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Foreword

[SO (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.

The procedures used to develop this document and those intended for its further maintenance are described
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types
of ISO document should be noted. This document was drafted in accordance with the editorial rules of the
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Introduction

Tourist information offices (T10s) are physical facilities where information services are provided to tourists.
TIOs are governed by management organizations, in coordination with stakeholders, who are responsible
for defining and implementing tourist information services and the promotion strategy of the destination.

The first edition of this document described requirements for onsite facilities and services. Due to rapid
technological and internet advancements, management organizations have started to present tourism
information both onsite and online. It was therefore necessary to update this document with requirements
and definitions concerning online tourist information services. It was also necessary to highlight the
important value of the human side of services provided onsite, which offers a differential value to tourist
information services.

This seconld edition of ISO 14785 defines the service scope, service content and service qualityf of TIOs in
order to offer management organizations with updated and comprehensive tool covering. all ihformation
services offfered both onsite and online. This document is intended to help to improve the'Competitiveness
of TIOs angl to enable them to better respond to the new needs and challenges brought by the fontinuous
development of the tourism industry.

© IS0 2024 - All rights reserved
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Tourism and related services — Tourist information services
— Requirements and recommendations

1 Scope

This document provides minimum quality requirements and recommendations for onsite tourist information

services lo
for managg

2 Norm

There are po normative references in this document.

3 Term
For the puj
ISO and IE
ISO On

IEC El¢

3.1

tourist information office

TIO
physical fa
meeting an

3.2

tourist information service

TIS
activities d
offer and p

Note 1 to en

3.3
stakehold
individual,

rated atthedestimation, ontine touristinformation services or boti- Thisdocument 13
ment organizations responsible for tourism information services at the destination.

ative references

s and definitions
poses of this document, the following terms and definitions.apply.
[ maintain terminology databases for use in standardization at the following addresse

line browsing platform: available at https://www.iso.org/obp

ctropedia: available at https://www.electropedid.org/

cility where tourist information sexyvices (3.2) are provided either onsite or online with
d improving the tourists’ (3.7) expectations once they are at the destination

arried out by a mgnggement organization (3.4) at the destination aimed at promoting
roviding information

ry: Tourist information services can be offered on physical facilities (tourist information office

er
group, organization or authority involved in the TIS (3.2) value chain

applicable

2]

the aim of

its tourist

s) or online.

Note 1 to entry: Stakeholders can be grouped into the following major categories:

national or regional public administrations [including national tourism administrations (NTAs), national or

regional tourism promotion boards, destination management organizations (DMOs), municipalities, public
entities in charge of infrastructure polices, development and legislative or regulatory frameworks, organizations
or professionals working in the field of cultural heritage management and protection];

travel and tourism industry stakeholders [investors in destinations and tourism industry, travel and tourism

businesses, especially small and medium enterprises (SMEs) across the tourism sector: transportation,
accommodation, tour operators and travel agencies, transport manufacturers, hospitality and catering, other
tourism providers and trade associations];

enterprises and organizations from the support sectors: for example, companies entrusted with the execution of

construction works within destinations, architects, developers and promoters of support tools and services for

© IS0 2024 - All rights reserved
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people with specific access requirements, and companies or professionals operating in the area of information and
communication technology (ICT);

[SOURCE: I
3.4

end users (i.e. tourists and the local population with or without specific access requirements).

SO 21902:2021, 3.16, modified — “tourism destinations” was removed.]

TIS management organization
organization responsible for defining and implementing the tourist information services (3.2) and the

promotion

3.5
accessibil

strategy of the destination

ty

provision
everywher
with safety

[SOURCE: |

3.6

accessible]
form of t
access req
independe
environme

[SOURCE: I

3.7
tourist
user
person wh

[SOURCE: ]

4 Infor

4.1 Info

The TIS m|

carry out and the channels.to'communicate with each tourist target group.

The TIS m{
include am
telephone.

According

uirements including mobility, vision, hearing and cognitive dimensions of access {

bf conditions that enable products, systems, services, environments and facilities
e by people from a population with the widest range of user needs, characteristicsand c
, comfort and autonomy

SO 21902:2021, 3.1, modified — Note 1 to entry was removed.]

tourism
purism that involves a collaborative process with stakeholders that enables p¢

htly and with equity through the delivery of universally designed tourism products sq
nts

SO 21902:2021, 3.3, modified — “universal design” was'removed.]

b uses the different facilities and services provided by a tourist organization

SO/PAS 5643:2021, 3.3, modified —*“¥isitor, customer, guest” was removed.]

mation services

rmation and promotion channels

Anagement organization shall define the information to provide, the promotional a

inagementirganization, regardless of whether the service is offered onsite, online or
ong its defined channels at least the following: online platform (e.g. website), email 3

to be used
Apabilities,

bople with
o function
rvices and

ctivities to

both, shall
nd contact

to-the selected channels, the management organization shall enable its staff to

access the

necessary

each communication channel.

4.2

Information provision

technology, and to define the operations and accessibility requirements to be carried out through

The TIS management organization shall have a database of the main sources considered to be legal, reliable
sources of tourist information. This database can be internal or shared with other public or private bodies. It

shall be up

dated at least once a year.

© IS0 2024 - All rights reserved
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The TIS management organization shall provide general and specific information, considering the interest
and needs of its different tourist target groups. The information shall not be biased by private interest and
shall be offered in an impartial way. The information shall cover the following:

contact details of the destination tourist offices. The location of the TIO(s) in the destination shall be
clearly and visibly indicated on the tourist map(s), website and printed TIO information, if available.
In the case of online TIS with or without infrastructure at the destination, means to interact with the
tourists shall be ensured (e.g. through contact e-mail);

the destination, including location (map), description, features, opening hours and accessibility conditions
services (e.g. accessible accommodation, restaurants, transport, tours and activities) and tourist
attractions (e.g. accommodation, transport, restaurants, museums, heritage sites and shopping areas).

events|calendar (e.g. recreational, cultural, festival, sporting or leisure business events), incl
venues and contents for each event;

touris{ service providers: accommodation, restaurants, tourist guideS) currency exchange, t

provide information about legal tourist providers only. The TIS)management organization ¢
infornation about certification(s) (e.g. quality, sustainability, environmental, safety and/

(e.g. pyjesence of poisonous plants/wild animals, precaution for solo travellers, presence of pi

other 1jelevant services: charging services (e.g. mobile, cars, transport cards), parcel storage, {

a)

b)

0

d) trans
trans

e) parki

f)

g)
rental
certifi

h) safety,

i) ethics

j) emerg
safety

k) weath

1) contad
locker

m) freque

n)
childrg

The TIS m3

define

ortation terminals, routes and timetables (arrivals and departures), and inforniation
ortation;

g areas nearby the tourist attractions at the destinations (e.g. website, soctal'media);

services, travel agencies, etc. and their contact details. Thé<T'lS management organiz

fations) of tourist resources or organizations;

security, environmental and other relevant recommendations and regulations at the

code at the destination[12l;

bncy/health services contact details*(e:g. hospitals, pharmacies, ambulances, fire serv
and health issues, insurance seryices);

br forecast;

t details of other services-that might be relevant for the tourist (e.g. banks, tax-fre
b, lost and found);

ntly asked questions’(FAQ) (e.g. passport, visa information, currency, credit cards and

n's car andwheelchair rental, etc.
nagement organization shall

theformat in which information a) to n) has to be provided,

related to

nding date,

ranslators,
ation shall
an provide
DI security

lestination
kpockets);

ces, police,

e agencies,

money);

et storage,

be able to offer different formats if requested (e.g. digital documents, online information on screen
readers, paper, etc.),

offer p

rintable digital contents on the website with regards to sustainable practices,

be able to send basic information (e.g. maps) upon request,

offer p

rinted basic information free of charge at the TIO,

update the information online, onsite or both regularly, at least once a year, regardless of the mean by

which

itis displayed, and

establish a procedure for managing the supply of leaflets, written and digital material supply.

© IS0 2024 - All rights reserved
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4.3 Service languages

The TIS management organization shall define the languages in which the information and promotion
services shall be offered. At least one international foreign language shall be used, according to the identified
tourist target groups. The number of international foreign languages used shall be increased according to
the needs of the tourist target groups.

This shall include the information provided either online or onsite on the different formats and channels
available (e.g. digital documents, automated chatbot, telephone).

5 Destination promotion

marketing
on the resu

a)
b)
9

The TIS m
defined st

inform
tourist

streng

The websi
and offers
stakeholde
travellers.

The TIS m4

and promoftional material through onsite or online:¢hannels, in support of the marketing strateg}

6 Servi

6.1 Gen

The TIS m
service prd

ine and-for onsite services (i.e. for each tourist information office at the destination), g

t of different destination stakeholders during the development of the marketing-st¥
strategy shall include all of the tourist attractions on offer at the destination addjsh
It of the analysis of the following:

ation concerning the destination;
s’ needs and growing demands;
ths, weaknesses, opportunities and threats (SWOT) analysis of the'destination.

inagement organization shall define the promotional activities to be developed accor
ategy.

fe of the destination shall be used to collect and dntegrate all tourist resources, i
available at the destination (see list in 4.2), to facilitate coordination and commu|
rs, and to create destination awareness amongst tourists in order to attract tar

nagement organization shall develop anddistribute, according to a predefined strateg

ce requirements

eral requirements

anagement organization shall offer information about the destination, tourist pr
viders at least threugh a website or TIO.

iding the inforivation service, the following provisions shall apply:

S management organization shall define and communicate the information service }|

mbér of tourists, tourist activities and seasons, when applicable.

antees the
tegy. This
|1 be based

ding to the

hformation
nication of
ret market

y, contents
.

ducts and

jours, both
onsidering

The attention/Tesponse procedure both for telephone, online and onsite services shall be defined.

This procedure shall include the courtesy rules to be applied when the staff interacts with tourists.
Telephone calls should be answered before the fourth tone. Digital interaction should not exceed 24
working hours. Tourist service, specifically face-to-face, shall be given priority over any other activities.

Staff shall be identifiable

recommended to identify the international languages used by the staff (e.g. tag), and

When proy
a) The TI
for onl
the nu
b)
)
1)
2)

© IS0 2024 - All rights reserved
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6.2 Commercial activities

The TIS management organization can perform commercial activities, for example:

selling

provision of third-party booking and sales;

of events tickets, tour tickets, guided tours, etc.;

currency exchange;

selling of local products (e.g. handicrafts, souvenirs, food and drinks), and related publications;

selling of transport tickets, SIM (subscriber identity module) cards, digital services (e.g. internet);

Tourists sh
a) produ

1) pr

other fipon request.

all be provided with the following information, as appropriate:

ts and service-related information:

date, time, main features of the service, restrictions or limitations, venue or meeting poil

pduct description, including the origin, materials and applicableswarranty and guaran

bnitored;

ipping times.

nt-related information:
Cepted payment methods;

yment cards, which shall be acceptedcfor online transactions. If online payment g
pvided, there should be a warning thatthese payment options are third-party paym(

and responsibility will not be taken:by the TIO. The provisions of 1SO 32111:2023, 8.5

ken into consideration;
eceipt shall be issued in alli¢ases and an invoice if requested.
and refund policy as well'as after-sales guarantee (if applicable).

inagement organization providing commercial activities shall establish a procedure g
mentioned requirements.

bment organization shall maintain transparency and ethical practices.

stics:and analysis

pduct prices (including taxes) and conditions before the payment (e.g. in“évents or gufided tours:

nt);

ee, etc;

rage conditions of food and drinks (if applicable), including the expiration date, which shall be

ptions are
ent options
should be

onsidering

2) pr

3) st

m

4) sh
b) payme
1) ac

2) pa
pr

ta

3) af

c) return
The TIS m
the above-
TIS manag
6.3 Stat
The TIS ma

of tourists’

nagement organization shall establish a system that builds a detailed knowledge-base

profiles, needs and interests. For that purpose, at least the following data shall be collected:

a) number of users of the tourism information services;

b) origin
9

country for international tourists and the region for national tourists;

type of information or services requested by the tourists.

Other relevant information that should be collected to configure the tourists’ profiles includes:

— tourists’ age range, etc.;

— purpose of their visit, segmented according to the TIS marketing strategy;

© IS0 2024 - All rights reserved
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their satisfaction level with the destination;

— their satisfaction level with the tourist information service provided, including complaints and
suggestions.

The above-mentioned information can be collated through different means, such as surveys or
questionnaires, online tracking, online marketing analytics, digital opinion aggregators, online reputation
of the destination, social media monitoring, collecting subscription and registration data. Services refer
to all available information channels (i.e. telephone, mail, onsite facilities, social networks). If there is a
destination app, downloads should be controlled and analysed.

If the TIS management organization collects personal data, it shall create a privacy notice or privacy policy
to remain open and transparent. If the tourist accepts the privacy notices/privacy policies presented by the

TIS manag
NOTE

The TIS m
regional ay
updated in
tourists. T]

destination and record the activities developed with them.

Periodic re

The TIS m4
tourists’ t4
target grot

The TIS m4
and the an
areas for iy

7 Staff

7.1 Gen
The TIS m
A job profi
knowledge

Minimum
manageme

Regarding

ETTIETt OTgarnization, the informmation cam be cottected:
oncerning data protection, see Reference [10].

anagement organization shall also establish a regular dialogue with theptblic (i.g
thorities) and private sector (i.e. tourism service providers) at the destination in orde

e TIS management organization shall keep the contact details of theTelevant stakeho

ports based on these data shall be developed at least once a yearand shared with stak

rget groups and establish the information and promotion strategy accordingly, consig
p.

nagement organization should regularly analyse'data on a quarterly, half-yearly, and a
hlysis should be conducted based on trends, patterns, environmental impact, and ident
hprovement.

eral requirements

le shall be defined\and documented for all identified job positions, including requireq
as well as related responsibilities.

responsibilities (e.g. management, information provision, quality management,
nt and marketing) shall be identified and assumed by one or more employees.

the‘minimum knowledge required for the different positions, the following shall apply

. local and
r to collect

formation about products and events developed and facilitate provision®of this information to

ders at the

cholders.

nagement organization shall analyse the previously collected information to identify the different

lering each

hnual basis
ification of

anagement organization ‘shall document organizational chart that identifies the different job
positions af the TIS.

| skills and

technology

The TI

manager shall have comprehensive Knowledge of methods, approaches and procedures involved

in tourism promotion such as supervisory interviewing skills, training and management; customer
service; and dealing tactfully and cordially with all people profiles. Abilities to effectively manage a
budget and establish and maintain effective working relationships with government officials, associates,
tourists, industry partners and stakeholders are requested.

The TIS staff providing information services shall have good communication skills and knowledge of at

least one foreign language, marketing and technologies, as well as solid knowledge and understanding of
the tourist offer at the destination, including attractions, events, transportation, accommodation, dining

and cu

Itural offerings.

The staff responsible for quality, who shall ensure that the TIS follows the requirements established in

this document, shall be familiar with the following: implementing and executing inspections, testing,

© IS0 2024 - All rights reserved
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and evaluation methods to ensure the quality of TIS, preparing reports by collecting data on inspections

or any

other aspects which have been analysed in detail.

— The staff responsible for marketing shall have extensive knowledge of marketing strategies, channels,
and branding.

equipment and shall provide technical support for the software and hardware of the TIS.

7.2 Training

The TIS management organization shall:

Outsourced or internal IT technical support personnel shall be familiar with various common computer

a) deterniine and ensure the necessary staltf competence (Including temporary stait ), based on education,
training, skills and work experience;

b) provide training;

c) setoutall basicinstructions required to provide standardized and appropriate work methods, including
ways of dealing with tourists, face-to-face or by using appropriate technolégies for information and
communication.

Training shall be offered periodically, according to the needs. This trainifig shall be documentgd within a

plan. The training shall include aspects such as:

1) trainingrelated to each position, as needed: TIS provision, custemer service, planning, tourist marketing,
commuinication techniques, IT Tools, social media, administrative procedures, use of database and
infornation resources, etc.;

2) tourist offer at the destination;

3) firstaid, dealing with emergency situations and safety measures;

d) the destination tourism code of ethics[11 or alternatively the World Tourism Organization (UN Tourism)
code of ethicsl12];

e) access|bility measures for people with’' disabilities and disability awareness training for customer
facing staff;

f) quality and sustainability management in accordance with Annex A;

g) after-sales service technigues and management of complaints and suggestions.

Familiarization tours for\FIO staff, visiting tourist and service provider sites, visiting other tourist

informatiop offices anduméntoring can be helpful.

Training agtivities'shall be recorded and their effectiveness shall be assessed.

8 Infrastructures

8.1 General requirements

The following requirements shall be met:

a)

develo
b)
c) access

pment of the information and promotion activities;

to the TIS shall be free of charge;

© IS0 2024 - All rights reserved
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transactions shall be ensured;

e)
f)

8.2 Onli

corporate identity shall be consistent.

ne infrastructure

The following requirements shall be met:

a)

use of digital or physical infrastructures and equipment shall be safe and secure; security during online

protection of personal and business data shall be ensured during its collection, storage and analysis;

the website shall be clearly designed and organized to facilitate information searches, to facilitate

usability and to ensure a satisfying experience by the users considering the information requested in 4.2;

NOTE

b) the on

commj
NOTE

There
hypert

9

The online|
linking to
documentg{

The TIS sh
and a suit

1b
The web-hased communication can include auto-generated emails, intelligent query answ

individualll

The mobilg

mobile welp application best practicesl14],

Most recer|
accessible

Network s
ISO/IEC 27

8.3 Ons

The TIS m4
the destind

These characteristics can be monitored by indicators of the website.

line equipment and associated facilities shall enable at least telephone, internet
inications;

Online web content drafted by the TIS see Reference [9], for example.

ext markup language (HTML).

equipment and related facilities should have access to technologies that allow servi
social media, waiting calls, intelligent query answering;'compilation and portabilit]
, autonomous information systems, and contents compatible with mobile applications

puld have an internal or outsourced data centre for,data storage. It should provide phyj
le operation environment for data storage equipment.

y written emails clarifying and confirming'messages to the tourists.

b web-based communication can follow the Mobile Web-Based Practice Guidel13] an

t versions of word processing software or apps have automated tools for saving do
formats. These should be selected whenever possible.

ecurity techniques ,should take into consideration the provisions of ISO/IEC !
033-2.

te facilities

nagementrganization shall determine its suitable location(s), considering the charagq
tion and*the tourists’ flows (e.g. town centre, tourist sites, transportation terminals, n

roadstot

déstination).

and email

shall be digital text-based communication to provide an option tocheose between plain text and

res such as
y of digital

sical space

rering and

1 associate

ruments in

7701 and

teristics of
hain access

The followmgTequirenrents stattatsobemet:

a)

The tourist information offices shall be clearly visible and duly signposted. The

«:n

1

in a way that can be perceived by pedestrians and motorists.

b)
9

Sign-posting shall be consistent and should conform to ISO 7001.

information of TIO, if available.

d) Thepr

emises shall be kept at an adequate temperature.

The tourist information office should have IT equipment, phone and internet services.

© IS0 2024 - All rights reserved
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The IT equipment and associated facilities should be adapted to the needs of tourists and staff.

8.4 Maintenance and cleaning

In order to offer secure and safe facilities of TIS, there shall be a maintenance plan which specifically includes
all legal inspections and revisions needed for the day-to-day running of the services. This shall specifically
include the emergency and fire systems, lifts, light systems, heating, ventilation and air conditioning
(HVAC) systems, software and hardware, alarm system, plagues treatment and other elements related as
appropriate.

A periodic maintenance plan related to IT equipment shall be documented, maintained and reviewed.

There shall also be a cleaning plan for physical infrastructures. This shall include all equipment and facilities

of the TIO.

Corrective

9 Suggg

There sha
specify ho
those recei
internet w

maintenance and cleaning activities shall be recorded.

estions and complaints management

1 be a documented procedure to manage suggestions and complaints. This proce
v to manage suggestions and complaints related to the destination and to the TIS,
ved onsite or by digital channels, including public online comp]dints posted on the ma
bbsites and social networks for the TIS.

The TIS mpanagement organization shall respond to the complaints submitted, even thoug

requireme
repetition.

TIS operati
The TIS m{
established

The persor

Personal d

nt, it is another body that is competent to give the answer and adopt measures to pr

ng online shall regularly, atleast once a month, mohitor the online platforms most used
inagement organization shall regularly monitor the platforms where the tourist dest
| an institutional presence.

in charge of responding to complaints shall have the necessary skills.

hta shall be protected by the TIS(management organization.

dure shall
as well as
st relevant

h, by legal
event their

by tourists.
nation has
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Annex A
(normative)

Best practices on sustainability

A.1 Overview

iented to the contribution and fulfilment of the 17 Sustainable Development Go
contemplated in the United Nations Agenda 2030.

als (SDGs)

aintenance

NOTE IIn relation to sustainability, TIS management organization can refer to 1ISO 23405.

A.2 Envjronmental actions

Specific enyironmental actions can be:

a) verificption of adequate operation of equipment and energy and svatér sources through m
activitjes in order to ensure their efficiency;

b) installation and use of devices and equipment that help save water and energy;

¢) use of hatural light whenever possible and selection of low*consumption light sources;

d) installption of motion detectors or timers in passageicommon areas;

e) prioritisation of individually regulated HVAC systems over those centrally regulated;

f) setup jof electronic equipment in energy-saving mode, whenever possible;

g) avoiding the use of screen savers, since-they consume energy;

h) disconnection of electronic devigesiwhen they are not used;

i) use of recycled paper or materials, or paper or materials with an ecologic certification;

j) use of promotional material that causes reduced impact on the environment;

k) use of fecycled toners-and inks, or toners and inks with an ecological certification;

1) delivery of dangerous waste only to authorized waste management entities;

m) segregatian'of waste to ease recycling;

n) use of bi6degradable-bagsforwaste-management

o) controlling of generated waste and implementation of practices that lead to a reduction of waste
generation;

p) replacement of dangerous and toxic cleaning products by innocuous and biodegradable products,
without phosphates and chlorine, non-corrosive, etc.;

q) introduction of plants into office spaces;

r) purchase of second-hand office equipment when possible;

s) promotion of ecotourism to support natural areas and wildlife;

© IS0 2024 - All rights reserved
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t) promotion of the ongoing implementation, monitoring and measurement of environmentally friendly
sustainable impacts and results on the tourism industry.

A.3 Social actions

Specific social actions can be:

a)

b)

)
d)

e)
)

k)

selection of local providers, whenever possible, and inclusion of sustainability criteria within contracts
with services and products providers;

provision of information to the stakeholders about the sustainable practices implemented at the
destination by the TIS management organization;

training the staff on sustainability best practices and promoting their commitment to the SD

promottion of the tourists’ participation in sustainable practices at the destination;

promottion of equality (gender, age, ethnicity) in working relationships and with totrists;

promoftion of the inclusion of especially vulnerable groups, for example:

1) participation in campaigns and initiatives for social purposes (e.g. foed drives);

2) d

nation of products, furniture and equipment to the local community;

3) development of measures aimed at improving the accessibility of the facilities;

4) development, promotion and prioritization of healthy tourism products and activities.

promoftion of a healthy lifestyle that reduces sedentagy. practices, for example, by encourag
take the stairs instead of the elevator;

establishment of flexible scheduling policies to improve the work-life balance of the TIO’s sta

collabd

collabgration and provision of support in projects developed by institutions or non-goy

organigations for the prevention ofwiolence in all its forms.

Promation of cultural tourismysand preservation of cultural heritage.

A.4 Economic actions

Specific ec

a)
b)

9
d)

e)

f)
g)
h)

promo

bnomic actiofs.¢an be:

promottion 6f sustainable practices among stakeholders (including own staff and touri

destin

tion (e.g., sustainable transportation);

ration with other organizations in the.same sector to identify specific ways to contribute t

ion of the destination while enabling a satisfactory cohabitation between tourists and

Gs;

ing staff to

(f;
o the SDGs;

rernmental

| residents;

sts) at the

contribution to local economic development;

promotion of sustainable tourist offers at the destination;

promotion of tourism products and activities based on cultural and natural heritage, respectful of the
criteria of authenticity and integrity of the assets;

encouragement of tourists to purchase local crafts;

promotion of the stakeholders who implement best sustainable practices to the tourists;

offering accessible tourist services and products to all;

© IS0 2024 - All rights reserved
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