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Why we need “Wirlddass’ clusters?

Tounsmisa global adivity

« Tound : Potentially, they may come from any country.
Multiple information sources. Easy to Compare offers.
e Tound dedinations : compite on a global market;

e Many toungicproviders operating globally, as well;

* Domeglic SMEs assoaationsand publicadminigrati ons:
The rest of socio-economic operators have to adapt to
this global reality:

For the sake of competitivenessand sugainability
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Keys for facing the current challenges

Gompetitivenessand sudainability

Qudomer |nnovation Regpeding Miahility of

satidadion and aulture, ampaniesin
(tourist and technology  environment and the area
domedic :
watdh domedic

\ eanomy ’

Mix of intemational + national andards
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Definition of a ssandard

« fedhnical Soeafication

\/oluntary

*Publidy available

*Prepared by consenaus of all interested parties

*In a | recognized organization

*Based on the|gate of the art |and
the tedhnical development
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A dandard isquite different to a legidation

Public
Mandatory Authorities
application Publicdomain

Sandards\ Recognized

Sandardizati

Non ﬁ on
Mandatory / Other deliverablexo"eS \/
application

CZ ~ duster, Sectoror '\'%g;ﬁ';;n;' '
\/ Gompany specifications As@ociations@

Private domain
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Sandardization bodies relevant for tourism sector

I n'[ematl Onal /REDRN Intern q’riﬂr_*rui
Sandardization LECIR] | St
Regional

Sandardization

National

Sandardization

DIGENO™

Dominican Republic
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|ntemational dandardsand global expenence

Wide participation from all regions of the world

International standards are the result of a wide network of
experts and industries all over the world..and are a good tool
for transmitting this knowledge and experience

This may be particularly interesting when addressing safety,
security and other important issues for tourism industry
(specially for SVIES)
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|ntemational andardsand trangparency

Mushrooming of province/national/regional standards
and marks in an international market can contribute to
create confusion and loss of credibility by customers

'3&‘

Intematlonal dandards contrlbute to create

a common reference in the market for both
service providers and consumers

Quality and intemational gandardsin tourism dus ters A E N O R



Balanae between global approadh and local diveraty

How to play internationally with alocal flavour

Tound’'sexpedations
regarding quality of
M, safety,
environmental protedion
towardsa tounam
dedination




Balanae between global approadh and local diveraty
How to play internationally with alocal flavour

Juster and sector /!-
specifications

National standards —=————"

Regional standards
(QOPANTor CBN) — T

International sandards
(10)

[Ourist’s
expectations
regarding
quality of
Service,
safety,
environment
al protection
towards a
tourism
destination




Juders Possble and exiging gandardization are as

Aagoommodation
Regaurants
Diving
SFA
Golf rvices
Beadh services
Quide :rvies
Intermediation
Natural areas
Night leasure
Nautical sport ~ fadiities (...)

Tounam and related Serviaes
(AENOR, (BN or 1SO)

Hotels
Beades

Environmental Manag. Sysem
(ABNOR application for SO 14001)
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(uder organization Air transport
and snvies s
Quster Sandards Bus
(NOT YET PROPOSD!) Motodondo (...)
Public Trangoort Sernvices
R&D&I ()
| + D +i Retall trade
R&D and Innovation Butdhers
(ABNOR or (EN) Beades Optigans
Public Trangoort Hahmonger's
R Acesshility Hower shops
Bhics (ABNORor (EN)  Retail trade services
Bhicsand CR (AENCR)
(AENOR or [S0)

Public Authorties

ers (AANOR) AENOR



Why touriam duger should prepare 130 gandards

Local

authorities

Auster
management

Society In
general

Increase certainty about the use of public financial
support;

*Be able to compare procurement offers of private
entities for managing clusters.

*Enhance performance and service quality;

oFacllitate assessment of activities of both duster and
cluster members.

oEgtablish international benchmarks for clusters.

Increase customer satisfaction;

*Enhance promotion and comparability of offers,
 Improve efficency and internal processes,
Facilitate subcontracting and relations between them.

Increase economic integration and social cohesion;
Assure sustainability of the society (in wide sense);
*Retain and improve professional skills.
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Pradical example toa tounamduder. use of dan  dards

PublicAdminidrations Financial support
ol Institutional support
Pm:,l(-)r?oe Gontrol / Audits
Local Other support / guidance
' l l l |ntermational
¥ Tczunsm duder . Sandarcs
anagemen .. . National gandards
Membership conditions and requirements for duders
' ' ' ' Legal requirements
IeS/ Asoaations/ International standards

-‘essonals/ (...) National standards
duster requirements



Posgble intemational gandard on tounam dugers

Possble content

* Requirements for management of the cluster;

 Quality criteria and reguirements for the
services provided by Tourism Qusters,

« Measurement of the quality of services
provided;

 Recommendations for relations between duster
management and duster members,

 Innovation management and technology watch.
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| SO Tedhnical Gmmittee on Tounan Serviaes

Members of the ISO/TC228

Presidency: Mr. Eduardo Morenc Twinned
Sanish Ingtitute for Tourism QU secretariat:

(ICTH AENOR (Spain)
INNORPI (Tunisia)

Participant members. 53

Observer members. 14

Dominican Republic currently

Lialson organizations. 18
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Ondugons Tounan duders

|ntermational Sandards and dugers

e CGan help Tourism clusters to perform better and
Improve customer satisfaction, contributing to
excellence of tourism destinations,

 Fadlitate the alignment of all private and
public socio-economic agents, for the
sustainability of the touristic areg;

* Improve the transfer of technology and the
edablishment of international benchmarks.
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Quality and international standardsin tourism dusters

Thank you very much for your
attention

Muchas gradas por su atenaon

Frandso VERDERA

Diredtor de Reladones Internadonalesy Goperadon

Asodadon Espafiola de Normelizadon y Gartificadion (ABNCR)
nip/Mvww.aenares @irea @opera@aenor.es
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Quality and international standardsin tourism dusters

Annexesto the presentation
providing more information

Frandso VERDERA

Diredtor de Reladones Internadonalesy Goperadon

Asodadon Espafiola de Normelizadon y Gartificadion (ABNCR)
nip/Mvww.aenares @irea @opera@aenor.es
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ANNEX A - Some relevant intemational dandardsinl  SO(1)

|ISO/TC228 Tourism and related services

190 18513:2003  Tourism services -- Hotels and other types of tourism accommodation —
Terminology

190 24801-1:2007 Recreational diving services -- Sfety related minimum requirements for
the training of recreational scuba divers -- Part 1: Level 1 — Supervised
diver

190 24801-2:2007 Recreational diving services -- Sfety related minimum requirements for
the training of recreational scuba divers -- Part 2: Level 2 — Autonomous
diver

190 24801-3:2007 Recreational diving services -- Sfety related minimum requirements for
the training of recreational scuba divers -- Part 3: Level 3 -- Dive leader

190 24802-1:2007 Recreational diving services -- Sfety related minimum requirements for
the training of scuba instructors -- Part 1: Level 1

190 24802-2:2007 Recreational diving services -- Sfety related minimum requirements for
the training of scuba instructors -- Part 2: Level 2

10O 24803:2007 Recreational diving services -- Requirements for recreational scuba
diving service providers
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ANNEX A - Some relevant intemational gandardsinl  SO(11)

|ISO/TC228 Tourism and related services

190 11107:2009 Recreational diving services -- Requirements for training programmes on
enriched air nitrox (EAN) diving

19011121:2009 Recreational diving services -- Requirements for introductory training
programmes to scuba diving
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ANNEX B - Some aurrent relevant gandardization work N 10O

WG 1 “Recreational diving services’
WG 2 “Health tourism services’

WG 3 “Tourist information and
reception services at tourist
Information offices’

WG 4 “Colf services’
WG 5 “Beaches’
WG 6 “Natural protected areas’

WG 7 “Adventure tourism”
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ANNEX C- Some relevant gandardsin Europe (CEN)

UNE-BEN 13816:2003 -
Public passenger transport. Service quality )
definition, targeting and measurements

ONA 45546-1:2004

CGuidelinesto standardizers of ollective transport
systems — Needs for older people and persons with
disabilities— Part 1: Basic guidelines
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ANNEX D - Some relevant Soanish dandards (AENOR)

Series UNE 175001 AENOR

Sandards dealing with retail trade

UNE 188004:2009
Services of nautical sport facilities

UNE 188005:2009
Night leisure. Services provison reguirements for
leisure businesses

UNE 66182:2009
CGuide for integral assessment of local government
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ANNEX D - Some relevant Soanish dandards (AENOR)

AENOR

R&D&I management: Technology Watch System

UNE 166006:2006 EX

UNE 166002:2006 EX
R&D&I management: R&D&I management system
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