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CLIENT EXPECTATIONS DRIVING
NEED FOR QUALITY STANDARDS

AIPC PRESIDENT EDGAR HIRT SAYS THAT UNIVERSALLY RECOGNIZED QUALITY STANDARDS ARE GOING TO PLAY A GROWING ROLE
FOR CONVENTION CENTRES IN A FUTURE WHERE INCREASING GLOBALIZATION AND RISING CLIENT EXPECTATIONS WILL CREATE A
NEED FOR A MORE RELIABLE MEANS OF ASSESSING WHAT THEY CAN EXPECT FROM A GIVEN FACILITY. AT THE SAME TIME, SUCH
STANDARDS WILL PROVIDE QUALIFIED CENTRES WITH A WAY TO DEMONSTRATE AND DOCUMENT THEIR ACCOMPLISHMENTS TO

A DISCRIMINATING MARKET.

‘Centres have typically developed in relative
isolation, with few cities world-wide having
more than a single major facility’, said Hirt.
‘This has meant that for a very long time,

no universally accepted accreditation has
existed. Now, we are seeing more efforts to
develop such standards, driven in many cases
by client concerns as to what they can expect
in facilities and destinations that are new

in the market, and in other cases by a more
metrics-driven approach to site selection,
often by third party planners who need a
measurable basis for their recommendations’.

Some centres have used credentials that
were essentially adapted from other areas
such as hospitality or manufacturing, said
Hirt, but these generally failed to really
reflect the kinds of performance important
to the management of a centre. At the same
time, there were credentials developed in
particular countries or regions, but these
lacked the universality required by clients
who were regularly looking for venues world
wide because of their event rotation.

For this reason AIPC undertook the chal-
lenging task of developing quality standards
specific to convention centres. The standards
had to meet a number of tests, including a
need to be flexible and adaptable to a wide
variety of facility types, ages and configura-
tions; to be seen from a client perspective

so they were relevant to the market and to
be ‘graduated’ in order to give participat-

ing centres a way forward in addressing any
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performance issues that were in the process
of being addressed. Finally, they needed to
be seen as having been developed by an
arms-length body like AIPC, using an external
auditor, in order to maintain their credibility.

The standards have now been developed
address 10 key areas of centre management:
Customer Service, Quality of Facilities and Op-
erations, Employee Relations, Health, Safety,
Security and Emergency Response, Financial
Integrity, Community Relations, Environmen-
tal Responsibility, Industry Relations and
Supplier Relations. The qualification process
is one in which centres must demonstrate that
measurable policies and procedures in place
for each area in a form that can be reviewed
and assessed by an external auditor.

AIPC undertook the
challenging task of
developing quality
standards specific

to convention centres.
The standards had to
meet a number of tests,
including a need to be
flexible and adaptable
to a wide variety of
facility types

‘At AIPC, our challenge now is to facilitate as
many members as possible to achieve this
distinction’, said Hirt. ‘We realize it's another
demand on managers who are already very
busy with meeting client expectations.
However, it is a way for centres to distinguish
themselves for their performance in a way
that will be increasingly recognized in today's
highly competitive market'.

Edgar Hirt is the President of the International
Association of Congress Centres (AIPC) and
Managing Director of CCH, Congress Center Hamburg
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