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exceeded, a message shall explain how to contact the TIO (via the web, by e-mail) or shall give visitors
the option of leaving a contact number.

NOTE1

i If possible, calls are answered before the fourth ring and calls are transferred to a staff member within

NOTE2 Itisnotadvisable to put acaller on hold with music for too long. If possible, priority is given to visitors
in person, especially when there is only one employee.

If a caller leaves a contact number on the answering machine, a call back should be made within 30 min

during opening hours. If the caller is put on hold, regular contact shall be maintained to enable him/her
to either wait, call back or be called back (at the caller’s request).

Recorded messages shall be processed and answered every working day. Letters shall be processed and

Enswered within three working days. E-mails shall be processed and answered within two working
ays.

3.2 Provision of information

3.2.1 Information for visitors

Information shall be accurate and regularly updated. The TIO shall consider only tourist providers
meeting appropriate legal and regulatory requirements.

Information shall be available on a broad range of topics.

NOTE The topics can include accommodation, travel agencies, eating out, transport, cycle routes, shopping,
local products and crafts, walks, cultural activities, holidays, heritage and sports activities and outdoor pursuits,
banks, currency exchange, tax free conditions, chambers of commerce, local customs, religion and places of

worship, libraries, medical services, police and post offices, real estate agencies, local and regional attractions,
and weather forecasts.

The TIO shall have general and specific information about the destination and about tourist attractions,
with the necessary details for the visit: location, description, features, conditions and opening hours.

The TIO shall have details of the day, time, place of performance and content for events and activities
carried out at the destination (recreational, cultural, sporting or leisure).

Information shall take account of the interests of children and the needs of people with disabilities.

The TIO shall give information to visitors about health, safety and good practices to help them to enjoy
the area.

For safety reasons, and in order to avoid risks to visitors, the TIO shall provide appropriate information
about drinking water, high and low tides, the presence of poisonous plants, other local dangers that
might be encountered, etc.

The TIO should provide a website and or other electronic support with such information.

The TIO shall give information to facilitate the visitors’ choice (see AnnexA).

The TI0 should also provide tourism information at national level or indicate how to obtain it.

If commercial leaflets and brochures are displayed, they shall be separated from the TIO information.
1f the TIO has unmanned information service points, they should provide the same items.

There shall be an indication of materials which shall be paid for as well as indication of the price.

bt r' e T) ) shall give written information, either printing it on demand or making it possible to take notes.

 should offer information in several forms, trying to avoid unnecessary printing (see Annex B).
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about
The TIO shall develop a visitors' rights and duties charter, and shall give sdvice avoiding

disrespectful attitudes towards local customs and beliefs (see

TIO
The TI10 shall establish a procedure for leaflets and written material supply according to TIO needs,

d
The TIO shall develop and put in place surveys to follow up and record visitors an their service

satisfaction.

TIO information shall be available and suitable for use and shall be adequately protected.

3.2.2 Information for TIO staff
TI0 staff shall be able to access the following information:

a) phone directories of local and destination services and emergency contact information;

b) transport routes, arrivals and departures and transportation timetables at the TIO destination;
c) destination city maps;

d) tourist guide contacts in the destination and surrounding areas;

e) atable of distances and the time needed to travel;

f) accommodation guides;

g) destination newspapers and journals;

h) updated tourist information guidebooks and websites;

i) dictionaries of the most common languages used by visitors.

3.2.3 Sources of information

The TI0 shall establish a regular dialogue with all the destination tourism service providers. The TIO
shall keep a classified record of the tourism service providers from the public and private sectors and
shall establish a procedure to collect and revise the information at least once a year and, for those TIOs
open all year long, at least twice a year.

The TI0 chall keen a calendar nf events taking place at the destination and surronnding areas

These databases shall be supported by available technologies.

3.3 Commercial activities

The TIO providing commercial activities shall establish a documented
appropriate legal and statutory requirements for commercial transactions. procedure complying with

These may include, if applicable:

a) booking and selling services;

b) purchase of entertainment services;
o)

local products, handicrafts and souvenirs, fi e
selling e ood and drinks, publications or other req
d) the and consumption of basic services, suc

tickets, public telephones, mail, SIM (subscriber |

’

h as internet, cy ex
dentity module) cards, or

- ﬂ help with services such as legal or health matters;
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Annex C
(informative)

The Responsible Tourist and Traveller

The _’I‘IO should publicize “The Responsible Tourist and Traveller”, which is a practical guide to help
tourists make their trip an enriching experience.

The advice is based on the UNWTO Global Code of Ethics for Tourism and the text of the “The Responsible
Tourist and Traveller”[3] is reproduced below.

Travel and tourism should be planned and practiced as a means of individual and collective fulfilment. When
practiced w1t‘h an open mind, it is an irreplaceable factor of self education, mutual tolerance and for learning
about the legitimate differences between peoples and cultures and their diversity.

Everyone has a role to play creating responsible travel and tourism. Governments, business and communities
must do all they can, but as a guest you can support this in many ways to make a difference.

Open your mind to other cultures and traditions - it will transform your experience, you will earn

respect and be more readily welcomed by local people. Be tolerant and respect diversity - observe social and
cultural traditions and practices.

— Respect human rights. Exploitation in any form conflicts with the fundamental aims of tourism. The
sexual exploitation of children is a crime punishable in the destination or at the offender’s home country.

— Help preserve natural environments. Protect wildlife and habitats and do not purchase products made
from endangered plants or animals.

- Respect cultural resources. Activities should be conducted with respect for the artistic, archaeological
and cultural heritage.

— Your trip can contribute to economic and social development. Purchase local handicrafts and products
to support the local economy using the principles of fair trade. Bargaining for goods should reflect an under-
standing of a fair wage.

— Inform yourself about the destination’s current health situation and access to emergency and consular
services prior to departure and be ensured that your health and personal security will not be compromised.
Make sure that your specific requirements (diet, accessibility, medical care) can be fulfilled before you decide

ta travel this destination

— Learn as much as possible about your destination and take time to understand the customs, norms and
traditions. Avoid behaviour that could offend the local population.

= Familiarize yourself with the laws so that you do not commit any act considered criminal by the law of
the country visited. Refrain from all trafficking in illicit drugs, arms, antiques, protected species and products
or substances that are dangerous or prohibited by national regulations.
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