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Tourism stakeholders increasingly interact with digital platforms to book trips (e.g. Expedia), accommodation (e.g. Airbnb),
transportation (e.g. Uber), or order food (e.g. JustEat) (Gössling & Hall, 2019). Platforms have become a major part of tourism,
leading to the ‘platformization’ of tourism (Capineri & Romano, 2021). Nowadays, the revenues of the largest platforms
outperform several countries' GDP (Lishchuk, 2021). Platforms also increasingly provide tourism-related work opportunities
(Shang, Fan, & Buhalis, 2023).

According to Lehdonvirta (2022), the argument of why platforms are different to traditional businesses boils down to size,
reach and technological opacity. Many platforms have a global reach, connecting millions of users. Platforms also benefit from net-
work effects, whereby their value increases with more users – a self-reinforcing effect that can lead to monopolies (Gössling &
Hall, 2019). These winner-take-all markets are reinforced by lock-in effects, whereby once a significant number of users has
been reached, switching costs of moving to an alternative platform increase. Critically, platforms act as intermediaries between
users, providing the infrastructure and tools for interaction (Roelofsen & Minca, 2021). This role can create complexities in
terms of transparency, responsibilities and liabilities, as different jurisdictions have different interpretations of how the platform
should behave (McIntyre, Srinivasan, Afuah, Gawer, & Kretschmer, 2021). In the context of tourism, this might mean e.g. how
disputes between hosts and guests are resolved on peer-to-peer accommodation platforms, or who owns data generated on
food delivery platforms (Ashton, Tuomi, & Backman, 2022).

The topic of how tourism platforms should be governed has in recent years attracted academic and political interest, whereby
regulators have started to put guardrails around platforms (Davis & Sinha, 2021). Aguilera, Artioli, and Colomb (2021) note the
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Fig. 1. Conceptual framework: Deliberative Governance for Tourism Platforms.
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politicized nature of platform regulation and the difficulty of striking a balance between different stakeholders' viewpoints, par-
ticularly due to the global nature of many tourism platforms. Platforms have faced different regulation across different jurisdic-
tions (Bei & Celata, 2023), whereby e.g. New York City's Short-Term Rental Registration Law, lobbied by the accommodation
sector, effectively limits Airbnb in New York, while the food delivery company Delivery Hero operates under a different courier
model in different parts of Europe due to differences in labor law.

The governance of platforms often follows a similar pattern: platform users start to unionize, either informally or formally.
Through activist movements, strikes and collective bargaining they manage to influence decision-makers to propose regulation.
This is often fiercely lobbied against by platform companies. For example when food delivery couriers called for better working
conditions in California, a collective led by Uber paid $200 million to block a tighter regulatory environment (Marshall, 2020).
On the other hand, following activist movement that led to a referendum, Paris decided to ban e-scooter companies from the
city while other major European capitals support e-scooters to reduce car usage (Reid, 2023).

Despite its complexity, effective platform governance could ensure a safe and trustworthy environment for users, promoting
responsible behavior and mitigating risks associated with harmful interaction. Clear and enforceable policies can safeguard user
rights, including privacy and dispute resolution mechanisms. Governance can also ensure fair competition among participants
and prevent monopolies (Gössling & Hall, 2019). However, balancing the need for personalization, innovation, and compliance
with e.g. data protection regulations is a significant challenge. One example of this is algorithmic control, whereby platforms in-
creasingly rely on algorithms to e.g. match or rate users (Tuomi, Jianu, Roelofsen, & Ascenção, 2023). Platforms must therefore
address potential biases in automated systems and ensure transparency and accountability.

Drawing inspiration from Power-Dependence Theory (cf. Ford, Wang, & Vestal, 2012), we note that a key question of interest
in effective platform governance is power, i.e. the kinds of checks and balances the platform or regulators provide for mitigating
power asymmetries (Rosenblat & Stark, 2016). Different types of tourism-related platforms adopt different approaches to distrib-
uting power. For example food delivery platform Wolt connects end-users with restaurants and delivery ‘partners’. However, cou-
riers have little say as to how their work is organized by the platform, and restaurants have no access to customer data. In
contrast, Roelofsen and Minca (2021) highlight the power Airbnb hosts had during COVID-19 to influence the direction to
which the platform was developed.

Overall, there have been calls for more dialogue between tourism platforms and the various stakeholders involved in or im-
pacted by them (Nieuwland & Van Melik, 2020). Borrowing ideas from other disciplines, the concepts of deliberative governance
(Dryzek, 2000), participatory design (Muller & Kuhn, 1993) and citizen participation (Arnstein, 1969) have recently emerged as
potential ways forward (OECD, 2020). For example Arnstein (1969) has put forward the Ladder of Citizen Participation which of-
fers a normative model of participation in decision-making processes. Even though Arnstein's ladder has been criticized for being
simplistic and for failing to account for the complexities of real-world decision-making processes, it remains a useful tool for
2
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understanding the different levels of citizen participation. Citizens' assemblies, a form of citizen participation stemming from
Arnstein's ladder, have been highlighted as a particularly potential way for increasing dialogue.

Citizens' assemblies involve participation through partnership or delegated power, depending on the design and context of the
assembly as well as the complexity and social impact of the deliberated issue. Partnership implies that the impacted stakeholders
and the authorities share decision-making power through negotiation. Delegated power implies that the impacted stakeholders
have the majority of decision-making seats or full managerial power over a certain issue. Citizens' assemblies can be seen as ex-
amples of partnership when they are convened by the government or other institutions that have some authority (e.g. a DMO),
and when their recommendations are considered seriously and implemented when possible. Citizens' assemblies can be seen as
examples of delegated power when they are initiated by the impacted stakeholders themselves or by independent advocate
groups, and when their recommendations are binding or have a direct impact on the policy outcome. In both cases, citizens' as-
semblies provide an opportunity for the impacted stakeholders to participate in democratic deliberation and decision-making,
rather than being passive recipients or token consultees (Arnstein, 1969).

In general, citizens' assemblies involve a group of randomly selected and demographically representative participants who are
tasked with learning about, discussing and making recommendations about an issue. Recently, citizen's assemblies have been suc-
cessfully used in the local governance of e.g. Paris (OECD, 2020). In the context of tourism, we envision citizens' assemblies as a
way to engage diverse perspectives in complex platform governance related issues, e.g. the design features of platforms or the
impact of platforms on local communities. A citizens' assembly can enable deliberation on the ethical, social and economic impli-
cations of intended changes to the platform, as well as highlight possible alternatives. A process rooted in the principles of par-
ticipatory design can foster trust and legitimacy in the platform by ensuring that participants are representative of the affected
population and that their views are valued and considered.

To leverage citizens' assemblies for platform governance in tourism, a novel conceptual framework, Deliberative Governance
for Tourism Platforms, is developed, drawing on the principles of participatory design, Power-Dependance Theory and the citizens'
assembly approach (Fig. 1). The framework illustrates key considerations for deliberative governance across three axes: 1) the de-
gree to which decision-making power is shared between the platform and the local community, 2) the timing of deliberation in
the design cycle (from initial concept to production), and 3) the platform's size.

Issues of deliberation could range from high complexity and social impact to low complexity and impact. Examples of high-
complexity issues could be e.g. platforms' use of AI, approach to data portability, or the socioeconomic impact of the platform
on local community, while examples of low-complexity issues might be dispute resolution, minor updates to existing features
on the platform, or changes to user experience. Depending on complexity of the issue, deliberation should include diverse stake-
holders, e.g. tourists, local residents, DMOs, businesses and employees, and vary from one round to several rounds of deliberation.

We call tourism researchers to use, refine and expand our conceptual framework, and to also experiment with concepts that
are more inductive than those proposed in conventional governance literature. How could deliberation stem from platform users
or impacted stakeholders, e.g. through the mediation of DMOs or labor unions? How might this impact the deliberation process
and legitimacy of outputs?

Given the platformization of tourism (Capineri & Romano, 2021), the sector presents an important use-case for novel gover-
nance practices such as citizens' assemblies. Thus far, tourism platform governance research has mainly looked at individual plat-
forms or types of platforms (Aguilera et al., 2021). We argue that tourism research on governance should move towards a more
comprehensive view on platform governance. By putting forward a novel conceptual framework, we hope to spark new ap-
proaches for analyzing different forms of platform governance in tourism. To that end, it should be noted that citizens' assemblies
are not the only way to involve stakeholders in policy-making processes. There are other alternatives that can suit different con-
texts, objectives, and challenges, e.g. citizens' juries or digital juries (Fan & Zhang, 2020).
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