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INTRODUCTION

A very warm welcome to the ISAAC conference.

ISSAC is an EU funded project entitled Integrated e-Services for Advanced Access
to Heritage in Cultural Tourist Destinations (ISAAC) that aims to develop integrated
electronic services and rich content for tourists, local residents, decision-makers and
managers.

Tourism can be key in preserving and enhancing cultural heritage in a sustainable
way. ICT solutions can help this process by providing better services. Successful
implementation of emerging technologies depends on a high degree of cooperation
across sectors, research disciplines and borders. The ISAAC project aimed to pave
the way towards more efficient use of ICT services in tourism by gathering the
appropriate range of expertise from academic researchers, ICT companies, city
authorities and cultural institutions to pool their knowledge and experience to
address this problem.

There were 16 partners from four EU countries, most of who are giving papers today.
They will report a wide range of achievements, from identifying the need for
interpretation and meaning in cultural heritage through to developing a platform
tailored to the specific needs of each of the three partner cities: Amsterdam, Genoa
and Leipzig. It is also important to signal the high level of cooperation between the
project partners and, in particular, the level of commitment and involvement of the
three city partners. Perhaps more than anything this practical application in the three
cities is the major success story of ISAAC.

Finally I would like to extend a thank you on behalf of all the conference delegates
to Ms Jing Wang who was principally responsible for organising the conference on
behalf of the University of Nottingham and the ISAAC conference committee
chaired by Dr. Krassimira Paskaleva.

Stephen Platt
The School of Built Environment
The University of Nottingham, UK



PAPERS

The following abstracts of full papers are included in this booklet:

1. Cultural Heritage, Tourists and Technology
Dimitrios Buhalis (Bournemouth University)

2. The Heritage e-Destination: A Novel Platform for Promoting the Cultural
Tourist City

Krassimira Paskaleva and Jose Azorin (Institute for Technology Assessment and
Systems Analysis, ITAS)

3. Classifying and Mapping Cultural Heritage
Luigi Fusco Girard (University of Naples)

4. ISAAC Integrated Platform and Web 2.0 Approach to Cultural Heritage
Maurizio Megliola, Gabriele Santinelli (TXT E-solutions SPA), Daniela Ciaffi
(Politecnico di Torino, Italy)

5. Cultural Heritage Strategies: Embracing User-generated Content

Nicole Mitsche (University of Sunderland); Ian Cooper (Eclipse); Patrizia Lombardi
(Politecnico di Torino, Italy); Franziska Vogt(University of Sunderland), Daniela
Ciaffi (Politecnico di Torino, Italy)

6. Supply of and Demand for E-services in the Cultural Sector: Combining
Top-down and Bottom-up Perspectives

Frank Bruinsma, Karima Kourtit, Eveline van Leeuwen and Peter Nijkamp (Free
University of Amsterdam)

7. Visitor Requirements and Willingness to Pay
Stephen Platt (University of Nottingham), Aline Chiabai (Fondazione Enrico Matte,
Italy), Wadim Strielkowski, and Jing Wang (University of Nottingham)

8. Measuring Tourist Satisfaction and Supporting Decision Makers
Stephen Platt, Frank Bruinsma, Wadim Strielkowski and Jing Wang (University of
Nottingham and Free University of Amsterdam)



9. City Cultural Heritage Strategy and the Use of E-services

Genoa Experience: Paolo Dallorso (City of Genoa, Italy)

Leipzig Experience: Susanne Heidenreich (City of Leipzig, Germany)
Amsterdam Experience: Egbert Wolf (City of Amsterdam, The Netherland)

10. Developing Integrated E-services for Cultural Tourism: The Innovation
Challenges

Krassimira Paskaleva, lan Cooper and Jose Azorin (Institute for Technology
Assessment and Systems Analysis, ITAS)

11. Participatory Tools for Sustainable Cultural Tourism Management
Aline Chiabai (Fondazione Enrico Mattei), Krassimira Paskaleva (ITAS), and
Patrizia Lombardi (Politecnico di Torino, Italy)

12. Mapping Cultural Heritage: Case Study, Cambridge UK
Vicky Smith and Simon Ruffle (Stride Design, Cambridge)

13. Topic: Historical City Centers: Enhancement of a Living Heritage.
Roberto Albergoni (HERIMED)



POSTER SESSIONS:

14. A Proposal of an Interactive Interpretive Mapping System for Heritage
Sites
Kamel Ehab (University of Nottingham)

15. Practiced Spaces: Locative Approaches to Cultural Heritage
Giulia Bertone and Silvia Giachello (Politecnico di Torino)

16. iTACITUS - Intelligent Tourism And Cultural Information Through
Ubiquitous Services

Tony Brown (Head of ITS, Hampshire County Council)
17. ImaGeo - Better Touristic Experiences Through Instant Information

Jana Wedekind, Cristina Botta, Giovanni Giovinazzo, and George loannidis (1IN2
search interfaces development Ltd);

Emile Bijk and David Crombie (Utrecht School of the Arts)

18. New Communication Models in the Tourism Industry: A Concept for
Measuring the Web 2.0 Activities

Josef Herget, (Donau-Universitit Krems) and Isabella Mader, (IMAC
Information & Management Consulting)

19. Measuring Socio-economic Change Resulting from ICT Deployment at
Heritage Tourism Sites

JaimeKaminski, Jim McLoughlin, and Babak Sodagar (University of Brighton
Business School)

20. Cultural Heritage Experience with Virtual Reality

Nikoletta Mavrogeorgi, Stefanos Koutsoutos, and Theodora Varvarigou (National
Technical University of Athens)

21. The Influence of Low-cost Airlines and Innovativeness in Andalusian Hotels
Rodrigo Martin-Rojas, Fernando Matias-Reche, Vera Ferron-Vilchez, and José M.
De La Torre-Ruiz, (University of Granada, Spain)

22. Heritage Museums between Real and Virtual:Enhancing Visitors’
Experience

Haitham F. Rashed and Heba E. Elsharkawy (University of Nottingham)
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Cultural Heritage, Tourism and Technology
Dimitrios Buhalis
International Centre for Tourism and Hospitality Research (ICTHR)

School of Services Management, Bournemouth University

Recent developments in ICTs present new opportunities to enhance interpretation at
CH sites. ICT developments enable CH information to be presented in new ways.
The underlying aim is to help the visitor understand the exhibits on display within
the context of the site, enhancing Interpretation. Interpretation is an essential task in
CH to enable visitors to appreciate the significance of exhibits and sites. There is
growing recognition in the literature of the role that ICT can play at CH sites and in
particular how ICT can enhance the visitor’s experience. Four applications can be
found to be particularly beneficial for visitor interpretation, namely:

i) Augmented Reality (AR): is the term used for a computer generated
reconstruction which overlays a photograph or film. This enables visitors to make
comparisons between what an exhibit looks like today, with what it once looked
like.

ii) Interactive Museum Installation: Interactivity refers to a system that is
computer-based, where the user's input, is then processed by the system, which in
turn affects the output.

iii) Mobile Multimedia Guide: An enhancement of the traditional audio guide so that
multimedia can be presented. Wireless devices have a context specific capability
where the user’s position can be tracked and appropriate information sent
accordingly

iv) Avatars are computer generated images which represent the user in the virtual
world. In a CH context, avatars are used to guide visitors around the virtual site
and to disseminate information.

ICTs offer new ways to enhance interpretation and make it entertaining.
Interactive games are designed to be fun to use and educational at the same time.
This is known as “Edutainment” or a combination of education and entertainment.
Technology can therefore help visitors to understand and participate in CH.



The ISAAC Heritage E-destination: A Novel Platform for
Promoting the Cultural Tourism City
Krassimira PASKALEVA and Jose AZORIN
Institute for Technology Assessment and Systems Analysis (ITAS), Germany

Tourism potentially is a key generator of the resources necessary to preserve and
enhance cultural heritage in a sustainable way. In the digital age, ICTs solutions can
help create added value by providing better services, promote institutional
innovation, enhance participation and improve decision-making in tourist
destinations in Europe and across the world. But successful implementation of the
emerging technology depends on a high degree of cooperation across sectors,
research disciplines and borders whilst tourist cities and communities need to keep
pace with and anticipate tourists’ and other users’ demands by adopting innovative
techniques for the promotion and management of their cultural heritage. The full
transformative potentials of integrated systems and e-services for heritage and
tourism however remain broadly unutilised while local authorities and destination
management agencies are being increasingly challenged to demonstrate effective
technological development to support wider take up in their cultural destinations.
There is an urgent need to advance the possibilities of ICTs in destination promotion
to a new level and the development of a novel user-relevant and user-friendly ICTs
environment that can link digital heritage with e-tourism to advance the valorisation
of local heritage assets based on user-experience and demand, in context of citizens’
participation. The current paper addresses this need by discussing the ISAAC novel
approach for promoting the cultural tourist city by using integrated e-services and
e-governance in context of the ‘heritage e-destination’. The debate rests on the still
unexploited potentials of synergies between tourism, heritage and information
society technologies in urban destinations. The methodological approach integrates
knowledge on cultural tourism and local heritage for the benefit of the users willing
to gain information and experience in the tourist destinations before, during or after
a visit, and of the citizens in their dual role of potential tourists and active part of the

composition and promotion of the tourism offer in their community.
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Classifying and mapping cultural heritage
Luigi Fusco Girard

University of Naples

Globalization, advances in technology and the shift in consumers’ value systems
towards self-development and natural living, create demands for a new ‘experience
based’ heritage tourism. This means exploring methods and tools that are able to
create a sustainable and competitive advantage through the supply of memorable
and highly personal experiences. The role of ICT and interactive-GIS (iGIS) for
cultural heritage promotion and communication in creating these memorable
experiences is explored in this paper.

In the context of increasing uncertainty, multiculturalism and technological change
that will increasingly shape city futures this paper stresses the role of evaluation in
deducing an ordering between soft and hard cultural values. The future of European
Union will depend on a valorization of its many different identities in the face of
globalization. Cultural heritage conservation is crucial not only as an economic
wealth generator through tourism but also to sustain cultural difference and to
transform it into new economic opportunities in a competitive world.

Cultural heritage is a deposit of values in our society that can be perceived as
abstract and far removed from real experience. But tourism can also improve
knowledge of meanings, sense, symbols, values. The paper focuses on values and an
evaluation of cultural heritage in our cities/regions, in the light of their multiple
relationships and specific attributes.

The paper will explore evaluation as a social construction of critical knowledge
about sense, meanings and values; the importance of soft issues and the distinction
between tangible and intangible heritage and the role the spirit of place as an engine
of local development and for reinforcing city cultural resilience. It will discuss the
challenge of improving cultural resilience of European cities and explore the role of
cultural heritage. In this regard cultural memory of city is seen as energy and a
source of innovation and enterprise. The role of rituals, ceremonies, festivities in
transmitting cultural memory of a city will also be discussed.

The creative use of ICT enriches participation and ways of thinking, it helps set
priorities and enables choice. It improves intercultural dialogue and integration; it
stimulates the internalization of soft values, making them stronger and more
resistant so they contribute to cultural resilience of the city.

A new research activity can be then proposed about creative use of ICT and the role
of spirit of places as engine of local human sustainable development.
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ISAAC Integrated Platform and Web 2.0 approach to Cultural
Heritage
Maurizio MEGLIOLA', Gabriele SANTINELLI?, Daniela CIAFFI’

Y TXT e-Solutions, Italy and *Politecnico di Torin, Italy

The Web 2.0 approach within a site for the promotion of cultural heritage presents
doubtless advantages both for the site managers and the final users. Exploit services
which allow a strong interaction of the user is one of the key aspects for make the
site more attractive. Besides, it simplifies (or even eliminates) the digitalization
phase of cultural goods (as often the interested stakeholders do not have adequate
databases, and creating them from scratch may be a huge effort). The use of widely
known tools allows a greater visibility of the contents (and then a promotion of the
good) also outside the web site itself.

By taking into account this approach, the ISAAC EU project aims to bring together
urban stakeholders’ networks and service platforms technologies providing an
advanced platform of integrated e-services in order to improve the competitiveness
of cities as well as enhance the tourists’ experience. Our project may be seen as a
multi-disciplinary research initiative providing an intelligent environment able to
manage, integrate and harmonize their cultural heritage knowledge in order to
organize distributed and diverse public information on cultural destinations and sites
also via existing and available services.

The ICT system is entirely based on open source software and consists of a
distributed repository of cultural heritage intelligent content and a software
architecture enabling content interoperability, content customized access and
presentation providing integrated e-services to European cultural destinations to
support the tourism experience life cycle (pre-visit, during visit, post-visit). In order
to provide a flexible and commonly accepted platform and optimize the efforts, it
has been designed as an advanced mashup application. To collect and harmonize
contents from different sources, the ISAAC system created, in strict collaboration
with the cities, standard formats defined by XML Schema (XSD), and is based upon
a detailed taxonomy of urban cultural heritage components developed by the ISAAC
consortium, which combines a hierarchical classification of general cultural goods
categories, from the tangible to the intangible, with a more user oriented perspective.
Moreover, the system moves to the “folksonomy” concept, also allowing the user to
insert new tags facilitating a new re-harmonization of the whole content.



Cultural Heritage Strategies: Embracing
User-generated Content

Nicole MITSCHE', Ian COOPER?, Patrizia LOMBARDF,
Franziska VOGT', Daniela CIAFFI®

Heritage-related activities are fundamental for the overall tourism experience.
Cultural heritage is directly or indirectly playing an important role in destination
tourism strategies, especially in destination positioning, where cities aim to evoke
unique images in people’s minds. These unique images and imaginations can be
created using both, tangible and intangible elements. However it is still common for
there to be a lack of understanding of the intangibles and their value for tourism
strategies.

This paper focuses on the identification of cultural heritage, in particular its
intangible aspects and the worthwhile stories that can be told about a destination. It
outlines the development of an interpretative strategy independent from, but aligned
with, the current marketing and positioning strategy of three cities (Amsterdam,
Genoa and Leipzig — each at a different stage in its development of its tourism
strategy. Three workshops were conducted in each of the cities supporting them in
the development of such an interpretative strategy and integrating contributions from
destination managers, cultural attraction stakeholders and resident and interest
groups. This bottom up approach enabled the cities to develop different and deeper
perspectives of their cultural and heritage resources. The process was city-driven,
focusing on stakeholders’ own specifications of their particular needs. Although all
three cities started from different points, operating at different levels and with a
different focus over time, all of them highlighted ‘hidden treasure’ stories of their
city.

One outcome of the workshops was reflection in depth on intangible aspects of
cultural heritage varied by cities and groups. Participants described the uniqueness
of their cities as extending beyond the common tourist picture through attractions,
stories, food, and unique attributes. The stakeholders who took part in the
workshops presented their cities as places of complexity, contradictions and
ambiguities in terms of their offer to tourists. Whilst its key attractions are typically

! University of Sunderland, Sunderland, United Kingdom
? Eclipse Research, Cambridge, United Kingdom

3 Politechnico Turino, Turin, Italy
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tangibles, its unique attributes for attracting visitors are often intangible. The
workshops provided a forum that enabled conversations and interactions between
different stakeholders that would ordinarily either happen only by chance or not at
all. The cities suggested that this wider stakeholder engagement has been of real
value to them. ISAAC suggested they continue such interactions which can only aid
the development of a sense of civic identity and enhance commitment to shared sets
of values and goals.
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Supply of and Demand for E-services in the Cultural Sector:
Combining Top-down and Bottom-up Perspectives

Frank Bruinsma, Karima Kourtit, Eveline van Leeuwen and Peter Nijkamp
Free University of Amsterdam, The Netherlands

Within the ISAAC project an important aim is to evaluate the advantages, critical
success factors, failure facts and barriers related to the introduction of integrated
e-services in tourist places, with a particular view to the enhancement of advanced
access to cultural heritage in cities. In this paper, we focus on both supply and
demand for e-services in the cultural sector, both from a top-down and a bottom-up
perspective. First of all, interviews of decision makers and city marketers have been
used to develop a strategic decision tool to evaluate the supply of e-services. The use
of local expertise appears to be critical for a systematic analysis of future options.
This top-down approach is complemented by a bottom-up approach that uses actual
preferences and behavior of visitors to identify relevant categories of target groups
of visitors, relevant cultural heritage offerings and e-services preferences of these
target groups in order to maximize the possible impact of e-services on tourism.
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Visitor requirements and willingness to pay

Stephen Platt*, Aline Chiabai’, Wadim Strielkowski*, Jing Wang4
4 University of Nottingham, UK; SFondazione Eni Enrico Matte, Italy

This paper reports tourists’ and citizens’ preferences for e-services. It is part of an
EU funded project entitled Integrated e-Services for Advanced Access to Heritage in
Cultural Tourist Destinations (ISAAC). The paper presents results of user surveys
conducted in Amsterdam, Genoa and Leipzig. The objective is to report the
requirements of end-users for e-services and, using conjoint analysis, to estimate the
monetary value of a new and more complete package of e-services.

Over 5,000 respondents - residents, visitors and service providers - completed the
survey. Three different groups of users were targeted: residents, visitors (tourists)
and service providers. The questionnaires used both on-line and face-to-face
interview mode (stand-alone computer versions or paper versions).

The findings describe their attitudes to cultural heritage and their opinions about
e-services that might provide information about a trip to the city. One of the main
things we wanted to explore with the survey was the importance different groups
attach to different aspects of cultural heritage. We also wanted to find out about
people’s current use of on-line services and what importance they currently attach to
particular e-services. Finally, we used conjoint analysis to estimate with a statistical
model the economic value, in terms of Willingness to pay (WTP), that people attach
to different sets of e-services attributes.

The study provides clear guidelines for the development of future e-services. The
findings can be used by policy-makers and are important for the development of
e-service platforms since they are able to describe potential users’ preferences for
the e-services and the way that information might best be presented. This knowledge
is important for the creation of a novel user-centric ICT environment.

This work is a collaborative effort between the task partners FEEM, TXT and
VU-FEWEB, led by Nottingham University. In particular we would like to
acknowledge the contributions of Aline Chiabai, Chiara Travisi, Krassimira
Paskaleva-Shapira, Ian Cooper, Nicole Mitsche and Patrizia Lombardi.
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Measuring Tourist Satisfaction and Supporting Decision Makers

Stephen Platt, Frank Bruinsma, Wadim Strielkowski, Jing Wang
University of Nottingham, Free University of Amsterdam

Two interrelated pieces of software were developed as part of the ISAAC project.
One aims to measure visitors’ satisfaction with cultural heritage provision, the other
to provide decision support for city managers. The Tourist Satisfaction Software
(TSS) provides insights about the interface between people and technology through
their experience of a city’s culture. It also allows us to test the ISAAC prototype.

The paper provides a review of the theory about measuring satisfaction and
multi-criteria evaluation. It also describes the proposed satisfaction evaluation
framework and introduces the concept of decision support software and its potential
use. The results of pilot testing to ensure user-friendliness are presented. Finally, the
paper summarises the relevant policy implications for measuring tourist satisfaction
and learning lessons for decision-makers’ support.

The ideas underlying the TSS are based on reviews of satisfaction theory and
existing tourism and cultural heritage websites, plus a survey of city partners’ needs.
Much of the literature on measuring satisfaction is based on the ‘expectations
model’ and we devised the software based on a variation of this model known as the
performance-importance model. For the DSS software we developed four strategic
policy scenarios for tourist e-services that allow a comparison of different
combinations of e-services. These were trialled in the three partner cities to
discover which set of e-services has the most favourable impact.

Each city is likely to have specific needs and strategies to promote cultural heritage
tourism. The framework for the software has therefore been designed to have a
modular structure from which cities can pick and match to their specific
requirements. The tools are aimed at policy-makers working in cultural heritage
and tourism domain and is provided in the form of an electronic web-book that
enables policy-makers to support their decisions with relevant information on how
the cultural heritage is managed and experienced. Nottingham University (UNOTT),
with TXT were largely responsible for developing the tourism satisfaction software,
while the Free University, with UNOTT were responsible for decision support..
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City Cultural Heritage Strategy and the Use of E-services
Part 1: Genoa Experience
Paolo Dallorso, Comune di Genova, Genova, Italy

Following a radical change in the city’s interpretative strategy the approach of the
city of Genoa to using Information Technology (IT) advanced tools as a service to
resident citizens and tourists (local, national and international) has dramatically
changed and improved in the last few years. And the image we want to project has
changed from that of an industrial port to a new, young and lively touristic attraction
rich in both tangible and intangible attractions and points of interest.

The Genoa administration has defined and started to deploy a new internal
organizational model and new cultural heritage and city promotion strategies that
aim to take full advance of state of the art web technologies. Cultural heritage and
touristic promotion has spread from traditional static websites to new social web
channels on Youtube, MySpace and recently the Facebook platforms.

Participation in ISAAC represents a significant step in this process and will allow
the city to further enhance its services in the cultural heritage and touristic fields,
geo referencing its points of interest, building thematic stories that can represent the
city richness in tangible and intangible heritage and, last but not least allowing users
to provide and manage their own multimedia content directly on the city websites.
ISAAC provides flexible and easily integrateable e-services able to support the city
new interpretative and IT promotion strategies.
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City Cultural Heritage Strategy and the Use of E-services
Part 2: Leipzig Experience
Susanne Heydenreich, City of Leipzig, Germany

Leipzig is characterized by its built heritage from the Griinderzeit (1870 to 1914).
The city has more than 10.000 registered monuments from this time, and the
complete cityscape with its street grid, social and technical infrastructure and green
spaces stems from then. This heritage forms clearly one of Leipzig’s unique selling
points, but is, at the moment, still not referred to in the official tourism marketing
strategy. The reasons for this are complex and lie partly in the Griinderzeit itself.
This era with its architectonic, but also economic, social and political aspects is
subject to ambiguous interpretation patterns and has an ambivalent image.

In this situation, the city’s Office for Urban Regeneration and Residential
Development choose tourism to be one of its strategies towards an integrated and
sustainable urban restructuring process, and planned to start a marketing campaign
for the Griinderzeit heritage. Being an ISAAC-partner city gave the necessary
background.

When starting the project, there was no interpretative basis for any marketing
activities, and the existing e-services couldn’t be used for various reasons.
Consequently, a new platform had to be designed, and new interpretative strategies
had to be identified. A third problem was the spatial pattern of existing tourism,
which is focussed on the city centre and the trade fair complex. The challenge for
the Leipzig ISAAC platform was triple: building a new technical basis, finding
selling points for the Griinderzeit heritage and encouraging tourists to leave the
beaten track and inviting them to go to the quarters. The strategy developed under
ISAAC is to establish a totally new website working with interactive maps and
offering personalized self-guided thematic tours to Leipzig’s Griinderzeit quarters.
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City Cultural Heritage Strategy and the Use of E-services
Part 3: Amsterdam Experience
Egbert Wolf, City of Amsterdam

The start of ISAAC fitted well into the development of the city marketing policy
which sought to enhance specific aspects of Amsterdam as the city of canals,
architecture and as an artistic city. Amsterdam sees itself as a progressive city. The
history of Amsterdam as a progressive and free city is also an opportunity for the
future. This combination of the old and the new makes Amsterdam special and we
need to better identify and champion these attributes better. Amsterdam’s historical
places are icons of creativity, innovation and the spirit of commerce.

I ——
One of the actions in the city marketing policy was to give the city a clearer

presence on the internet. In 2009 an enhanced version was launched with the
involvement of six city partners. The city saw an opportunity with the launch of
ISAAC to provide more in-depth information. Engagement of stakeholders in public
and private organisations has also been an important aspect. However, ISAAC’s
research goals were sometimes hard to translate into the daily level of a policy
maker or a marketer, but eventually gave a good result.

A great deal has been achieved. The key contribution of ISAAC has been in terms of
introducing state of the art marketing of cultural heritage through internet; research
results on user needs; insights about tangible and non-tangible aspects of cultural
heritage and a new e-service with a virtual tour through the architectural history of
Amsterdam.
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Developing Intergrated E-services for Cultural Tourism:
The Innovation Challenge
Krassimira PASKALEVA, Ian COOPER and Jose AZORIN
Institute for Technology Assessment and Systems Analysis (ITAS), Germany

Results of the ISAAC pan-European research project have shown that modernising
ICTs is not sufficient on its own to transform service delivery in cultural tourism.
Changing the way government organisations work and transforming
government-stakeholder relationships can dramatically unlock the potential for
better and richer public services in the sector. This paper seeks to demonstrate that
the traditional approach to developing tourism e-services pursued by cultural tourist
cities and other providers is in need of fundamental revision. It illustrates that
cultural heritage is not well represented in existing e-tourism services, which
reduces the competitiveness of urban tourism in the increasingly digital and
networked era. The paper discusses how cultural tourism destinations can develop
integrated e-services that can improve access and use of their local heritage and
community assets by adopting innovation practices. It is argued that if these new
e-services have to convey diverse, distributed and multi-media information on
cultural destinations and sites in order to enrich the user experience and satisfaction,
then there is a need for wide-ranging innovations — not just technical but also
organisational, process and institutional - addressing governance and sustainable
urban development issues. Establishing close links between the cultural heritage,
tourism and the ICT sectors is crucial for bringing about innovation in destination
e-services. The discussion is based on theoretical analysis, previous research
conducted by the authors, and three case study examples from Europe — Amsterdam
(the Netherlands), Leipzig (Germany) and Genoa (Italy), partners of the ISAAC
project. The focus is on their non-technological innovation activities, both within
and across the public and private sectors, necessary for the development and
implementation of the ISAAC e-services, which is ultimately enabling the creation

of an added value (new wealth) for their destinations.
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Participatory Tools for Sustainable Cultural Tourism
Management:
Linking Local Cultural Identities with Web-based City Services

Aline CHIABAI', Krassimira PASKALEVA?, Patrizia LOMBARDI®
!Fondazione Eni Enrico Mattei, Italy;Basque Centre for Climate Change BC3, Spain;

*Institute for Technology Assessment and Systems Analysis, Forschungzentrum
Karlsruhe Gmbh, Germany and Herbert Simon Institute, Manchester Business
School, University of Manchester, United Kingdom;

*Dipartimento Casa-Citta, Politecnico di Torino, Italy

Participatory tools represent an important challenge to local communities to
safeguard the identity of cultural places in the context of a global economy and to
promote a new concept of cultural tourism management, based on the valorisation
and consolidation of local territorial values. In the digital era, Information and
Communication Technologies (ICTs) and web-based services can play an important
role in promoting and sustaining local cultural identities through participation of the
stakeholders.

This paper presents the development and application of a methodological
framework for e-participation which has been used for involving different
stakeholders in cultural heritage management in context of a specific case study in
the city of Genoa (Italy), as part of the EU FP6 Project ISAAC “Integrated
e-Services for Advanced Access to Heritage in Cultural Tourist Destinations”. The
main objectives of the paper are twofold. Firstly, to identify local territorial
identities and values on the basis of existing cultural heritage as perceived by the
citizens. Secondly, to propose a new methodology for sustainable cultural tourism
management in urban tourist destinations, based on a “bottom up” approach, where
the different stakeholders — residents, tourists, service providers and
decision-makers - are placed at the centre of the design and development process
built on user preferences and satisfaction.

The paper is structured as follows: The first part illustrates an analysis of the role of
cultural heritage in sustaining local cultural identities and links with the territory.
This analysis is built on the stakeholders’ perceptions of the added values of the
territory. In the second part, the study offers a methodological approach to use the
cultural heritage site analysis as a tool for sustainable cultural tourism management
based on users’ preferences, which allows identifying, for each cultural site, the
opportunities, weaknesses, risks and main actions to improve its accessibility, use
and fruition. The third part discusses the use of city e-services to improve cultural
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heritage management and accessibility, as a result of users’ preferences, and to
respond to some of the existing weaknesses related to specific cultural sites.
Participatory e-services are specifically analysed in this context to understand their
level of acceptability by the citizens in Genoa. They are compared and assessed
with information and communication e-services using the eParticipation ladder.
Finally, the study proposes a methodology based on the recursive
“planning-action-revision” cycle, according to which the entire process is
monitored and tested applying the user satisfaction analysis and the SERVQUAL
test.
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Mapping Cultural Heritage: Case Study, Cambridge, UK
Vicky Smith and Simon Ruffle

Stride Design Ltd, Cambridge, UK

www.stridedesign.com

Stride are a web design and creative media production company based in Cambridge.
We make websites and multimedia projects for cultural heritage, tourist destinations
and higher education. We use digital technologies and new media to interpret cultural
heritage. Our websites are structured, easy to navigate and engaging. We communicate
our clients’ message through good design.

Our “Stride Guide” audio walks make architecture, cultural heritage and tourist
destinations come to life. A Stride Guide is a downloadable audio guide presented
as a walk. Stride Guides have been developed by Stride Design to enhance the
visitor experience of a destination by providing a web-based, multimedia digital
platform for interactive maps, written text, images, audio and video. These tried and
tested guides allow a visitor to explore a place in their own time, switching their
iPod or MP3 player on and off as they go. A map can be printed out to accompany
the visit. Visitors can preview a destination before they visit, and leave feedback
afterwards. The guides are written by experts and professionally narrated. They can
include interviews with key commentators, music and other sound effects.
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Historical City Centers: Enhancement of a Living Heritage

Dr Roberto Albergoni
HERIMED

The UNESCO Convention for the Safeguarding of the Intangible Cultural Heritage
2003 established the pressing universal need to safeguard the intangible cultural
heritage, calling upon state parties to integrate intangible cultural heritage into their
cultural heritage preservation programs. UNESCO and the states that signed the
Conventions' decision to safeguard the living heritage as evidence of an ongoing
socio-cultural process places significant procedural and technical scientific problems
on the agenda, particularly to those organizations working in the field of
documentation and cataloging. However the 2003 Convention initiated the process
of analysis about the methodologies and criteria for documenting the Intangible
Cultural Heritage. It also initiated the process to consider the relationship between
Tangible and Intangible Cultural Heritage. The choice of UNESCO and the States
that signed the Convention to safeguard the Living Heritage as evidence of an
artistic and cultural process brought about a number of procedural and technical
scientific problems on the agenda, especially for those people who work for
documenting and cataloging the Intangible Cultural Heritage. Furthermore, the
concept of authenticity - which is the fundamental basis of the Convention
concerning the Protection of the World Cultural and Natural Heritage (1972) —
gradually loses its relevance in consideration of the natural context where the
performance takes place. At present, the studies about the implementation of the
“2003 Convention” clearly underlines the importance of the community and
individual participation to identify and document elements of Intangible cultural
Heritage. The selection criteria to register in the two lists, namely, the
Representative List of the Intangible Cultural Heritage and the List of Intangible
Cultural Heritage in Need of Urgent Safeguarding, are different, not only from those
classic criteria of the World Heritage List, but also from those established by the
Masterpiece which are characterized by the Higher Value to Humanity. The
documentation - which can be thought itself of as an instrument to safeguard the
ICH - constitutes the assumption to valorize the Cultural Heritage.

The Historical City Centers have a high symbolic value. In these places there is a
growing diversification of cultural expressions of Intangible Cultural Heritage which
represent the resident community. In addition, the Historical Cities are the places
where the relationship between tangible and intangible heritage elements become
strong, embodying the perfect laboratories not only to revise all the methodologies
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for cataloguing, but also to define some integrated programs aimed at the safeguard
and valorization of the Cultural Heritage.

Thus far, a standardized system for the identification, documentation, transmission
and promotion of the intangible cultural heritage that takes into account the
constantly evolving nature of intangible heritage is yet to be devised. On the other
hand, the convention underlines the importance of protecting the "cultural spaces
and places of memory whose existence is necessary for expressing the intangible
cultural heritage." It crystallizes the problem of bridging the gap between tangible
and intangible heritage, whereby the former has been plastically represented to the
public often leading to a disconnection between the individual from his living
intangible heritage. In effect, the role that heritage preservation ought to play in
enforcing individuals' sense of identity and continuity with their heritage and
promoting cross-cultural understanding for cultural diversity and human creativity is
undermined by the disparity between the promotion and representation of tangible
and intangible heritage.

Spatial transformations along modernizing, and globalizing urban inventories
coupled with economic and socio-cultural developments, have led to the
marginalization of historic cities and to the erosion and dissolution of both its
tangible and intangible heritage. While growing national efforts are invested in
preserving tangible heritage, the living intangible heritage (e.g. traditional crafts,
markets, traditional celebrations, culinary traditions, story-telling, and music)
conglomerated in traditional and historic urban spaces in historic cities is eroding
quite rapidly. It is currently incumbent upon organizations involved in heritage
preservation and documentation working in the Euro-Mediterranean region to devise
a standardized information system for the documentation of this intangible heritage.
Capacity-building is crucial for performing this task as the number of organizations
with working experience in the documentation of intangible heritage is limited. It
is important to solve the growing disengagement of the youth with their heritage
who, under the pressure of globalization among other factors, require more
stimulating and attractive media to identify and be aware of the importance of their
heritage. Tourists are often driven towards spaces of tangible heritage, wherein only
a limited number of the local population is actively involved. Thus, by focusing on
the intangible cultural heritage, it is a priority to incorporate the local community of
historic cities directly in its activities, whereby the fruits of the tourism industry can
be directly channeled to its needs.

The socio-economic marginalization of the local community is often reflected in the

commercialization and modernization of the practices, expressions and objects that

it inherited and continues to transmit to future generation, but whose beneficiaries
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are often not its original inheritors. Furthermore, the concept of authenticity, a
fundamental aspect of the Convention concerning the Protection of the World
Cultural and Natural Heritage (1972)—is directly addressed to approach the
intangible heritage within the cultural space of its existence. As UNESCO
Director-General Koichiro Matsuura asserted that ‘intangible cultural heritage is not
just the memory of past cultures, but is also a laboratory for inventing the future’
(UNESCO 2002a)

People travelling around the world wish to understand the existing relationship
between monuments and local population. They also wish to understand the cultural
life of the contemporary population and they look for the real life of the community.
A new methodological approach to the e-services in the tourism field should be
addressed to these needs. Documentation of intangible heritage is a priority to
improve the offers of tourist operators. The sustainable development of any
countries and communities is strongly linked to a good relationship between local
people and tourists. To create this relationship we should reinforce all the actions
useful to spread a good knowledge of the local culture in all its aspects.
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A Proposal of an Interactive Interpretive Web Mapping System
for Heritage Sites

Ehab Kamel
University of Nottingham, UK

laxek2 @nottingham.ac.uk

The paper aims to display a conceptual proposal of an ‘interpretive’ web mapping
system. The interpretive web mapping system tries to apply design
guiding-principles for the landscapes of interpretive sites via an interactive medium.
Hence, the paper can be classified as ‘web cartography’ study.

The proposed web mapping system should not only improve the quality of heritage
tourism, but also it works on developing the heritage site’s interpretive plans and
managements in general; this is by providing several interactive interpretive layers
of communication via several media, like internet, mobile phones, and navigation
systems.

The interpretive web mapping system is expected to change the behaviour of visitors
and inhabitants of heritage sites, their understanding, and their interactivity with
place. Hence, gradually, heritage sites will start to be linked together-- first,
electronically and virtually, then physically, or at least emotionally. This linkage
will improve the cooperation, continuity, and integration between different cultures.

Keywords: Heritage, Web, Mapping, Interpretation, Augmented-Reality.
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Practiced Spaces: Locative Approaches to Cultural Heritage

Giulia Bertone, (giulia.bertone@polito.it)
Silvia Giachello, (silvia.giachello@polito.it)
Politecnicio di Torino, Department of Housing and City

Our paper aims at outlining a theoretical framework for the interpretation of some
recent ICT projects in the field of cultural heritage.

The role of computing and digital technologies in order to enhance cultural heritage
may be very diversified: on one side, new media allow traditional ways of heritage
representation, management and communication to be supported and enriched with
sophisticated technologic virtuosities; but, on the other, they can also be used in
cultural projects which aim at profoundly reconfiguring the way we think to and we
experience the heritage itself.

Our reflection moves from the belief that cultural heritage is formed by the
encounter of tangible and intangible aspects, whose strict connection can be
observed in the dialectic between architecture of space (as social organization
project) and place (as site of identity construction and development); and that its
value must be constructed through an active social involvement of, and a
continuative confrontation between, all the actors who interpret it, contributing
meanings in a daily sense-making process: local communities, tourists, experts and
researchers, scholars, common people... Our attention is therefore focused on those
proposals which re-mediate the relationship between heritage (as cultural space),
contexts and people in embodied and located ways.

In this paper we set out these proposals in a theoretical framework that we consider
opaque, which exploits features that most common logic of transparency in media
representation undervalue and overshadow. In particular, this opaque technological
and cultural paradigm recovers and underlines the notion of embodiment, as a
reference to a central position of the body and therefore to located and situated
knowledges, which take people’s everyday experiences into account and give value
to their different tactics of appropriation of space and places.

Key Words: Cultural Heritage, Embodiment, Hypermediacy, Locative Media, City,
Identity Process
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iTACITUS - Intelligent Tourism And Cultural Information
Through Ubiquitous Services

Tony Brown
Head of ITS, Hampshire County Council

The paper will detail the activities and results of the iTACITUS Project which has
developed an innovative ICT platform to promote sustainable cultural heritage
tourism. iTACITUS produces a visitor itinerary based on public transport and
walking integrated with user preferences and a compelling presentation of
information. Co-funded by the EU through the IST Programme under FP6, the
project aimed to integrate state of the art mobile journey planning and navigation
technology with advanced cultural heritage information services in order to enhance
the visitor experience.

The iTACITUS Consortium was formed of British Maritime Technology (UK),
TXT (Italy), Fraunhofer Institute (Germany), National Technical University of
Athens (Greece), Hampshire County Council (UK) and Centro Studi Siestemi di
Transport (Italy). The combination of partners provided the necessary experience
and capabilities in those fields required for the implementation of the project:

. Delivery of complex web services

. Multi-modal transport and pedestrian navigation

. Mobile interfaces and platforms

. Cutting edge information presentation including augmented reality
. Cultural heritage tourism activities

iTACITUS was developed to provide a bespoke and compelling cultural experience
for the individual. The project was based around the delivery of flexible travel
itineraries, public transport and walking, combined with information presentations to
the user via state of the art ultra-mobile personal computers with capabilities for
PDAs and smart phones. New methods of representing cultural sites ‘virtually” were
investigated and rich text, audio-visual, pictorial, virtual reality and augmented
reality components were developed to improve access to and the dissemination of
cultural heritage information.
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Winchester, UK and Torino, Italy acted as the trial sites. Both could provide the
necessary journey planning, travel data and visitor information services as well as
being home to actual cultural sites relevant to the project. The project, implemented
over 30 months, culminated in advanced prototype testing in Winchester and Torino
to assess the role of mobile ICT in visitor information delivery and whether
providing an integrated and compelling multi-media package of services will
enhance and promote cultural heritage tourism.
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ImaGeo - Better Touristic Experiences Through Instant
Information

Jana Wedekind, Cristina Botta, Giovanni Giovinazzo, George loannidis*,
1IN2 search interfaces development Ltd, *Corresponding author
Emile Bijk, David Crombie,

Utrecht School of the Arts

The ImaGeo project was launched in January 2009 focusing on accurate
geo-temporal coding in photos and with the prospect of transforming the use of
geo-temporal media tagging and demonstrating the true potential of location-based
applications for the Tourism and Heritage industries. The project plans to deliver a
framework and associated services, which will allow endusers to automatically
retrieve additional information to objects they capture with a photo camera,
document their route, exchange and acquire geo-based information, simply by using
their GNSSenabled device. It provides therefore a new, integrated scenario for
accessing on-the-spot information about objects having a cultural value and
supporting users on the move to share and retrieve information regarding cultural
attractions and routes, with one click. Regional and cultural actors benefit from
being able to assess the effectiveness of offered services and promote their cultural
assets better. This paper describes the current results of user studies performed in
particular the development of the user groups and the associated scenarios.

Keywords: Geo-temporal coding, location-based services, tourism, geo data, media
tagging, geo-tagging, geoannotation, photographs, content-based image retrieval
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New Communication Models in the Tourism Industry:
A Concept for Measuring the Web 2.0 Activities

Prof. Dr. Josef Herget, Donau Universitit Krems
Isabella Mader, MSc, IMAC Information & Management Consulting
josef.herget@donau-uni.ac.at; isabella.mader@imac.de

1. Web 2.0 Constitutes a Paradigm Shift and Social Change

Web currently undergoes a paradigm shift, which seems to reflect a social change.
Web 2.0 redefined opinion-leading, group dynamics and the dimension of
information exchange and sharing. This social change seems to be induced by mass
non-commercial sharing of information through distributed computing (Benkler,
2006). Users were ready and apparently do engage in using the advantages. The
question posed with this paper is whether and to which extent the companies
respond to these challenges and developments, as information exchange and rating
platforms are especially busy with regard to touristic destinations, services and
companies, hotels, travel agencies and carriers alike (Herget 2007).

Especially for organizations and companies dealing with large numbers of clients
(like in the tourism industry) this paradigm change brings about a challenge not only
regarding their marketing policies and communication strategies but may even
change their portfolio of services by integrating users into the production process.
Therefore, we developed a model and metric that sets out to measure the intensity of
the Web 2.0 activities of organizations.

2. The Model and Metrics

In a first step the Web 2.0 applications were grouped according to their primary
function for a company. As a next step the paper proposes a concept to determine
the possible benefit in the external corporate communications. This concept allows
the formulation of various metrics for the determination of the activity level and the
possible business impact for the enterprise. The paper discusses the categories of
positive impacts of Web 2.0 applications to support organizational goals: Impact 1:
Community and Interest Group Building, 2: Reciprocal Commitment, 3: Added
Value to Product and Service Portfolio, 4: Social Proof, 5: Liking.
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In a first empirical study this instrument was applied to measure the Web 2.0
activities of selected touristic organizations and companies across the international
divide. The presented model may also be suited as a benchmarking tool to aid the
optimization of an internet presence in the b2¢ (business to consumer) interaction.

3. Conclusions and Future Directions

The strategic participation in the Web 2.0 environment requires careful planning and
the consideration of possible side effects. In order to arrive at a systematic approach
for the implementation of Web2.0 strategies, this paper proposes a process model
and a tool for auditing the Web 2.0 landscape of an organization and thus provides a
method for strategic integration of Web 2.0 activities.
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Measuring Socio-economic Change Resulting from ICT
Deployment at Heritage Tourism Sites

Jaime Kaminski, Jim McLoughlin and Babak Sodagar
University of Brighton Business School

The museum and cultural heritage sector is poorly served with information about the
impact of innovative ICT.  This paper looks at the evaluation of the
socio-economic impact of ICT deployment at cultural heritage sites. It forwards a
dynamic holistic ICT investment appraisal and deployment model. This model can
be used by heritage attractions and museums to both guide ICT investments and
provide impact evaluation. The model considers what factors are likely influence
impacts and outcomes associated with the deployment of innovative information
technology at museums and heritage sites. More importantly it considers what
issues heritage professionals need to consider when making investments in ICT.
We contend that the type of technology deployed is one of a number of factors that
lead to impacts/outcomes. Therefore, those in the heritage sector who wish to
influence the impacts and outcomes associated with an ICT deployment need to
consider far more than just the technology type deployed. The model also provides
sites with a methodology for assessing the social and economic impacts and changes
generated.

Such an assessment of socio-economic impact is important because heritage is often
highly valued in cultural and social terms but policy makers are increasingly seeking
justification for the allocation of funds. In this area, heritage sites have often been
ill-equipped to forward a socio-economic case for investment.

The model also provides a first step in the provision of heritage business information
regarding the impact of ICT, which can feed back into the operations of the sites and
improve long-term sustainability. Importantly, the framework presented can be
applied to other investment decisions at museums and heritage sites. Furthermore,
derivatives of the model can be applied to other sectors. This research has been
conducted by Brighton Business School as part of the European Commission’s
EPOCH Network of Excellence (Excellence in Processing Open Cultural Heritage:
www.epoch-net.org).
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Cultural Heritage Experience with Virtual Reality
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Department of Electrical & Computer Engineering,
National Technical University of Athens

In this paper, we present a system that provides its users an immersive and vivid
presentation of the history according to their preferences, allowing dynamic,
user-directed walk-through of the virtual place of interest on their PDA.

At this system, a web service requests a) the user localization that is found by his
PDA and b) the user preferences (political, cultural, artistic, etc). After these data are
obtained, the web service provides information and scenarios (specified by an
easy-to-use editor) to the user according to his preferences and to the sight in front
of which he is located (found according to his location). The user can interact with
these scenarios, living historical immersive experiences virtually.

Information could be the display of the recreation of ruined buildings, the
buildings depiction and the activities of people in these areas at past times. Our
system enables museums to show more exhibits than they would normally display
due to limited physical space, and enriches visitors’ experiences by providing vivid,
animated information, rather than merely displaying the artifacts themselves.

The system provides the user with an Audiovisual and Virtual Reality experience,
where the real and virtual worlds are combined. The user can move around within
the real world, and according to his location and preferences, various events occur in
the virtual world in real-time. Characters and items appear and sounds are provided,
according to a specific scenario. The user can participate in scenarios and interact
with exhibits and virtual characters.

For instance, user can virtually see the ancient market of Athens and buy products
from the market. Several stalls are displayed where salesmen sell their products (i.e.
oil, wine, olives etc). When the user goes in front of a stall, he can talk with the
salesman and buy products. So, he can be informed, related to that age, of the
products that were sold, the clothes, the money, the market’s architecture etc.
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Tourists live an immersive experience in the virtual world in real time and they
participate in this virtual world. The fact that a vivid world is presented, which users
can interact with and participate in events, makes history learning more attractive
and promotes cultural heritage tourism.

Moreover, tourist guides have specific directions for informing tourists which does
not cover the preferences of each tourist . Our system, covers this problem and
permit to the tourist to get informed focusing on whatever is interesting according
him.
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The Influence of Low-cost Airlines and Innovativeness in
Andalusian Hotels
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University of Granada, Spain

This research tries to show the relationship between the influence of the increasing
inflow of international tourists who arrive to Andalucia in low-cost flights and the
improvements in the hotel management. But these improvements have to be
captured in the innovativeness of the hotel staff and in the application of new
technologies in order to improve the empowerment of the hotel, because there is no
direct relationship between low-cost airlines and the percentage of foreign tourists.
As well as this, you can see other relationships as these ones, the Internet and the
books in low-cost airlines, low-cost airlines and innovativeness in the hotel and the
most important of them, the relationship between Internet and the percentage of
foreign tourists. To test the research hypotheses, this study used a sample of 327
Andalusian hotels, which has been had from a population of 1621 hotels. The used
methodology consisted of questionnaires made for a group of researchers, as well as
ourselves, in the University of Granada (Spain), which were sent, firstly by e-mail,
and for the absence of response, they were sent again by post to the managers of the
hotels, who were explained the goal of our research, with an attached envelope for
return of some finished questionnaires. Finally, The results show that Internet makes
a strong influence in the low-cost airlines books and in the hotel employees
innovativeness and thanks to the Internet the hotels can improve their sales, apart
from the absence of direct relationship between innovativeness in each hotel and the
sales of the hotels. All of them have been done by using an a-Cronbach index and
the statistic program SPSS. Evenly, We underlined some possible future researches,
like the study of negative relationship between the innovativeness in the hotel and
the result on It and some limitations from this study, like the subjective opinion of
managers or the lower response rate.

KEY WORDS: Internet, Innovativeness, ICTs, Hotels, Low-cost flights.

TOPIC: Innovative ICT, sustainability and socio-economic change.
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Heritage Museums between Real and Virtual: Enhancing
Visitors’ Experience

HAITHAM F. RASHED and HEBA E. ELSHARKAWY
School of the Built Environment, University of Nottingham, Nottingham, UK

Focusing on the applications of Information and Communication Technology to
Cultural Heritage is an important and substantial need to be achieved. It is important
to note that the applications of computer visualization technologies and 3D
modelling have an outstanding importance in the explanation and communication of
heritage to a broad audience of visitors. These digital technologies support a
diversity of essential activities required for heritage museums such as the
documentation of heritage, the foundation of preservation and specific ¢
technologies, such as mobile computing and 3D data capture and processing. They
also provide integrated and user-friendly tourism e-services that facilitate wide
virtual access to European cultural heritage assets making visitors less constrained
by geographical boundaries.

Moreover, the tool of virtual reality (VR) has proved to be the next valid step in the
rapid advance of CAD programme. However, it will have a more extensive impact,
since it not only transforms the way architects design and visualize, but can also be
integrated into the final product of architecture itself: such as heritage museums.
Online resources make collections more accessible, offering diverse users an
“interactive” experience. Visitors of virtual museums are empowered by the sites,
and actively engage with them - able to follow their own interests rather than
passively submit to institutional authority.

The main objective of this poster is to emphasize the heritage museums of the future
in which digital technologies support all kinds of museum activities such as
gathering, preserving, researching, exhibiting, and educating. Also, to introduce
digital technologies for the digital museum such as media and new human interface
technologies for novel exhibition styles and data processing technologies for digital
archiving of cultural or historical artifacts. The poster discusses the potentialities and
drawbacks of the virtual heritage museum in addition to some of the opportunities
and challenges. It will also tackle intelligent information presentation, which takes
into account the user characteristics and behaviour and the context of the interaction,
hence aiming at exploring various technologies for enhancing the visitors'
experience during their actual visit to a museum.
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