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C entres have typically de-
veloped in relative isola-

tion, with few cities world-
wide having more than a sin-
gle major facility", said Hirt.
"This has meant that for a
very long time, no universal-
ly accepted accreditation
has existed. Now, we are
seeing more efforts to de-
velop such standards, driven
in many cases by client con-
cerns as to what they can
expect in facilities and desti-
nations that are new in the
market, and in other cases
by a more metrics-driven ap-
proach to site selection, of-
ten by third party planners
who need a measurable ba-
sis for their recommenda-
tions".
Some centres have used
credentials that were essen-
tially adapted from other ar-
eas such as hospitality or
manufacturing, said Hirt, but
these generally failed to real-

ly reflect the kinds of per-
formance important to the
management of a centre. At
the same time, there were
credentials developed in
particular countries or re-
gions, but these lacked the
universality required by cli-
ents who were regularly

looking for venues world
wide because of their event
rotation.
For this reason AIPC under-
took the challenging task of
developing quality stan-
dards specific to convention
centres. The standards had
to meet a number of tests,
including a need to be flex-
ible and adaptable to a wide
variety of facility types, ages
and configurations; to be
seen from a client perspec-

tive so they were relevant to
the market and to be “gradu-
ated” in order to give partici-
pating centres a way for-
ward in addressing any per-
formance issues that were
in the process of being ad-
dressed. Finally, they need-
ed 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 manage-
ment: Customer Service,
Quality of Facilities and Op-
erations, Employee Rela-
tions, Health, Safety, Securi-
ty and Emergency Re-
sponse, Financial Integrity,
Community Relations, Envi-
ronmental Responsibility, In-
dustry Relations and Suppli-
er Relations. The qualifica-
tion 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. 
"At AIPC, our challenge now
is to facilitate as many mem-
bers as possible to achieve
this distinction", said Hirt.
"We realize it’s another de-
mand on managers who are
already very busy with meet-
ing client expectations.
However, it is a way for cen-
tres to distinguish them-
selves for their performance
in a way that will be increas-
ingly 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. For further infor-
mation please contact mar-

ianne.de.raay@aipc.org or
visit www.aipc.org

AIPC President Edgar Hirt says that uni-
versally recognized quality standards

are going to play a growing role for con-
vention centres in a future where in-

creasing 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 pro-

vide qualified centres with a way to
demonstrate and document their accom-

plishments to a discriminating market.

Client Expectations Driving
Need for Quality Standards

AIPC Opinion: 

Standards specific
for centres

Customer service is one of the key areas of center management.


