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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

In the context of significant development of guided and self-guided tourist visits, tourist service
providers which offer these need to implement a quality service approach in order to improve the
confidence and satisfaction of their visitors.

Some potential benefits of the organization of tourist visits include:

promotion of the identity and culture of a destination through the enhancement of a
alternative;

new tourist

fecovery through industrial tourism can represent the beginning of a new tougist
¢ompletely different from the traditional activity;

investment returns;

lestimony of an era;

a common project of building the future from the past,)generating a sense of be
ferritory;

generation of added value, giving significance to a site, trade or product.

economic revitalisation of areas affected by factory closures and job losses in whjch heritage

velopment,

feuse of heritage sites, sometimes endangered, preserving them as tourist\destinations seeking
festoration and enhancement of architecture, both for its aesthetic value and for constituting the

j;eveloping links between people, their heritage, their history and landscape, through garticipation

onging to a
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INTERNATIONAL STANDARD 1SO 13810:2022(E)

Tourism and related services — Visits to industrial,
natural, cultural and historical sites — Requirements and
recommendations

1 Scope

This[document establishes general requirements and recommendations for service providgrs that offer
guided or self-guided visits in order to enable visitors to learn:

— about the characteristics of the cultural, historical or natural value of a tourist'site; or

— lhow a service, an activity or a product is developed now or was developed’in’the past (i.e industrial
fourism).

This|document applies to tourist visits and related services, facilitiesy equipment and opdrations that
can dffect the quality and safety of the visit and/or the experience of-the visitors.

This|document does not apply to natural protected areas for which ISO 18065 applies, or tq recognized
musgums.
2 Normative references

Therge are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms and definitions apply.
ISO gnd IEC maintain terminology databases for use in standardization at the following addresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia: available at https://www.electropedia.org/

31
museum
institution legally recognized as such, open to the public, which acquires, conserves,|researches,
communicdtes and exhibits the tangible and intangible heritage of humanity and its envifonment for
the purposes of education, study and enjoyment

3.2
industrial tourism

type of tourism based on a visit service (guided or self-guided) which enables the visitor to learn about
the development, process, background and history of a product or a service

Note 1 to entry: Industrial tourism relates to living industry or industrial heritage sites.

3.3

tourist visit

activity aimed at providing knowledge to visitors regarding the special characteristics of the site (e.g.
background, history)

Note 1 to entry: Tourist visits can be guided or self-guided.

©1S0 2022 - All rights reserved 1
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3.4
service provider
person or organization that offers tourist visits and related services

3.5

accessibility

extent to which products, systems, services, environments and facilities can be used by people from a
population with the widest range of user needs, characteristics and capabilities to achieve identified
goals in identified contexts of use

Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.

[SOURCE: IS0 21902:2021, 3.1]

4 General requirements

4.1 Genefal

The service| provider shall inform visitors of the details of the guided and/ebp self-guided visit| The
service proyider shall also:

a) define the itinerary of the visit, as appropriate;

b) define the appropriate number of visitors per visit;

c¢) provide|clear and accurate information about the visit;

d) define gnd put into practice the courtesy rules for the:staff (e.g. how to welcome visitors);
e) follow the visit schedule;

f) ensure the safety and security of visitors;

g) addresgthe accessibility needs of visitots with disabilities as far as practicable.

In the case of visits to living industry, theservice provider should ensure that the production of products
or the servige provision is not compromised.

4.2 Staff

4.2.1 Genleral

The servicg providér)shall identify and document the organizational chart, job descriptiong and
required skills ofithe staff.

There shall pé-a person responsible for measuring and monitoring visitor satisfaction.

4.2.2 Training programme

A training programme shall be designed, implemented and periodically reviewed by the service
provider to improve staff competence, according to the needs. The training programme shall include:

a) atraining or orientation period after recruitment of the new member of staff, according to each job
position;

b) courtesy rules for staff in contact with visitors;

c) safety and security instructions, including emergency training (e.g. what to do in an emergency,
evacuation plan) and basic life support (BLS) or first aid training.

2 © IS0 2022 - All rights reserved
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Other training content, such as environmental good practice, hygiene, IT skills, time management,

fore

ign languages and sign language, can be considered.

4.2.3 The guide

The

a)
b)

5

5.1
The

guide shall:
have adequate knowledge of the destination and the features of the site;

be aware of the information to be transmitted to visitors;

skills and in
rity, visitor

the management of unplanned situations and emergencies (e.g. related to safety, séc
hehaviour);

be easily identifiable by the visitor (e.g. using a badge or uniform);
be audible and friendly;

ollow the itinerary regarding schedule, content and duration; ‘adapting the spg¢ech to the
¢haracteristics of the group (e.g. experts, schools);

iinvite visitors to ask questions and be capable of answering them.

$ervice requirements

Information and communication

service provider shall provide informatief’on the visits and related services provided. This

information shall be up-to-date, clear and complete, and should be offered at least through a website

(the

who pre visually impaired).

The
a)
b)
c)
d)
e)
f)
g)
h)

1
j)
k)
D)

m)

prganization's own or otherwise), provided in accessible formats (e.g. easily accessiljle to people

following information shall be provided to the visitor in written form:

etails of the service provider, including name and contact details;
rief information about the facilities where the visits are carried out;
bjectives pursued during the visit(s);

isit(s) offeréd-and type (guided, self-guided or both);

isit(s) duration;

aih.dspects, contents, spots of the visit(s);

minimum and maximum number of visitors per visit (when needed);

limitations or restrictions, if any (e.g. health and safety risks, children not admitted, not
recommended for pregnant women, not recommended for people without good physical condition);

accessibility conditions;

timetables and frequency of the tourist visits, as well as service hours;
price(s), including additional services;

languages in which the tourist visits are offered;

booking conditions (if applicable) and procedure;

©1S0 2022 - All rights reserved 3
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n) cancellation policy;

0) accepted payment methods;

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

q) safety instructions;

r) specific clothing needed or recommended for the visit, if applicable;

s) information about the objectives pursued during the visit;

t) the respomnstbitity of visttorsfor-thepreservatiomrof thetirdustriabmaturalcutturat-ortristy

site, wh|

There shall
mail, teleph
responded t
the means b

The service
additional i
language. T]

— telepho
commel
welcom|
guided {
informdg

At least the

5.2 BooK

If reservatig

en applicable.

be at least two different means by which the visitor can contact the service provider
pne, website, social media). The service provider shall define how visitors.‘enquirie
p through the different available means. Responses shall be provided promptly and thr
y which the enquiry was submitted.

provider shall define, depending on its target, the foreign language(s) to be used 4
hformation and/or guided visits shall be provided also in a‘commonly spoken fo
1is should apply to:

he support;

cial information;
e,
ours;

tion material.

basic information about the visit andthe site to be visited shall be in a foreign languag

ing

and should follow the recommendations established in Annex B.

In any case
days. If the
information|
adequate de
for the visit

The service

the service pravider shall reply to the customer’s booking request within two wo
booking is cenfirmed, the reply shall be in written form and shall include the follo

velopment)of the tourist visit (e.g. location, accessibility conditions, specific clothes ne
arrivaltime, specifications for groups).

pteyider shall issue a receipt when the visit requires a fee. This receipt shall include t

yrical

(e.g.
5 are
ough

nd if
reign

ns are accepted, the bogking process shall conform to the requirements defined in Ani

rking
wing

as a minimum: confirmed number of people, price and other relevant information for the

eded

axes,

when appli

bie, asweltas the marme of the orgamnization by Wiont the Teceipt s issued:

5.3 Visits

5.3.1 General

The service provider shall determine the itinerary of the visit, depending on its typology (staffed, self-
guided or both) and the way the visit is provided (e.g. vehicle, walking). The safety, security and quality
of the visitor’s experience shall be considered in this regard.

If the service provider adapts the visit in the event of unforeseen circumstances (e.g. weather,
restrictions, limitations), the visitor shall be informed as soon as possible of the changes, including the
amended time of the visit (if applicable).

© IS0 2022 - All rights reserved
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The contents provided during the visit can be given either through the guide, through different
informative and technology means (e.g. interpretive panels, quick-response codes, mobile applications,
room cards, leaflets, display boards, 3D technology, videos) or through a combination of these. The
contents of the visit shall be adapted to the type of visitors.

If the service provider offers the visitor devices such as audio guides, earphones or tablets, the conditions
for their use (e.g. price(s), duration, instructions for use, caution) shall be defined. The retention by the
service provider of passports or official identification documents of the visitor should be avoided.

Any equipment given to the visitor shall be clean, hygienic and well maintained.

The cantent of the visit shall be documented

5.3.2 Visitintroduction

The Information provided at the beginning of the visit shall include the following:
a) introduction of the guide, where applicable;

b) Ill‘esentation of the site to visit;

c) general information about the visit: pursued objective of the visit; development and dufation;
d) gafety and security rules;

e) Trestrictions during the visit (if applicable).

The gervice provider shall facilitate means for the self-guided visitor to follow the itinerary] (e.g. map).

The Visitor shall be informed about the potentialirisks of the visit. In this regard, the servjice provider
can rlequest the visitor to sign a form prior to thevisit.

5.3.3 Development of the visit

The service provider shall define if visitors in groups shall be identified (with tags or oth¢r means) in
order to facilitate the control of the group and/or reduce the existing risks of the visit (if any). In guided
visit$, the guide shall be responsible for controlling the group.

The service provider shall-define the way to facilitate the flow of visitors and combine th¢ visits with
the groduction activitieS-ifapplicable (e.g. avoiding bottlenecks, groups crossing with each other).

The yisit shall, depending on the site:

a) follow alogi¢al progression;

b) give visitors a good understanding of the subject and its context (e.g. giving a historicpl or human
ontext, explaining all the production stages and technical operations, explaining the|present-day
hallenges of the activities or sites);

c) enable visitors to have the opportunity to ask questions in guided visits.

The itineraries for self-guided visits shall be completed with information about the resources visited.
Furthermore, the visit should include physical and/or digital resources (e.g. QR code, audio guides) in
accessible formats, where appropriate.

5.3.4 Closure of the visit

If visitors are provided with devices to follow the visit (e.g. audio guides, earphones, tablets), they shall
be told where to return these. Visitors should also be informed if there is a sales area (e.g. gift shop).

The service provider shall give visitors the opportunity to express their feedback about the service, in
order to evaluate it, for example through satisfaction questionnaires, social networks or visitors' books.

© IS0 2022 - All rights reserved 5
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6 Facilit

6.1 Gene

:2022(E)

ies and equipment

ral

All spaces and facilities used by visitors (indoor and outdoor) shall be clean and well maintained.

The service

provider should consider sustainability and accessibility issues.

NOTE [SO 23405 and ISO 21902 can be used in this regard.

6.2 Signage and access to the site

The site shall be signposted. The signage posts shall be well maintained and signs shall be legibl¢ and
consistent with the graphic charter of the site.

The signage|should use internationally recognized graphical symbols and be at least in the langudge of
the countryjand the languages most commonly spoken by visitors.

NOTE ISP 7001 specifies graphical symbols for the purposes of public information!

6.3 Parking facilities

If there is a| car park for visitors, this shall be signposted and indicated. There shall be car parking
places for p¢ople with disabilities near the entrance and these places shall be signposted.

If group visits are accepted, a car park for coaches should be offered. If this is not possible, the sefvice
provider shall offer information about coach parking possibilities.

Undergrourﬂld closed car parks as well as open-air car parks shall be lit when visits are often proyided
after twiliglt.

6.4 Toilets

The site shalll have toilets for visitors, equipped at least with the following: washbasin, soap (not qolid)
or sanitizer,|WC, toilet paper, paper towels or hand dryer, hanger, bagged covered bin and mirror.

If the site is faccessible to people with.disabilities, there shall be accessible washroom and toilet facilities,

including an

6.5 Areas
The site sha
a)
b)
<)

clear an
informd

seating

6.6 Sales

accessible stall, if appropriate, and an accessible urinal, if appropriate.

s visited
|1 have:

d visible signposting and marking out (e.g. with ropes, visitor lanes, barriers);

tion related to health and safety rules relevant to the visitor;

along the route, where appropriate.

area

If there is a sales area, the products for sale should be consistent with the subject of the visit.

This area shall fulfil the following requirements:

a) the shop shall be well laid out and tidy;

b) the shop shall have storage areas for products;

c) products for sale shall be well presented;

© IS0 2022 - All rights reserved
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prices shall be visible;
methods of payment shall be displayed (e.g. accepted payment cards);

purchase return policy shall be displayed.

Local products should be available, where appropriate.

7

Safety and security

The service provider shall identify and assess the possible risks related to the visit and establish the

meagures to minimize these risks. This identification shall include the protection of natura
histdrical heritage or industrial know-how. Visitor profiles shall be considered in the Fisk
and measures.

The resulting assessment of risks shall determine:

a)
b)

c)

d)

Furthermore, the service provider shall:

NOTH ISO/PAS 5643-can be consulted in regard to Covid-19 safety measures.

8

Therg shall'he'a mechanism for receiving feedback from visitors to be used in order to impr
service.

the visit itinerary, including restricted areas and signposting;

the use of specific equipment by visitors, supplied by the serviceprovider (e.g. hel
masks, security shoes) or belonging to the visitor (e.g. sunscreenjwater, cups), during

festrictions or limitations during the tourist visit, physical~0r otherwise (e.g. use of d
phones);

tthe emergency procedure that shall be documented and communicated to staff.

ave a civil liability insurance covering the visit activities and related services provide
ave a first aid kit for the use of visitors;
isplay the appropriate emergency.pHone numbers;

isplay the safety instructions, including the evacuation procedure and the procedur
¢mergencies;

Uise an appropriate vehicle for the visit, when applicable.

Visitor feedback

, cultural or
assessment

mets, plugs,
he visit;

ameras, cell

=

P to react to

ove the visit
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Annex A
(normative)

Factors to be considered in the design of the tourist visit

Table A.1 lists the factors that shall be considered and communicated when setting up the tourist visit.

The informdtion shall be accessibie to peopie with disabilities.

Table A.1 — Factors to be considered

Elementg of a tourist visit Issues for consideration and items to be defined
a) Commegrcial name for the
service
b) Details|of the service pro- |Corporate name, address (postal and web), contact-details (i.e. e-mail, tqle-

vider phone).

User satisfaction, knowledge obtained on product history or impact of a
activity.

=)

c) |Objectives pursued

Target audiences, such as:
— general public (individuals), groups (e.g. tourist agency, associationg);
— schools and student population;
— professionals;

d) |Targetfustomers and users o )
— opinion leaders, (€)g. VIPs, press trips);

— companies and institutions (incentive trips);

— families with children;

— people with disabilities.

Elements such as:
-~/ guided or self-guided visit;

— tasting products;

N Content included inregular | _  experiments;
service
— shop and other optional features (e.g. souvenir photos);
— educational visits and/or activities;
— tailored visits: service defined according to customer requests.
f) Additional offer Parking facilities, shop, events, cloakroom.
g) |Service duration Define the duration for each type of visit.
h) Minimum and maximum Define a minimum, if required for providing the service, and a maximum

number of visitors number of users per visit.

Define if visits are arranged around the clock or if they are scheduled at
specific hours.

Timetables and frequen-
i) |cy with which service is
provided

Define if the facilities are open at the weekend or on bank holidays (recom-
mended).

The opening times should be adapted to the local tourist activity and/or,
when applicable, to the company's activity.

8 © IS0 2022 - All rights reserved
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Table A.1 (continued)

Elements of a tourist visit

Issues for consideration and items to be defined

j) | Accessibility conditions

Define the accessibility of the facilities for all (pre-arrival arrangements, car
parking, arrival, signage, main entrance and reception, toilets, conference
and meeting rooms, restaurants and the visit).

Visitor information and
k) |educational support (if
applicable)

Information devices, educational cards.

Current prices, including

Prices per person for all services offered, including special discounts depending
on age brackets, groups, unemployed status, large families, students, retirees,

vices are offered

1) additional services repeat visitors, people with special needs.
Display services and tax.
] ) Identify which languages are most relevant for users.
Languages in which the ser- o ) o ) ] )
m) At least the basic information about the visit shalhbe provided in a foreign

language.

n) |Restrictions for visitors

These can include:
— obligation to follow the guide;

— not getting separated from the group;

— minimum age;

— the need for children to.be accompanied by an adult;
— aban on taking phetos or making videos;

— restricted access'to certain areas;

— restrictions related to pets (allowed or not);

— healthirestrictions (e.g. exposure to noise);

— acdessibility limitations.

Booking conditions and
procedure

0)

Define conditions and procedures, such as:

~— time limit for booking;
— forms to be used in the booking process;

— details and documents requested from visitors (including contact
details);

— other details that are necessary in order to define visitor prjofiles;

— channels for making and confirming bookings, such as telg¢phone, post,
e-mail or online;

— fimancial conditions in order that a booking can be contirmed (e.g. credit
card as guarantee).

p) |Cancellation policy

Define issues such as:

— time limit for cancellation;
— conditions for refunding advance payment;

— replacement of services.

q) |Accepted payment methods

In the case of an online payment, the service provider should offer a secure
payment platform.

Indicate if any other means are allowed.

Location and access de-
scription

Public transport, road access, car parks. If there is no car parking area, the
nearest public car park shall be indicated.

© IS0 2022 - All rights reserved
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Table A.1 (continued)

Elements of a tourist visit Issues for consideration and items to be defined

Define the accessibility of the facilities for all (pre-arrival arrangements, car
parking, arrival, signage, main entrance and reception, restrooms, confer-
ence and meeting rooms, restaurants and the tour).

Conditions for accessing the
facilities

10 © IS0 2022 - All rights reserved
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