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Benoit Stievenart 
 

Thank you for coming in   Anderlecht and welcome. 
May I present you our new vice-mayor, delegated to culture, fine arts and tourism, Mrs 
Fabienne Miroir.   
 
 

Mrs Miroir, vice-mayor, delegated to culture, fine arts and tourism of Anderlecht 
 

 
Welcome in Anderlecht. I just 
entered my new office a few days 
ago and I am joining this under 
way project which seems 
particularly interesting for our 
cities. I will not be able to stay 
with you during the whole session 
but Mr Stiévenart will report me 
the decision taken. 
I wish you a good session of work 
and I am attentive to all what you 
are going to say. 
 
 

 

  
 
 
Raphael Souchier recalls the objectives of this session and details the objectives of the day. 
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Wednesday December 12, 2006 

 
 
 
INTRODUCTION 
 
 

Presentation of partners: 
 

Mrs Françoise Dubert, elected representative delegated to heritage 
for the city of Tours, France.   
Mrs Marie Bernard Amirault-Deiss, international relation 
department, city of Tours, France 
Mrs Danielle De Neve, expert for the City of Anderlecht, Belgium.  
Miss Vanessa Lita, library of the City of Anderlecht, Belgium.  
Mrs Hanan Baccouche, administrative steps department of the City 
of Anderlecht, Belgium  
Mr Jacques Coune, Culture associate of the City of Anderlecht, 
Belgium 
Mr Guy Vanbeeck, Urban renovation of the City of Anderlecht, 
Belgium  
Mr Didier Van Ingelgem, chief of the urban renovation of the City of 
Anderlecht, Belgium 
Mrs Patricia Vernaut, head of the participation Cell of the City of 
Anderlecht, Belgium  
Mrs Sophie Dans, Communication of the City of Anderlecht, Belgium 
Mr Abdelatif El Otmani, Cooperation North South of the City of 
Anderlecht, Belgium  
Mr Patrice Demol, Urban renovation of the City of Anderlecht, 
Belgium  
Mr Antonio Valentim, environment department of the city of Evora, 
Portugal 
Mr Telmo Rocha, international relation department, city of Evora, 
Portugal 
Mr Bouzid Sabeg, head of the heritage department of the city of 
Arles, France 
Mr Jean Pierre Bœuf, director of the tourist office of Arles, France  
Mr José Cardenas, director of technical department of the City of 
Pézenas, France 
Mrs Edith Fabre, vice mayor in charge of culture, Ville de Pézenas, 
France 
Miss Ildiko Huszar, project assistant for the department of Baranya, 
Hungary 
Mr Gabor Pola, European projects, department of Baranya, Hungary 
Mr Diego Garcia, international relation department of the city of 
Ubeda, Espagne 
Mr Leonardo Acri, culture and heritage department of the city of 
Cosenza, Italy 
Mme Maria Rosaria Mossuto, culture and heritage department of 
the city of Cosenza, Italy 
M. John Boxall, Mayor of the city of Birgu, Malta 
Miss Christine Bonello, Executive secretary of the city of Birgu, 
Malta. 
M. Anthony Cutajar, interpreter Birgu, Malta 
M. Raphaël Souchier, expert and animator of the Qualicities project, 
France 
Miss Amandine Leopold, quality officer of the Qualicities project, 
Arles, France 
Mme Virginie Montoya, AFNOR consultant, Paris, France 
M. Benoit Stievenart, European and international cooperation, City 
of Anderlecht, Belgium.  
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State of progress of the Qualicities approach local implementation 
 

 
Amandine Leopold and partners’ representatives 

ANDERLECHT 

 

� Local committee: Set up.  
A local committee has been created in Anderlecht. Seven of its representatives are 
attending this meeting: Mme Hanan Baccouche, Mme Danielle De Neve, M. Jacques 
Coune, M. Didier Van Ingelgem, M. Guy Vanbeeck and I.  
The first comment we wanted to express is that the project is a fantastic tool to meet 
and better know what the different departments work on. It is one of the first time we 
had the occasion to valorise our work, communicate with other people what we are 
working on and what we are trying to do. 
It is a really important point because one of the conclusions we made is that to 
communicate efficiently and to be open to the public, we need to begin by establishing a 
true communication within the municipality’s departments.  
In a progress approach we are thinking about the improvement of this point. I have been 
working in Anderlecht for ten years and I found out some documents I didn’t know and 
that are in general forgotten, it’s a big los for the City. 
Qualicities approach enables us to set up a transversal work method between our 
departments.  
� Self assessment: what is hard in the Qualicities project is to bring the different 
departments to take a risk by bringing into question their daily work. 
But once over passed this questioning step we can work on an axe of progress for the 
future. 
� Referent document implementation: We have set up a sort of inventory at the 
municipal level.  
For example in the field of Culture, there is no agenda produced at the global level. Every 
department makes its own promotion documents without consulting the others. 
Synergies are being set up thanks to an Eco councillor who just arrived in the City 
council. I also found out that the city had signed the Alborg charter (for urban 
sustainable development). 
� Local progress plan: We have planned to finalise our local progress plan for January and 
we are thinking about a detailed action plan with short, medium and long term projects.  
� An other important thing is : as we are in a political majority change process we are a 
little late for the setting up of the local committee but this new situation gives now a new 
dynamic to the project because at the level of the departments of the city we really want 
to create something new together.  
 

TOURS 

 
� Local committee: set up (15 members). 1st meeting in October 2006  
�Self assessment:  completed. It is a very performing tool in term of organisation but it is 
frightening for those who do not like changing their work habits. 

�Referent document implementation: helps to determine strong and weak points of the 
community. 
Helps to set up transversal work. Political validation is very important to bring credit to 
the work done but it’s a lot of work.  
� Local progress plan: (short, medium and long term projects) in process: handicap and post 
signs are the priority. Validation in municipal Council in March 2007.  
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EVORA 

 
� Local committee: Set up before the meeting of Ubeda. 
�Self assessment:  completed. 
�Referent document implementation: every point is being dealt with progressively.  
�Local Progress Plan in process. Validation in February 2007. 
 

ARLES 

 
� Local committee: Set up (30 persons).  
Divided into 4 committees per competences and coherent with the referent document.  
�Self assessment:  completed. To be validated 
�Referent document implementation: Some points are not adapted to the local situation. 
Our weak points are: handicap and accessibility in general. 

�Local Progress Plan in process. A lot of similitude with the Agenda 21.  
 

PEZENAS 

 
� Local committee: Set up. 4 meeting since July. (10 persons) But it is difficult to gather 
available people on so many themes at the same time.   
�Self assessment:  completed. Enables us to focus on the weak points.  
�Referent document implementation: tourism part is ok, heritage part is ok but 
accessibility and post signs are to be worked on.  
In general people are interested in the approach but they are frightened by such a 
variety in the referent document.  
�Local Progress Plan in process. Will enable us to program and budget actions to be set 
up.  
 

BARANYA 

 
Department elections brought changes of political majority. 
The main project of the moment is: Pécs, European capital of culture 2010! 
� Local committee: Set up. (10 persons) but a lot changed with the elections 
�Self assessment:  completed. To be validated 
�Referent document implementation: Problems multiplied by the size of the territory.   
�Local Progress Plan in process. The program (means, budget and planning) remains to 
be done and new elected representatives are not convince by the work done 

UBEDA 

 
Everything is stucked until the juridical report is written to officialize the creation of the 
local committee.  
� Local committee: Set up. The heritage committee who is already in place will become the local 
committee.  
�Self assessment:  Not finished already because the local committee is not set up.  
�Referent document implementation: not done. 
�Local Progress Plan: work done to be validated by the local committee 
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Problem: elections within the next 6 month + budget problems that won’t be solved 
before the elections. I twill be difficult to begin before July 2007.  
 

COSENZA 

 
New administration elected since July 2006. 
� Local committee: Set up from the pre-existing heritage committee. The provincia and 
the region have the cultural competences but it is hard to make them participate.    Will 
be validated in January 
�Self assessment:  Not finished already because the local committee is not set up.  
�Referent document implementation: it is a challenge for the new political team. 
�Local Progress Plan: to be done 
 

BIRGU 

 
� Local committee: Set up. 9 persons - 4 meetings. 
�Self assessment:  completed. Enables us to focus on the weak points and to work on the 
progress plan. 
�Referent document implementation: inventory realised but there is a problem to find a 
competent person on the natural heritage part. This is being solved.    
�Local Progress Plan: only strategic choices have been presented. The program plan with 
budget and planning is to be done.  
 
 

 
Self evaluation assessment  
 

 
Synthesis of the self evaluation registered on the data base.  
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  Bravo to Baranya and Birgu for the good work done.  

These two partners have progressed a lot in the approach implementation. The only 
program plan with budget and planning remains to be done.  
 

  Pézenas, Anderlecht, Arles, Evora, Vienne and Tours are also working 
actively to implement the approach. 
In these cities, the local progress plan is not done yet but is being prepared.   
 

   Other partners must now accelerate the setting up of the local approach 
or they will not be able to reach the objectives till the end of the project. 
   
We talked about 10 audits in 10 partner communities. This objective will probably be 
reduced because there are not enough communities ready to be audited yet. 
 
Concerning the evaluation, moste of partners are doing well with: 
   
� 3.2 – Coordinator 
� 5.1 – Traffic map 
� 6 – Heritage 
� 7.2 –  Mediation 
� 8 – Local life 

 
Weak points for most of the partners are: 
 
� 3. Fundamental principles 
IT IS ESSENCIAL TO ANSWER TO THIS CRITERION FIRST, i.e. to set up the general framework 
of the approach.  
 

� 4.2 – Communication tools for the label 
These tools do not exist yet and it is normal that they are not available in the city but 
promotion can also be done in the media without documents…  
� 5.3 – Solutions for the 4 types of handicap 
� 10 – Continuous improvement  
It is hard to set up this chapter before the audit but some actions are to be prepared now so 
that when the process will work, the improvement and progress approach can work naturally.  
 
 
� Several communities have already filled their self-evaluation on the internet et 
edited their good practices. Do not hesitate to enter your good practices and 
consult the others.  

 
� The Excel table for self evaluation sent by Amandine a month ago was useful to 
complete the internet version. The last column on the right with elements to be 
given to the auditor helps us to bring content to our evaluation but we need to 
add a new column where members of the local committee could enter the title of 
the documents they can prepare for the audit on such or such point. 
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Self evaluation tool 
 

 
� Indices (green, orange and red points) of implementation of the referent 
document are not precise enough. It would be preferable if we could replace it by 
a cursor keeping the three colours but giving a more precise idea of the state of 
progress of partners on every chapter.  

 
� It would be easier if we could print the synthesis of self evaluation for each 
partner with the detail of the evaluation because the system of screen printing is 
not adapted.  
And to communicate within our communities, we should be able to obtain work 
documents printed from the evaluation web site.  

 
� Several connexion problems and saving problems for the self evaluation tool and 
the good practices data base are met by the partners.  

 
� It would be better to have an indication on the date of the latest up dating of 
information.  

 
� We need to find a solution to archive the results of self evaluation to see the city’s 
progress.  

 
� Good practices should appear by cities and by chapter.  

 
 

 
Qualicities referent document 
 

 
Cf. document N12 Ref modified by AFNOR in appendices. 
 

• 2. New definitions added (interested actors, targeted publics, inventory, vectors of 
culture) 

 
• 3.1 Qualicities Strategy 

� fusion of the 3 criteria 
 

• 4. Communication 
� Better repartition: 1 criterion on the label and one on the community.  
 

• 6.2 List of competent companies  
� an other text has been suggested: 

 
The community must identify the necessary competences for the protection of Heritages 
and sensitize companies to obtain these competences.  
Proves: actions led to identify competences and information given to private companies 
to encourage quality work methods.  
 

• 7.1 Events 
� sustainable events : (sustainable event description in appendice of the 
referent document) 
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Qualicities rules for a 
“Sustainable event” 

Accessibility 
-Choice of an accessible place (or planned) 
-Information on the accessibility by soft transports (car sharing, public transports, cycling routes, 
pedestrian areas) 
-Information on the accessibility for disabled people (any handicaps) 
Documentation/communication 
- Inscriptions on line instead of by mail (no waste of paper) 
- Documentation available on line 
- Documents printed on both faces 
- Information (and/or animations) around the approach of sustainable events 
Organisation 
- use recycling materials (badges, stands, paper, etc) 
- save water and energy 
Catering 
- Crockery and accessories of table reusable or which can be recycled 
- Bio food produced locally 
Wastes 
-provision of selective dustbins, compost 
Evaluation 
-Eco assessment of the event 
 

(Non complete list) 

 
 

 
Local Progress Plan 
 

  

Naming 

 
Naming of the « Personalised progress Plan » is changed to « Local progress plan » 

Objective of the Plan of Local Progress:  

Programming to set up in order to manage to respect the requirements of the reference 
frame and to follow the good practices. 

 Proposal for a plan  

 
� Definition of the heritages aimed by the step  

(Perimeter: the inventory of the heritages, which must be produced by each community, 
will make it possible to define this perimeter)  
 
� Qualicities strategy ?  

 
� Composition of the local committee  

(Indicate functions of the members) 
 
� Programming (set up the strategy) : 

� Who? 
� What?  
� When: short, medium or long term? => planning of actions  
� How? 
� Budget? 
� Synergies? 
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The objective is to complete a work adapted to the community and its means. It is not a 
question to lay down objectives which would not be realizable for lack of budget, means 
or time.  
 
The progress plan is not a fix document for the 10 years to come. It will evolve, on the 
basis of annual evaluation; it is the life of the step within the community. On the 
contrary, the strategy must be fixed on the long term whereas programming can evolve. 
 
Round table  
 
Tours 
This screen corresponds so that we thought of producing  
 
Cosenza 
We have a problem of vocabulary here. We should not speak about action plan but 
programming.  
 
Anderlecht 
It is necessary to have a common framework if we want to be able to compare the plans 
of the partners. We need to prepare programming with short, average and long term 
actions. We must also put in synergy all the actions carried out and we could miss this 
objective if we build a plan only based on the referent document screen which does not 
necessary translates the integrated dimension of the Local Progress Plan. 
 
 
Arles 
It is necessary to follow the plan of the referent document but it is enormous! It will be a 
heavy work because we have already programming which are close to the referent 
document requirements but in the case of this plan of progress, it is necessary to 
redesign and restructure all the plans already in progress.  
 
With regard to the interactivity between the various chapters and criteria of the 
referent document, it will probably not appear in the paper document provided to the 
auditor, however, in the Internet site for self evaluation, a management tool is provided 
and when one enters a new project, we can link it to different points of the referent 
document. 
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Thursday December 13, 2006 

 
 
 
The step of certification and operating mode of a label.  
 

 
Raphaël Souchier 
 
Yesterday we completed our common work on the working tool of the project: the 
referent document.  
Today we will deal with the step of certification and the continuation of the label after the 
Qualicities project. It acts of the perpetuation of our work. The 2nd six-month period 
2007 will be the hardest part for the project because European financing will stop and 
our must continue. 
We thus need to prepare the future of the label from now on.  
 
AFNOR & Raphaël Souchier 
 
«Setting up of a label method according to the referent document »  

Project assessment 

 
Stages of the project:  
� analyzes of Qualicities charter and of its application within various cities of the 
network (approximately one year work)  

� drafting of a Good Practices referent document with AFNOR (work of around 8 
months) 

� installation of the self-evaluations according to this referent document (4 months 
work)  

� launching of the reflexion phase on the setting up of a certification with AFAQ 
AFNOR Certification  

AFAQ AFNOR  

 
 set up of the label method : 

 
� understand the stakes of your project in the European context (a complex 
context with different community depending on the elected officials in place) 

� Make out the points of control for the Good Practices referent document 
(Translation of the referent document in the auditor language)  

The plan of control of the referent document will be worked out by AFNOR. It will 
have to be prepared before the meeting of Cosenza to be validated by the steering 
committee of QUALICITIES project.  
It will include for each criterion: 

- A check list to be respected (=what are we going to check?) 
- Possible control types (visual observation, documentary checking, satisfaction 
investigation ...) (= How are we going to check?)  

 
� offer different approaches of labelisation 
 
� Define attribution conditions   
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The label stakes 

 
 
� Homogeneity of the quality of the service within the organizations engaged in 
the approach  

� Continuous improvement of the quality of the service  
� Commercial differentiation compared to the cities which aren't labelised  
� Valorisation of the know-how of the collaborators  
� Mobilisation of collaborators and/or network around a common project   

 
 It is a voluntary approach aiming at: 

 
� Give confidence to associations (of consumers...) and to the customers (users)  
� Accredit the progress of the« Qualicities » project which is led on the long term   
� Improve legibility of the set up means  
� Communicate on improvements and progresses for the satisfaction of customers.  

 
 Good points of the approach: 

 
The project leader  
� is the owner of the referent document 
� manage the process of attribution of the label  
 

The device is flexible and reactive to allow a broader deployment of the step 
 

 Label process 
 

 
 
 
 
 
 
 
 
  
 
 
 
 

 
 

 
 

A decision will have to be made concerning the frequency of audits of maintenance and 
attribution or renewal of the label.  
 
Two positions were expressed as to the cycle of certification:  
- Audit of maintenance every 18 months and of renewal every 3 years 
- Audit of maintenance every 24 months and of renewal every 4 years  

Development of the schedule of conditions 

Validation of the schedule of conditions and control points 

 

Levelling 

Evaluation 

 

Attribution of the certificate 

 

Follow up of the label certificate 

 

12 to 18 months  

Around 4 months  

Coaching by the AVEC team 
and labelised cities. 
12 to 18 months  

When the community is 
ready  

3 to 5 years  

18 to 24 months  
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Audit 
 

Request of audit 
 

Self evaluation  
 

Coaching: levelling          
 

Commitment in the approach  
 

Contact and information    
   

 

Label steps 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Process of levelling of communities 

 
 Coach the approach of the communities to the labelling process 

 
Is it expected to create a European structure? (Answers in red corresponds to 
the partner choices) 
 
� « QUALICITIES/AVEC »: “The European technical pole” 
� Delegation to an other body? 
 
 
Partners chose the name of “European technical pole for the institution that will coach the 
communities in the following steps:   
 
 

 
 

Renewing of the brand label 
 

Following up of the brand label 
 

Brand delivery  
 

Decision making  
 

Assessment and report  
 

Instruction of the request 
 

Accompaniment (coaching) 
 
The referent document and the check points are defined  

 



 

www.qualicities.org 
Contact : Amandine Léopold, coordinatrice qualité du projet  a.leopold@ville-arles.fr et Benoît 

Stiévenart, coordinateur du projet bstievenart@anderlecht.irisnet.be  
 

15 

The missions of this structure could be: 
� Training of candidates 
� Exchange of experiences and database of Good Practices 
� Implementation of a pool of internal auditors coming from communities in order to 
realise cross assessments (mutual coaching) 
� … 
 
 
A city which requires to be audited must be absolutely ready and practically sure to 
obtain the label.  
Work must be serious so that the label remains credible. The label cannot be the 
instrument to make a city enter into the AVEC network but on the contrary, the member 
cities of the network, which will have received a complete levelling, will be able to apply 
for the label.  
The phase of levelling will last until the candidate can fill all the fields of the control plan 
of the referent document. 
 
 

 

Definition of the modalities of Qualicities Brand delivery  

 
Will there be a political management entity and a technical management of the brand 
name and what will its responsibilities be? 
 
 

 Who will manage the different phases of implementation and follow-up of 
label certification? 

 
� an « AVEC » network entity  
� delegation of all or part to an other body 

 
The ideal would be to be able to train at least one person by community with the 
method of audit so that work is followed locally by this expert. That would also 
make it possible to have a complete panel of experts who could take part in the 
mutual system of "coaching" of the communities. 
 

 
 The request for the label : 
 
Who must contact the community to get an assessment offer (on defined 
element: duration of the assessments, periodicities, setting of prices…)? 

�  an « AVEC » network entity, the European technical pole  
�  Delegation of all or part to an other body  

 
Who does instruct the community’s documentation file? 

�  the European technical pole  
�  delegation of all or part to an other body ? 

 
What are the conditions for a request of brand (documents to be supply by the 
community)? 
 

�  the involvement of the elected members  
�  result of the self-assessment  
�  the references to the implemented documents  
�  Documents of presentation of the community (brochures…)  
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 Evaluation : 
 
What kind of assessment may be considered?    

�  documentary? 
�  on site? 
�  documentary and on site 
�  planned 

 
Which approach can be adopted (according to the local context)?  

�  mono site (city)? 
�  multi site (territory) ? Define the conditions 

 
What will be the duration of the assessment? It must be adjusted to the reference 
frame and to other criteria to validate:  

�  number of citizen 
�  surface area of the scope 
�  number of criteria… 

 
 Evaluation in the future by an external auditor:  

 
What will be the duration of validity of the brand?  

� 3 years? 
� 4 years? 
 

What will be the following-up cadence for maintaining the brand? 
�  12 months? 
�  18 months? 

 
What kind of assessment for the following-up audits? 

� documentary and on site  
�  planned 

 
What will be the complementary assessment modalities in case of non 
observance of the reference frame? 

�  documentary checking  
�  complementary assessment  
�  anticipated following-up audit ? 

 
Who will manage the relationship with the external auditors? 

�  an « AVEC » network entity  
�  delegation of all or part to an other body ?  

 
Auditors must: 

�  be selected according to their knowledge of audits,  
�  be selected according to there knowledge of the activity sector, 
�  speak a foreign language (to be defined)… 

 
Who will follow the auditors training to the specificities of the Qualicities 
referent document? 

�  an « AVEC » network entity?  
�  delegation of all or part to an other body  
  

What must provide the auditor to the end of the assessment? 
�  A synthesis report 
�  A report with an opinion on the brand certification 
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 Credibility of the brand 
 

A brand delivered in whole independence: 
 
Who will analyse the assessment report for opinion:  

� external experts ? 
and/or  

� Qualicities experts? 
� AVEC Scientific committee composed of internal and external 
experts 

 
Which entity will take the official decision of delivery of the attestation?  

�  brand committee ? 
�  delegation to an other body ? 
� AVEC bureau 

 
Caution: not to decrease credit of the brand by creating a group of decision 
makers which could influence the certification of such or such community for 
political reasons or merely for survival of the AVEC network...   

 
What would be the modalities of decisions after the assessment?  

�  attribution of the brand 
�  complementary assessment 

 
What would be the conditions of probation of the brand? 

�  causes (on request of the community, others) ? 
�  duration? 
 

A question arises here concerning the hierarchy of the various criteria of the 
referent document. 
Answer of AFNOR: usually, in a referent document, all the items must be dealt with. It is 
the basis of the certification.  
 
One could indeed consider criteria impossible to circumvent and optional criteria (not 
blocking for the certification).  
But a system of notation and percentage would be very complicated to set up for control.  
 

The risk with such a system is that the candidates to the label work only on 
the main criteria and that the few candidates who will have worked on all the 
criteria will not be rewarded for this reason. 
 
It is absolutely necessary that one ensures to have the same level of quality 
in all the labelized communities, on the same criteria. It is necessary that 
the label is readable by your customers (citizens, visitors...). If some of the 
criteria are more important than the others, how will the customer 
understand to what type of services they will beneficiate in labelized 
communities?  

 
It is preferable that all the criteria are respected. It is as necessary, to ensure the 
coherence and the identity of the offer between all cities while only one authority controls 
the step of levelling of the cities, the training of the local experts to the quality step, the 
sensitizing of auditors… 
One will speak here about the "culture of company" Qualicities to some extent.  
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Communication of the label Qualicities 

 
There will be a management and an animation by the European technical pole: 
«QUALICITIES/AVEC» 
What will be the support documents of the brand (attestations, brochures…): 
communication tools? 
The European technical pole will treat the remarks and claims linked to the brand 
 

 
Conclusion 

 
The durability of the project is linked to the coherence of the different 
components of the marketing, especially: 

�The quality of the referent document (added value) 
�The effectiveness of the checking modalities (flexibility)  
� The access facility and the enrolment process fluidity for the applicants 
� The access to the documents 
� The effectiveness of control and management of the mechanism 
� The competency and the qualification of the auditors 
� The access cost to the recognition related to the brand  
� The impact of the communication program about the brand  

 

 
 
Local audits 
 

 

 
Pilot audits 

 
 Objective 
� check the application of the referent document; 
� assess the duration of the audit of the referent 
document according to the size of the 
communities; 

�  determine the items to audit in priority during 
the following-up audits  

�  evaluate the work completed by the cities to 
deliver an opinion to the brand committee 

 
 

 Release 
 
Their release is possible as soon as: 
�  the check points are validated ; 
�  communities are voluntary and ready to be audited ; 
�  the file containing the check points is fulfilled by and sent to the auditor 

 
� Validation of these elements in February. 
 

 Organisation 
 
� pilot audits are planned 
� Selection of 2 AFAQ AFNOR Certification auditors  
� planning of the pilot audits from March until mid-June 2007 (at the very latest in 
Cosenza) 
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� debriefing and recommendations following the audits (brand committee) 
� BARANYA July 2007 : launching of the label 

 
 Auditors 
 
The AFAQ AFNOR Certification auditors: 
�  control the audit of services standards ; 
�  know the activity sector which is covered by the referent document; 
�  participate to the redaction of the check points ; 
�  realise the pilot audits ; 
�  write down the report ; 
�  give an opinion to the brand committee. 

 
The ICA, Institute of Certification of the Auditors, an internal organization of 
AFAQ/AFNOR selects the professional auditors whom it then proposes for your audits on 
the basis of examination on the methodology of audit and the control of the reference 
frames.  
 

 Before the audit 
 
« Preparation to the implementation of an audit» 
 
The community: 
�  is upgraded to the referent document, 
�  has transmitted the documents to the auditor (involvement  letter, list of the 
different locations to audit, folder on the check points and the community’s 
documents) 

�  has sent back the fulfilled program of the audit day (with the name of the 
persons to meet) 

  
 During the audit 

 
“The audit takes place in normal conditions of running of the community”  
�  opening meeting (availability of persons, at least the local committee 
representatives) ; 

�  interviews with the related persons who are concerned with the referent 
document involvements ; 

�  documents must be easily accessible and at auditor disposal ; 
�  trips between meeting rooms must be included in the planning. 
 

 After the audit 
 
« Outcome of the audit and follows-up »  
�  Closing meeting (final result with at least the coordinator and the local elected 
person)  

�  Synthesis of the audit written down by the auditor (sent to the community) 
�  Opinion proposed by the auditor, for decision by the brand scientific committee 

 
The auditor can: 

- give a positive opinion 
- ask for more control element such as action plan on a specific criterion.  
- Give a negative opinion 
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 What is the auditor looking for? 

 
« The purpose of an audit is to check the implementation of previewed provisions that 
are included in the referent document»  
 
For that, the auditor: 
�  interviews designated people ; 
�  collects evidences and elements giving confidence on the application of the 
referent document; 

�  does not ask “tricky” questions ; 
�  carries out a synthesis of the observations of the audit (based on fact elements). 

 
The auditor is interested in what is made in your community but also with the elements 
which will make it possible to ensure the future of the label in your community.  
The auditor will carry out a double checking: the situation of your community compared 
to the referent document and the coherence of the progress plan engaged. 
 
It is you who can choose the moment when your community is ready.  
We do not have an objective of a number of cities audited to reach but a quality of 
approach set up.  
 

 Applying partners audit for spring 2007 

 
 December 06: decision of candidature for audit in April-May  
 Return of the Plan of control supplemented to the European technical Pole: February 
9, 07 (+ self evaluation, Local Plan of Progress and programming (planning, budget, 
means) and political letter of commitment,  

 In Cosenza: settlement of the date of Audit 
 Sending of the documents to the auditors 3 weeks before the audit  
 Audits: April-May  
 Analyzes and opinion of the auditor: + 1 week  
 Study of the opinions (scientific Committee AVEC) + 2 weeks  
 Decision of the authority of decision (AVEC bureau) + 1 week 

 
These deadlines are very short being given the workloads, however you are the founders 
of this referent document which was built by you starting from good practices realized in 
at least one of the partners cities.  
You thus have already an advantage compared to the future communities which will 
postulate and which will not profit from this time of adaptation of which you benefited at 
the time of its creation.  
 

City round table 

 
Anderlecht: The City is candidate. 
Evora: Our community is ready. We do not have anguish to pass an audit before 6 
months. 
Arles: We are applying even if deadline seems impossible to respect.  
Tours: We are afraid of not being ready. 
Birgu: We are applying 
Ubeda: We are applying but the audit must be done before May 2007 because then we 
will have municipal elections. 
Pézenas: We are applying 
 
AFNOR and the European technical pole give themselves the right to give an opinion on 
the basis of the control plan filled by the community and returned before fixing a final 
date of audit for each candidate city.  
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Communication tools 
 

 
Presentation by Raphael Souchier: 
 

Communication strategy 

 
Our targets will be:  
- current and future members of the network  
- local actors of our communities  
- the institutions partners (Europa Nostra, various ministries, the Council of Europe...)  
- potential patrons  
- media - the prospective customers (cities or territories which could be interested in the 
approach)   

Target Objective 1 Objective 2 

Members Approach coaching Participate to the network 

Prospects Inform Apply 

Patrons Inform Finance 

Partners Inform Participate 

Publics Inform Visit 

Tour operators Inform Promote 

 
Our tools will be: 

- Internet & Intranet 
- A DVD and a leaflet 
- files and booklets bound for the institutions 
- prepared press inserts  
- poster  
- participations in show rooms  

 
Below the repartition of communication tools per target:  
 

Tools Cibles

Tools \ Targets Members

Local 

actors

Institutions - 

Partners Patrons Media Prospects

Intranet
Internet
DVD 
Folders

Files
Institutional 

leaflet 

Press
Poster
Show rooms participation

Qualicities / communication tools (minimum)
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All these tools come from a study of benchmarking which I requested from our trainee 
Marion Beulin, in Tours, to carry out last summer on the various networks and French, 
European, international labels of sustainable development, heritage and tourism. 
 
It is a work which represents around 80 pages. This work enabled us to know which 
competitors we had in this field and which their practices were.  
In this study, Marion prepared a project of estimated planning of the actions of 
communications which should be set up before the end of the project. 
 

For the moment, the production of the tools of communication is 
unfortunately blocked as long as the budgetary situation of the project and its 
partners is not clarified. Because we could undergo a reduction in the budget 
agreed with the European Commission in 2007 if all the expenditure that we 
have made are not declared, justified correctly and eligibles. 

It is essential thus that the partners urgently clear up their financial standing, so that we 
can, in January, know on which budget we can count to produce the tools and actions of 
communication of the project.  
 

Presentation of the draft of future brand Internet site  

 
The principle is to standardize the graphics of the Qualicities site and AVEC Internet site. 
There will be a French and an English version.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The index page should be presented as above with the blue cherub in bottom, a slogan: 
"the label of cities of culture and heritage", headings on top of the page, a small text of 
description of what the label is in all languages of the project first and of the network 
then, a list of the labelized cities on the right, a news part at the bottom of the page 
easily available to administrators so that they can up date it regularly.  
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The structure of the site will be as follows: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The pages on the labellized cities should be presented as follows: The principal headings 
are found on the left on a recall of the cherub in bottom.  
An insert on the city, chosen in the heading labellized city, appears in the center of the 
page. This insert will be easily updatable.  
One will find on the right the good practices which the city will wish to diffuse and current 
events of the city.  
 
For all the other pages of the site, architecture will be identical to this last page 
presented.  

Index 

The 
label 

FAQ 

 

Labelized 
cities 

 

Join the 
labelised 

communities 

 

Events 
News 

Newsletter 

 

Press 
Publication 

Partners Links Contacts 

AVEC 

Qualicities 
Project 

AFNOR 

A page per 
community How to apply 

for the brand? 

 

Attribution 
conditions  

 
Evaluate your 
community 

 

Good 
practices 

What benefits 
can it bring? 

 
Intranet 
access  
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How to speak about the future label?  

 

The problem 
“How to transform the drawbacks of the historical cities into assets for their sustainable 
development?"  
 

Our solution 
• We are a European network of historical cities 
• With the support of the EU, we created a Quality approach and a European Label  
• To accompany and distinguish the historical cities & areas which have a remarkable 
policy of sustainable Development.  

 
Our offer  
 
We offer to the cities: 
• A method of progress tested since 2 years in 8 countries 
• A permanent coaching by professionals 
• A European label and independent audits 
• An international promotion 
• The experiment of AVEC & AFNOR 
• The financial support of patrons  
 
The cities offer: 
• active participation in the exchanges between cities 
• financing of a part of the received services 

 
First beneficiary 
• 15 cities & territories of 8 European countries already engaged in the Qualicities 
approach 
• In Belgium, Spain, Hungary, France, Italy, Malta, Portugal & Czech Republic 
• The first European labels will be delivered in July 2007  

 
What they said  
 
Thanks to Qualicities we wish to: 
 
• “reach better the aim of integrated development and improve the quality of service to 
the population”.  
Jean Germain, Mayor of Tours 
 
• “reinforce the cooperation between the city its territory”.  
Jorge Pulido Valente, Mayor of Mertola 
 
• “create urban quality on the whole territory”. 
Jean-Yves Chapuis, Vice-president of Rennes Métropole 
 
• “Create dynamism of cooperation between the departments of the community”.  
Christian Mourisard, Deputy Mayor of Arles 
 
“Qualicities” technique 
• To begin: a training, a self evaluation kit, a good practices data base 
• On site: a local committee, a self-evaluation, a progress plan validated and set up by 
the city council.  
• Permanently: assistance of the European technical pole and other labelized cities.  
• When ready: independent audit (AFNOR) 
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• Positive audit: attribution of the label certificate 
• ... and access to the international promotion through the AVEC network. 
• Every 3 years: a control audit 

 
Other labels 
 
Heritage 

 

  National   EU   International 

 
 
Management of Qualicities 
• Administration Council (AVEC network) 
• Scientific committee (Council of Europe, UNESCO ...) 
• Patrons committee (CIEs, foundations) 
• European technical Pole (General Delegate AVEC, Quality officer) 
• Local expert team (AVEC members) 
• Technical support (AFNOR) 

 
Next steps: 
• Ask for the application kit to the European secretariat  
• Enter the AVEC network 
• Launch the Qualicities local approach  
• Exchange with other members 
• Ask for the blank audit by a local auditor AVEC 
• Ask for an audit 
• Decision of attribution  
• Improvement of the progress approach 
 

VPAH (F) 
 World Heritage 

(UNESCO) 

 
Qualicities 

 

DD 21000 (F)   Sustainable 
development 
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Friday December 14, 2006 

 
 
 
Financial assessment of the project 
 

 
SITUATION on 30/06/06 
The following documents were prepared by the international independent company of 
audit, MOORE STEPHENS, represented by Mr. DAVID LIPTON (auditor of companies) and 
M.BENOIT STIEVENART (general coordinator of the project) in accordance with the rules 
of European eligibility and contract INTERREG IIIC/ QUALICITIES N°4W0156I. 
 
SITUATION OF EXPENSES 30/06/06 
� This situation is an inventory of fixtures intermediate and provisional of the expenditure 
at the periods enclosed at 30/12/06 
� It is established starting from the data seized at the time of the audits by the leader on 
the basis of certification of the partners before the 30/06/06, by the partners and the 
lead partner. 
ALSO : 
� expenditure engaged but not certified by the partners could not be taken into accounts 
� actions envisaged are not finished: the budget must be regularized to correspond to 
the requests of the commission. It is imperative that all the expenditure is included in the 
next report  

 
RULES OF EXPENDITURE REPARTITION 
 
� direct expenditure was assigned to the partners;  
 
� common expenditure as well as the expenses of coordination of the project was 
charged at a rate of 1/8 to each partner leaders, leader included. The associated partners 
divide certain expenses of promotion.   

 
EXPENDITURE / COMPARING PLANNED AND REALISED BUDGET 
30/06/2006 
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EXPENDITURE / COMPARING PLANNED AND REALISED BUDGET 
30/06/2006 BY COMPONANT 

 
“we understand that your actual under spending is not as high as it seems. However, you should 
be aware that as stated in your subsidy contract, payment not requested in time and in full 
(compared to what was planned in your six monthly budget breakdowns) may be lost.  
 
This may be the case if the Interreg III C programme is faced with a decommitment (hopefully we 
should be able to avoid such a decommitment at the programme level this year thanks to the 
Intermediate financial reports, but we can’t guarantee that this will be the case for this year nor in 
the future). Therefore, you should try to be more in line with this 6 monthly budget breakdown in 
your next reports. We will continue to monitor this underspending in your next progress reports so 
please always provide a justification for the underspending and how you intend to reduce it in your 
future progress reports. Thank you for keeping us informed about the results of your future 
discussions with your partners” on this point. 
 
Following the meeting between your partners and your auditor in December, we would expect that 
for the next progress report all partners can report their audited costs (the only acceptable 
exception would be for partners from countries where the audit is centralized if you can’t include 
their costs because of audit delays). Moreover, if you are confronted with national audit delays for 
your next report, please consult us before submitting your progress report so that we can grant 
you an extension of the deadline to get the missing reports audited.  
 

 
Main reasons that led our project in a state of under spending compared to the 
initial budget:  
 
1-Among 16 partners, 3 lead partners never registered expenses from the beginning of 
the project; 
 
2-we have not received expenses certification from some partners either from the 
national authority or from an independent auditor;     
 
3-we have recieved the justification but the certification arrived too late;  
 
4-Expenses are considered ineligible because we have not got more information.  
 
Main reason for expenses rejections: 
 
1-Expenses are not written on the good budget line  
 
2-Expenses are not correctly explained. For example for personal costs there is no 
description of the function of the person, no explanation on the repartition on 
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components (nbre of days), no payment indices, no pay rolls, no tables to justify the 
daily rate, or the documents are not written in English or French.  
3-expenses are not justified with bills. 
 
4- there are miscalculations. 
 
5-justification are presented in such a mess that we can not treat it.  
Please send a binded file so that no paper can be lost.  
 
7- Inconsistency in the perdiem: a number of days incorrect, change of plane without 
reason, tickets not used, incorrect perdiem.  
For the calculation of the perdiems, the number of nights passed on the spot account. 
You can on the other hand count ½ day for the days of travel. 
For travels, the tickets are eligible if they are for low costs CIEs or APEX (night from 
Saturday to Sunday). 
 
 
STATE OF EXPENSES PER PARTNER 
Cf. PPT financial assessment  on 30/06/2006 in appendice 
 
CONCLUSION 
 
� We must protect the budget of our project. It is very important that each partner 
declares its expenses within the right deadlines.   
We ask to every partner to respect deadlines or our project risks a release of 
office. If this release is done it will be put in danger our work and also our 
budget.  
 
� Next budget deadline for your financial report is February 10, 2007 and February 20 
2007 to receive certification. 
 

 
REPORT ON INDIVIDUAL MEETINGS WITH EACH PARTNER 
This report will be sent to the European commission with next report and each partner 
will receive its own part of the report by e-mail. 
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Eelations with INHERIT and CULTURED projects 
 

 

 
 

Sirka Ludtke, CULTURED project 

 
Cf. presentation in appendices 
 

Ian Walters, INHERIT project 

 
"INHERIT means to invest in the heritage to regenerate the cities. The partners of this 
project are the European cities and historical areas: Ubeda, Vérone, Gutenberg, Gdansk, 
Belfast and New Castle.  
It is a network project of 3 years duration and which consists in building a repertory of 
good practices.  
The First stage deals with methodology necessary to rehabilitate the heritage.  
The second stage is to undertake case studies in the communities of the partners. There 
will be 3 cases per partner. 
The third part deals with building strategies of projects such as creating private and 
public partnerships, implying population, to identify added values.  
 
In Mars 2007, a conference is programmed in Verona and the partners will present each 
one their 3 draft of case studies. This conference will be opened to a large audience 
through Europe so that we can profit from the feedback of the listeners to improve and 
develop the repertory.  
 
Here some examples of the 10 case studies carried out for the moment: In Gdansk, in 
Poland, close to the centre town, is a Napoleonean fort. A project was developed on 
European funds to restore the building partly and to build an astronomical research 
centre there.  
 
In Gutenberg, we visited the residential zone of Hagen, which is a centre of work class 
population where the majority of the houses are built out of wood. They developed a 
method of participation of the population to determine which dwellings deserve or not to 
be restored, if new buildings should or not be built, if it is rather necessary to build play 
grounds for children... 
 
In Ubeda, 20 years ago had been created a school to train the young people with 
restoration of built heritage. It was an extremely beneficial experiment at the same time 
for the buildings and these young people. 
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In Belfast, where, you know it, the civil war made rage during many years, they 
promoted the city as a destination of cultural tourism and that functions very well.  
 
In New Castle, a great project of restoration of a whole district of the city to make revive 
this district and attract a part of the inhabitants into the city.  
 
 

Intervention in the room 

 
One of the objectives of this meeting is to create a bridge between our three projects. 
 
Diego GARCIA 
The essential common point between our three projects is the creation of a repertory of 
good practices. It would be good to be able to cross these repertories. However our 
definition of good practices is different from a project to another and it is very difficult to 
create interactions between GPs. 
An Internet site, www.quicnet.com was created with this objective but for the moment 
we have not found any technical solution to organise good practices from the different 
partners from the projects.  
 
Christian MOURISARD 
I am, in a general way, rather pessimistic on the future of the European projects in the 
field of culture. The budgets are more and more reduced; we must thus increase our 
effective production.  
 
There I think that trying to gather these three project causes complication and waste of 
time for a result which will probably not be very convincing. In my opinion we must 
stress the specificity of each project and imply our Elected officials on these particular 
projects without loosing them with global concepts without real production.  
 
Ian WALTERS 
In our project the elected officials are involved. They intervene in each meeting and they 
regularly receive progress reports of the project.  
 
Sirka LUDTKE 
In our project it is true that the Elected officials only imply themselves very little. They 
open and close the debates but they do not take part in work in general.  
 
Diego GARCIA 
Usually the Elected official works with his technician in our Qualicities network but in 
general, that does not function. It is very difficult to imply the Elected officials in 
technique projects such as CULTURED.  
 
However, that should not discourage us. We must draw the best experiments from our 
three projects to be inspired in the future. To create a synergy between our three 
projects for me is not a drawback but an opportunity. Sharing information is essential so 
that we can enrich our practices. 
 
Christian MOURISARD 
The project in itself is not interesting. What interest us are the results of the projects, the 
tools which are created in our projects.  
 
Ian WALTERS 
Our European association of the historical cities (network of national associations of 
historical cities which extends from Finland to Romania) works on this principle of 
dissemination of information to its members around the tools create by the European 
projects and in particular by these 3 INTERREG IIIC projects.  
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Filomena ARAUJO 
It would be interesting to create a European project which would consist in assessing the 
various European associations and the various European projects of culture and heritage 
and in creating bridges so that we can see more clearly the work undertaken by the one 
and the others. This transversality is important. 
 
Benoît STIEVENART 
I suggest we continue to communicate on the advance of our projects in parallel and that 
we organize a meeting in the 1st half of 2007 with the coordinators of the 3 projects to 
do a major work of analysis, research on the common points.  
 
We all can draw a positive experiment from this joint work which is rather single in the 
universe of the European projects and which will be useful to all.  
Let’s not forget that the dialogue between the three projects forms part of our 
agreements with the European It is important to make a success of it. It is also a test for 
the possibility to capitalise experiments between projects which is an important stake for 
the European programs.  
 
 

 


