destination.

According to the National Tourism Competitiveness Index Report (BRASIL,
2015), Buzios’ main advantages are urban conservation and cleanness in tour-
istic areas, positive image in national and international media, and proximity to
International Airport Antonio Carlos Jobim (Galeao), located less than 200 km from
the city. Besides, there are other positive aspects that contribute with this destina-
tion, such as the work of Convention & Visitors Bureau, the presence of a Tourist
Information Center, the use of social network with a promotional profile and the
creation of events that attract tourists.

Also according to the 2015 Index, despite the destination’s positive aspects, there
are challenges to be faced. Some of them are the lack of accessibility in tourist attrac-
tions and accommodations, traffic in the peak season, inexistence of bus stations, lack
of tourist signs in a foreign language, inexistence of studies of load capacity, lack of
an active tourism municipal fund, use of informal workforce during the high season
and the low awareness of citizens about the impacts of tourism on the destination.

The interviewees were asked about what they considered to be a competitive
destination and if Buzios can be classified as such. In this aspect, interviewee 5 men-
tioned some characteristics:

I think it is when a brand is strong. It has a well-defined, right audience,
ordered tourism. This work sounds a little elitist, | understand some may
think this is an elitist thing, but | see another side. Order is essential so that
each person can understand how far they can go. The public sector has to
be empowered, know what their obligations are, for example: a beach
without public ordering is a mess.

Interviewee 1 believes that, to improve competitiveness, it is important to of-
fer a good experience since the moment the tourist arrives at the airport. He consid-
ers that it takes good service and in several languages, both in cabs and in shuttle
services, and that hotels need to have good conditions. He also mentioned that the
city should have a logotype.

For interviewee 5, the city is already competitive, considering it receives more
tourists than it should. However, he believes creativity is a necessity, because the
city depends on tourism, and tourism in Buzios is basically about sun and sea; there
should be alternatives, especially for the low season.

Interviewee 6 also thinks Buzios is a competitive destination because it re-
ceives many tourists. He stated that the city usually receives 500 thousand people in
the peak season and “gets ahead of other destinations” regarding competitiveness.

Even though there is a perception that Buzios already is a competitive destina-
tion, it is observed that the city can leverage this competitiveness even more by im-
proving its governance mechanisms. It is worth to remember that, according to Xavier
(2016), tourist governance allows competitive advantages to the tourism destination.
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Technologies

Technologies can bring improvements to tourism destinations in different
ways. One example are smart power networks, or smart grid, which guarantee
the distribution of energy in a safer, more efficient and sustainable way (REDES
INTELIGENTES BRASIL, 2018). Sensors can also be installed, as well as wireless net-
works and cameras, that are able to help with security, sustainability and local man-
agement (BOUSKELA et al., 2016). Another idea is the crowdsourcing, which uses
the knowledge of the citizens for data collection (NESTA, 2015).

All of the interviewees believe that the use of technologies is able to bring
benefits to Buzios. Interviewees 1, 4 and 5, for example, consider that information
and communication technologies promote better experiences, especially because
of the access to information, such as time of an event or a transport. Interviewee
2 mentions that technologies can also assist the administration of hotels and staff
training, even though sometimes they can lead to the loss of “human, friendly and
warm aspect”.

Technology is beneficial for managing the destination, according to the per-
ception of interviewees, which corroborates the vision of Angelidou (2015) and
Harrison et al. (2010), for whom technological advances enable cities to become
more and more creative, vibrating, healthier and safer to live in.

FINAL CONSIDERATIONS

This study aimed at identifying how tourism governance can contribute for a
tourism destination to become smart, using Armacao de Buzios, in Rio de Janeiro,
as a case study.

The first step to reach that objective was to understand what defines a smart
tourism destination and to identify its relationship with the concept of smart city.
In this sense, it is important to highlight that the concept of smart tourism des-
tinations derives from the concept of smart cities, sharing similar characteristics
such as sustainable development and investment in information and communica-
tion technologies.

Several factors can influence the tourist experience, including service, the
quantity and quality of tourism attractions, local infrastructure, information that
is available in different languages, accessibility, safety and prices of products
and services. All of these aspects are considered as relevant for the Municipal
Tourism Council of Blizios (COMTUR), which is essential, once a tourism desti-
nation does not become smart just through sustainable development and the
adoption of technologies.

For a place to develop in a sustainable manner, to acquire information and
communication technologies, to create innovation strategies, to improve the visi-
tor’s experience and to increase its competitiveness, it is essential that governance
be efficient. The engagement of local actors, the stimulation to the population’s
participation and transparency are essential to benefit tourism. Besides, tourism
governance is necessary to deal with conflict and to strengthen less influent actors.
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Given that the tourism sector comprehends a wide range of questions and affects
several areas, it is important that the public and private sectors, as well as the local
community, be involved in the decision-making process.

In Buzios, the identified problems related to the participation and involve-
ment in the council, as well as divergent interests between the public and private
sectors, which makes it difficult to make decisions and execute tasks. However, as an
advisory entity, COMTUR can contribute with the city’s tourism sector significantly.
Different parties, such as secretaries, businesspeople and institutions’ representa-
tives, are part of the entity, which can facilitate the search for a positive experience
for tourists and the locals’ well-being.

The council tries to solve problems such as irregular accommodation and sea-
sonality, which mainly affect businesspeople and their employees. There is a con-
cern that tourism in the city is restricted to “sun and beach”, which contributes with
seasonality. A strategy to fight this seasonality is the conduction of events, which
are properly publicized in the social media of hotel and inn associations, Convention
& Visitors Bureau and the city hall.

Offering a positive experience to the tourist should be the goal of the parties
involved in the development and management of tourism destinations. Recognizing
strong and weak aspects is essential to elaborate and implement plans that aim at
providing better experiences to visitors, but in order for the destination to be smart,
it takes investments in innovation, cutting-edge technology and sustainability.

Projects and investments in these fields can bring benefits to tourists, local
residents, companies and the environment. The decision-making process should be
collaborative, considering the opinion of tourists and residents. Partnerships need
to be established for the development of projects and fundraising. In this sense,
tourism governance plays an essential role, bringing together the parties involved
in the tourism destination and stimulating changes.

Buzios already is a consolidated tourism destination, but it is necessary to
maintain its competitiveness to prevent a decline. Making a destination smart is
a promising strategy to keep attracting tourists, since this will bring benefits such
as innovation, preservation of the environment, access to information, safety and
quality of life.
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