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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

Activities or visits to living companies and industrial heritage are two different and complementary
realities of industrial tourism. Industrial tourism corresponds well to expectations tourists today, who
look for authentic experimentation, original discovery and individual improvement through learning.
The consumer is more proactive and wants to participate in the design of his own travel experience.

Understanding how a machine works, tasting a speciality or discovering the steps to make a particular
product are examples of this type of tourism, which addresses customers who want to be better
informed to make their own choices. Industrial tourism has the potential to generate unique experiences,

““““““““““““
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In a ¢ontext of significant development of industrial tourism activities, professionals need tp implement
a quality approach for their services, giving them greater visibility and improving|the cpnfidence of
visitprs. Increasingly, the visit organizer will not be the company itself but an intermediary. The aim of
this International Standard is to provide a list of service quality commitments, @ommon to gll industrial
tourism sites, independent of type of service provider or the technical characteristics of the|related site.
The gervice provider’s decision to receive visitors can be motivated by varipus reasons.

For the living industry, some of the benefits can be:

— promotion, by creating a new showcase that can help to create or enhance the brang image and
¢ontribute to customer loyalty and that associates a satisfying experience to the company;

— diversification of the core business of the company by~ creating new business lines;
— generation of added value, giving significance to.d.trade or a product;
— I:arketing, by opening a new sales channel.tg’sell more quantity to a different public;

arket research, by having direct and imimediate contact with customers and receiving first-hand
their reaction to the product;

— {ransparency of processes, sharing knowledge with others;

— gtaff motivation, more identified with the values of the company through the integration in a
¢ommon project;

— gtaff pride from therecognition of their work.

For the industrial heritfage, benefits can seem less tangible, but appear more global:

— promotion ofthe identity and culture of a destination, through the enhancement of ajnew tourist
Iternative;

— ¢conomic revitalisation for areas affected by factory closures and job losses: the heritgge recovery
danrepresent the beginning of a new tourist development, completely different from thg traditional
activity, in which tourism becomes the main driving 10T Ce;

— reuse of a patrimony, sometimes endangered, preserving and assigning it a tourist exploitation
which also seeks investment returns;

— restoration and enhancement of industrial architecture, both for its aesthetic value and for
constituting the testimony of an era;

— developinglinks between people, their heritage, their history and landscape, through participation in
a common project of building the future from the past, generating a sense of belonging to a territory.

This International Standard covers a set of targets whose scope goes beyond strictly touristimplications.
This International Standard is intended to encourage the implementation of industrial tourist activities,
offering indirectly the service provider an action guide that highlights the critical elements to consider
in a project of this nature.
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Tourism services — Industrial tourism — Service provision

1 Scope

This International Standard establishes general requirements for industrial tourism offered by service
providersintending to transmit knowledge of production, scientific and technical activities, both present
and past, based on processes, know-how, products or services.

The requirements in this International Standard are applicable to all the services of indust
(visits and additional offer), dealing with living industry, industrial heritage, or a combina
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visit

ing the facilities and equipment related to such services, as well as their interndl ope

[erms and definitions

he purposes of this document, the following terms and definitions apply.

pany visit

b to active production sites (2.6), which may be industrial, commercial, agricultural,
ce sites

1 to entry: If the production site is not accessible forsafety reasons, the visit can be to a discovery

P to entry: The term “factory tour” can also/be used for “company visit”.

ble and intangible assets used in the past to execute production activities or deliv
monies of industrial cultureswith a historical, architectural, social, technological or sci

1 to entry: Examples of tangible assets are industrial landscapes and sites (2.6), buildings an
shops, mills and factoriés, mines, warehouses, power plants, transport and social related
ng, religious or education centres), monuments, artefacts or documents.

2 to entry: Exdmples of intangible assets are working memory, processes, know-how, lifest
tions or cultural expressions.

and activities to a site (2.6) allowing visitors (2.7) to understand processes and know-ho

hical specifications regarding tools and equipment used in these services)dre excluded.

rial tourism
tion of both,
ration.

'raft men or

y area nearby.

ler services,
entific value

d machinery,

Facilities (e.g.

yles, working

w belonging

to th
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living industry
active entity operating production, scientific or technical activities

EXAMPLE

Note

2.5

Factories, laboratories, handcraft, farming, services.

1 to entry: Production activities include both goods and services.

service provider

legal entity responsible for delivering industrial tourism (2.3) services
EXAMPLE Company, corporation, firm, enterprise, public or private institution, association, charity.
© ISO 2015 - All rights reserved


https://standardsiso.com/api/?name=aac9c7ec84b96ae3b83a09a75178f0d9

ISO 13810

Note 1 to entr

2.6
site

:2015(E)

y: Production activities include both goods and services.

defined area where the industrial tourism (2.3) service is provided

2.7
visitor

person given access to the industrial tourism site (2.6) in order to benefit from its services

3 Gener

3.1 Gene

The service
accessibility

The visit sh4
educational
service proy
or oral pres

3.2 Comy
accessibilij

3.2.1 Seci

3.2.1.1 Py

An investig

]l requirements

ral

provider shall pay particular attention to security, health and safety, environment
when fulfilling its tasks and services.

111 be the main content of the service. The inclusion of complementary offers is optiona
activities, events). When direct learning about the production precess is not possible
ider shall guarantee the visitor the possibility of learning about it via other ways (e.g. v
bntations, simulations, controlled experiments, demonstratiegns).

)liance with principles of security, health and safety, sustainability and
ty

irity, health and safety

otection of intellectual property and know-how

htion or an analysis shall be carried-out at the site in order to identify risk areag

sensitive paints.

Measures sh
selectio
selectio
selectio
selectio

selectio

all be taken concerning:
n of the areas/route;
n of the information provided;

n of the guide;

E

/identification of visitors (if necessary);

of equipment tolerated on site for visitors (e.g. cameras, cell phones).

and

(e.g.
, the
isual

and

3.2.1.2 Visiter’s safety

On site, the service provider shall ensure the following:

display

presence of a first aid kit at the reception;
presence of a written emergency procedure;

compliance with, and knowledge of, the safety rules by staff on site;

of the safety instructions;

presence of emergency telephone numbers at the reception;

presence of person in charge of safety when necessary.

© ISO 2015 - All rights reserved
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The service provider shall also:

— take steps to ensure personal protection (e.g. no-entry areas for visitors, appropriate signs, marking
out hazardous areas, and specific equipment for visitors, such as masks, helmets, security shoes or
specific cloth);

— make the necessary applications and obtain appropriate assurance regarding admission of the
public (taking out civil liability insurance for admission of the public);

— i

nform visitors beforehand (orally or in writing) about the safety rules;

— have a professional first aid kit in each site where hazardous work takes place.

3.2.1
Duri

NOTH
Haza

The 1

3.2.2
Advi

3.2.3

Geng
prov
cons

4

4.1

4.1.1
The {

—

.3 Health protection
hg tasting, the products offered shall comply with appropriate standards.

Agro food and pharmaceutical companies are required to comply with the'iriternational
d Analysis Critical Control Point (HACCP) standards.

ervice provider shall ensure visitors are able to wash their hands\before and after tas

Sustainability

Ce on sustainability aspects is included in Annex A.

Accessibility

ral accessibility information should be provided as basic information. The service pr
de information about the accessibility uponTtequest. All types of disabilities should b
deration when designing the service proyision.

bervice quality
Design of the service

Public or commer¢ial characteristics requirements
ollowing publiec.aidd commercial characteristics shall comply with the requirements of

ommercialname for the service;

etailswofithe service provider in charge;

bjectives pursued;

y recognized

ting.

ovider shall
e taken into

Annex B:

— target customers and users;

— content included in regular service;

— additional offer;

— service duration;

— minimum and maximum number of visitors;

— timetables and frequency with which service is provided;

— visitors’ information and educational support;

— current fees, including additional services;
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languages in which the services are offered;

restrictions (safety-related or otherwise) for visitors while the service is being provided;
booking conditions and procedure;

cancellation policy;

means of payment allowed;

location and access description (e.g. public transport, road access, parking facilities);

conditi

4.1.2 Inte

In addition,

identify
instruct
booking
commu
assessn
visitors
areas re
human

staff idd

4.2 Prom

4.2.1 General

The service]
services def

Regardless
offered serv

NOTE V4

£ - =l L - LE 1.1 1 - 1.1 | 1.0
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rnal services recommendations

ing visitors’ needs, expectations and satisfaction;
ions for service provision;

service instructions;
hication tools and channels;
lent tools;

equipment;
lated to the service provision;
Fesources and skills;

ntification.

otion and communication

ined (see 4.122);

the following internal service recommendations should be taken into consideration, as
referred to in Annex C:

provider shall\ibiplement promotional and communication actions on the basis of the

bf how if.is' provided, the promotional and commercial information publicized aboult the

ices shall be truthful, clear and always up-to-date.

rieus communication and visual media can be used (e.g. press, radio, television, internet) at va

levels (e.g. lo

dl, regional, national, Internationalj, as appropriate to the requirements or tne Site.

The information should include further details, such as local or regional tourist sites or services.

4.2.2 Promotional tools

rious

The service provider shall ensure that information on its industrial tourism services is featured on
the internet, e.g. by participating in local, regional or national promotional websites, although it is

recommend

The website

ed to use its own website.

should be:

— user-friendly;

4

easy to access (e.g. using search engine optimization).
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Booking and contact

4.3.1 Booking process

The booking process shall comply with the characteristics defined in Annex B and should also meet
recommendations of Annex C.

In any case, the booking process shall allow for the following:

— reply to the request made by a customer within 48 working hours, with a formal notice stating

A wriitten confirmation of the booking shall:

4.3.2 Contact

The
shal

Answers shall be flexible and adaptable (e.g. providing alternative suggestions). In the case
the answer shall repeat the data (date, number of people, arrival time, prices, options).

The s

also
mac
can

The

The s

4.4

4.4.1 Welcome

The

reception of the request;

the reply can be a confirmation or rejection of the request or the estimated déad
fesponse to offer customer information on the conditions regarding the accessibility o
fequested, if required.

Ibe accompanied by documentation relating to the site;

give the date, the number of people, category (e.g. individual, group, Company, agency, ¢
gchool party), the arrival time, contact details of the person responsible in case of a groy
any other necessary data.

gdnswers regarding opening times, pricing conditions} access information and contents g
l|be clear and accurate.

ervice provider shall answer the telephone quickly (preferably no more than four ring
1se a queuing system with music@ra voice server for calls waiting. If the site is closed, th|
hine shall respond after five rings. The opening times shall be given in the telephone me
tlefer to the website (if applicable).

identity of the service provider and the name of the speaker shall be given in the openi

ervice provider shall provide visitors with a receipt, if appropriate.

Service prevision

weéleome shall take place in the reception area (see 5.5).

line for the
f the service

oach driver,
p, price, and

fthe service

of booking,

rs). It should
e answering
ssage, which

ng phrase.

There shall be a designated space for welcoming users close to the place where the visit is scheduled
to start. This area shall be permanently manned during the opening hours for visitors. Visitors shall be

give

n introductory information, including the following:

presentation on the service provider;

general description of the service provided (e.g. places that can be visited, contents, duration);

health, security and safety guidelines and behaviour recommendations (and provide visitors with

any necessary health and safety equipment);

explanation of special conditions and limitations;

articles that shall be respected and returned (e.g. audio guide, tags, educational support);
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details on the waiting time during busy periods and the start time of the visit;

direction to a person responsible for the tour in the case of guided tours.

Visitors should:

— be identified with some kind of sign (e.g. coloured tags);

— be given a map and/or a guide of the visit (if available).

4.4.2 Visi

t conditions

The site shalll provide a rational flow of visitors, in particular in companies, in order to avoid cto

production

NOTE ES
jams, or too 1

When neces|
In the case (
visits sh

the site

individy

lows. The requirements in 4.1.1 shall be fulfilled.

amples of situations to be avoided include bottlenecks, tour groups crossing one @nother,
hany people in one room.

sary, visitors should be split in different groups.

f a company visit:

ould be organized during the production periods when possible;
should be open at least half a day during the week break

lal visitors should be admitted.

4.4.3 Content of the visit

The visitshd
know-how 3
surrounding
tasting, exp

Before the st
The visit sha
follow 4
give vis
giveah
actively]

explain

llinclude some explanation about the industrial activity (background of the visit, knowl
nd techniques, products or services, eg, a short introductory video) in the context

s, as well as the production process. It also should allow for individual experienceg
brimentation, hands-on activities,workshops.

art of the visit, visitors shall be reminded of any access restrictions and the content of the
1l also:

logical progression (main theme);

tors a good understanding of the subject and the business sector;

storical or.Jidiman context;

engagevisitors’ senses and involve them;

thé present-day challenges of the activities (economic, social and environmental factof

5sing

raffic

bdge,
Of its
, e.g.

visit.

explain

all the production stages and technical operations;

give the visitors the opportunity to ask questions.

In the case of a company visit, a talk by a member of the staff, controlled by the guide, should be offered.

4.4.4 Guided visits

4.4.4.1 General requirements

When applicable, the service provider shall appoint one or more guides to accompany visitors during

the service.

The service

6

provider should document the guidelines of the guided visit.
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4.4.4.2 Requirements for the guides

The person performing the role of guide shall:

Before the visit, the guide shall:

During the visit, the guide shall:

NOTH This is particularly important when.the visitors are schoolchildren or minors, or wh
inclugles people with special needs or disabilities.

4.4.3 Self-guided visits

If applicable,xthe site shall offer information material, e.g. audio guides, videos, slide sh
boarfs, leaftets, models, room cards, quick response codes (flash code), mobile applicationg.

This information material shall he:

be easily identified (e.g. using a badge, uniform);
be appropriately dressed according to the visit site;
be aware of the goals of the visit and the information to be transmitted to visitors;

be trained and experienced (especially in communication skills);

311 3 1
It! dUudlipic alia 1ricmdty,

e capable of answering questions: if a question is asked and the guide does not have'th
knowledge to answer it at that time, the guide shall try to provide this information late

lhave a good knowledge of the local area and be able to advise visitors on other visits.

yerify whether the production equipment displayed is operational)if‘applicable;

ensure that the information equipment is operational (e.g. audio guides and videos).

yelcome and say goodbye to visitors in a friendly way;
introduce him/herself to the visitors;

¢ontrol the group from the beginning to the\€nd of the visit;

follow the visit schedule, regarding content, explanations and duration;
g¢ncourage an atmosphereof trust in the group and invite visitors to ask questions;
¢nsure that visitors understand;

ddaptexplanatiopand tourtothedifferenttypesofvisitors (e.g.school parties, seniors, pr

e necessary
)

en the group

bfessionals).

bws, display

helpful;
clean and in good condition;
legible and clear;

up to date.

Visit support material should be:

be available in at least one foreign language;

be varied;

© ISO 2015 - All rights reserved
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— beadap

4.4.6 Con
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ted to children/young people, when appropriate.

ted to disabled people, when possible.

clusion of the visit

A farewell shall be given to visitors. When applicable, there shall be a reminder to return equipment.

A kind gesture is advisable at the end of the visit, e.g. tasting the site’s products or handing out samples
(if available).

The service

in order to €

4.5 Comy

valuate it (e.g. satisfaction questionnaires, visitors’ book).

)lementary offer

4.5.1 Educational visits

If admitting

— appropy

— educati

school groups, the service provider should offer:
iate interactive guided tour;

bnal tools connected with the activities of the site;

— explanations adapted to the age of the school group;

— adedicd
— educati
In the case
— discuss

— inform4g

ted space suitable for school group;

bnal material available on request.

fa visit to an active entity, this should include:

on between the school group and a member of the staff;

tion on the opportunities of training courses or internships (if available).

4.5.2 Educational activities

A schedule f
The training

The training
schedules, t

The methodology/should match the potential targets of the activity and should be aimed at mak

or the activity should be drawn up specifying its theoretical and practical contents.

 goals should be‘defined, as well as the means of verification, where applicable.

metables; support materials used, etc.

enjoyable, e

hsuring participation and hands-on learning.

by methodology should be described regarding educational tour coordinator behaviour

vrovider shall give the visitors the gpportunityv to express their gpinion about the service
r [=] rr 4 r r 4

and

ng it

The service provider should draw up guidelines for the behaviour of the educational tour coordinator, in
order to be able to verify that the activity is carried out properly.

The service provider is responsible for supervising the activity carried out (either it is performed in-
house or outsourced) and for verifying that it matches the specified schedule.

The educational tour coordinator shall have the necessary knowledge to provide correct replies to any
questions asked by participants. They should have skills in order to:

— motivate learning and increase the awareness of participants, depending on the goals defined for
the educational activity;

— behaveinanempatheticmanner, matchingthe training to people’s specific characteristics and situations;

© ISO 2015 - All rights reserved
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— explain the training contents in a clear and organized manner;

— make the educational activity enjoyable and promote participation and hands-on learning.

The participants’ opinion should be checked by the supervisor once the educational activity is over.

When educational activities are intended for schoolchildren, the timetables should be scheduled to be
compatible with the school year.

The material used should be in good condition, easy to use and reviewed to ensure that it complies with

the a

bove recommendations.

Whe
infor

5.1

The
that

The s

Acce
in on

The s

5.2

Ifac
NOTH
The

NOTH
[tis 1
—

— 1

i participants are accompanied Dy a person in charge (e.g. a teacher), the person 1n,cH
m them in advance about the expected behaviour before, during and after the educatit

Facilities and equipment

Signage and access to the site

bervice provider shall contact the competent authorities in order'to install signage in
s comprehensible, clean and in good condition.

ignage should be consistent with the graphic charter of thesite.

5s shall be consistent with the information sent to visiters. The site should ensure that
line geolocation tools, e.g. global positioning system (GPS) tools.

ite may have an outside information sign, giving basic information, e.g. opening times

Car park
hr park is available, it shall be in goed-condition and clean.
1  Acleanliness criterion can be'régularly emptied bins.
rar park shall have areas reserved for visitors, when possible.
2 The car park can/be apublic car park (free or paying).
ecommended that:

rehicle parking'is indicated;

arKing areas reserved for coaches and two-wheeled vehicles are indicated;

here is d'gliick drop-off point for coaches near the entrance (no more than 100 m away);

arge should
nal activity.

the vicinity

tisincluded

prices.

: 111 1 1 PR |
— UlxdbICU PdIRIITE dI'€dS dI' € HHIUILdicy,

— access to the car park is made easy;

— there is adequate lighting.

5.3

Toilets

The site shall have toilets accessible to visitors. The toilets shall be hygienic and well maintained.

5.4

Private environment of the site

The immediate surroundings of the site shall be clean and well-maintained.
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The following should be maintained in good condition:

— Dborders;

— green areas,

— the front of the building;

— windows;

— doors;

— outdoor

L e Lol gl - Y
TUriturc i ticrc1s dily j,

— outdoor signs (if there are any), e.g. arrows and markings on the ground.

In addition the private environment of the site should:

— be enhalnced;

— havead

— limitas

pquate lighting (if there is night-time access);

much as possible any type of visual, auditory and olfactory nuisance;

— putup g visible, legible external display on the prices and condition$ for accessing the site.

The entrande and the name of the site should be clearly visible fromithe public road.

The graphic

charter (if applicable) of the site shall be respected:

5.5 Site ¢ntrance

The site sha
In addition,

This recepti

|l have a covered reception and/or waitifig area.
in the context of admitting school.parties, the site should provide an area for picnics.

fon area shall:

— beclean and tidy;

— havede

corative elements and furniture that are clean and in good condition;

— provide|clear informatiémon the terms and conditions of the visit (e.g. timetables, prices, mef]
of paymlent, any restrictions such as minimum age, disabled persons, identity document requi

— have clgan signs/indicating the reception, the ticket office, the various services (e.g. guided t|

shop, to

— display

filets);

imformation upon areas that are temporarily closed and/or limitation of access to

hods
red);

purs,

bome

mochalllha dicanland

t flitlha qitn g d /o oo AFf oo b
par S Ol CIIC OSItC allbl/ Ul dUOSUCIICU Ul llAaJUA ILCIITS SIIdIT UC \/ll.)l_llcl)’ A\

The reception area should have:

— comfort features, e.g. seating, cloakroom, left-luggage area;

— internal signs translated into at least one foreign language (or pictograms);

— afree drinking water point;

— adispla

y case containing products made on the site (if applicable);

— awaiting area for children;

— brochures and regional products to promote the local tourist and cultural offer;
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a waste container.

and in good condition, and to enable visitors to wash their hands.

5.6

Areas visited

The areas visited shall be clean.

The site should have:

5.7

If there is a shop (or sales area), it shall fulfil the following requirements:

If there is a shop (or sales area); it should fulfil the following recommendations, if applicabl

Saleqd staff shall:

In the context of tasting products, it is important to use an appropriate area, with dishes that are clean

cpafing onthe ]nnp ofthe visit;
yisit tour marked out with ropes, visitor lanes, safety barriers, etc.;
yisible, helpful and clean signs;

4n information medium for visitors related to health and safety rules relevant for the vj

Shopping area

pening times and periods shall be consistent with the activity of the site;
the shop and its furniture shall be in a good general state of cleanliness;
tthe shop shall be well laid-out and tidy;

tthe shop shall have storage areas for products;

roducts for sale shall be well-presented;
rices shall be visible on every product displayed;

information on methods of payment shall be displayed.
gift wrapping should be available on request;
products for salesshould be consistent with the theme of the site;

the use of crédit’card should be allowed.

yvelcome customers in a friendly, polite way;

isit.

1%

be able To advise customers on the products.

Staff should be able to answer in at least one foreign language.

NOTE The service provider can choose the most appropriate language according to visitors.

© ISO 2015 - All rights reserved
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Annex A
(informative)

Sustainable development recommendations

A.1 General

In the prov
be taken int
criteria and

The list of r{
sustainable

A.2 Envil

A.2.1 Ene€

The energy

— appropi
system
timer o1

replacel

A.2.2 Wal
The waterr

installa

recover

A.2.3 Wag

The waterr

sion of industrial tourism services, the three pillars of sustainable development sh
0 account, i.e. the environmental, social and economic aspects. Clauses A.2 to A ind
recommendations for the different aspects.

ecommendations constitutes a tool to help the service provider with thedmplementati
development measures within its activity.

ronmental aspects

rgy management

management should cover:

iate thermal insulation;

for using renewable energy (e.g. wind, solar, heat recovery);
sensor system;

ment of broken bulbs by low consumption bulbs.

er resource management

bsource management should cover:

Fion of dual flush systems and restrictor valves on taps;
y and use of rajinwater.

jte management

bsource.management should cover:

selectiv|

jould
icate

on of

e waste sorting;

— priority given to the use of recycled or returnable products.

A.2.4 Built environment management

The built environment management should cover the integration of the architecture of the site in the
local environment (in the case of construction of new buildings).

12
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A.3 Social aspects

A.3.1 Social and economic accessibility
The social and economic accessibility should cover:

— special prices offered by the site to encourage access for specific audiences (e.g. young people, senior
citizens, the unemployed);

— involvement of the site in local tourism;

— Jctivities to raise visitors’ awareness of the management of energy consuniption;

— Q3ctivities to raise visitors’ awareness of selective sorting;
— demonstration to customers of the site’s environmental commitments;

— o¢perations to highlight local activities and heritage.

A.4 | Economic aspects
The fise of local human resources and know-how should consider:
— the site favouring distribution and promotional partners in the local area;

— 1ise of products from the local area (e.g. food products, cleaning products).

© IS0 2015 - All rights reserved 13
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