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THE VISITOR ATTRACTION
QUALITY ASSURANCE SCHEME

The VisitScotland Quality Assurance Grading Scheme for Visitor Attractions has been developed in partnership with
the industry to provide visitor attractions of all types with a comprehensive, independent, accurate assessment of
the quality of experience they are offering across all areas of their business. Industry consultation continues to be
a critical component in the ongoing development of the scheme, to ensure it fully meets the needs and ambitions
of scheme participants and visitors’ needs and expectations.

The scheme is designed to inspire and encourage improvement within the Visitor Attraction sector, helping every
participant achieve their full potential in providing the best possible visitor experience.

Participants in the scheme will receive a grading visit from a Quality & Tourism Advisor (QTA), who will undertake a
full assessment of the complete experience offered to visitors. Immediately following the visit bespoke face to face
feedback and advice will be offered, based on the QTAs experience and observations. Post visit, a detailed written
report will be supplied, enabling each scheme participant to clearly see how they have achieved their award, as
well as advice on how improvements can be made where appropriate. Visiting hundreds of attractions each year
the highly experienced team will share examples of best practice and industry trends.

Participating in the Quality Assurance Grading Scheme and displaying your award speaks volumes
to your visitors - it demonstrates you take quality seriously.

WHO IS ELIGIBLE FOR THE SCHEME

The scheme is open to any attraction or activity provider that offers a visitor experience.

WHAT IS ASSESSED

The grading visit comprises of an assessment of the quality of the entire visitor experience and takes into account
every point of interaction visitor will have when engaging with your business.

The scoring guidelines below give a complete overview of all the elements that are assessed, splitinto a maximum
of 9 key areas.

Please note, this is a quality based scheme and there are no facility requirements within the scheme. This ensures
that, regardless of size, any attraction can achieve a maximum award if they are providing an outstanding visitor
experience. If you do not offer certain facilities, e.g. a café or shop, these areas are simply not assessed, with no
detrimental impact on your award, providing that the overall experience meets the required standard for the award.

Pre-arrival - an assessment of website and digital information provision, along with other promotional material,
e.g. brochures.

Staff - Hospitality & Friendliness - an assessment of the levels of friendliness shown by staff throughout all areas
of the attraction.
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Staff - Service & Efficiency - an assessment of the levels of efficiency shown by staff throughout all areas of the
attraction.

Cleanliness - an assessment of the levels of cleanliness throughout the attraction.

Arrival - an assessment of the quality of experience when the visitor arrives at your attraction, e.g. initial first
impression, appearance of buildings, quality of signage etc.

Core Experience - an assessment of the core offering of your attraction and how the visitor can engage with it, e.g.
the quality of interpretive elements offered, how easy it is for the visit to orientate themselves with their
surroundings etc.

Catering - an assessment of any catering facilities you offer, e.g. menu display, quality and range of produce etc.

Retailing - an assessment of any retailing facilities you offer, e.g. range and quality of merchandise, how easy it is
for the visitor to browse products etc.

Toilets - an assessment of the quality and condition of any toilet facilities, e.g. quality of fixtures & fittings, provision
of facilities etc.

SCORING GUIDANCE NOTES

PRE-ARRIVAL

Website/Print - Ease of Use

This will assess how useful and easy it is to access the information a visitor will rely on prior to visiting an
attraction. Elements considered:

B How easy itis to identify and find key pieces of information e.g. prices, opening times, make contact and
directions.

B The appropriate provision of foreign language information.

B The ease of use of the website in terms of quality of images & legibility of content.

B How easy the website can be viewed on multiple platforms.

Digital / Print - Information Provision

This will assess the ease, accuracy and appropriateness of information made available to a visitor. Elements
considered:

Responding to queries e.g. tone, timeliness and effort made to add value to the original enquiry.
Accuracy of key information on internet, website and promotional brochure.

Provision of information for additional target audiences to enjoy their visit.

Reassurance to visitor through the use of online review and / or known quality accreditations such as QA

award.
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Directional Advice

This will assess how easy it is for a visitor to find the attraction and the accuracy of the information provided.
Elements considered:

B Comprehensive and accurate online directions.
B The detail and accuracy of mapping.
B The quality and comprehensiveness of official brown signage, if this is used.

STAFF - Hospitality & Friendliness

This will assess the level of hospitality and friendliness shown by staff throughout all stages of the customer
journey, i.e. Arrival, Core Experience, Catering and Retailing. Elements considered:-

B How friendly and pro-active st_

STAFF -
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