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The scenario 

 In the last years, the “crisis” 
-which is more than a crisis- pointed out 
the need to individuate new values 
and to be ready for the future. 
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The scenario 

 At the same time, instead of 
investing in Culture, which is the way 
to (re)build values for 
future social and economic 
development, 
cuts were made, 
especially in the sector of Cultural 
Heritage, material and immaterial one. 
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Managing CH 

 Cultural Heritage 
is a common heredity 
which we can use at present 
and transmit to future generations 
letting the knowledge of the past 
to enrich personal and collective 
cognitive faculties, then improving 
our opportunity to have 
better conditions of life. 
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Managing CH 

 
 

 Cultural Heritage is then a 
 
VALUE 
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Managing CH 

 
 

 Cultural Heritage is then to be 
 
CONSERVED 
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Managing CH 

 
 

 Cultural Heritage is then to be  
 
COMMUNICATED 

Cultural Heritage Management 

International Quality Recognition 

Maurizio Quagliuolo 



Managing CH 

 
 Cultural Heritage can help economy 

through the development of 
 
SERVICES 
 
(e.g.: Tourism) 
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Managing CH 

 Unfortunately 
Cultural Heritage 
is 
FRAGILE 
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Managing CH 

 The maintenance of 
Cultural Heritage  
has a 
COST 
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Managing CH 

 Tourism can be 
a 
RISK 
factor 
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Managing CH 

 This is why 
HERITY 
International Organization 
for Quality Management 
of Cultural Heritage 
was created. 
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 Differently from experts,the public 
is not ever conscious of the status 
of tangible Cultural Heritage: 
a little effort in information can 
dramatically improve conservation 
and better 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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Why HERITY 



 HERITY, from the two words Heritage 
and Quality, is a NGO launched 
in 1994. 

 With the contribution of specialists from 
27 different Countries in 2002 the 
HERITY International Committee 
was created. 

 Since 2004 it started to work on the 
field, mainly through its certification. 
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What is HERITY 



 HERITY moved from the visitors’ point 
of view then becoming an instrument for 
managers of tangible Cultural Heritage. 
Like stars for the hotels and forks for 
the restaurants a system called HGES 
m               was individuated to measure 
       and visually describe the 
mm           performances reached in 
mmm       four main areas. 
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Which answer? 



The HERITY Target 



Perceived 
Value 

(RELEVANCE) 

Services 
Offered 

(SERVICES) 

Preservation 
Capability 

(CONSERVATION) 

 
Information 
Transmitted 

(COMMUNICATION) 

The HERITY Target 



  It is immediate: each monument can be 
 
 
 
 
 
 

    
excellent in one or more different areas. 
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Simple to read 



Assessors 

= Managers 

The Public 
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Three main actors 
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 The HERITY Global Evaluation System: 
- applies to monuments (religious 
buildings, castles, villas, etc.), 
archaeological sites, museums, libraries, 
archives and their networks as long as 
they are open to the public and under 
custody; 
- is independent of history, geography or 
legal status of the assets; 
- is updated every 3 years. 
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Using the HGES 



 The HGES let us: 
- better inform the public by an easy to 
understand visual target; 
- improve managers’ knowledge of the 
status of their monument through a  
final report; 
- enrich the tourist offer by passing a 
variety of up-to-date information. 
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The output 
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Plaque at the entrance 

Personal paper 
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How the target is used 



Province of Turin 
Ecomuseums 
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Certified sites 
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Certified archives 

State archive 
Rome 



Pantheon 
Rome 
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Certified monuments 
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Certified monuments 
Castel S.Angelo 

Rome 
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Certified monuments 
S. Ignazio 

Rome 
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Certified monuments 
S. Croce 
Florence 
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Certified monuments 
Sinagoga 
Tomar (P) 



Cultural Heritage Management 

International Quality Recognition Certified museums 
Ruta de Caesaraugusta – Zaragoza (Spain) 

Maurizio Quagliuolo 



Cultural Heritage Management 

International Quality Recognition 

Certified libraries 
Biblioteca 
António 

Botto and 
the Castle 
(Abrantes, 
Portugal) 

Maurizio Quagliuolo 



Cultural Heritage Management 

International Quality Recognition 

sites 
Certified archaeological 

Serra da Capivara 
Piauí (Brasil) 
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University of Vilnius (Lithuania) 
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Up today, 
276 properties 

were already evaluated  
 



 In August 2005 a survey was carried 
out at the 30 Italian ecomuseums which 
at first applied the HGES in 2004: 
- 72% of the site managers believe 
HERITY helps to offer better services; 
- 61% of the public better appreciated 
visits thanks to HERITY information; 
- 42% of the stakeholders used HERITY 
results for decisions’ support. 
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Stakeholders feedback 



Cultural Heritage Management 

International Quality Recognition 

Maurizio Quagliuolo 

UNESCO feedback 
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Behind its results, 
the HERITY Certification 

demonstrates that 
transparency 

improvement efforts 
and request for cooperation 

are in place at the site 
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The difference from ISO 
safeguards cultural variability 
(no standards for culture…) 
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The difference from TQM 
external maximum consideration 

(we work for the public…) 
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The difference from customer 
related models 

safeguards credibility 
(cfr. Tripadvisor scandals…) 
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On the other side, 
the system can be used 
by interested parties 

to support 
solutions to their needs 
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HERITY use 

Public funding 
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HERITY use 

Private funding 

Forte di Fenestrelle (I) 
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HERITY use 

International audience 

Serra da Capivara 
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HERITY use 

Spending review 
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HERITY use 

Networking                      (Province of Turin – I)    
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HERITY use 

Tourist itineraries and distribution of visitors 
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HERITY use 

EU funding 



Quality Management of Cultural Heritage: 
NOT 

a cost, 
but a revenue 
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Conclusion 



We wait for 
You 

to find the next use! 
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Conclusion 
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