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I ncreasing visitor 
satisfaction 

a tourism of . 
there are two overrid· 

""",,,nv",, for our her
Firstly, we need 

and preserve the cultural 
accordance with sustainability 

Secondly, we should 
increase visitor ~atisfaction 

There is an increased sense of 
frustration among people in the 

industry about the poor level 
prt~Selltal:ion of our more impor

s:tes. One cannot but 
. feel embarrasse1 about .the presenta
tion of sites su:;h as Ggantija and 

the situation, some 
~U!;!SC'M~'U that heritage sites 

by the tourism 
with this view, 

to archaeologi-
sites. an opinion reflects a 

lack of understanding of what her-
conservation entails and the 

""'n~,..t;<'" and human resources that 

value of our' heritage 
resources lies in their intrinsic worth 
as artefacts which reflect our culture 
and Attitudes which consid
er our heritage sites merely as 

need to be aV0ided. 
said· that; one cannot 
potential of our unique 

resources to attract tourists 
and hence fueir eco

Whereas con
remain a priority, 

we cannot afford to overlook 
the economic potential of these 
sites. 

MTA's role with respect to her
sites should be that of a eata
It should technical and 

support, wherever neces
sary, to achieve improvements in the 
pre:seritatlon, including the provision 

visitor facilities. It may be possi
ble for the Museums Department 
and the Malta Tourism Authority to 
collaborate on a joint project. 

The involvement of the two agen
cies will enSure that both conserva-. 
tion and issues are adc

for. Such collabora
is achievable, even if subse-

quent of the site 
remains the Museums 

Competitive 
environment 

In promoting urban toulism Malta 
is not alone. Thousands of towns 
and cities across Europe, ranging 
from small rural settlements to 

in projects 
at attracting visi

tors. promotes tourism in 
accordance with the assets it can 
afford to andlor present. 

all of cultural tourism, . 
COll1tereIlce facilities, historic cores 

""IH")Ll~'" of events. 
is to COllloete .... ttprtlVPlv 

it needs to 
accordance with 
needs to 4 ••• ;'~';;"41 

in a sustainable 
. resources which UlllLJlll;UJ/;U 

cities, 
concentration 

resour'ces in 

A strategy for tourism 
heritage 

. Today, we need to put more 
emphasis on better management, 
better presentation and better ancil
lary facilities. This is dictated by 
overall tourism considera-
tions and the need reposition 
Malta's tourism 

Improved ma:na:gernerlt, presenta-
tion and will be 
conducive to conservation. 
Visitor flows can be in 
such a way as to reduce on 
the resource. rev-
enue be used for better conser-
vation of the site. 

We need to offer more UUIJ\JlLUJlIl-

tics for on 
Surveys have shown that there is 
scope to increase tourism spending 
and hence generate increased rev
enue and create additional jobs. 
Buying books and post-
cards is part of overall tourist 

.. experience of the site and 
should therefore be and 
carefully for. 

Moreover, the of suit-
able will increase 
the of a 
visitor site the 
maximum number of tourist flows 
which will not result in the deterio
ration of the visitor andlor to 
visitor discomfort 

The capacity of a 
be increased by t;>.llt;HUllll: 

hours. Extending 
also more convenient to 

It allows for the 
siteS in a outing. It 
ated that there are 
ties in changing 
solution must be 
than later. 

We also need to offer a wider 
choice of sites for the 
tourist to visit. and Gozo are' 
fortunate to have substantial 

THE capacity of Ii visitor site is understood to be tile maximum number of tourist 
flows which will not result in tile deterioration of the vlsJtor facility andlor in visi-

tor discomfort crowding. (Photo: Malta TOlJrism Authority, 1995) 

heritage resources but these need 
investments if are to become 
part of the tourist A wider 
choice of sites to visit with 
suitable of tourist 
groups could some of the 
pressures on the more 

Exhibitions, 
festivals set in a 
should be t;m;UU"'I~:C;U, 
protecting the 
from any 
give new life to a 
Iy assist the 
the many 
itage resource. 

High profile exhibitions, such as 
"The Silver of Malta" held some 
years back, should become a. focal 
point in our international calendar of 
events. 

This past decade has seen the 
. i!1creased involvement of the 

private sector the 
provision of visitor facilities re-
created artefacts. These pro
vided the .tourist with increased 
choice of sites to visit and hence 
enhanced the overall tourist 

They were, however, 
malic of Government's own 
to for tourist 

on the authentic We 
need to reverse this trend and invest 
in tourism heritage sites which use 
the authentic heritage resource to 
provide for a pleasant to 
the tourist. 

Some heritage sites do not pro
vide even the most basic facilities to 
their clients such as toilets even 
where they do, these are not in 
a proper state. 

Let us not forget that a 
visitor facility provides a service 
its client - the tourist. Like other 
service, failings in the of 
that service will have 
cussions. 

The immediate ~U"VUIUUl of a 

heritage site are also relevant. In 
many instances, they will form 
of the tourist experience of the 
and, therefore, it is crucial to 
a safe and pleasant as 
traffic and parked cars as po:ssH)le. 
Improvements to the setting of a her
itage site could include 
applicable) partial pe(lesl:rlanisl'ltic1n. 
increased seating 

Improved access ~,.,.'onr"'n'''''''~ 
the more sites 
The approach is to 
for public transport services 

. (increased frequencies and 
Alternatively, access can be im
proved by providing coach 
and/orincreasing vehicle 
(subject of course to 
straints) .. 

Sign age and interpretation is 
another area where our tourist 
uct is generally lacking. A 
approach is required. The vO"W"1)"

ment of ongoing systems will 
for the provision and maintenance of 

and information stands. 
was, and still is, taken too 

much for granted. If and 
properly, our unique and 

I' .. I,,,"<'1'\'P heritage will provide unfor-
gettable experiences to the many 
fuousands of tourists 'who visit them. 

(To be concluded) 
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