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Perceptions of the resident of Santiago de 
Compostela regarding tourism: effects on 
hospitality
Jakson Renner Rodrigues Soares1*, Paula Remoaldo2, Larissa Paola Macedo Castro Gabriel3 

and André Riani Costa Perinotto4

Abstract:  Santiago de Compostela is one of the best-known pilgrimage routes 
globally, and it connects many countries in Europe. Its historic center was recog
nized as a UNESCO World Heritage Site in 1985. This article aims to assess the types 
and quality of social interaction among residents and visitors (city users) of this 
particular World Heritage City. Many studies were conducted prior to this one about 
Santiago. However, most of them have missed some recent approaches to the 
overtourism phase. The “overtourism” is a phase, which was notorious until 2019. 
The primary sourcing was assessed by a quantitative study accompanied by 
a questionnaire responded by 588 residents. The results confirmed that those more 
exposed to tourism were the most critical of their relationship with the visitor. Thus, 
we confirm a direct relationship between the intensity of contact with the visitor 
and the negative perception of tourism. The results are helpful for local and regional 
planners to implement more collaborative and democratic planning in the tourism 
sector. This is more relevant to destinations recognized as UNESCO and revealed an 
overtourism scenario. This new approach is urgent and must be prepared in the on- 
going COVID-19 pandemic and a short and long-term perspective.
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1. Introduction
As an activity in the service sector, tourism is confirmed as one of the main activities of the 
world’s economy. It is considered an economic activity capable of bringing development to 
undeveloped areas (Organización Mundial del Turismo, 2018) through transformations in the 
economic, social, and cultural sphere (Dias & Cassar, 2005). Tourism activity must be faced as 
a complex system (Roxas et al., 2020), that without proper planning can also have a series of 
negative impacts (Mathieson & Wall, 1982; Su et al., 2018; Goffi et al., 2019). For that, more 
and more locations are looking to tourism as an alternative to attract foreign exchange and 
create jobs and income. In parallel with the increase in revenues, this activity has undergone 
essential changes in planning and execution (Buhalis & O’Connor, 2005; Su et al., 2018). 
Therefore, understanding what the natives think and feel about tourism should concern the 
planners, managers, and organizers of tourism and the destinations. Also, because they are 
crucial for the establishing of sustainable tourism destinations (Erul et al., 2020; Jackson, 2008; 
Vodeb et al., 2021).

Tourism activity plays a significant role in society. In addition to providing development through 
creating jobs and income, it can become an excellent incentive for culture and, therefore, result in 
valorizing a people’s historical and cultural heritage (Perinotto & Santos, 2011; World Tourism 
Organization (UNTWO), 2018). Santiago de Compostela has a vast potential of cultural attraction, 
and it is necessary to consider that a heritage commercialized through tourism must have, 
beforehand, a relationship of local identity and a consolidated memory with the local population. 
Consequently, it is crucial to determine whether autochthonous tourism as a good that must be 
respected and preserved and if this sort of touristic good is fit to be “shared” with visitors, though, 
for example, Cultural Tourism practices. Thus, it is assumed that the local population is an integral 
part of the heritage appreciation and one of those responsible for its preservation and 
valorization.

Consequently, the host communities suffer numerous impacts from the touristic activity 
(Carneiro et al., 2018; García Gómez et al., 2018; Gursoy et al., 2019; Soares et al., 2022). Cultural 
daily interaction amongst tourists and locals may affect the residents’ daily lives causing mod
ifications in habits, attitudes, and behaviors (Cañizares et al., 2014; Pizam & Milman, 1984). These 
premises are the base premises on which the study is designed, and it aims to assess the type and 
the quality of social interaction among residents and visitors (the city’s users). The study of 
residents’ perceptions is justified by the need to develop effective, sustainable tourism projects 
that support the local community. It is also imperative to consider the urgency for a tourism sector 
that is planned more democratically. In addition, a UNESCO-certified city can offer more cultural 
activities, a more preserved tangible and intangible heritage. These cultural activities and the 
heritage aspects can (and must) be profitable for both residents and visitors. The interaction 
among them is crucial to the success of the destination.

Additionally, it is vital to identify and find solutions for potential conflicts of interest amongst 
residents and public stakeholders. These public stakeholders are involved in local tourism devel
opment planning, and their active participation is fundamental to offer quality tourism capable of 
improving the perceived benefits and reducing the negative impacts of tourism (Cañizares et al., 
2014; Royo & Ruiz, 2009). Ultimately, it is urgent to undertake this approach during the current on- 
going COVID-19 pandemic. The current sanitary crisis is perceived as an opportunity to prepare 
and adjust the tourism offer to the ex-post COVID-19 period.

Santiago de Compostela was the destination in focus. It is the Galician capital, and it has been 
receiving a large number of visitors for centuries due to the Camino de Santiago. The Camino is 
a well-known pilgrimage route that unites several countries in Europe, and it holds a World 
Heritage designation for its entire historic district.
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A quantitative in nature methodology was used throughout the study. The perceptions of those 
who use the city of Santiago de Compostela have been analyzed simultaneously, i.e., the residents 
and the non-residents. This is not a current way to do it, as the perceptions of the two stakeholders 
are usually analysed separately. The same questions were applied to both groups.

The paper is organized into five sections. Beyond this initial introduction to the topic, the 
literature review is carried out regarding the host community’s relationship with the tourist. The 
destination overview is found in the third section of this paper, along with the investigation 
methodological steps. The fourth section presents the main results, and some discussion is carried 
out. The last section presents the study’s conclusions, some limitations, and recommendations for 
future work.

2. The studies on residents’ perception regarding tourism
The impacts of tourism began in the early 1970s and continued to increase in the 1980s (when 
some negative impacts began to be felt in several destinations). On another hand, the subject “The 
residents’ perceptions about the impacts of tourism” has been of interest in an increasing number 
of academic studies also since de 1970s (e.g., Ap, 1992; Gursoy et al., 2019; Hadinejad et al., 2019; 
Pizam, 1978; Rothman, 1978; Scalabrini & Remoaldo, 2020; Vodeb et al., 2021). The main reason is 
the increasing awareness of the positive and the adverse effects of tourism development at a local 
level (Gursoy et al., 2019; Ko & Stewart, 2002; Lankford & Howard, 1994; Lopes et al., 2019; 
Remoaldo et al., 2015).

An evolution took place since the late 2000s involving analytical perspectives, which mainly 
concerned a deeper analysis of other types of impacts instead of just the economic impacts 
(economic impacts are most tangible and easily measured). Despite the 2000s evolution, the 
studies published tend to evaluate the residents’ and the non-residents’ perceptions separately. 
In fact, the perceptions and evaluations about the tourism industry began with the visitors’ 
perception and only later was passed to the residents’ perspective. As the approaches are differ
ent, their theoretical support tends to differ, even when the same analytical techniques are 
performed. Self-applied questionnaires has been the predominant technique even if the sorts of 
questions differ between residents and visitors.

In the second scenario, the destination’s attributes, along with the profile and visitors’ motiva
tions, were the most relevant. Thus, it is essential to state that some questions about the 
perception of the impacts of tourism were also asked.

Nunkoo et al. (2013) confirmed these statements. These three writers made a very extensive 
analysis of this subject. They carefully analyzed 140 articles published between 1984 and 2010. 
The 140 articles discuss the resident’s attitudes towards tourism, and they were able to identify 
that there are few published theoretical studies. Nowadays, the majority of these studies are 
empirical. Milito et al. (2013) brought a contrasting approach, which claims that the action to 
seek to understand the residents’ position must be an object of study for both theoretical and 
empirical fields in the context of tourism. Despite the different perspectives on this theme, 
most studies focus mainly on perceptions and attitudes towards the socio-cultural and envir
onmental impacts of tourism (Almeida & Balbuena, 2014; Almeida-García et al., 2015; Andereck 
& Nyaupane, 2011; Bujosa & Rossello, 2007; García López et al., 2018; Oviedo et al., 2008; 
Pacheco et al., 2019; Remoaldo et al., 2015; Wall & Mathieson, 2006; World Tourism 
Organization (UNTWO), 2018).

It can be noted that one line of work is adopted by a group of authors that have performed 
studies about the perceptions of socio-cultural impacts in a destination (Brunt & Courtney, 
1999; Eshliki & Kaboudi, 2012; Gu & Wong, 2006; Lopes et al., 2019; Navarro Favela et al., 
2018), while another line of work is performed by another group of writers when writing 
studies on the resident’s perceptions be the comparison method of various destinations 
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(Jaafar, Noor et al., 2015; Latkova & Vogt, 2012; Madrigal, 1995; S. M Rasoolimanesh et al., 
2017; Tosun, 2002). Moreover, Monterrubio-Cordero (2008) showed that there exists the 
possibility to find theoretical studies focused on the development of models to evaluate the 
study of perceptions towards tourism (Lankford & Howard, 1994), and it is possible to find 
literature review studies aimed to develop theoretical frameworks (Ap, 1992; Gursoy & 
Rutherford, 2004). Besides, according to the literature review carried out by Monterrubio- 
Cordero (2008), some of these studies compared the perceptions of different groups in the 
same region (Besculides et al., 2002) or by comparing the perceptions of several subgroups 
within a community (Petrzelka et al., 2005).

On the other hand, one can not forget that some studies focus on identifying a set of 
variables that could help to develop a resident profile based on sociodemographic character
istics and attitude towards the impact of tourism on the local environment, economy, and 
cultural life (Almeida-García et al., 2015). In light of this, Brida et al.’s (2010) studies are 
outstanding, as these authors used cluster analysis and multinomial logistic model techniques 
to analyze the residents’ perception of tourism in Northern Italy. The results of their study 
identified different groups with homogeneous opinions being influenced by employment oppor
tunities in the tourism sector and the visitors’ demographic profiles. The study written by 
Williams and Lawson (2001) followed this same methodological approach in 10 towns in 
New Zealand. The researchers divided the samples according to the homogeneity of opinions, 
and they applied the cluster analysis method. They found that community issues are more 
important among the variables that most influence residents’ perceptions than those related to 
the respondents’ demographic characteristics. The authors argue that the most positive people 
towards tourism pay less attention to community issues.

Getz (1994) mentioned that the study of residents’ perceptions could be a critical element in 
identifying, measuring, and improving the impacts of tourism. The literature review undertaken by 
Campón-Cerro et al. (2019) concluded that most of the studies related to quality life and tourism 
are mainly focused on exploring the perception of residents and tourists toward the effects of 
tourism (Jaafar, Rasoolimanesh et al., 2015; Zhang et al., 2006).

Zhang et al. (2006) found that the theoretical frameworks of the studies about the resi
dent-tourist interaction are simplistic, and that exists a need to include already established 
socio-psychological theories. Thus, the authors published a series of studies applying different 
qualitative techniques, and they tested some models to understand and predict the behaviors 
in the interaction of locals and visitors. Among these many studies, the paper published by 
Zhang, Inbakaran and Jackson (2006) stands out. It analyses community attitudes towards 
tourism and host-guest interaction, and it took place in ten selected communities in the 
urban-rural fringes of Melbourne (Australia). The authors applied the cluster analysis techni
que using ANOVA to process the data and found that residents who live far from the main 
tourist attractions have a more positive attitude towards tourism. They also learned that 
there are significant correlations between negative perceptions and level of education, resi
dence period length, and employment in the tourism sector. Finally, a significant correlation 
between the residence period length and less negative attitudes towards the impacts of 
tourism.

No one must ignore the negative aspect that tourism can cause friction between residents 
and visitors due to environmental, economic, and social impacts. The disturbances for resi
dents are numerous and can range from problems with parking, infrastructure saturation, and 
heavy traffic (Palmer-Tous et al., 2007) and significant increases in noise and waste 
(Andereck et al., 2005; McGehee & Andereck, 2004; Valencia, 2017). The negative attitudes 
of tourism can be a handicap for the development and sustainability of this activity (Diedrich 
& García, 2009; Sharpley, 2014). In addition, the inconveniences and collateral damage that 
tourism can cause to the local population can generate and perpetuate negative attitudes 
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towards tourism (Almeida-García et al., 2015), and be a limiting factor for the sector. On the 
other hand, a positive attitude can foster tourism development (S. Rasoolimanesh et al., 
2015). The community can undoubtedly be considered the most critical part of any project, 
as it is the most positively or negatively affected by tourism planning and development 
(Eshliki & Kaboudi, 2012). As Gabriel et al. (2017) point out, residents of tourist destinations 
are more aware of the positive and negative impacts of tourism development. On the 
contrary, people who live in places with little or nothing “touristized” do not have the same 
perception of this problem.

The negative impacts of tourism are perceived mainly in urban destinations, or it can be found at 
places where there is shared use of the interurban structures among domestic and international 
tourists. Such places are recognized as having various facilities shared by different types of users, 
and they can be classified as tourist and non-tourist (Ashworth, 2009). Ashworth and Page (2011) 
follow the same line of reasoning, as they define those tourists, residents, city workers, students, 
and day-trippers, as city users. Often, the tourist activity is very close to locals, which affects the 
shapes and city’s functionality.

It is imperative to note the relevance of studies that focus on the touristic consumption in 
destinations which are UNESCO World Heritage Sites (WHS), and to analyze the perception of the 
destination’s community. In addition, it is crucial to understand the tourist’s behavior, especially 
when regards a sensitive and tourism-dependent destination (Md Khairi et al., 2018, 2020). The 
growing number of visitors to a WHS destination can be managed by applying this information 
from tourists at WHS locations. Notably, an effective management plan will also help maintain 
WHS status over the long term. It is relevant to emphasize that tourist behavior is essential, 
especially for those responsible for managing the heritage area.

WHS are mainly located in Europe (42% of the total), followed by Asia Pacific (20%) and the 
Americas (17%—the sum of North and South America). The other areas (Africa and the countries 
of the Middle East) each add up about 10% (Farid, 2015). The number of WHS sites can have 
a positive and significant effect on international tourist estimates. Therefore, a country with WHS 
sites is in an advantageous position not only for the sustainable conservation of cultural achieve
ments and natural resources, but also for developing the tourism economy. These two purposes 
are not contradictory. In truth, they are complementary. Conservation is the only way to keep WHS 
sustainable tourism revenue, and revenue from tourism is indispensable to the preservation of the 
WHS. Yang et al. (2019) argue that the effect of increased tourism has been considered more 
significant in recent years in cultural WHS sites and developing countries, but complementary less 
in natural WHS sites and dyadic datasets.

The literature regarding the impacts of tourism and the resident’s attitudes towards tourism 
suggests that the assessment of social impacts is done thru some conceptual models 
(Monterrubio-Cordero, 2008; Wall & Mathieson, 2006). Some of these models focus on changing 
residents’ attitudes towards tourism over time (Butler, 2006; Dogan, 1989; Doxey, 1975). Other 
models focus on the continuum of possible strategies to answer for the impacts of tourism (Ap & 
Crompton, 1993). In their model, Ap and Crompton (1993) proposed strategies to combat tourism 
impacts through a model based on primary qualitative data from some determined communities. 
According to these authors, categorizing residents’ reactions is possible through a “continuum” of 
attitudes, such as reception, tolerance, adjustment, and withdrawal. However, the authors stated 
that the proposed model must not be rigid.

Finally, according to bibliometric studies carried out by Nunkoo et al. (2013), the methods used to 
study residents’ perceptions of tourism are qualitative, quantitative, and quanti-quali. Concerning 
theoretical bases, Milito et al. (2013) identified that most of the recent research is based on the Social 
Exchange Theory (SET—quantitative approach) and Ethnography—qualitative approach). 
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3. Methodology

3.1. Questionnaire used
A self-administered questionnaire survey was applied and launched in 2018 to 588 residents of 
Santiago de Compostela (capital of Galicia region). It aimed to evaluate the quality of contact 
between resident and tourist who visits the city.

The questionnaire had 26 questions. Initially, a pre-test was carried out with 11 people of 
different levels of education, age group, and gender. On average, it took nine minutes to complete 
the questionnaire. For the final version, some adjustments were made to make some questions 
clearer and more objective, and, as the answer was online, it was mandatory to answer all 
questions to finalize the questionnaire.

We used a five-point Likert scale to classify the impacts (ranging from 1—“completely disagree” 
to 5—“completely agree”), which is the most commonly mentioned scale in the literature on 
tourism impacts.

This kind of scale has been used worldwide in several studies concerning perceptions on tourism 
impacts perceived by the residents (e.g., Kuvan & Akan, 2005; Lopes et al., 2019; Scalabrini & Remoaldo, 
2020; Vareiro et al., 2013). The data were collected between February and June 2018. An initial 
question was asked to ensure that no one who did not live or did not work daily in the city could not 
answer the questionnaire. A total of 614 people completed the questionnaire, with 588 valid responses.

Various facilities such as educational establishments, social centers, sports centers, cultural 
centers, and neighborhood associations were used for data collection. The questionnaires were 
sent to these venues around to all the districts of the city.

The questionnaire consisted of 26 questions, and it was divided into three parts: the first part 
related to the quality of contact; followed by the residents’ perceptions of the impacts of tourism; 
and demographic data from respondents (sex, age, marital status, education, and neighborhood of 
residence). A descriptive statistical analysis of the survey responses was performed using SPSS 
(version 24.0). This paper discusses the issues related to the first part of the questionnaire 
regarding the quality of contact with tourists visiting the city of Santiago de Compostela.

The analysis of the impact of contact, as perceived by the residents of Santiago de Compostela, 
was based on a set of indicators extracted from the implemented research. The indicators allowed 
the researchers to classify the data into three distinctive intensities (positive contact—negative 
contact—indifferent contact). Some descriptive statistics were used in the analyzes. The chi-square 
test was used as a test of independence, which assesses whether paired observations on two 
selected variables are independent of each other. Other studies used this test to evaluate resi
dents’ perception concerning the quality of the touristic employment (Marrero Rodríguez & Huete 
Nieves, 2013). It was also used to classify their perceptions about the impacts of tourism (Carballo 
Cruz et al., 2012; Han et al., 2010). Additionally, it was used from tourists’ perspectives about the 
impacts of tourism activity (Liu & Yen, 2010).

3.2. Territory object of study
Tourism in heritage cities can be seen as an essential ally for heritage (it may be the object of 
interest in public policies for conservation, restoration, valuation, and generation of investments 
for the destination), but it can also be an enemy. In this second case, the massification of heritage 
tourism can lead to a loss of authenticity or deterioration. In addition, it can affect the quality of 
life of the host community.

Santiago de Compostela is the Galician capital and has received many visitors for centuries due 
to the Camino de Santiago, a pilgrimage route that unites several countries in Europe. Another 
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relevant feature is the designation of World Heritage in 1985, by UNESCO, of the entire historic 
district. Santiago has an annual tourist flow of around four million visitors and a population of 
approximately 96,000 inhabitants (INE, 2018). In other words, tourism pressure on residents in 
Santiago and neighboring municipalities was 1.90 tourists per 100 inhabitants in 2017 (IGE, 2017). 
Thus, the place is configured as the Galician city with the closest visitor/resident ratio to larger 
cities such as Barcelona or Valencia.

According to the Concello de Santiago (2018), the number of inhabitants of the Historic City (central 
tourist district of the city) is decreasing due to: population aging, a deficit of services compared to 
other neighborhoods, parking problems, and also the tourist phenomenon. The tremendous pressure 
of tourism encourages those residential properties are dedicated to the tourist offer.

Its rich heritage attracts millions of tourists annually. In addition, the number of people who 
take one of the “Caminos de Santiago” itineraries every year keeps breaking records. This is due to 
the efforts of the state government to promote culture and boost the itineraries of the Camino de 
Santiago since 1991 (Xacopedia, 2015). Likewise, as Santiago Turismo (2019) highlights, the city 
receives millions of visitors throughout the year out of devotion to hold its professional events for 
the festivities declared of International Tourist Interest. These aspects explain the sustained 
increase in the number of visitors to the city since the beginning of this millennium, 
a consolidated international destination for religious and cultural tourism.

However, according to Coco (2017), for the geographer and economist Juan Requejo, cities have 
the right to remain alive. They are entitled to decide the tourism model they want to receive. 
Therefore, the results of this investigation can also be used so that local managers can work on 
aspects identified in the investigation carried out to improve the relationship between residents 
and tourists. Therefore, considering that dialectic is attentive to conflicts and interests, Schmid’s 
(2012) thinks that nothing is absolute and may be loaded with contradictions and conflicts. 
Therefore, we understand that the resident’s perception cannot be neglected under the penalty 
of reaching a unilateral, relativized, or biased “truth”.

4. Main results and discussion
The total number of questionnaires achieved is in line with those of other researchers, such as 
Faulkner and Tideswell (1997), who targeted 400 respondents. Williams and Lawson (2001), who 
used a sample size of 415 respondents, McDwall and Choi (2010), where 352 complete surveys 
were used, Brida et al. (2010), which obtained 295 usable questionnaires and Vareiro et al. (2013), 
which received 400 valid responses.

The questionnaire developed was based on previous studies on residents’ perceptions of the 
impacts of tourism (Besculides et al., 2002; Jackson, 2008; Kuvan & Akan, 2005; Monjardino, 2009; 
Remoaldo et al., 2015; Sharma & Dyer, 2009; Vareiro et al., 2013, 2016; Williams & Lawson, 2001).

In this article, only questions about contact with tourists were considered for analysis (Do you 
usually have contact with tourists?, and In general, how would you qualify your contact with 
tourists?). Various statistical procedures were carried out. In the first step, before another statis
tical analysis was carried out, univariate statistical data were calculated for the research items. 
Inthe second stage, the chi-square test was performed to identify a possible association among 
the variables used in the study (relationship between contact and perception).

4.1. The respondents’ profile
Table 1 summarizes the profile of the subjects using the main sociodemographic variables. The 
majority of respondents answering the questionnaire were female (58%). This correlates with the 
municipality’s population (universe). According to data from the National Statistics Institute (INE, 
2018), 54% of the inhabitants were female. An age categorization distribution was done considering 
the generations according to the criteria of Díaz-Sarmiento et al. (2017). When comparing the 
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population sample to Galician population (IGE, 2017), it was found that there is a limitation to this work 
due to a large concentration of the Millenniums Generation and a smaller representativity of the age of 
59 and older (represented in 21.96% and 33.85% in the IGE, respectively). 30% of the total respondents 
work in the tourism sector. It was observed that a large part of the respondents had a high level of 
education: 48.5% with university studies, and 27.2% have achieved a master’s or doctor’s degree.

Regarding the residential neighborhoods, 11.6% of the sample was living outside the predomi
nantly urban area, but most maintained some daily relationship (work or study) with the city. Most 
respondents lived in off-site neighborhoods with greater tourist interest, such as the Historic City or 
the neighborhood of San Pedro (62.9%). However, almost ¼ of the population of Santiago de 
Compostela lived in neighborhoods considered to be touristic within the city. That is, 25.5% of 
respondents lived in Zona Vella or the neighborhood of San Pedro, consideredin this study as the 
city’s touristic city districts. According to data from the Municipality of Santiago de Compostela 
(2019), 16.95% of the city’s population lives in this sector of the city. Therefore, our sample 
approximates the percentage of the population that resides in this sector.

4.2. Results
The research asked questions about whether contact with the tourist changes the locals’ habits in 
Compostela (work routines and time of leisure and free time). We found that the vast majority of 
respondents (81.6%) do not see their work routines altered by the presence of the tourist. 
However, when taking into consideration the time of leisure and free time, the results indicate 

Table 1. Respondents’ Profile
N % N %

Gender Work in the 
industry

Male 239 40.6 Yes 173 29.5

Female 341 58.0 No 412 70.0

No response 8 1.4 No response 3 0.5

Age 
(generation)

Residential Area

Generation 
Z (15–22)

52 8.8 Touristic 150 25.5

Millennials (23– 
38)

220 37.4 Non-Touristic 370 62.9

Generation 
X (39–58)

226 41.6 Surround areas 68 11.6

Baby boomers 
or more (59–75 
or more)

66 12.2 Familiar 
Income

Education No Income 15 2.6

Basic 16 2.7 Less than 500 
euros

16 2.7

Secondary 65 11.1 501–1000 euros 81 13.8

Professional 
Education

62 10.5 1001–1500 
euros

145 24.7

University 285 48.5 1501–2500 
euros

175 29.8

Master/PhD 160 27.2 2501–5000 
euros

140 23.8

More than 5000 
euros

16 2.7

Source: Authors’ own elaboration based on the questionnaire survey applied from February to June 2018. 
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that almost half (47%) of these individuals see their day-to-day life altered by contact with tourists 
in the city during their free time.

We related the questions 6a. (Contact with the tourist alters my habits in my leisure time <Never 
—A few times—Sometimes—Often—Very often>) and the questions 6b. (Contact with the tourist 
alters my habits in my work <Never—A few times—Sometimes—Often—Very often>) with ques
tion 7. (In general, how would you describe your contact with tourists? <Positive—Indifferent— 
Negative>). The result is that less contact with the tourist changes the resident’s habits (questions 
6a and 6b), the best contact is considered (question 7). Likewise, the more the contact with the 
tourist changes the resident’s habits (questions 6a and 6b), the more the possibility of the 
evaluated contact as a negative increased. This relationship is easily visualized on the lines 
resulting from this relationship (Graphs 1 and Graph 2), but it will be discussed in Tables 2 and 3.

When checking the relationship between the resident and the tourist during their working time 
(Graph 1), we can identify that the perception of this contact is mostly positive (Table 2). However, 
there is a slight increase in negative perception, as this contact with the tourist changes their work 
habits. However, if we verify the perception from the contact with the tourist in the leisure time of 
the respondents, we will see a more intense relationship (Graph 2).

If we analyze the relationship with the tourist during the leisure time of the respondents in 
Compostela (Table 3), a percentage of 30% of the total numbers indicated that the contact with 
the tourist never alters locals’ habits during leisure time. This number is the most representative 
category. In addition to that, only 12.4% of the subjects mentioned that the contact altered 
“Frequently” their habits, and fewer than (5.1%) of the subjects considered the category “With 
Large Frequency.” Hence, this interaction is expected to be a friendly relationship or not negatively 
affect the resident’s life. In addition, what interests us the most is the possibility to analyze the 
relationship among changing habits due to tourism and the perception of the contact on the 
resident’s life.

Never Little Times Sometimes Frequently With large
frequency

Positive Negative

5

4

3

2

1

Graph 2. Leisure time versus 
perception of contact with the 
tourist.

Source: Authors’ own elabora
tion based on the question
naire survey applied from 
February to June 2018.

Never Little Times Sometimes Frequently With large
frequency

Positive Negative

5

4

3

2

1

Graph 1. Working time versus 
perception of contact with the 
tourist.

Source Authors’ own elabora
tion based on the question
naire survey applied from 
February to June 2018.
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As can be seen, the percentages of negative perceptions increase as the contact becomes more 
intense. The negative perception of contact goes from 0.5% (for those who never have contact 
with tourists during leisure time) to 66.7%, for those who have contact very often. Checking in 
detail, we see that the intensity of the contact (Never—A few times—Sometimes—Often—Very 
often) can be considered almost as an ascending line for negative perception and descending for 
positive impressions (Graph 2).

To complete the analysis, when asking if the contact with the tourist was positive or negative, 
we found that, in general, the relationship was positive (50% of positive interaction). However, if 
we want to minimize the negative impacts of tourism for a population, it is essential to consider 
the 12.8% that qualified the contact with the tourist as negative and that 36% consider that the 
relationship was neither positive nor negative.

Visualizing this association between the variables on the lines, we decided to relate the general 
contact (Questions 6a and 6b), regardless of leisure or work time, with the qualification given to 
that contact (Question 7), which returns us to Graph 3. The lines in this graph indicate that the 
more the resident sees their habits affected by tourism, whether at leisure or work, the more 
negative the relationship he or she has with the visitor (red line).

In order to assess the association between the variables Change in the habits (Contact with the 
tourist alters my habits) and perception of contact with the tourist (How would you qualify your 
contact with tourists?), we used the Chi-square test, applying the statistical software SPSS version 
24, with a level of significance of 5% and a p—value <0.05.

Therefore, the chi-square test was finally carried out to identify whether the change in the 
resident’s habits, due to contact with the tourist, is related to the qualification given to contact 
with the visitor. We performed the chi-square test for the three previous assumptions: 1) work 
habits altered by tourism, 2) leisure habits altered by tourism, and 3) habits altered by tourism 
(Table 4).

As can be observed from the result of significance, we confirm that there is a relationship 
between the contact with the tourist (change habits) and the negative perception of tourism 
(p < 0.05 in the three assumptions). The more the resident alters their habits towards tourism, 
the more likely considers tourism as unfavorable. This confirms that these two variables are 
dependent. As detailed below, we sought to verify whether there were differences between the 
responses by sociodemographic characteristics and the 1-factor ANOVA test was performed using 
gender, age, education, work in industry, residential area and family income as the dependent 
variable. Significant differences were only identified for the work in industry variable (discussed 
below). For all the other tests, including the sociodemographic variable gender, it was found that 
the p value was greater than 0.05, which allows us to affirm that the variances are homogeneous. 
That is, there are no significant differences between perceptions regardless of these 

Never Little Times Sometimes Frequently With large
frequency

Positive Negative

5

4

3

2

1

Graph 3. Contact with the tour
ist impacts the relationship 
with the resident.

Source: Table elaborated by 
the writers based on the ques
tionnaire survey from February 
to June 2018.
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sociodemographic characteristics. Or to put it another way, men and women in the sample, of any 
age in Santiago de Compostela, coincide in their perception of contact with tourists.

Nunkoo et al. (2010) stated that “Residents’ occupational identity influences their attitudes to 
tourism impacts” and “Residents’ gender identity influences their perceptions of tourism impacts”. 
Therefore, we decided to analyze these two variables (occupation and gender) in our study. As for 
gender, we did not identify significant differences for the relationship between tourists and neither 
for the resident in leisure time (F-ratio 0.267, p-value 0.606) nor at work (F-ratio 1.039, p-value 
0.309). On one side, considering residents’ leisure time, the data indicate that, regardless of 
whether or not they work in the tourism sector, the negative perception of tourism increases the 
more the frequency of contact increases during their leisure time. However, from Graph 4, it seems 

clear that those who do not work in the area have a more negative perception of contact with 
tourists. We then performed a t-test, and the result indicates that there are no significant 
differences between these two perceptions (F-ratio 0.311 and p-value 0.577 > 0.000). These results 
indicate that regardless of the employment relationship with the sector, the resident of Santiago 
de Compostela realizes that tourism negatively affects his leisure time. This may be due to the 
massification of spaces for leisure (e.g., bars, restaurants, squares, gardens, and museums). Those 
who reside in a destination massified by tourism are unable to enjoy their free time, due to the 
tourists’ constantly occupied infrastructure.

On the other hand, if we relate the perception of contact with the tourist at the time of work, the 
data indicate that for those who do not work in the area, the more the frequent the contact with 
the tourist increases, the more negative the perception of that contact is.

In this study, we relate occupational identity with working or not in the tourism sector. 
Therefore, we understand that people who are outside the tourist area have more occupational 
identity. We performed the test-t again considering the respondent’s employment relationship 
with the tourism industry and found significant differences for these perceptions (F-ratio 80.939 
and p-value 0.000). Our results coincide with that presented by Nunkoo et al. (2010), who stated 
that residents with a high occupational identity would be more likely to see tourism as a negative 

Never Little Times Sometimes Frequently With large
frequency

Work Not work

5

4

3

2

1

Graph 5. Negative impact of 
contact with tourists on work
ing time.

Source: Authors’ own elabora
tion based on the question
naire survey applied from 
February to June 2018.
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frequency

Work Not work
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Graph 4. Negative impact of 
contact with tourists during 
leisure time.

Source: Authors’ own elabora
tion based on the question
naire survey applied from 
February to June 2018.
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impact (Graph 5). In this sense, these authors remind Lindberg and Johnson (1997) affirming that 
the development of tourism can diminish the presence of the traditional industry, and therefore it 
may be that people who work outside the tourist area have a more negative perception of tourism.

5. Conclusions
This research examined the resident’s perception of the quality of contact with tourists in Santiago 
de Compostela, one of the world’s foremost pilgrimage capitals. Understanding residents’ percep
tions about the quality of contact with tourists is essential. A good relationship between the locals 
and the visitors is crucial to the success of the tourism activity in the destination. Locals are the 
ones who interact with tourists, and they hold the power to persuade the tourist to return or not 
return to the destination. If the relationship is positive, the locals can express higher hospitality, 
which will affect the tourist’s experience.

According to the empirical results extracted from the survey conducted with the residents of 
Santiago de Compostela in 2018, we concluded that the more the intensity of this contact 
increases, the more the probability of the resident also seeing disadvantages in this contact. In 
this sense, our results coincide with those of Nunkoo et al. (2010), (2013), which indicate that the 
general perception of tourism impacts for residents involves a mental calculation of the benefits 
and costs of tourism in the design of their daily lives. In their studies, the authors pointed out that 
although residents derive economic benefits from tourism, they also feel the negative aspects of 
tourism in their communities. This finding indicates the importance of integrating the different 
theoretical lenses to understand the residents’ perception of the impacts of tourism. This corro
borates specific points presented here expressed in our work.

The analysis of the data shows that, concerning the contact (positive-negative-indifferent), in 
general, it is more favorable (50.9%) than negative (36.3%). However, we found that the more the 
degree of interaction between residents and tourists increase (measured in the frequency of 
contact), the more the negative perception of tourism increases. This may be because Santiago 
is a consolidated tourist destination, with tourist pressure per inhabitant of the highest in Spain. 
Thus, however is positive the impression the resident gets from tourism to the city, the fact that 
they see their habits constantly altered affects the relationship with the intruder, in this case, the 
tourist.

Despite this perception of positive contact between residents and tourists, it is worth high
lighting the relevance given by residents to harmful contact since a relatively significant portion 
believes that the relationship between tourists and residents is negative. This, in a way, is worrying. 
If we transfer this result to the total population, more than 1/3 of them perceive a positive contact 
with the tourist. It demonstrates a space for political action to allocate measures to improve the 
relationship between tourists and residents. In this case, actions would be necessary to minimize 
and/or solve existing problems and reduce the negative impacts of tourism in the city.

It also must be noted that in our results, we found differences between perceptions if we 
consider the resident’s bond with the tourism industry. This result coincides with that proposed 
by Nunkoo et al. (2010), who states that residents with a high occupational identity are more likely 
to perceive the negative impacts of tourism.

Finally, considering the Holy Year 2021–2022, and the more significant influx of tourism in the 
city, in future research, it is recommended to check, by 2023, the consistency of the residents’ 
perceptions about the impacts of tourism to generate a comparative picture. In addition, it would 
also be essential to check whether the assessment of the relationship with the tourist is altered 
after a significant event like this. As a limitation, we could highlight that although the sample is 
significant, with a large volume of responses, there is an over-representation of the age group from 
25 to 65 years old, with a small presence of responses from those over 65 years old. Thus, the 
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adults are the ones who interact the most with the tourists. Therefore, it is relevant to have 
a higher rate of response in this group.

The results obtained are useful for local and for regional planners. In the present COVID-9 
pandemic, the planners are the ones that must be redefining the strategy of the tourism sector 
carefully. Spain has shown, in 2020 and 2021, to be one of the countries that has suffered more 
with the cases of COVID-19 and corresponding deaths. Santiago de Compostela is a relevant 
tourist destination in Spain, and additional sanitary guarantees must be offered to locals and 
visitors.
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