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Background:
 
1. The consultation was based on the programme of work of the World Tourism 
Organization for the period 2006-2007 under Section 5: Improving Competitiveness: 
Quality, Investment, Trade, Health, Safety and Security, whose first objective was 
defined as:  
 

“Guidance, international harmonization and recognition of best practices, minimum 
requirements, standards, and management systems intervening in the quality of tourism activities, 
products and destinations”. 
 

2. The event was organized through the joint initiative of the World Tourism 
Organization and the Vice-Ministry of Tourism of Colombia as a response to the growing 
interest on the part of the National Tourism Administrations of the Americas in learning 
about national experiences in the region and in creating a common working platform on 
this subject. 
 
3. The consultation was made possible thanks to the logistical, material and technical 
support of the Government of Colombia, whose Vice-Minister of Tourism, Mr. Oscar 
Rueda, welcomed the participants and explained his country's position in support of 
tourism standards as a foundation for the creation of a responsible and competitive sector.  
 
4. The event was co-presided by Mr. Henryk Handszuh, Chief of the Improving 
Competitiveness Department of the UNWTO and Mr. Carlos Vives, Chief of the Quality 
Department and adviser to the Vice-Ministry of Tourism.  
 
Participants 
 
5. The event was attended by technical delegates from the National Tourism 
Administrations (NTAs) of 11 Member countries and territories of the region (Argentina, 
Brazil, Chile, Colombia, Cuba, Ecuador, Guatemala, Panama, Peru, Puerto Rico, 
Venezuela), representatives of the private sector of the host country, and of the 
Department for Improving Competitiveness of the UNWTO. Attached is a list of 
participants.  
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Approaches and working methodology 
 
6. The debates were carried out according to the approved agenda (attached) and was 
divided into three parts:  
 

6.1. A general and specific debate on the critical aspects of the standards applied to  
       tourism. 
6.2. Presentations of national experiences.  
6.3. A debate on the advisability of joint actions among the countries of the 

  region, including a common regional framework of tourism standards and a  
  common regional position with regard to activities aimed at the creation of  
  international standards.    

 
Base documents and presentations 
 

- Document prepared by the UNWTO Secretariat: “Understanding of Tourism 
Standards:  Explanatory Notes Regarding International Tourism Standards”, of 30 
June 2006 (updated version of document (QSTC/4/6.2(a) of the Quality Support 
and Trade Committee).  

 
- UNWTO Position on Tourism Standards (Internet) 

 
- Report on UNWTO activities in the area of tourism destinations, including the 

document QSTC/4.6.3.1 on the preparation of a “Benchmarking Tool on Tourism 
Destination Quality”. 

 
Main conclusions 
 
General debate  
 
Technical standards in tourism activities and quality requirements of tourism products  
 

⇒ The aspects covered by standards--both national and international--that support 
quality in tourism should be defined based on the importance of certain tourism 
activities in the value chain of the tourism product as the sum of a variety of 
services supported by facilities, infrastructure, the environment and processes.  

 
⇒ In the drafting of international standards, the starting point should be national 

experiences in the selected aspects, and efforts should be made to homogenize 
common references and to preserve the unique characteristics, diversity and 
authenticity of each country.  

 
⇒ A standard that is useful for consumers is one that reflects expectations 

universally held by customers, and one that can be used as a means--a good 
practice--to help ensure that such expectations are met.  
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⇒ Standards represent a relative value with respect to meeting the requisite levels of 

quality in tourism, since a product of absolute quality or the ideal product cannot 
exist given the ever-changing diversity of the subjective expectations of 
consumers.  

 
⇒ Nonetheless, as standards permeate further into the public domain, that is to say, 

as they become increasingly known and taken into account on the part of the 
general public, they will become more prominent in their role as a means to help 
ensure that common expectations are met and to improve the quality of life of 
everybody through tourism.  

 
⇒ A quality-oriented approach appears as a guiding principle for national tourism 

policies, recognizing it as a means to improve the competitiveness of tourism 
destinations and enterprises, regardless of any differences in the specific strategies 
and instruments used by each NTA to promote its application.  

 
⇒ The voluntary and universal nature of standards was recognized as a basic 

principle, but at the same time it was pointed out that, with regard to certain 
aspects of a crosscutting nature, such as safety and security, hygiene or 
accessibility, it is important to progressively achieve their obligatory application.  

 
 
Quality in tourism destinations  
 

⇒ It was noted that individual actions concerning tourism destinations on the part of 
various structures and departments of the UNWTO can be considered 
complementary, although it was also observed that as a whole, they tend to 
confuse the NTAs and, at the same time, increase the cost of implementation of 
projects, and therefore it was requested that the Secretariat improve its 
coordination in this matter.  

 
⇒ It was also pointed out that the sustainability of tourism destinations, which is an 

objective and a measurable aspect over the long term, depends on the quality of 
the specific tourism activities and their development in accordance with the 
requirements of the product, which are aspects that are immediately perceivable 
and which contribute to the competitiveness of destinations. Thus, it was 
proposed to coordinate both objectives in the preparation of the benchmarking 
tool on tourism destination quality.  

 
 
National experiences 
 

⇒ Various countries in the region already have national standards on aspects of a 
crosscutting nature (safety and security, hygiene, etc.), which can potentially be 
standardized at the regional level.  
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⇒ Regarding the Colombian private sector, the importance of constant revalidation 

and awareness-raising for the success of the implementation of national standards 
was highlighted.  

 
Attached to the present report are the presentations given during this part of the 
meeting.  

 
 
Joint actions  
 

⇒ Note was taken of the adoption, by a close margin, of a wide and non-
exclusionary scope of activities of the ISO technical committee on Tourism and 
Related Services (ISO/TC 228) and of the start of international standardization 
efforts relative to spas and spa services, as well as of the activities carried out by 
the UNWTO as a liaison organization aimed at facilitating voting procedures.  

 
⇒ The participation of various countries of the Americas region in the respective 

votes was noted, as well as in the 1st meeting in Tunis in March 2006 and in the 
Working Group in Madrid in June 2006. However, it was also noted that the non-
availability of economic resources makes it impossible to participate in all the 
meetings in a more extended manner, and that some members did not have 
complete information on the voting procedures of and the responsibilities deriving 
from the them, which caused abstentions in such votes.  

 
⇒ It was noted that the following countries of the region, through their national 

standardization committees, already form part of the ISO/TC 228 committee: 
Argentina, Barbados, Brazil, Canada, Costa Rica, Chile, Jamaica (permanent 
members) and Mexico (observer), and that other countries could join once the 
corresponding procedures have been clarified.  

 
⇒ The UNWTO undertook to obtain the corresponding clarifications from the ISO 

and to relay them to the countries of the region.  
 

⇒ It was decided to create a regional working group whose main functions are to be 
the standardization of aspects of common interest for the countries of the region 
and to represent the opinion of its members in the  ISO/TC 228 committee. It was 
also decided to eventually integrate its work with that of the already existing 
regional body, the Pan-American Standards Commission (COPANT).  
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Proposals and decisions on future actions 
 
Creation of a regional working group  

 
- Preparation by Chile and Colombia, the countries that promoted the initiative, of an 

initial draft plan of work, which will be distributed to the participants and discussed 
on an online forum to be set up by the UNWTO Secretariat.  

 
- Constitution of the group prior to the next meeting of the ISO/TC 228 committee, to 

be held in February 2007. 
 
- Carrying out progressive consultations during events to be attended by expert 

delegates responsible for standardization, which the UNWTO plans to hold in the 
Americas region; such events mentioned include, the meeting of the Quality Support 
and Trade Committee  (Porto Alegre, Brazil, 1 December 2006); the workshop for 
the application of parameters for the measurement of quality in tourism destinations 
(Venezuela, March-April 2007); and the international seminar on tourism legislation 
and standards (Chile, June 2007).   

 
- Presentation of the group and progress report during the UNWTO General Assembly 

(Cartagena de Indias, Colombia, November 2007) with a view to proposing the 
inclusion of the matters discussed in the forthcoming programme of work of the 
UNWTO.  

 
Application of the parameters for the measurement of quality in tourism destinations  

 
Decisions on the matter: 

 
 - The proposal prepared by the UNWTO Secretariat will be sent to the National Tourism 

Administrations represented in the Consultation for validation.  
 
 - The validated version of the proposal will be applied in countries of the region that 

voluntarily express their interest in proposing pilot destinations (1-2 per country in the 
initial phase). 

  
 - Argentina, Chile, Colombia, Venezuela and Puerto Rico offered to indicate pilot 

destinations where the initial application of said parameters could be carried out.  
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