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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

Many tourist information offices (TIO) are run by public administrations. There are also TIOs that are
operated privately, and these ideally work in partnership with the relevant tourist authorities. The
administrations that control TIO units can apply for implementation for all units or some of them.
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INTERNATIONAL STANDARD ISO 14785:2014(E)

Tourist information offices — Tourist information and
reception services — Requirements

1 Scope

This International Standard establishes minimum quality requirements for services provided by tourist

informmatiomroffices t TTO) of any typeamd size, wiether pubticty or privatety operated; frorder to satisfy
visitprs’ expectations.

2 Terms and definitions

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

2.1
tourfst information office
TIO
orgahization responsible for welcoming, advising visitor and protnoting tourism-related adtivities

Note|l to entry: Tourist information offices are also known as tourism information centres (TIC).

Note |2 to entry: This definition is also applicable to tourist information offices operated abroaf or in other
destihation in the same country.

Note 3 to entry: Promotion can be done through brochures, leaflets and electronic supports.

2.2
visitpr
customer who contacts (in person or by other means) a tourist information office

3 S$ervice provision
3.1 | Reception of visitors

3.1.1 Location andaccess

The most appropriate location of facilities and types of service shall be established according to the
characteristies’of the destination and visitor requirements.

The T1O shall be located where there is the most important flow of tourists.

NOTE Suitable locations include the town centre, tourist sites, transport arrival terminals and main access
roads into the destination.

The TIO shall be easy to find, regardless of the means of transport used.

Access should be provided for people with disabilities.

Access to the TIO should be free of charge.

The TIO shall be sign-posted. Sign-posting shall be consistent in style and should comply with I[SO 7001.

The TIO shall be visible by means of an “i” sign placed on or in front of the building, in accordance with
local regulations (e.g. a sign or a banner). There shall be sign-posting to direct motorists, cyclists and
pedestrians.

© ISO 2014 - All rights reserved 1
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Maps and brochures published by the TIO shall indicate the TIO location.

Parking areas or nearby parking facilities shall be indicated (if available).

3.1.2 Opening times

The TIO shall define and document its opening timetable according to the number of visitors, tourist
activities and seasons.

The TIO shall indicate its opening times at the entrance, as well as on notice boards, location maps,
answering machines, destination websites (where available) and/or any other media.

Outside nor
Emergency
Alocal map

A list of acq
indication o

An answer |
the website

3.1.3 Con
The TIO sha

etiquette an[d crowd management.

Staff shall |

welcoming byy:

a) initiatin]
b) beingp
c) beingp
d) giving
e) clarifyij
f) takingl
Staff shall b
The TIO sha

answering 1

mal working hours, information shall be provided by destination websites.
rontacts shall be indicated, clearly visible from the outside to visitors.
shall be visible from the outside.

ommodation with telephone numbers should be visible from the outside, as well 3
f where this list can be obtained, if possible.

hone message, in at least two languages, shall inform visitors about the opening hour
address (see 3.1.3).

fact

1 establish, document and communicate to staff theexpectations with respect to behay

bok professional and provide an efficient:sérvice, and shall show they are availablg

g conversation with a greeting;

htient;

plite and friendly;

riority to visitors over administration work or any other task;

g visitors’ enquiri€s/in order to provide a satisfactory response;

pave with a gneeting.

e easily identifiable, by means of their clothing or appropriate badges, etc.

1 choasSe and justify the languages understood and spoken at the reception desk, as well
hdachines and websites. This choice shall correspond to the expected profile of internat]

IS an

t and

yiour

and

Qs on
jonal

visitors and

NOTE

shattictudeat teastome intermatiomat tfanguage:

Staff are expected to communicate with visitors in the language chosen by the visitor, if possible.

The TIO shall establish a tool to enable visitors to identify the languages spoken by each person of the

staff.

3.14 Call

and mail handling

All visitors shall receive the same treatment, whether they visit the TIO in person or not.

TIO contact

information shall be widely promoted using the available means of communication.

The TIO shall establish a telephone calls handling procedure. This procedure shall define the time
limit between the first ring and the transfer of the call to a member of staff. If the defined time limit is

2
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exceeded, a message shall explain how to contact the TIO (via the web, by e-mail) or shall give visitors
the option of leaving a contact number.

NOTE1 Ifpossible, calls are answered before the fourth ring and calls are transferred to a staff member within
40s.
NOTE 2  Itis notadvisable to puta caller on hold with music for too long. If possible, priority is given to visitors

in person, especially when there is only one employee.

If a caller leaves a contact number on the answering machine, a call back should be made within 30 min
during opening hours. If the caller is put on hold, regular contact shall be maintained to enable him/her
to either wait, call back or be called back (at the caller’s request).

Reco
answ
days

3.2

3.2.%

Infor
meet

Infor

NOTH
local
bank
wors
and v

The
with

The
carrij

Infor

The

|rded messages shall be processed and answered every working day. Letters shall be pr
rered within three working days. E-mails shall be processed and answered within t

Provision of information

Information for visitors

mation shall be accurate and regularly updated. The TIOhall consider only touri
ing appropriate legal and regulatory requirements.

mation shall be available on a broad range of topics.

The topics can include accommodation, travel agencies, eating out, transport, cycle rout
products and crafts, walks, cultural activities, holidays, heritage and sports activities and outd
5, currency exchange, tax free conditions, chambers of commerce, local customs, religion
hip, libraries, medical services, police and post-offices, real estate agencies, local and regiong
eather forecasts.

10 shall have general and specific.information about the destination and about tourisf]
the necessary details for the visit:location, description, features, conditions and open

['10 shall have details of the day, time, place of performance and content for events a
ed out at the destination (récreational, cultural, sporting or leisure).

mation shall take aceount of the interests of children and the needs of people with dis

[10 shall give infoxmation to visitors about health, safety and good practices to help t}

the area.

afety reasons, and in order to avoid risks to visitors, the TIO shall provide appropriate
drinking’ water, high and low tides, the presence of poisonous plants, other local ¢

ocessed and
wo working

5t providers

es, shopping,
00r pursuits,
aind places of
| attractions,

attractions,
ng hours.

nd activities

hbilities.

lem to enjoy

information
langers that

The TIO shall give information to facilitate the visitors’ choice (see Annex A).

The TIO should also provide tourism information at national level or indicate how to obtain it.

If commercial leaflets and brochures are displayed, they shall be separated from the TIO information.

If the TIO has unmanned information service points, they should provide the same items.

There shall be an indication of materials which shall be paid for as well as indication of the price.

The TIO shall give written information, either printing it on demand or making it possible to take notes.
The TIO should offer information in several forms, trying to avoid unnecessary printing (see Annex B).
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The TIO shall develop a visitors’ rights and duties charter, and shall give advice about avoiding
disrespectful attitudes towards local customs and beliefs (see Annex C).

The TIO shall establish a procedure for leaflets and written material supply according to TIO needs.

The TIO shall develop and put in place surveys to follow up and record visitors and their service

satisfaction.

TIO information shall be available and suitable for use and shall be adequately protected.

3.2.2 Info

rmation for TIO staff

TIO staff shall be able to access the following information:

a) phone directories of local and destination services and emergency contact information;

b) transp
c) destina
d) tourist
e) atable
f) accomny
g) destina
h) updated

i) dictiond
3.2.3 Sou

The TIO sha
shall keep a
shall establj
open all yea

The TIO sha|
These datah

3.3 Comi

The TIO pr
appropriate

rt routes, arrivals and departures and transportation timetables at the T1@ destinatio
fion city maps;
puide contacts in the destination and surrounding areas;
f distances and the time needed to travel;
jodation guides;
[ion newspapers and journals;
tourist information guidebooks and websites;

ries of the most common languages used by@isitors.

ces of information

1l establish a regular dialogue with'all the destination tourism service providers. Thg
classified record of the tourism service providers from the public and private sector
sh a procedure to collect andirevise the information at least once a year and, for those
I long, at least twice a year.

1 keep a calendar of events taking place at the destination and surrounding areas.

ases shall be supported by available technologies.

hercial activities

pviding: commercial activities shall establish a documented procedure complying
legal and statutory requirements for commercial transactions.

» TIO
t and
TIOs

with

These may include, if applicable:

a) booking and selling services;

b) purchase of entertainment services;

c) selling local products, handicrafts and souvenirs, food and drinks, publications or other requested
products;

d) the purchase and consumption of basic services, such as internet, currency exchange, transport
tickets, public telephones, mail, SIM (subscriber identity module) cards, or others regularly
requested;

e) help with services such as legal or health matters;
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f) guided tours and bicycle rental.

Before providing any service, the T10 shall clarify which services have to be paid for, and when, inclusive
of taxes (see Annex A).

3.4 Statistics and analysis

The TIO shall establish a system that builds a detailed knowledge of visitors’ profiles and their
requirements. This shall include at least the following data:

a) the number of visitors;

b) the origin of visitors and the reason for their visit;

c) the type of information or service requested;

d) vyisitors’ satisfaction, input from suggestions and claims.
NOTH The guidelines given in ISO 10002 can be useful.

The ['10 shall share conclusions based on surveys with staff, and conSider them while providing the
service.

The TIO shall produce an annual report based on the data colleCted, and should publish it.

3.5 | Communication and promotion

The TIO shall have regular contact with the service previders of the destination and other sfakeholders,
in order to establish the strategies and communication programmes that shall be developed by the TIO.

A stydy of the visitor profile (see 3.4) shall be'developed in order to establish the best commmunication
and promotion actions of the destination.

NOTH The TIO can organize chargeabléor free events (e.g. cultural, sports, leisure, business) infthe region, in

orde1 to promote the destination.

4 Resources

4.1 | Human resources
The TIO shall:

a) dleterminéand ensure the necessary competence of staff, based on education, traininjg, skills and
e¢xperiénce;

b) {vhere applicable, provide training or take other actions to achieve the necessary competence;

c) setoutall basicinstructions required to provide standard and appropriate work methods, including
ways of treating and dealing with visitors, face to face or by using appropriate technologies for
information and communication.

Atleastone person providing information shall speak two languages, depending on visitor requirements.
NOTE1 Training includes employees and seasonal staff maintaining an appropriate level of service provision.
Training should include aspects such as:

— customer service satisfaction;

— tourist information processes, treatment and storage of the tourist information, databases,
information resources, electronic publications;
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knowledge of the destination and its products, art history and geography of the destination;

telephone requests handling;

techniques, IT, administrative techniques;

dealing

environ

with emergency situations;

mental awareness (see Annex B) and best practices, first aid, safety measures, etc.;

techniques for correctly undertaking functions: planning, tourist marketing, communication

the United Nations World Tourism Organization (UNWTO) code of ethics, accessibility principles,

languag

The TIO sha
training act

NOTE2 F3
tutoring can

4.2 Infra
The TIO shal

The TIO sha

Annex D).
NOTE Ug

TIO facilitie
precautions

The TIO sha
keep inspec

The equipm

TIO premise
schedule (sg

The TIO sho|
The TIO sha

The TIO sha
updating an|

esS.

| set out the training programme periods and minimum content. The TIO shall relcord {
vities and evaluate the effectiveness of the training or actions taken.

miliarization tours for TIO staff, visiting of tourist and service provider sites,visifing other
be useful.

structure, facilities and equipment

[] comply with appropriate legal and statutory requirements(in accessibility and safety.

[l know the accessibility limits of its own facilities and shall inform visitors about then]

ing the public information symbols specified in ISO 7007 can be useful.

hese

TIOs,

(see

5 shall meet all requirements set out in curreit legislation on emergency systems and fire

[l maintain records from emergency. systems and fire precaution inspections. The TIO
Lion certificates as records.

ent and facilities shall be adaptedto the needs of visitors and staff.

s, equipment and associated facilities shall be kept clean and serviced according to a de
e Annex B).

uld have air conditiening/heating.
[] keep maintenance records in order to register and follow up failures and repairing t

l have a peniodic maintenance plan relating to the IT equipment and programmes, incly
d renewals.

shall

fined

mes.

iding

4.3 Comiy

nunications technologies

The TIO shall have exclusive use of IT equipment that enables telephone communications and (where
feasible) internet and e-mail access.

The TIO shall have access to technologies that allow services such as waiting calls, immediate reception
of written documents, compilation and portability of documents, autonomous information systems, and
contents compatible with mobile applications.

NOTE

Such technologies include fax, DVD, CD, USB, touch screens, QR code or BIDI code.
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Annex A
(informative)

Consumers’ rights

Regarding the provision of information (see 3.2) and commercial activities (see 3.3), the TIO should
provide the following information about consumers’ rights upon request:

a) ¢ontact details for making a complaint, including the telephone number and e-mail ox postal address
If the government agencies that provide law enforcement actions to protect the,censumers;
b)

ow to get advice on consumer problems or complaints;

c) general terms and conditions.

The TIO0 should not necessarily pursue the visitors’ complaint on their behalf.
Additionally, for commercial activities (see 3.3), the TIO should ensute that visitors are informed about:
— the business name, legal status, address and any e-mail address or telephone number;
— the main features of the service and the price;

— the date agreed for the service provision, or withina reasonable time if a specific date has not been
jgreed;

— ¢osts agreed beforehand, or a reasonable cdst if it has not been previously agreed;

— hether there are any after-sales guarattees.

© ISO 2014 - All rights reserved 7
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Annex B
(informative)

Environmental awareness

The TIO should be managed according to the principles of environmental awareness criteria.

The TIO shpuld define its environmental management o[i]ectlves lpr10r151es7requ1rementsl W

integrate el
manageme

t
The TIO sh:)L

visitors, parf

The TIO sho
procedures

Actions aim

EXAMPLE
habitat.

The TIO shd
accessible a

The TIO sho|

take ac
visitors

soil contamination, polluting the sea, enmissions into the air, noise control, and the promoti

alternaf
help spf]
incorpo

cled
not

the

the
mat

rate environmental decision, considering:

bments relating to resources management (energy, paper, water, etc.); waste manager
of communication aids/media (recycled paper, print-run management).

1d heighten the awareness of, and/or involve, all of the stakeholders (staff,@dministr3
tners and providers).

11d set an example of good practice and should encourage minimal efféct on the environ
for visitors.

bd at protecting the environment should be planned and undertaken.

Low energy and water consumption, waste recycling, use/0f‘vecycled paper, protection of

nd environmental friendly.
uld:

tions to increase the level of awarenéss about environmental care, including adv|

ive energy sources;

ead environmental awareneéss and green best practices to tourists;

ning products thatate less harmful to the environment, that are biodegradable, and th
cause water nonsoil contamination;

substitutionof aggressive products with natural products of similar effects;

reduction of printed material and the choice of recycled or ecological paper and
erial;

rhich
nent;

tors,

ment

local

uld give information about service providers thatrespect health and safety, and that are

ising

about low impact practices, such ‘as. water and energy preservation, waste treatment,

bn of

at do

bther

respect the environment, incorporating the minimum visual impact possible of new equipment.
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