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From tourism to economies of scale
thanks to Quality Management:

the case of Cultural Heritage

herity@dri.it
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= In the last years, the “crisis”
-which Is more than a crisis- pointed out
the need to individuate rizw values
and to be reacly for the future.
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= At the same time, instead of
investing in Culture, which is the way
to (re)build values for
future social zncd sconornic
cleveloprnernt,
cuts were made,
especially in the sector of Cultural
Heritage, material and immaterial one.
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m Cultural Heritage
IS @ common fereclity

which we can use at present

=

and transmit to fuiure generations
I letting the kriowlecdge of the past
I

to =ririch personal and collective
cognitive faculties, then irnorovirg
our opportunity to have

better conditions of Jifz.
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Managing CH

m Cultural Heritage Is then a

VALUE
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Managing CH

m Cultural Heritage Is then to be

CONSERVED
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Managing CH

m Cultural Heritage Is then to be

COMMUNICATED
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m Cultural Heritage can help economy
through the development of

SERVICES

o (e.g.: Tourism)
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Managing CH

= Unfortunately
Cultural rleritage
IS
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= The maintenance of

Cultural rleritage

has a
COST

:
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Managing CH

= Tourism can be
a
RISK
factor
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= This Is why
FAeERITY
International Organization
for Quality Management

of Cultural Heritage
was created.
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a little effort In iInformation can
dramatically improve conservatior
I

= Differently from experts,ifie public
IS not ever conscious of the status
of tangible Cultural Heritage:

and petier use of Cultural Heritage.
Our Interest Is In fact not to consume
our capital, rather than invest it

for the future.
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What Is EERITY
m HERITY, from the two words Heritage

and Quality, is a NGO launched

N 1994,

o
= With the contribution of specialists from
27 different Countries in 2002 the
N

AERITY International Cormnrnitise
was created.

= Since 2004 it started to work on the
field, mainly through its certification.
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B HERITY moved from the visitors’ point
o of view then becoming an instrument for
managers of tangible Cultural Heritage.

i Like stars for the hotels and forks for

the restaurants a system called /GES

@, Wwas Individuated to measure
i
de

and visually describe the
performances reached In
four rnain areas.
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Sirnple to read L Mo

It IS Immediate: each monument can be

axeellent in one or more different areas.
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The HERITY process ... Yo,

The HGES assessment process

Questionnaire Site
for
self-
assessment

management

= : self-assessment
Communication .

. HERITY
Conservation Wl on-desk
H Visitors Visitors ev_alua-
% perception perc_:eptlc!nsf tion
Value bl questionnaire satisfaction
1)IIIIIIIIIIIIIIII g survevs :__.-— = --"'.
2)IIIIIIIIIIIIIIII HERITY
3) on-site
IERRRRERRRRREREN) z 2 evalua- to
(ERERRRERERRRRNERRE] Stakeholders '| tion stake_
EEEEEEEEEEEEEEENEEEER Stakeholders perceptionsl _— |10|der5 ;
opinion satisfaction HERITY :
surveys /|l Synthesis

N DOCUMENTATION (by HERITY) /\EVALUATION (multiple sources) | OUTPUT
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m The HERITY Global Evaluation Sysiern:
- applies to monuments (religious

buildings, castles, villas, etc.),

archaeological sites, museums, libraries,
archives and their networks zs long as
N

tney are open to ine puolic ancd uncler
cusiocly;

- IS incepencent of history, geography or
legal status of the assets;

- IS upclaiecl every 3 years.
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= The HGES let us:
- better inform the public by an easy to

understand visual tarcet;

=
- Improve managers’ knowledge of the
status of their monument through a
N

final report;
- enrich the tourist offer by passing a
variety of up-to-date inforrnation.
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COMITATO RESISTEMZA COLLE DEL LYS
delle Valli Chisone - Lanzo - Songonu « Susa
Asgociozione di promozione sociale
cuitn i
L | =co e mamonso | ACCESSIBILITA | DIMENSIONE TESTO | \ASUALL 10HE
progetto
Ecomusei
Y ECOMUSEI FILI
E d I R le vie del fessile
comuseo del Rame EHu—-——————
Scuola del Rame di Alpette sunlo & sottosunle
Alpette il tempo dellindustria
N MUSEI
W VISUALIZZA TUTTI
N VISUALIZZA FER ZONA
. . " . . . . N IMIZIATIVE
Alpette anticamente era chiamata “terra dei mastri ramai” in ogni via si
sentiva il tintinnio dei martelli che prima modellavano i manufatti e poi li “J DOCUMENTI Vi Capra, 27 = 10098 RIVOL {Tof = Tel OVL2532284 = Fox M1.2510553 = Hlodellys & + o ok lledellys191.1

abbellivano con la martellatura, ma per capire perché in Alpette e nella valle
dell'Crco e Soana era famoso guesto mestiere bisogna ricordare che vi srano
cingue miniere di rame, che il rame era portato nelle varie fucine della zona,

5 FORMAZIONE

N CONTATTIL
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Certified archives

Cultural Management
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Clertifled monuments
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Certificd monuments
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Certified monuments V
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Certifled monuments

Sinagoga
Tomar (P)
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Certified museums T

Ruta de Caesaraugusta — Zaragoza (Spain)
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Biblioteca
Antonio
Botto and
the Castle
(Abrantes,
Portugal)

HERITY
i g

™ e
[/ o

2010 - 2012

= Sitios piloto
Custeba em Portugal
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sites

Serra da Capivara
Plaui (Brasil)
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Cerrified complexes

TERITY
International Recognition

University of Vilnius (Lit
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The state-of-the-art

Up today,
27% properiies
were already evaluated
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Stakeholders

~ l‘ l Ve MERITY
g J ..(A.» C A_ International Quality Reco gnition

@’

= In August 2005 a survey was carried
out at the 30 Itallan ecomuseums which
at first applied the HGES in 2004
- 72% of the site managers believe
AERITY helps to offer better services;
- 61% of the public better appreciated
visits thanks to HERITY Iinformation;
- 42% of the stakeholders used HERITY
results for decisions’ support.
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UNESCO feedback .
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How HERITY can help?

ternational

Behind its results,
the HERITY Ceriificatior
demonstrates that
transparency
irmoroverneni efforis
ancl recuest for cooperaiion
are in place at the site
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How HERITY can help?

ternational

The difference from ISO
safeguards cultural variability

(no stancdarcs for culiure...)
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he difference from TQM
external maximum consideration
(we work for ithe oublic...)
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How HERITY can help?

International

The difference from customer
related models
safeguards credibility
(cir. Tripadvisor scancdals...)
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How HERITY can help?

ternational

On the other side,
the system can be used
oy Inieresied pariies
to support
solutions to ineir needs
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Zaragoza ha presentado en Fitur 135 Iniciativas gue se estén poniendo =n marcha pars
straer mas turistas asisticos a |a ciudad. La capital aragonesa ha registrade un fuerte
incremento, un 20%, consultas de visitantes de origen asigtico, principalmente de
China y Japan en |as oficinas de turismo municipales.

Public funding
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Forte di Fenestrelle (1)

Private funding
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! UNESco
: Publishing

World Heritage

Benefits Beyond Borders

alleviation: Serra da Capivara
National Park, Brazil

Serra da Capivara 5 World Heritage in poverty

Publicado em 30/03/2010 - 23:41:38 Tamanho da fonte: (A At

Piauienses debatem em forum mundial na
Europa sobre a Serra da Capivara

Arquedlogos formados em SRN apresentaram o Patriménio Cultural em forim mundial.

O “Global Quality Heritage Management’ aconteceu no Museu de Arte Pré-Histérica e do
Sagrado do Vale do Tejo em Mac&o — Portugal, entre os dias 16 e 27 de Margo de 2010,
coordenado pelo Dr. Luiz Oosterbeek, diretor do Museu e vice-presidente da Organiza¢&o para
Gestéo da Qualidade do Patriménio Cultural (HERITY), e Maurizio Quagliuclo, secretario geral da
HERITY.

International audience
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Agenzia del Demanio and
HERITY sign property certifi-
cation agreement

Historical/artistic government property managed
by the Agenzia del Demanio may be certified by
HGES-HERITY, the international

Historic Glabal Evaluation System

— 2 tool for measuring the qual-

ity management and improvament

of cultural heritage protection.

With the agreement between the

Agenzia del Demanio and HER-

ITY, the international organization

will be examining and evaluating

the properties from the point of

view of development, conserva-

tion, communication, and services offered to
the public.

The 35-country HERITY network represents an
opportunity for international recognition of the
image and actual value of Italy's public real es-
tate.

Spending review

Accordo tra Agenzia del De-
manio e HERITY per certifica-
zione di qualita degli immobili

Agli immobili di demanio storico-artistico in
gestiene allAgenzia del Demanio potra es-
sere applicata la certificazione
internazionale HGES - HERITY
Global Evaluation Sysfem, uno
strumento per misurare la qualita
& migliorare |a lutela del patrimo-
nio culturale. Grazie all'accordo
fra l'Agenzia del Demanio ed
HERITY, I'Organismo internazio-
nale per la gestione di qualita del
patrimonie culturale, gli immaobili
saranno esaminali e valutati dal
punto di vista della loro valorizzazione, conser-
vazione, comunicazione e servizi offerti al pub-
blico.

HERITY coinvolge una rete di 35 Paesi e, per-
tanto, questa intesa rappresenta un'opportunita
di riconoscimento & livelle internazionale
dellimmagine e del valore effetfivo e potenziale
del patrimaonio immobiliare pubblico italiano.

Agenzia del Demaniofkig
THERITY#™=1AiE

Agenzia del DemanioBEHIHE /3L
LB #ETLIEBHGES HERITYA
if. HGES HERITYR—TEffFAExR
R, BLUT G~ FiPrnEE
. Agenzia del DemanioflHER-
ITYELZEm Y, EffEREMNER.
FiP. ERNES AR EMNAS#T
EEITE.

nEEE3sTEREMHERITY, BEX
ﬁ’“#ﬁ?ﬁ;&iﬂﬂ HiRERR AT

VarLore PAESE
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Tourist itineraries and distribution of visitors
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O Patrimceis Culural necesdts de cuidada. 08 sspe-
cialistas precisam de apoin para cuidar dale,

s cudadiios & 05 vistantes podem ser allados formidé-
weis N3 prateccio oo Patrimdnio Cultural para que ag
geraies vindouras possam desfrutar dele.
Send o assiim, 0 Patrimdnio Cultural & uma responsstili-
dade COMum.

HERITY foi iniciaca em 1994, gragas ao esforga de as-
pecialistas dos diferentes campas de actuagio em pa-
Erimanio de 37 Paies (pectdo do patriménig cultural
gest®o da qualidade Wiz, disciplings especificas como
amuealigh, aruiectum, ares, museciogla, estudas
e dirgits, Antropalogia, COMSErvacan & restaung, Comu-
nkcagia, turisme).

O resultada principal deste esforca & o SStema da M-
hacdo Global HERLTY [HGES = HERITY Glabal Evalua-
tion System), gue & utifzade para cenificar o "estado
da arte” da gestdo de qualidace de Monumentos,
Sitics, Museus, Biblintecas e Anjuisvos.

PORTO SEGURO

SAFE HARBOUR

HERITY Internacional

WERITY Imernacknal fol fundads na [kéla, Comissées Nacoras sdo omanizdss =m cada
Pais, dia apds i, gragas &= contribuigBes de represectantes ocals.

HERITY desecnchen a sus accda atraves da utiaacho dos MGES, assm coma atravs de pro-
gramas mspecifns corhecos como: “As Universidades MERTTY, “is Cidades MERITY, "t
Escolas HERITY™, “Crurands. s Frontsirs” & 0 Frograma de Apoio Intsiecial®

“T dlhvo™ HERITY

Fara descrever 3 shuscBo e um bem cubural, HERITY =scobed como prindpal crizéne, gar-
£nda da ponto da wista do piiolicn [residentes e turistas); quals 540 os fackores que o Cone
WENLRT WTIA PESEDA 3 apreciar wisier, posshelments regressar 2 um shio eiou aconssihar
culrar peszozs a pem 137

Ecta questdo pode ser radurids desta forma:

1. "Este fugar  Importante para vishar;

2 °E bam presmnadc e mantico’;

2. “Eu antendl 2 sua mensagem’™;
4. "Eu thee 3 cporiunidade de acreclar methor a visita, gragas acs tenicns formeckios”.
Fara tormar possivel a compreensio da sEuagAo i siti num relance, HERITY criou um sime
balo, que desreve numa escaly de LM A Cnco o pivel de Valor, Consereacia, Comunicacio
= Sanvicns, chamado “Alo™. 0 Alvo HERTTY foma poszivel a comparacii ce d ferentes s
fuzgies, permitindo 20 pibicn sxooherqual o melhor luger para visitar de acordo com 25
suas nacessidades/monsicpbes @ dfenenes nieis de ichenesse em cads mkbdnio. Far cal,
c2da hgar tem 3 cportunidace de sar carificady, Independentemerte dagquil pels que £
conhecida.

EU funding

Cultural

International

Tade Harbaur
Pado Sequrs

s s ikstrades 0o A [oue deis

VA ca centiicasio, apde o pUGesED HIGES)

COTENAM 2 0PN 30 e Gestaes, 0o e
The HGES assessment process cialias HE;I"I)'\‘. o plilics o oo ui";
sakehoidars, que refieies  Ciferentes
PONCS G WS, anvolvindn diecaments
dhobrsas patis neesas.

0 qua favarece

Incwaghn, smpliadade, achuslnigho, s
|u|uq I6c~=u pemenent; independinga

L) o mu HERITY & o apericimaments de
sistemay de casficagho amenimes, bams-
dos Spenas oM nbénia =, por e sl £
farlmcmx reconhecivel 8 mivel Imermacie-

2]A chmrcacio HERITY € percdicamente
5 reviska & nbo “foea” e imukivel, mma o3 52
bemas aneerionmente adogtados.
3) & reconhedmentn HERITY encomia o
melhoraments continue da conservecho,
- comanicacha e sk
- 4) A addpad icaghio da cemificacia HERLTY ex-
Imulu 8 competkidade num sech que
o sempre ol “indisin o
5) U smu—a de mealngio penmice wma -
miependente, semdhante a0
mﬁes intemaconas.

Mutas partes interessadas padem benefidar com o Sstema de Avallagio
Global HERITY!

= Gestores de sitios, pam destacarem os seus esforgos: @ para saberem qual &
A pertepcio da seu bem por outres partes intereseadas;
= Poiticos, para p-a'oeh-eremglmaln'enteasmag:c-elrsw[rama SUB tomada
divs dectsbies;
= Operacares trsticos, ara saberem A Situacsn de Siios culturais para eriar
05 Itinerdios;
= Agincias poblices, pana informanem os visjantes
= Progtietanios, para fazarem os Ofgamentos & pomovers o5 sitios;
= Bancos & outras stakehakders, par verificarem o melhoramento real, tormado
perssivel petn Sew apais financeing;
= As publicagiies de guias, para endpuecerem a sua ofera par os dientes.

Management

"HERITY

Recognition
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Conclusion {'

Quality Vlanagement of Cultural Heritage:
NOT
a Cost,
but a revenue
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Conclusion

We walt for
You
to find the next use!
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