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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The procedy

described i
different ty
editorial ru

Attention is
patent right
any patent 1
on the ISO li

Any trade n
constitute a

For an expl
expressions
World Trads
iso/forewor

the ISO/IEC Directives, Part 1. In particular,
bes of ISO documents should be noted. This document was drafted in accordance\wit
es of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

drawn to the possibility that some of the elements of this document may be the subje

ect of

s. ISO shall not be held responsible for identifying any or all such patént rights. Detafils of

ights identified during the development of the document will be in the)Introduction ar
st of patent declarations received (see www.iso.org/patents).

hme used in this document is information given for the conyvenience of users and doe
h endorsement.

anation of the voluntary nature of standards, the ineaning of ISO specific terms
related to conformity assessment, as well as information about ISO's adherence t
Organization (WTO) principles in the Technical Bavriers to Trade (TBT), see www.iso
d.html.

This docuni
Subcommitt

Any feedbad
complete lis

1d /or

S not

and
b the

org/

ent was prepared by Technical Committee’ ISO/TC 46, Information and documentqtion,

ee SC 8, Quality — Statistics and performance evaluation.

k or questions on this document sheuld be directed to the user’s national standards bo
ting of these bodies can be found atwww.iso.org/members.html.

dy. A

© ISO 2019 - All rights reserved


https://www.iso.org/directives-and-policies.html
https://www.iso.org/iso-standards-and-patents.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/members.html
https://standardsiso.com/api/?name=9778f339ddaa1ec790aaf16fc3007d9d

IS0 21246:2019(E)

Introduction

This document provides guidance to the museum community on the use of key museum indicators. It
specifies the requirements of a key indicator for museums and establishes a set of indicators to be used
by museums of all types.

Some of the indicators included in this document are already in use by museums, or have been proposed
inrecent museum literature. Other indicators have been taken from library standards and adapted to the
requirements of museums. Annex A describes the key indicators that have been found useful for quality
assessment of museums. The data specified in Annex B can be used for complementing and supporting
the ipfermationgained-by-tsingthe key-museumindieators—theugh-they-are-notinthemselves such
indidators. This document has been developed in close cooperation with the International Council on
Mus¢ums (ICOM) and takes advantage of, particularly, the work of the European Group|on Museum
Statiptics (EGMUS).
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INTERNATIONAL STANDARD ISO 21246:2019(E)

Information and documentation — Key indicators for
museums

1 Scope

This document specifies a set of key indicators for assessing the quality of museums:

— {for the purpose of strategic planning and internal management of museums;
— {for reporting to stakeholders such as funding institutions, policy makers, or the'public

— flo promote the museums’ role and value for learning and research, education @nd culturje, social and
¢conomic life;

— flor comparing results over time and between museums.

The pim of this document is to provide a selection of key indicaters applicable to a wide range of
musg¢umes. It is recognized that not all indicators are pertinent fotreach individual museum| category or
each|individual museum. Limitations on the applicability of individual indicators are listed|in the scope
clauge of the description of each indicator (see Annex A).

This|document is not intended to exclude the use of other indicators not specified in it.

2 Normative references

Therk are no normative references in this document.

3 Terms and definitions
For the purposes of this documehnt, the following terms and definitions apply.
[SO dnd IEC maintain terminelogical databases for use in standardization at the following gddresses:

— SO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropedia available at http://www.electropedia.org/

31
accespsibility
easeof réaching and using a service or facility

SOUnf‘r‘ ICA 117,9N.I2N1 4 1D D]
NCL ToU TTIO0ZU.ZU 1T, J.4]

3.2

accession

addition

formal act of entering an object into the collections of a museum

Note 1 to entry: Once an object has been accessioned, it has a status beyond that of merely being the property

of the organization and can only be disposed of by referring to the governing body of the organization, e.g. the
trustees or director.

[SOURCE: ISO 18461:2016, 2.5.1]
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3.3

accession register

itemized list or record of the objects properly added to a museum collection during a specified
period of time

[SOURCE: ISO 18461:2016, 2.8.1]

3.4

acquisition

process of gaining legal possession of an object for a museum collection through purchase, donation
(3.16), bequest, transfer or fieldwork

[SOURCE: IS0 18461:2016, 2.5.2]

3.5
capital expenditure
expenditurd which results in the acquisition (3.4) of, or addition to, fixed assets

Note 1 to enftry: This includes expenditure on building sites, new buildings and extensions, furnishings and
equipment fgr new and expanded buildings, computer systems (hardware and software}, etc. When appligable,
local and natjonal sales/purchase taxes [e.g. Value Added Tax (VAT)] are included.

[SOURCE: IS0 2789:2013, 2.6.1]

3.6
catalogue
collection of records filing/storing relevant information about an‘object in a museum collection

[SOURCE: IS0 18461:2016, 2.8.2, modified — The phrase “all*known” has been excluded.]

3.7
cataloguing

D

process of recording and filing/storing relevantinformation about an object in a museum collectign

Note 1 to entfy: Such information can include origin, age, creator, title (e.g. for works of art), physical description
(materials and/or techniques used in its making, physical dimensions), use, provenance, etc. of the object.

[SOURCE: IS0 18461:2016, 2.8.3, modified — The phrase “all known” has been excluded]

3.8
collection
body of acquiired objects held’in title by a museum

[SOURCE: ISO 18461:2016, 2.5.9]

3.9
collection thanagément
all practicegand procedures implemented by a museum in acquiring, documenting, handling, accegsing,
cataloguing (377, Storing, sSecuring, tending, conserving anad disposing of coltection objects

[SOURCE: ISO 18461:2016, 2.5.10]

3.10
collection policy
museum’s scope and its aims, practices and procedures of collection management (3.9)

Note 1 to entry: The collection policy also identifies the kinds of objects a museum will collect, the terms and
conditions governing acquisitions and the deaccession policy.

[SOURCE: ISO 18461:2016, 2.5.11]
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3.11

conservation

preservation measures and actions applied to prevent, arrest or delay deterioration of a document
(3.15) or other material object

[SOURCE: IS0 5127:2017, 3.12.1.01]

3.12
digital collection
all objects in digital form in the museum collection, whether born digital or digitized

Note 1to entrv- Documents (? 1 "w') are included

[SOURCE: ISO 18461:2016, 2.5.13]
3.13
digitization

process of converting analogue materials into digital form

[SOURCE: ISO 2789:2013, 2.3.15]

3.14
digitized object
digitplly reproduced object

Note|l to entry: A two-dimensional or three-dimensional object)is counted as digitized if its mefadata and at
leastjone image of it are available in digital format.

Note |2 to entry: Documents such as autographs, books or-aidiovisual documents are counted as digitized if their
metafata and their contents are available in digital format.

Note B to entry: Documents (3.15) are included.
[SOURCE: I1SO 18461:2016, 2.5.15]

3.15
docyment
recorded information or material‘object which can be treated as a unit in a documentation [process

Note [L to entry: Documents/can differ in form and characteristics.

[SOURCE: ISO 5127:2017, 3.1.1.38, modified — Note 1 to entry of ISO 2789:2013, 2.3.17 has been
included.]

3.16
dongtion
gift
acqufsition (3.4) without monetary compensation but with change of ownership and legal title

[SOURCE: IS0 5127:2017, 3.6.2.2.11]

3.17

educational services

learning sessions and learning materials and programmes in all formats for children and adults for the
purpose of enhancing skills and knowledge

Note 1 to entry: This includes the provision of services for schools and the cooperation with other partners in
preparing and offering educational services.

[SOURCE: ISO 21248:2019, 3.22, modified — The phrase “in library and information use” has been
excluded and the terms “and knowledge” added. Note 2 to entry has been omitted.]
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effectiveness
measure of the degree to which given objectives are achieved

Note 1 to entry: An activity is effective if it maximizes the results it was established to produce.

[SOURCE: IS

3.19
efficiency

0 11620:2014, 3.15]

measure of the utilisation of resources to realize a given objective (3.35)

Note 1 to ent
the same res

[SOURCE: IS

3.20
evaluation
process of g
facility

[SOURCE: IS

3.21
event
pre-arrange

Note 1 to en

F'y: An activity is efficient if it minimizes the use of resources, or produces better performaneg
urces.

0 11620:2014, 3.16]

etermining the effectiveness (3.18), efficiency (3.19), utility and relevance of a servi

0 11620:2014, 3.19]

d singular activity having an intent within the mission3.28) of the museum

fry: The activity would usually be of a cultural, educational, social, political or scholarly n

and would talke the form of lectures, film screening, theatre performances, round table discussions, verni{

finnisage, my
Note 2 to ent

Note 3 to ent
museum'’s pa

Note 4 to ent
[SOURCE: I

3.22
exhibition
curated dis
communicaf

Note 1 to ent

seum night, etc.

"'y: Events can be organized inside or outside'the museum premises.

rticipation should be counted separately.

Fy: Guided tours, programmes, €xhibitions and virtual events are excluded.

0 18461:2016, 2.4.5]

play of muSeum objects or other items of cultural heritage on a clear concept
ing a message

"y: Exhibitions can take place inside or outside the museum premises.

Note 2 to ent

with

ce or

ture,
sage,

ry: Events inside the museum premises organized by institutions outside the museum withofit the

and

Fy=Exhibitions can be temporary or permanent.

Note 3 to entry: Virtual exhibitions are excluded.

Note 4 to entry: Exhibitions inside the museum premises organized by institutions outside the museum without
the museum’s participation should be counted separately.

[SOURCE: IS

0 18461:2016, 2.4.6]
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3.23

full-time equivalent

FTE

measurement equal to one staff person working a full-time work schedule for one year

Note 1 to entry: For example, if out of three persons employed as museum employees, one works quarter-time,
one works half-time, and one works full-time, then the FTE of these three persons would be 0,25 + 0,5+ 1,0 = 1,75
employees (FTE).

[SOURCE: ISO 11620:2014, 3.23]

3.24
goal
desined state of affairs to be achieved by the implementation of agreed policies

[SOURCE: ISO 11620:2014, 3.24]

3.25
income generated
income generated by museum operations and from fees, charges, subscriptions and donatidns (3.16)

[SOURCE: ISO 2789:2013, 6.6.3, modified — the term “library” hasibeen replaced by “muiseum”. The
phrage “that is available to the library for expenditure” has been€xcluded.]

3.26
inventory
item]zed list or record of all objects contained in a museum collection during a specified period of time

[SOURCE: ISO 18461:2016, 2.8.7]

3.27
loan
lending of an object in the museum’s colléction to, or borrowing an object from, othgr collecting
orgahisations, private collectors, or agéncies

Note |l to entry: Deposits (permanent loans) are counted separately.
[SOURCE: ISO 18461:2016, 2,4:7]

3.28
misgion
statgment approved-by the authorities formulating the organization's goals (3.24) and ifs choices in
services and products development

[SOURCE: 1SO\11620:2014, 3.33]

3.29
musetim
non-profit, permanent Institution In the service of society and its development, open to the public,
which acquires, conserves, researches, communicates and exhibits the tangible and intangible heritage
of humanity and its environment for the purposes of education, study and enjoyment

Note 1 to entry: Natural, archaeological and ethnographic monuments and sites and historical monuments and
sites of a museum nature are included, if they maintain a collection similar to museums.

Note 2 to entry: Zoos, aquaria, arboreta and botanical gardens are included, but should be reported separately.

Note 3 to entry: Collections in institutions of higher education that serve only the purposes of teaching and study
are excluded.

Note 4 to entry: Conservation institutes and exhibition galleries in libraries and archives centres are included if
they conform to the definition of museum.

© IS0 2019 - All rights reserved 5
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Note 5 to entry: To conform to the definition it is not necessary that an institution be called a museum, but that it
has the role and function of a museum.

[SOURCE: ICOM, Museum definition, 2007]

3.30

museum employee

person who
[SOURCE: IS
3.31

works for a museum in return for payment

02789:2013, 2.7.1, modified — The term “library” has been replaced by “museum”.]

museum Kk
numerical, §

Note 1 to ent
the museum

3.32
museum st
research pu

Note 1 to ent
[SOURCE: I

3.33

museum w¢
unique dom
provide accq

[SOURCE: IS
to entry 1 tq

3.34
object
item which

Note 1 to ent
Note 2 to ent
[SOURCE: I

3.35
objective
specific tar

y indicator
ymbolic or verbal expression assessing the activity of a museum in view of its mission]

I'y: The indicators can be derived from museum statistics and from other data usedto charact
hctivities.

hff research publication
blication by museum staff on professional and academic subjects

Fy: Includes publications in all formats, and presentations at conferenees.

0 2789:2013, 2.5.4, modified — The term “library” has b€en'replaced by “museum”.]
pbsite

pin on the Internet consisting of a collection of web pages that is published by a museq

bss to the museum’s services and resources

0 2789:2013, 2.2.18, modified — The term™library” has been replaced by “museum”. |
3 have been omitted.]

orms part of a museum’s callection
Fy: For objects in natural $cience collections the term “specimen” is generally used.
Fy: Documents (3.15)@n€ included.

0 18461:201652)5.24]

bet for-an activity to be attained as a contribution to achieving the goal (3.24)

3.28)

erize

m to

Notes

f an

organizatimll

[SOURCE: IS

3.36
online acce

0 11620:2014, 3.34]

SS

successful request of a museum-provided online service

Note 1 to entry: An online access is one cycle of user activities that typically starts when a user connects to a
museum-provided online service and ends by a terminating activity that is either explicit (by leaving the service
through log-out or exit) or implicit (timeout due to user inactivity).

Note 2 to entry: Online accesses to the museum website are counted as virtual visits.

Note 3 to entry: If possible, requests by robots/web crawlers should be excluded.

© ISO 2019 - All rights reserved
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[SOURCE: ISO 2789:2013, 2.2.1, modified — The term “access” has been changed to “online access”. The

term

3.37

“library” has been replaced by “museum”. Note 3 to entry has been omitted.]

online catalogue
database of records and images describing objects of one or more museums presented for public access

[SOURCE: ISO 18461:2016, 2.4.11]

3.38

open access

unrestricted access to information documents (? ] ';) orinformation services

Note [l to entry: This does not necessarily imply that the access is free of charge.

[SOU
3.39

opening hours
hours in a normal week when the museum is accessible to visitors

[soy
3.40

permanent exhibition

long-

exhibition showing, over a long period of time, objects which are in long-term custody of th

[SOU

3.41

phys
acto
serv

[SOU
delef]
dired

3.42
pres

all measures takenyineluding financial and strategic decisions, to maintain the integrity an

life o
[SOU
3.43

RCE: 1SO 5127:2017, 3.11.1.05, modified — Note 1 to entry has been added.]

RCE: ISO 18461:2016, 2.6.4]

term exhibition

RCE: ISO 18461:2016, 2.4.13]

ical visit
f entering the museum premises withithe aim of experiencing its exhibitions, programi
ces directed towards the public

ed, and the phrase “with the‘aim of experiencing its exhibitions, programmes or ot
ted towards the public’-has been added.]

ervation

f documents{3=L5) or collections

RCE: 1SO:5127:2017, 3.2.1.39, modified — Notes 1 and 2 to entry have been omitted.]

RCE: ISO 18461:2016, 2.4.14, modified — The terms “into one or all of the parts off

£ museum

mes or other

" have been
her services

1 extend the

prod

€SS

set of interrelated or interacting activities which transform inputs into outputs (e.g. preparing an
exhibition, cataloguing, lending, reference service)

[SOU
3.44

RCE: ISO 16439:2014, 3.50]

professional staff member
museum employee (3.30) who has graduated at university level or in a special training course in the
museum sector and whose duty requires professional education or experience

© ISO
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3.45
programme
pre-arranged on-going and repeatable activity having an intent within the mission of the museum

Note 1 to entry: The activity would usually be of a cultural, educational, social political or scholarly nature, and
would take the form of workshops, travel programmes, courses for school classes, etc.

Note 2 to entry: Programmes can be organized inside or outside the museum premises.

Note 3 to entry: Programmes inside the museum premises organized by institutions outside the museum without
the museum’s participation should be counted separately.

Note 4 to entfy: Events, guided tours, exhibitions and virtual events are excluded, but are counted separatel]y.
Note 5 to entty: Virtual programmes are included, but should be counted separately.
[SOURCE: IS0 18461:2016, 2.4.15]

3.46

project
unique prodess, consisting of a set of coordinated and controlled activities withystart and finish dates,
undertaken|to achieve an objective conforming to specific requirements, iacluding the constraints of
time, cost annd resources

Note 1 to entty: An individual project can form part of a larger project structure.
Note 2 to entfy: Adapted from ISO 9000:2015.
[SOURCE: IS0 18461:2016, 2.8.10]

3.47
record
set of data on one person, object or event (3.21), selected and presented for a predefined purpose

Note 1 to entty: The record can include elements. such as title, creator, subject, description, date of origin, efc.
[SOURCE: IS0 18461:2016, 2.8.11]

3.48
reliability
degree to which a measure repeatedly and consistently produces the same result

[SOURCE: IS0 11620:2014,3:44]

3.49
restoration
actions takgn to return a document (3.15) or other material object which has suffered deterioratipn or
damage as dlosely‘as practicable to its original state

Note 1 to entry: In archival restoration, no attempt is made to recreate missing text, etc., and all restoration work
is kept clearly evident.

[SOURCE: ISO 5127:2017, 3.12.1.02, modified — The term “preservation” has been excluded in the
definition, and Note 2 to entry has been omitted.]

3.50

satisfaction survey

survey administered to a sample of a museum’s users to find out how they rate the quality of their
museum experiences, and any suggestions for improvement

Note 1 to entry: The survey may be conducted face to face, via handouts, telephone, email, or Internet.

Note 2 to entry: The survey can contain questions about user status, how often and how they normally use the
resources and services the museum provides.

8 © IS0 2019 - All rights reserved
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Note 3 to entry: In a longitudinal study, the same or a similar survey instrument is administered more than once,
after a suitable interval of time has elapsed, to measure changes in patterns of usage, perceptions, attitudes, etc.

[SOURCE: ISO 16439:2014, 3.72, modified — The term “library” has been replaced by “museum”.]

3.51

score
result, often expressed numerically, of a museum indicator

3.52
spec
gran

ial grant
t of a non-recurrent nature to fully or partially fund projects

[soy

3.53
staff
form
extel

Note
Note

[SOU
Note

3.54

RCE: 1SO 2789:2013, 2.6.4, modified — The definition has been slightly modified.]

training
al pre-planned training which can be held in-house or externally, and delivered by mus
nal experts

1 to entry: Informal training, e.g. point-of-use training, is excluded.
P to entry: Online training is included.

RCE: ISO 2789:2013, 2.7.6, modified — The term “libraty*has been replaced by “m
2 to entry has been added.]

storage area

area

of the museum where the objects are kept-under controlled conditions if not on d

technical treatment

[SOU

3.55
targ
grou
the p

Note

[soy
term

3.56

RCE: [SO 18461:2016, 2.6.5]

Pt group
p of actual and potential visitors appropriate to a museum as the object of a specific §
rimary users of specificraterials

1 to entry: Such targetigroups can, for example, be children, school classes, researchers, or edy

RCE: ISO 11620:2014, 3.49, modified — “target population” has been changed to “targe
“library” has,been replaced by “museum”, and Note 1 to entry has been added for clar

temporary-exhibition

shor

-term{exhibition

eum staff or

1seum”, and

isplay or in

ervice or as

cators.

t group”, the
fication.]

exhibition shown during a limited period of time

Note

1 to entry: A temporary exhibition is counted only once, in the year it is started.

[SOURCE: ISO 18461:2016, 2.4.19]

357

travelling exhibition
exhibition that is shown consecutively in several locations

[SOURCE: ISO 18461:2016, 2.4.19]
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recipient of museum services

Note 1 to entry: The recipient can be a person or an institution, including museums.

Note 2 to entry: Museum services include electronic services, physical services and visiting the museum premises.

[SOURCE: IS

3.59
validity

0 2789:2013, 2.2.36, modified — The term “library” has been replaced by “museum”.]

extent to wi
[SOURCE: I

3.60

value
importance
museums atj

Note 1 to ent
[SOURCE: I

3.61
virtual eve
event in ele(

[SOURCE: IS
3.62

virtual exh'E

exhibition i
[SOURCE: IS

3.63

virtual visi
one continu
or elements

Note 1 to entry: A virtualvisit typically starts when a user accesses the museum website after visiti

external pag
Another acce

Note 2 to ent
of the user’s |

ich the results of a research process represent what was intended

0 20252:2006, 2.62]

that stakeholders (funding institutions, politicians, the public, uséers, staff) atta
1d which is related to the perception of actual or potential benefit

'y: Monetary value can be included.

0 16439:2014, 3.75, modified — The term “library” has beenreplaced by “museum.]

nt
tronic format, specially designed for use via the liternet

0 2789:2013, 2.2.38]
ibition
electronic format, specially designed for use via the Internet

0 18461:2016, 2.4.19]

k
bus cycle of user actiyities on the museum website (3.33), regardless of the number of
viewed

b, and ends if ho activity has been recorded for a defined period of time (a maximum of 30
5s after adonger interval initiates a new visit.

I'y: A virtual visitor should at least be identified by a unique cookie and/or by a unique combin
Paddress and browser string (user agent). Known web spiders and harvesters should be excly

h to

ages

g an
min).

ation
ded.

[SOURCE: ISO 2789:2013, 2.2.39, modified — The term “library” has been replaced by “museum”, and
the phrase “by users from outside the library's IP address space (usually from outside the library
premises)” has been omitted.]

3.64
visitor

person (individual) entering the museum premises with the aim of experiencing its exhibitions,
programmes, or other services directed towards the public

10
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3.65
visitor with special needs
person that requires special services and/or facilities for a museum visit

Note 1 to entry: The special needs can be caused by physical and health impairment, cultural difference (e.g. non-
native speakers, new arrivals), educational background, or other circumstances that require special museum
services and/or facilities.

Note 2 to entry: Children, young people and seniors without additional needs are not included.

[SOURCE: ISO 2789:2013, 2.2.35, modified — “target population with special needs” has been replaced
by “visitor with special needs”, the text has been adapted to museum visitors. Note 3 and 4 to entry
havelbeen omitted.]

3.66
volupteer
perspn working on museum tasks without payment

Note |l to entry: Volunteers can receive token reimbursements or expense allowances.

[SOURCE: I1SO 2789:2013, 2.7.7, modified — the term “library” has beentéplaced by “museum”.]

4 Functions and quality aspects of museums
4.1 | Core functions of museums

4.1.1 Collecting
The main tasks are:
— {foregularly acquire objects, along and within the collection policy of the museum;

— o formulate a written collection policy according to the museum’s mission and to constantly pursue
gdnd update it;

— o catalogue/describe the €ollected objects in the inventory documents and in scientifig catalogues
4nd databases;

— o make the collections visible and accessible by online catalogues and via the Internet

4.1.1 Preserving

The main tasks)are:

— fo preserve the museum’s analogue and digital collections through safe storage, stable environment,
q)reventive conservation and restoration treatment;

— to develop and promote disaster management plans.

4.1.3 Exhibiting (Presenting)

The main tasks are:

— to present the collections to the general public via permanent and temporary exhibitions;
— to make the collections accessible in digital formats and in online environments;

— to offer regular and adequate opening times;

— to offer suitable services for persons with special needs.

© IS0 2019 - All rights reserved 11
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4.1.4 Educational activities

The main tasks are:

to support learning and education by offering educational programmes related to the museum’s

mission

, collections and themes;

to consider the needs of specific groups (adults, children, students, refugees, etc.) in programmes

and eve

nts;

to provide services for schools.

4.1.5 Res

The main ta

4.1.6 Management

The main ta

4.2 Quality aspects of museums

A number d

these are:
a) aclear (
b) adaptat
c) agenery
d) differen
e)

to pronj

to provi

parch
sks are:
ote the collections by research and publications;

de access for researchers;

to initi::[e and support research projects on collection objects;

to orga

to ensul
to arrar
to provi

tocoope

ize conferences and seminars based on the research.

sks are:
'e effectiveness and cost-efficiency (using adequate technology and management meth|
ge for clearly defined procedures;
de for staff development;

ratelocally, regionally, nationallyand internationally withmuseumsand otherorganizat

oncept and general attractiveness of the permanent and temporary exhibitions;
jon of the permanent exhibition to current research and educational concepts;
] research plan including research activities and publications by staff;

tiated individual descriptions of each object;

ods);

ions.

f key factors are essential for achieving successful museum work. The most relevant of

uniqueness and/or context of collection objects (reasons why a specific object is kept in the
collection).

In addition, more general quality characteristics are named in the literature on museums. Examples are:

12

competence of staff: Staff should be well trained in all museum activities;

accuracy and reliability of the services, e.g. unbiased and scientifically sound presentation and
description of objects, up-to-date catalogues, correct answers to researchers’ questions;

accessibility: The museum building, the exhibitions, the digitized collections and other services
should be easily accessible. Examples are adequate opening times, efficient sign-posting, usability
of databases and the website, simple-to-use online services, intellectual and physical accessibility;

© ISO 2019 - All rights reserved
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aesthetics: visual attractiveness (building, display of collection);

visitor-orientation: Services should be oriented to the visitors and, along with that, to the specific
target groups that the museum aims to serve, e.g. families, the local community, citizens with special
interests, researchers, tourists or children;

effectiveness and efficiency: All processes in the museum should be well organized and streamlined,
so that quality can be offered with minimum resources;

helpfulness of staff: Staff working with the public should be friendly and responsive, and should
possess communication skills.

Key indicators for museums

General

For the following chapter, especially for the general description of museum Key indicators apd their use,

this

locument relies partly on ISO 11620.

Mus¢um key indicators can give information to which extent the goals of a museun] have been
reached. They can be used to assess the quality and effectiveness and/or efficiency of the|functioning

and

the services of a museum. They can and should also indicate problems and shortcormpings in the

performance of the museum so that action can be taken to remedy these. It is vital that the indicators
in th|s document allow a rational, unbiased and not locally restricted assessment of museuins and their

contribution to society.

Indidators combine data collected for the annual museum statistics and data that may pe collected
additionally for a specific indicator. Each indicator shall be capable of showing whether 4 higher or a

lowef score indicates higher quality.

All key indicators included in Annex A fulfil the criteria presented in 5.2 and are specified according to
the descriptive framework presented in&:6. The indicators shall be calculated and used as|specified in

Anngx A.

5.2

Musg¢um indicators shall bes

a)

b)

Criteria for museum indicators

informative for measuring an activity, for identifying achievements, and for identifyihg problems
4nd shortcomifigs in the performance of the museum;

feliable, j:e( constantly produce the same result when used repeatedly under the same
¢ircumstarnces;

INOTE Variations do not make an indicator unreliable.

valid, i.e. shall measure what they are intended to measure;
NOTE Estimations are possible.

appropriate for their purpose, applicable to the institution and situation (museum environment) for
which they are meant and expressing exactly those, and only those, features that are intended to be
measured;

practical, i.e. using a reasonable amount of resources (money, time, qualified staff, involvement of
museum visitors, etc.).

© IS0 2019 - All rights reserved 13
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If the museum indicator is intended for comparisons between museums, a further criterion applies:

1) The museum indicators shall be comparable: An indicator allows comparison if the same score,
making allowance for the accuracy of the score, means the same level of quality or efficiency in the
museums to be compared.

5.3 Use of museum indicators
Museum indicators can be used as tools:

— to assess the quality and effectiveness of activities, resources, and services provided by a museum;

— and to dssess the efficiency of resources allocated by the museum to such activities and sertides.

The indicatprs can and should also indicate problems and shortcomings in the performarmce of the
museum.

As an evaluation tool, museum indicators have three principal objectives:
a) to makgthe management process more effective;

b) to serve as a basis for reference and for dialogues between museum staff, funding bodies, anf the
user community;

c) toservdin comparative analysis of museums which have similarnissions or objectives.

Users of museum indicators should recognize that it is infpossible to achieve optimum s¢ores
simultaneoysly on all indicators. For example, a museum may.@chieve a high level of popularity ip the
population by spectacular exhibitions, but the staff resources spent on the exhibitions may be la¢king
in other aregs, so that cataloguing or digitisation cannotachieve high scores.

Scores on mpiseum indicators shall be interpreted inthe light of what the museum intends to accomplish,
and not simply in terms of optimizing scores on particular indicators.

5.4 Selection of museum indicators

This document recognizes that there are many different types of museums, e.g. in different settings,
serving difflerent visitor populations. Since there is such a wide variation around the world,|it is
important tp understand that not all museum indicators are useful for all museums.

Museums, ifp consultation with the relevant parties, shall decide which indicators are most appropgriate
in the given situation. The.decision shall be made in the light of the mission, goals and objectives of
the museum. All partiesiconcerned should be in agreement on the appropriateness of the museum
indicators uged.

Several of the indicators will need appropriate staff skills on all levels to be implemented and procegssed.

5.5 Comparability of results

A primary purpose of using museum indicators is self-diagnosis. This may include longitudinal studies
that compare one year's performance with another, within the same museum.

A secondary purpose is to encourage meaningful and useful comparisons across different museums.
Standardizing museum indicators and the procedures for collecting the data assists in that process.
However, such comparisons shall always be made respecting each museum's:

— mission and core tasks;
— resources;

— different audiences;
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— governance model;
— in-house procedures.

If comparisons of indicator scores across different museums are made, they should be done with
considerable care and in full recognition of the limitations of such comparisons.

5.6 Descriptive framework

5.6.1 General

Each|indicator is presented in the standard format described in this clause.

5.6.2 Name

Each/museum key indicator shall have a unique, descriptive name.

5.6.3 Background

The background statement describes the actual state and importanée of the service, activity or aspect
the indicator is meant to measure.

The ptatement shows what is regarded as quality in the serviee, activity or aspect in mpseums and
whaf measures/indicators have as yet been used for assessing that quality.

5.6.4 Objective of the indicator

The ¢bjective indicates what the indicator is measit'to measure in relation to the museum’s(goals.

5.6.3 Scope
The $cope shall state the types of musétims to which the indicator can be applied.

The $cope may state whether thetwindicator is suitable for comparison between museums agnd whether
ther¢ are any limitations conceriing comparability.

The $cope may include other limitations in the application of the indicator.

5.6.4 Definition ofthe indicator
The dlefinition describes the data that are necessary for the indicator and their relation.

Unarhbiguous.terms used in the customary sense need not be defined.

5.6.7 “Method

This section describes the way in which the data are collected and results are calculated.

If more than one method has been shown to be effective for the same purpose, several methods are
described.

The descriptions supplied shall not include general statistical methodology such as sampling
procedures, sampling sizes, estimates of confidence intervals, statistical tests, etc.

If a measure needs to be repeated to determine the value of the indicator, this shall be stated clearly.

If possible, the descriptions of methods shall indicate the effort necessary for preparation, data
collection and analysis of results.

© IS0 2019 - All rights reserved 15


https://standardsiso.com/api/?name=9778f339ddaa1ec790aaf16fc3007d9d

ISO 21246:2019(E)

5.6.8 Interpretation and use of results

This section discusses how the results might be interpreted, especially reasons for low effectiveness. It
points to difficulties and to circumstances that could affect the results.

The statement names possible reactions to the results in order to achieve better results and explains
what other key indicators might be useful in the same context.

The interpretation statement may include information about the variations to be expected, such as
seasonal variations or variations in time of day.

5.6.9 Soup LC(D)

References are supplied to document the source of the indicator. The description should state*clearly
whether thd indicator as described in this document is a modified version of the indicator describjed in
the source document.

If the name pf the indicator is different from the one used in the source, the originalname is supplied in
parentheseq after the reference.

The references may include documents supplying more detailed information about the use of the
indicator, methods of data collection and analysis, etc.

6 List of|key indicators for museums

6.1 General

The indicatqrs in Table 1 are grouped by the functions apdtactivities to which they relate, and refeence
is given to the descriptions provided in Annex A.

The indicatgrs shown in Table 1 were adapted fromthe following sources:

— literatufe and projects of performance measurement in museums, see References [10], [12],|[15],
[18] and [20];

— museum assessment programmeés)of different countries and regions, often in the form of]self-
assessnjent, see References [9],441] and [16];

— the library standard 1SO_+1620[31,

6.2 Museum functionsand key indicators

ections

— Key indjicators: The indicators assess how far the objects in the collection have been catalo

Er e records are searcnaple on the Internet. 1 ne numper of loans to otner mu
(generally for exhibitions) can show the renown and uniqueness of the collection. The indicators also
evaluate the museum’s engagement in preservation: adequate storage, the preservation condition of
objects, and the treatment of damaged or endangered objects.

— Additional information: It may also be interesting to know whether the museum has a written
collection policy, and the frequency of controlling the storing conditions and the preservation
condition.

6.2.2 Exhibitions

— Keyindicators: The indicators measure the uniqueness of exhibited objects and the renown and up-
to-dateness of the permanent and temporary exhibitions.
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— Additional information: The number of exhibitions and of visitors to exhibitions can give valuable
information.

6.2.3 Digitization

— Key indicators: Digitization as the new form of giving access to the collections is evaluated as to
comprehensiveness and usefulness.

— Additional information: The size of the digitized collection and the number of annual additions
should be counted.

6.2.

6.2.

input of staff resources and the attractiveness of educational programmes by the satisf]

6.2.

6.2.7
— ]

6.3

ﬂ:frcentage ofself-generated income. The museum’s fitness for future is assessed by its

Visits/Visitors/General awareness

ey indicators: The indicators grouped under “visits/visitors” relate to how visitors'ang
opulation valuate a specific museum or to the satisfaction grades of visitor§~The ind
easure repeat visitors and the increase in first-time visitors.

dditional information: Assessing the reasons for museum use and lmuseum visi
dditional information.

Educational activities and events
ey indicators: The indicators assess the museum’s engagement in educational sery

ttendants.

dditional information: Attendants might be stibdivided as to specific groups (sudg
hildren, students, tourists, immigrants).

Research

ey indicators: The indicator assesses the value of staff research by the number
ublications.

dditional information: Thesniimber of conferences and seminars organized by the mus
umber of staff members - with PhDs might give valuable information.

Management

Key indicators:{The indicators assess the museum’s ability to cope with funding issu

staff traifing and cooperation and by its attraction for volunteers.

List'of key indicators for museums

| the general
licators also

S may give

ices by the
hction of the

h as adults,

of research

eum and the

bs by a high
engagement

Table T contains 30 Key indicators, however, with the changing and widening museum ac

indic

© ISO

ators will be developed.
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Table 1 — List of key indicators for museums

Core function

Indicator

Source(s)

A.1 Collections

treatment that received such treatment

Al1 Percentage of all objects catalogued Andersonl19]; Leikam
et al.l14]
A.1.2 Percentage of all objects for which searchable records are 1SO 11620131
available on the Internet
A1.3 Number of loans per professional staff member
Al.4 Percentage of storage space which has an appropriate 1SO 116201
environment
A1.5 Percentage of the collection in satisfactory preservation Spectrum(il;
1S0|11620[3]
Al.6 Percentage of objects needing conservation/restoration ISO 11620[3]; Andef-

sonl10]

A.2 Exhibitions

A21 Percentage of exhibitions presenting 30 or more objects of Anderson[10]
which more than 33 % have not been shown together before
A.2.2 Percentage of travelling exhibitions Anderson[1]
A.2. Changes in the permanent exhibition pernyear Evaluierung der
Osterreichischen
Bundesmuseen[]
A.3 Digitizption
A.31 Percentage of all objects'digitized SO 18461[6]
A.3.2 Percentage of all objects for which either one or more digital ~ {ISO 1846116l
image(s) or sound or'video recording(s) are available on the
Internet
A.3.3 Number of online accesses per digitized object 1SO 11620131
A.4 Awareness and satisfaction
A41 Percentage of survey respondents that know the museum Evaluierung der
Osterreichischen
Bundesmuseen[1]
A4.2 Percentage of survey respondents who feel it is important that |LISUI[13]
the community has their own museum
A43 Percentage of survey respondents who visited the museum in
the last year
A4.4 Visitor satisfaction 1SO 1162004
A.4.5 Willingness to return 1SO 1162004
A.4.6 Percentage of visitors who would recommend a visit DCMSHZ]
A.4.7 Satisfaction of visitors with special needs with the access
options
A4.8 Percentage of repeat visits LISU[L2]
A.49 Percentage of increase in first-time visits Several sources
A.4.10 Percentage of increase in visits Several sources
18 © IS0 2019 - All rights reserved
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Table 1 (continued)
Core function Indicator Source(s)

A.5 Education and events

A.5.1 Satisfaction of attendants with educational events

A.5.2 Percentage of staff in educational services

A.5.3 Percentage of schools in the relevant surroundings reached

A.5.4 Percentage of increase in schoolchildren's visits

A.6 Research

A.6.1 Number of research publications per professional staff member [I1SQ'18461[$]

A.7 |Management

A.71 Percentage of total income that is self-generated Victoria anf Albert

Museum[20

A7.3 Percentage of the total income additionally gained for projects

A.7.3 Number of attendance hours at formal trainingdessons per 1SO 116200}]
staff member

A.74 Percentage of staff time spent on cooperative partnerships and |ISO 11620[}!
projects

A7.3 Percentage of the total museum staffthat are volunteers Andersont{]

© IS0 2019 - All rights reserved
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Annex A
(normative)

Description and calculation of indicators

A.1 Collections

A.1.1 Per

A.1.1.1 B4

Objects in 1

rentage of all objects catalogued

ckground

huseum collections are generally unique; this requires an individual description for

object. Tholigh some data of a catalogue record may be similar to those in ¢ther records (su

provenance
As aresult,

Therefore, t
aspect of co

A.1.1.2 Of
To assess wi
A.1.1.3 Sc

The indicatd

Comparison
to be catalo

The indicatd

A.1.1.4 De

Percentage
digital form

“Cataloguin
in scientific

or date of origin), there will usually be other data that demand conSsiderable research e
here are often parts of the collection that have not yet been adequately catalogued.

he percentage of all objects in the museum’s collection catalogued can be seen as a qy
lection building.

jective of the indicator

hether the objects in the museum’s collection have been catalogued.

ppe
r is applicable to all museums.

between museums can be affected by the variety and complexity of the objects that
pued.

r does not measure the€gmprehensiveness of the cataloguing data.

finition of the indicator

bf all objectsinthe museum’s collection that have been catalogued, whether in analog
at, at the endlof the reporting period.

b” includes both the basic description in the inventory documents and the complete r¢
catalogues. To avoid misunderstandings, the user of the indicator should state expl

what type o

each
th as
ffort.

ality

have

lie or

cord
icitly

f €ataloguing is included in the calculation.

A.1.1.5 Method

A.1.1.5.1 To establish the percentage of objects catalogued in inventories

Count the total number of objects in the collection, at the end of the reporting period. If the real number
is not available, an estimate should be made.

Count the number of records for the objects in the inventories, whether analogue or digital, at the end
of the reporting period.

20
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The percentage of objects catalogued in inventories is as shown in Formula (A.1)
A
—x100 Al
B (A1)

where

A  isthe number of records for objects in the inventories;

B is the total number of objects.

1 Cco. 1 ——d
ROUI U UITtU LI TICdI CS U ITILEZCT.

A.1.1.5.2 To establish the percentage of objects catalogued in scientific catalogues
Count the total number of objects in the collection, at the end of the reporting period.

Count the number of records for the objects in scientific catalogues, whethérjanalogue or digital, at the
end of the reporting period.

The percentage of objects catalogued in scientific catalogues is shown in Formula (A.2):
A

—;xlOO (A.2)
1

where

A is the number of records for objects in the scientific catalogues;
B is the total number of objects.

Rourjd off to the nearest integer.

A.1.1.6 Interpretation and factors-affecting the indicator
The iIndicator is an integer between 0 and 100.

A high score is consideredgood. It means that a high percentage of the museum’s collection [is accessible
via cptalogues.

The §core can be influ€nced by backlogs, e.g. if a museum has received large donations of mpterials that
could not be handled within the reporting year.

If the scoredsJew the museum could, for example:

— teconsider the level of description for specified groups of materials;

— look to technical aspects such as software and hardware performance;

— revise workflows.

A.1.1.7 Source
See Reference [10].
See Reference [14].

A.1.1.8 Related indicators

— A.1.2 Percentage of all objects for which searchable records are available on the Internet
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A.1.2 Percentage of all objects for which searchable records are available on
the Internet

A.1.2.1 Background

Many museums today have introduced online catalogues. Notwithstanding that there are a high
number of digital catalogues which are accessible only to the staff or in the museum itself, and also
analogue inventories and catalogues that need to be converted into digital form in order to make
records accessible for everybody via the web.

The percentage of all objects that are searchable via web catalogues can therefore be seen as quality

criterion.

A1.2.2 Ok

To assess w
the museumn]

A.1.2.3 Sc
The indicatd

Comparison
by national

A.1.2.4 De

Percentage
catalogue(s)

A1.2.5 Mg

Count the t
estimate sh

Count the n@imber of catalogue recordsthat are contained in the museum’s web catalogue(s).

The percent

Formula (A.

£><100
B

where

jective of the indicator

hether the records of the collection are accessible via the web. The indicator’also meas;
's engagement in promoting its collection on the web.

ppe
r is applicable to all museums.

between museums can be affected by the degree of cataloguing (see indicator A.2.1
br regional funding for the digitization of catalogues onlanalogue materials.

finition of the indicator

of all objects in a museum’s collection for>which records can be retrieved in the
of the museum, at the end of the reporting\period.

pthod

uld be made.

age of all objects_foxwhich searchable records are available on the Internet is shov

B):

ures

and

web

ptal number of objects in the museum'’s collection. If the real number is not available, an

vn in

(A.3)

A
B

is the number of objects the records of which are searchable on the Internet;

is the total number of objects in the museum’s collection.

Round off to the nearest integer.

The indicator may be split up as to object groups (such as art objects, printed documents).

A.1.2.6

Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100.

Ahigh score is considered good. It means that a high percentage of the museum'’s collection is retrievable
via web catalogues and therefore can be easily located by users.
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A.1.2.7 Source
IS0 11620:2014, B.1.2.613]

A.1.2.8 Related indicators

— A.1.1 Percentage of all objects catalogued

A.1.3 Number of loans per professional staff member

A.1.3.1__Background

Appljcations to a museum for loans out of its collections usually require that the obliects in the
collertion have been adequately catalogued, possibly also digitized, so that they can-be identified by
the gpplicants. In addition, lending out may involve pre-loan preparations such@s documenting the
preservation condition of the object and completing some conservation treatment. The whole lending
process should be clearly documented and well planned.

For dll these activities, professional museum staff are necessary. The number of objects loaned out per
professional staff member can therefore be seen as indicator for the milseum’s engagement in lending
matedrials to other museums and institutions.

A.1.3.2 Objective of the indicator

To agsess the museum’s engagement in lending out objects from its collection.

A.1.3.3 Scope
The indicator is applicable to all museums with{professional staff.
Comparison over time and with the museum's goals will be important for each museum.

Comparison between museums of a similar type and size may be possible.

A.1.3.4 Definition of the indicator
The humber of loans per proféssional staff member per year.

NOTH A professional'staff member is defined as museum employee who has graduated at university level or
in a special training ¢ourse in the museum sector and whose duty requires professional education dr experience.

A.1.3.5 Method

Count the number of loans to other museums and institutions during the reporting period, ugually a year.

Establish the number of prnﬁ:ccinnq] staff members (nnmhm' of persons,in PTF‘)

The number of loans per professional staff member is shown as Formula (A.4):

A
4 (A4)

where

A  is the total number of loans;
B is the number of professional staff members.

Round to the nearest integer, or to one decimal place if less than 10.
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Interpretation and factors affecting the indicator

The indicator is a positive real number with no top limit.

A high score is usually considered as good. It will show whether the museum staff engages in increasing
access to the collection by lending objects to other museums or institutions.

The indicator will be influenced by several factors:

request

S;

the composition and fame of the collections: Outstanding materials may instigate more loan

the per(

events 4

The indicat
processes.

A.1.3.7 Source

N/A
A.1.3.8 R¢g
N/A

A.1.4 Per
A.14.1 B4

Museums ti
conservatio

The fundamlental condition for preserving the collection is the storage in an environment that prej

damage to {
considered
control ther

Which envir
the collectid
may not be
example, in

the cooperation of the museum with other museums and institutions, such as in collectionsymo
projects;

entage of objects 1n the collections that are digitized and available on the Internet;

)

uch as exhibitions, or research activities that renew attention towards opjeets.

br results can also be influenced by specific workload in a year(that impedes le

lated indicators

centage of storage space which hasan appropriate environment

ckground

y to preserve their collections.through safe storage, stable environment and preve
.

he objects. Temperature, relative humidity, light and atmospheric pollution should 4§
carefully with respect to their potential to damage museum collections. Environm
efore means ddy;to-day monitoring of storage and exhibition areas.

onmental conditions would be appropriate for a museum depends on the types of obje
n. As museums often house many different types of objects, the same storage environ
appropriate for all objects in a museum. This makes safe storage more difficult thai
hrchives and libraries, as different standards should be considered.

hility

1ding

ntive

rents
11 be
ental

rtsin
ment
n, for

A.1.4.2 Objective of the indicator

To assess whether the storage environment is appropriate for protecting the collection.

A.1.4.3 Scope

The indicator is applicable to all museums. The indicator should be applied to different types of objects

separately.

Comparison

24

between museums will only be possible if the museums house similar collections.
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A.1.4.4 Definition of the indicator

The percentage of storage space for the physical collection that offers an appropriate environment.

NOTE 1

light and air quality.

NOTE 2  The storage space includes exhibition and storage areas.

NOTE 3  Different types of objects have special needs for adequate storage.

A.1.4.5 Method

For this indicator, “appropriate environment” means adequate temperature, relative humidity (RH),

Defi

If th
roon

EXAN

For the long-term preservation of paper materials, the adequacy of temperattre, relative humidity

quali

If va
appr

For ¢
visit

For 4
day

repo
instr

e the appropriate environmental conditions for each type of objects in the museum’s

e different types of objects (such as paper materials, photos, furniture) arg: stored
s, several appropriate conditions should be defined, if possible based on standards.

(PLE

'y is defined by the ranges recommended in ISO 11799.

rious types of objects are housed in the same rooms, the<conditions should - if p
pbpriate for the most endangered type of objects.

xhibition areas, the climatic conditions shall consider)preservation issues as well as
DI'S.

ollection.

in separate

light and air

bssible - be

the needs of

uments.

Define the adequate environment by using a four-point scale, with 1 as the lowest value. Th¢

be se

—

t as follows:

1 means ‘critical environngent’
2 means ‘poor environment’

3 means ‘satisfactory environment’

| means ‘ver§/good environment’

Gro

the areas according to the values, and calculate the percentage corresponding to ead

sumined, percentage of values 3 and 4 constitute the part of the storage space that has a
envifonment. The total percentage of values 1 and 2 constitute the part of the storage sg
inapprepriate environment

ind in the seasons, the data of temperature’and relative humidity should be collected during a

ach defined area, the environmental condition\shall be assessed. Due to climate chanfes over the
rting year by non-stop measuring in storage and exhibition rooms with professionall measuring

t values may

h value. The
satisfactory
ace with an

The area (in square meters) of storage and exhibition rooms with adequate environmental conditions is
compared with the total area of storage and exhibition rooms in the library.
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The percentage of storage space which has an appropriate environment is shown as Formula (A.5):

A

ExlOO (A.5)
where

A is the area of storage and exhibition rooms with adequate environmental conditions;

B is tiretotatareaof storage armdexhibitiomrooms irtte mmoseo—————————————————————————

Round off td

A.1.4.6 In
The indicatd

A high scors
chances of 1

the nearest integer.

ferpretation and factors affecting the indicator
r is an integer between 0 and 100.

e is considered good. It means that a high percentage of the museum’s collection has
bng-term preservation.

good

The score can be influenced by the structure and technical equipment-¢0f the museum’s buildingg that

might makelit difficult to maintain consistent conditions.

Environmerjtal monitoring can be relatively easy and inexpensive. It may be difficult to attaip the

standards without installation of an air conditioning system, but it is important to aim for stabiljty of

environment given the potentially damaging influence of témperature and relative humidity. By @ising

ultraviolet:}rotective glass or filter, curtains and sunshade to avoid the penetration of sunlight, the

environmerftal conditions in storage and exhibition rog@nis can be optimized.

The potential damage by pollution can be reduced by filtering external air entering storage areas| or if

filtration is not possible, by closing windows and doors effectively. To minimize the internal pollution of

materials, efjuipment components, such as paints, should be tested under this aspect.

A.1.4.7 Source

1SO 21248:2019, A.1.4.3[8]

A.1.4.8 Related indicators

— A.1.5 Percentage ofthe collection in satisfactory preservation

— A.1.6 |Percentage of objects needing conservation/restoration treatment that received |such
treatmgnt

A.1.5 Percentage of the collection imsatisfactory preservation

A.1.5.1 Background

Conservation as defined by 1SO 5127[2] consists of all preservation measures and actions applied to
prevent, arrest or delay deterioration of a document or other material object. Preservation is more
broadly defined as all measures taken, including financial and strategic decisions, to maintain the
integrity and extend the life of documents or collections.

Documenting the preservation condition will help museums build up information over time to help in
planning the care of collections, and such documentation aids to pick up adverse impact before lasting
damage is done to objects. A condition check is often prompted by other collection care procedures, and
the condition of objects may be checked at points of risk (such as before or after moving them).
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Condition checks often include technical assessment, conservation treatment priority, environmental
condition, hazard, and recommendations concerning display, environment, handling, packing and
storage.

A.1.5.2 Objective of the indicator

To assess the adequacy of the museum'’s activities to preserve its collection.

A.1.5.3 Scope

The i

ndicator is applicable to all museums.

The i
Com

Com

A.1.9
The |

A.1.5

ndicator may be applied to different types of objects separately.
pbarison over time and with the museum’s goals will be important for each museum.

barison between museums will be possible if the museums house similar,callections.

.4 Definition of the indicator

percentage of the collections that has an appropriate preservatijen condition.

.5 Method

A rapndom sample of, at least, 400 objects in the collection.is'surveyed as to the preservati

of ob
surv

jects in the sample. Alternatively, a whole part of the collection with interrelated obijé
byed.

Define the appropriate condition by using a four{point scale, with 1 as the lowest value. The

be se

—

t as follows:

1 means ‘critical condition’
2 means ‘poor condition’

3 means ‘satisfactory condition’

. means ‘very good condition’

Group objects in the sample according to the values, and calculate the percentage corre

each
has 4
the s

The j

value. The summed percentage of values 3 and 4 constitute the total percentage of the
satisfactory_ préeservation condition. The total percentage of values 1 and 2 constitut
hmple withy@n inappropriate preservation condition.

percentage of the collection in satisfactory preservation is shown as Formula (A.6):

A

bn condition
cts could be

values may

sponding to
sample that
e the part of

00
\v)

B

where

A is the number of objects in satisfactory preservation;

B is the total number of objects in the sample

Round off to the nearest integer.

A.1.5.6 Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100.
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A high score (normally over 50 %) is considered good.

If the score is low, actions to be taken could be:

— promoting the importance of preserving the cultural heritage in its original form via public media;

— trying for additional funds;

A.1.5.7 So

urces

exploring and adopting more cost-effective techniques, treatments and procedures for preservation.

[SO 21248:2

Reference [}

A.1.5.8 Re

Al4 P

Ale6
treatmg

A.1.6 Per
such treat

A.1.6.1 B4

Conservatiol
prevent, arr

Restoration
which has s

Preservatio
to maintain

Such prever
remedy dan
in their orig
significance]

A.1.6.2 Ok

To assess th|

019, A.1.4.1[8]
9]

lated indicators
ercentage of storage space which has an appropriate environment

Percentage of objects needing conservation/restoration treatments that received
nt

rentage of objects needing conservation/restoration treatment that receiv
ment

ckground

n as defined by I1SO 5127[2] consists of all preservation measures and actions appli
est or delay deterioration of a document or\other material object.

is defined as preservation actions+taken to return a document or other material o
I ffered deterioration or damage as:closely as practicable to its original state.

h is more broadly defined as all measures taken, including financial and strategic decig
the integrity and extend thelife of documents or collections.

tive measures are usually much more cost-effective than intervention measures tak
hage after deterioration has taken place. Conservation aims at preserving the matg
inal and authengic\form taking into account their cultural, historical, aesthetic or ar

jective of'the indicator

e muséum’s engagement in the conservation/restoration of objects in their original foy

such

bd to

bject

ions,

en to
rials
fistic

m.

A.1.6.3 Scope

The indicator is applicable to all museums, but especially interesting for museums with collections of
high cultural value.

Comparison

Comparison

28

over time and with the museum'’s goals will be important for each museum.

between museums will be possible, if the museums house similar collections.
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A.1.6.4 Definition of the indicator

The percentage of objects in the collection needing conservation/restoration treatment that received

such

NOTE

treatment during the reporting period, usually a year.

own conservation staff or by (an) external professional conservator(s).

It is irrelevant whether the conservation/restoration treatment was undertaken by the museum’s

Objects needing conservation/restoration treatment are defined as objects showing signs of damage
and objects that cannot be handled or moved freely without further damage.

A.l.

[y Mothaod

The
the p

The
repo

The |
as sh

whet

Rour]

A.1.6
The i
A hig
If the

o4 IYICTITUOTr

humber of objects needing conservation/restoration treatment is assessed by regulary
reservation state.

number of objects that received conservation/restoration treatment)'is counte
ting year.

percentage of objects needing conservation/restoration treatmentthat received such
own in Formula (A.7

4—><100

|l is the number of objects needing conservationy/restoration treatment at the start of t
period that received such treatment during the reporting period;

B is the total number of objects needing conservation/restoration treatment at the

reporting period.

d off to the nearest integer.

.6 Interpretation and factors affecting the indicator
ndicator is an integer-between 0 and 100.
h score is considered good.

score is low,actions to be taken could be:

— promotiiig the importance of preserving the cultural heritage in its original form via p

— 1

ryingdor additional funds;

checking of

d during a

[reatment is

(A7)

he reporting

start of the

1blic media;

1 : 1 ) P S " 1 : 4 " " 1 1 c
— CXPIOTHIZ dIIU dUOUPLUITE ITIOTC COST=CIICCLIVE LCCITITIQUES, LI CAUITICIILS d1TU proccuaurcs 101 p

eservation.

Deterioration of museum objects will show and develop differently in different materials, and the costs
of restoration will vary greatly. Therefore, the indicator could be calculated separately for different
types of materials, e.g. metal, textiles, paper.

A.1.6.7 Sources

SO 11620:2014, B.1.2.8[3]

See Reference [10] p.19 (Number of works treated in the last year)
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A.1.6.8 Related indicators

— A.1.4 Percentage of storage space which has an appropriate environment

— A.1.5 Percentage of the collection in satisfactory preservation

A.2 Exhibitions

A.2.1 Percentage of exhibitions presenting 30 or more objects of which more than 33 %
have not been shown together before

A.2.1.1 B4

Museum ex
exhibitions
for exampld
constellatio

Such innovdtive exhibitions will not only enhance the attractiveness of the temporary exhibition

can also fur

A2.1.2 Ok

To assess th|

A.2.1.3 Sc
The indicatd

Comparison

A.2.1.4 De

The percent
more object

NOTE 1 TH
NOTE 2
A.2.1.5 Mg
Count the t

0
Count the nl:

L

ckground

hibitions have for a long time been rated mainly by the number of their visitors. T
hre also judged by the “degree to which they contributed something” (Anderson, p.1]

, an exhibition showing new concepts, new and/or unique objects or objects in

1S.

her and enrich research.

jective of the indicator

e uniqueness and inspiration of exhibitions.

ppe

r is relevant for all museums.

between museums of a similar type and’size may be possible.

finition of the indicator

age of temporary exhibitiohs organized or co-organized by the museum presenting

5 of which more than 33-%-have not been shown together before.

mporary exhibitions-.can/take place inside or outside the museum premises.

Vifrtual exhibitions-até excluded.

pthod

al numiber of a museum’s temporary exhibitions during the reporting period, usually a

bday,
oy,

hovel

, but

8O or

year.

mber of those exhibitions that presented 30 or more objects of which more than 33 9

b had

not been shown together before.

The percentage of temporary exhibitions presenting 30 or more objects of which more than 33 % have
not been shown together before is shown as Formula (A.8):

A

B

where

30

(A.8)
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A is the number of exhibitions that presented 30 or more objects of which more than 33 % have
not been shown together before;

B is the total number of the museum’s temporary exhibitions.

Round off to the nearest integer.

A.2.1.6 Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100. A high score is considered good. It means that the
museum has organized exhibitions with novel concepts and objects.

The indicator can be influenced by problems in getting loans from other institutions, such|as financial
probjems of insurances. Results can vary greatly over years.

A.2.1.7 Source

Reference [10] p.20

A.2.1.8 Related indicators

— A.2.2 Percentage of travelling exhibitions

A.2.2 Percentage of travelling exhibitions

A.2.2.1 Background

Musgum exhibitions have for a long time been @ated mainly by the number of their visitors. Today,
exhimitions are also judged by whether other-museums and institutions are interested fo show the
exhibpition in their own premises.

A.2.2.2 Objective of the indicator

To agsess whether a museum’s exhibitions reach a wide area of influence.

A.2.2.3 Scope
The indicator is especially relevant for large museums.

Comparison between museums of a similar type and mission may be possible.

A.2.2.4 Definition of the indicator

The huimber of temporary exhibitions arranged or co-arranged by the museum that are travelling to
othetmiiseums or institutions nnfinnnl]y and infprnnfinnq]]y aover the next three years

NOTE1 A travelling exhibition is defined as an exhibition that is shown consecutively in several locations.
NOTE 2  Virtual exhibitions are excluded.

A.2.2.5 Method

Count the total number of physical temporary exhibitions arranged or co-arranged by the museum
within a specified period, usually one year.

NOTE1 The exhibitions are only counted once, in the starting year.

© IS0 2019 - All rights reserved 31


https://standardsiso.com/api/?name=9778f339ddaa1ec790aaf16fc3007d9d

ISO 21246:2019(E)

Over the following three years, establish the number of those exhibitions that have been travelling to
other museums or institutions nationally and internationally.

NOTE 2  Exhibitions travelling to the co-arranging museum are counted as travelling exhibitions.
The Percentage of travelling exhibitions is shown as Formula (A.9):

A
—x100 A9
B (A.9)

where

A s tllle number of travelling exhibitions;
B isthe total number of physical temporary exhibitions during a specified period, usually onefyear.

Round off td the nearest integer.

A.2.2.6 Interpretation and factors affecting the indicator
The indicatqr is an integer between 0 and 100.

A high scorg is considered good. It means that a high percentage of-the museum’s exhibitions were
interesting for other institutions and a wider public.

The indicatqr results can vary greatly over years and can be inflaenced by the availability of funding for
exhibitions.

The indicatqr will be especially useful if applied consequently over years.

A.2.2.7 Source

Reference [10] p.15

A.2.2.8 Rdlated indicators

— A.2.1 Rercentage of exhibitions presenting 30 or more objects of which more than 33 % have not
been shpwn together before

A.2.3 Changes in the pefnianent exhibition per year

A.2.3.1 B4ckground

The permanent exhibition of a museum will usually keep stable for some time, concentrated onh the
museum’s mission and main goals, while temporary exhibitions can show additional materialg and
topics relatqd té the museum’s themes. Thus, the permanent exhibition might be in danger of becoming
stale and outdated.

In order to maintain the interest of visitors, the structure and contents of the permanent exhibition
should continually reflect new ideas and research results in the museum’s topics. The changes in the
permanent exhibition, if not caused by external events such as building activities, can be seen as quality
indicator for the museum’s exhibitions.

A.2.3.2 Objective of the indicator

To assess the up-to-dateness and therewith attractiveness of the permanent exhibition.
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A.2.3.3 Scope

The indicator is relevant for all museums.

Comparison between museums of a similar type and size may be possible.

A.2.3.4 Definition of the indicator

The percentage of all objects on display in the permanent exhibition of a museum that have been either

adde

d or removed during the reporting period.

A.2.3.5 Method

Courl
perid

Coun
repo

The

whet

Rour

A.2.3

The
musg

The
accol

A.2.3
Refel

B is the total number of objects on display in the permanent exhibition at the end o

d, usually a year.

t the number of objects that were removed from or added to the permanent exhibitio
Fting period.

rhanges in the permanent exhibition per year is shown as Formula4A.10)
i
B
e

|l is the number of objects that were removed.ffom or added to the permanent exhil
the reporting period;

ing period.

d off to the nearest integer.

.6 Interpretation and factors affecting the indicator

ndicator is an integer (between 0 and 100. A high score is considered good. It me:
um tries to keep the(permanent exhibition up-to-date and attractive.

results can vary-greatly over years, if large parts of the permanent exhibition ar
'ding to new eoncepts during one year.

.7 Source

rence [11]

t the total number of objects on display in the permanent exhibition at the end. of the reporting

h during the

(A.10)

ition during

f the report-

ins that the

e organized

A.2.3.8 Related indicators

— A.2.1 Percentage of exhibitions presenting 30 or more objects of which more than 33 % have not
been shown together before
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A.3 Digitization

A.3.1 Percentage of all objects digitized

A.3.1.1 Background

Museums hold important cultural heritage collections. An urgent scheme today is to make these
collections universally available for research, education and the general public via digitization projects.

Digitization

may have different aims:

to conse

to makd

Therefore, t
as a quality

A.3.1.2 Ok

To assess w
to what ex
digitized foy

A.3.1.3 Sc
The indicatd

Comparison
to be digitiz
A.3.1.4 De

The percent]
the reportin

NOTE1 A
image, sound|

NOTE2 D
metadata angd

A.3.1.5 Mg
Establish th

rve the original analogue material by substituting it for a digital surrogate;
the material available to the public.

he percentage of all objects in the museum’s collection that have been digitized can be
hspect both of preserving and of promoting the cultural heritage.

jective of the indicator

hether the objects in the museum’s analogue collection have been digitized, and therg

mat.

ppe
r is applicable to all museums.

between museums can be affected by thewariety and complexity of the objects that
ed.

finition of the indicator

ge of all objects in the museum’s analogue collection that have been digitized, at the e
g period.

fwo-dimensional or three~dimensional object is counted as digitized if its metadata and at leaj
or video recording aré available in digital format.

cuments such as-autographs, books or audiovisual documents are counted as digitized if
| their contents are available in digital format.

pthod

e total number of objects in the analogue collection, at the end of the reporting period.

real numbe

seen

with

ent the museum fulfils its task of making the cultural reritage publicly available in

have

nd of

tone

their

fthe

isnot available, an estimate should be made.

Count the number of objects that have been digitized, at the end of the reporting period.

The percent

AxlOO
B

where

A
B

34

age of all objects digitized is shown as Formula (A.11):

(A.11)

is the number of objects that have been digitized;

is the total number of objects.
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Round off to the nearest integer.

NOTE The indicator can be used to cover different types of objects separately.

A.3.1.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.
A high score is considered good. It shows the museum'’s commitment to making its collection accessible.

The score can be influenced by national or regional programmes for digitizing the cultural heritage.

A.3.1.7 Source
ISO 18461:2016, 6.3.156l

A.3.1.8 Related indicators

— A.3.2 Percentage of all objects for which either one or more digjtal)image(s) or soynd or video
fecordings are available on the Internet

A.3.2 Percentage of all objects for which either one or more digital image(s) ofr sound or
video recording(s) are available on the Internet

A.3.2.1 Background

Wheh museums digitize their analogue collections, this can be done for preservation reagons. In that
case, it will not be necessary to make all digitized'objects available on the Internet. There may also
be lggal or technical reasons that impede the presentation of a digitized object on the Ipternet. The
percentage of all objects digitized (see Indicator A.5.1) can therefore differ from the p¢rcentage of
obje¢ts for which digital images or sound.recordings are available on the Internet.

For the goal of making a museum’s collection accessible for the public, availability on the Internet will
be the most important criterion.

A.3.2.2 Objective of the indicator

To agsess whether the objects in the museum’s analogue collection have been digitized and are available
via the Internet.

A.3.2.3 Scope

The indicateris applicable to all museums.

Compdrison between museums can be affected by the variety and complexity of the objeqts that have
beendigitized:

A.3.2.4 Definition of the indicator

The percentage of all objects in a museum’s analogue collection for which either one or more digital
image(s) or sound or video recordings are available on the Internet, at the end of the reporting period.

NOTE1 Atwo-dimensional or three-dimensional object is counted as digitized if its metadata and at least one
image are available in digital format.

NOTE 2  Documents such as autographs, books or audiovisual documents are counted as digitized if their
metadata and their contents are available in digital format.
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A.3.2.5 Method

Establish the total number of objects in the analogue collection, at the end of the reporting period. If the
real number is not available, an estimate should be made.

Count the number of objects that have been digitized and for which either one or more digital image(s)
or sound or video recordings are available on the Internet, at the end of the reporting period.

The percentage of all objects for which either one or more digital image(s) or sound or video recordings
are available on the Internet is shown as Formula (A.12):

A
Zx100 n.12
5 M.12)

where

A isthe number of objects for which either one or more digital image(s) or sound br video regord-
ings$ are available on the Internet;

B is the total number of objects.
Round off td the nearest integer.

NOTE The indicator can be split into different types of objects or subjeCts:

A.3.2.6 Interpretation and factors affecting the indicator
The indicatqr is an integer between 0 and 100.

A high scorg is considered good. It shows the museum’s)¢émmitment to making its collection acceskible.

[}

The score cgn be influenced by national or regional\programmes for digitizing the cultural heritage.

A.3.2.7 Source
[SO 18461:2/016, 6.3.15[6]

A.3.2.8 Rdlated indicators

— A.3.1 PBercentage of all gbjécts digitized

A.3.3 Number of onlitie accesses per digitized object

A.3.3.1 Bdckgreund

Museums tify~to make their collections universally available for research, education and the geheral
public via digitization projects.

In order to evaluate the success of such measures, the usage of digitized objects should be assessed.

A.3.3.2 Objective of the indicator

To assess whether the museum has digitized objects that are relevant for research, education and the
general public.

A.3.3.3 Scope

The indicator is applicable to all museums with digitized collections.
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Comparison between museums is possible if differences in the digitized collections are taken into
consideration.

A.3.

3.4 Definition of the indicator

The number of online accesses per digitized object from the museum’s collection during the reporting
period, usually a year.

NOTE1 For the purpose of this indicator, only such digitized objects are considered that are
public access, either inside the museum or on the Internet.

NOT 2 A onliog o accic dafinad oc o oo accful oo act o
= X OTITTTT CaC eSS TS Ottt oS St teooTuT T CatsotToOT

available for

NOTHE 3  One digitized object can have been accessed several times.

A.3.

3.5 Method

Establish the number of objects that are digitized out of the museum’s analegue collection
available for public access.

Coun

The

where

number of online accesses per digitized object is shown as Eotmula (A.13):

f
b

A is the number of online accesses to digitized objects;

B is the total number of digitized.gbjects from the museum’s collection that are ¢
online access.

Rourjd off to the nearest integer.

A.3.

The

3.6 Interpretation and factors affecting the indicator

indicator is a positive;integer with no top limit.

A high number of a¢cessSes will be regarded as good. It shows that the museum has digitized
are relevant for researchers or the general public.

The
are:

the leyel of network access, whether or not fees are charged for access, and the pronj

digitjzed collection.

The

A.3.
ISO

and that are

t the number of online accesses to these objects during a specified'time period, normally a year.

(A.13)

vailable for

objects that

ndicator™\may be affected by several factors, some outside the control of the museum. Examples

otion of the

number of online accesses could also be affected by:
the quality and efficiency of users' search strategies;
the quality of metadata attached to the files;

the efficiency of the search interface;

the speed of the retrieval processes.

3.7 Source

11620:2014, B.2.1.5[3]
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A.3.3.8 Related indicators
— A.3.1 Percentage of all objects digitized

— A.3.2 Percentage of all objects for which either one or more digital image(s) or sound or video
recordings are available on the Internet

A.4 Awareness and satisfaction

A.4.1 Percentage of survey respondents that know the museum

A.4.1.1 Bdckground

It is vital fgr all types of museums that the public be aware of their existence, their topics ang the
possibilitiegthat they offer to visitors. This awareness level will influence not only the inflow of visjtors,
but also thelliberality of funders and donators.

A.4.1.2 Objective of the performance indicator

To assess toJwhat extent a museum is known to the public.

A.4.1.3 Scppe
The indicatagr is applicable to all museums.

Comparison between museums of a similar type and mission'may be possible.

A.4.1.4 Definition of the performance indicator
The percentjage of survey respondents that state that they know the museum.

NOTE This does not necessarily mean that the'respondents have already visited the museum.

A.4.1.5 Method

Design a sHort survey with questions about the awareness of the museum and its specific tpsks.
Questions t¢ be asked could be:

— whether the interviewees’know that there is a museum with such tasks;
— whethef they know:the name of the museum.

The percentjage of Survey respondents that know the museum is shown as Formula (A.14):

§><100 (A.14)
where

A  is the number of persons answering “yes” to at least one of the questions;

B is the total number of persons answering.
Round off to the nearest integer.
NOTE One way of assessing the public awareness of a museum is the “street survey”, where a random sample

of passers-by is interviewed with a list of predetermined questions.
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The population from which the interviewees are taken should as much as possible correspond to the
individual museum’s target groups.

A.4.1.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.
A high score is considered good. It shows whether the museum has succeeded in making itself known.

A museum’s awareness level can be influenced by its tasks and collections. For example, a museum of
local history will not be as widely known as a museum with nationally or internationally relevant tasks,

collzrﬁmnmemmmﬁﬁemmﬂwm&we of limited
validity.

The indicator could be used together with indicator A.4.3, for local museums also A.4.2.

A.4.1.7 Source

Reference [11]

A.4.1.8 Related indicators

— A.4.2 Percentage of survey respondents who feel it is inipdrtant that the community has a local
nuseum

— M.4.3 Percentage of survey respondents who visited the museum in the last year

A.4.2 Percentage of survey respondents whao feel it is important that the community has
their own museum

A.4.2.1 Background

Local museums usually aim at givingla comprehensive picture of a community, from social pnd cultural
asperts to the natural environment..They preserve the collective heritage of the communjty and thus
help to create a local identity, a-Sense of belonging to the community.

“Community” refers not only’to administrative areas, but also to shared interests, such as sports,
politfcal themes.

A survey can show whether the museum has achieved these goals.

A.4.2.2 Objective of the performance indicator

To agsess Whether the value of a local museum is recognized by the public.

A.4.2-3—Scope
The indicator is applicable to all local museums.

Comparison between museums of a similar type and mission may be possible.

A.4.2.4 Definition of the performance indicator
The percentage of survey respondents who feel it is important that the community has a local museum.
NOTE1 This does not necessarily mean that the respondents have already visited the museum.

NOTE2 A community can house more than one local museum.
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A.4.2.5 Method

Survey a sample of persons outside the museum as to their perception of the local museum’s importance.
The question is:

— Do you feel it is important that this community has a local museum?

The Percentage of survey respondents who feel it is important that the community has a local museum

is as shown in Formula (A.15):

gxmo (A.15)

where

A istlhe number of persons answering “yes” to the question;
B isthe total number of persons answering.

Round off td the nearest integer.

In order to get a more detailed result, a five-point scale could be offered for@@nswering this questiqn:

— How important is it for you personally that the community has alocal museum?
(quite unimportant 1 - 2 - 3 - 4 - 5 extremely important)

In that casefan average rating of importance could be calculat&éd from the answers.

A.4.2.6 Interpretation and factors affecting the indi€ator
The indicatar is an integer between 0 and 100.
A high scorq is considered good. It shows thatthe museum is considered valuable for the communilty.

The indicatgr could be used together with indicators A.4.1 and A.4.3.

A.4.2.7 Source

Reference [15]

A.4.2.8 Related indicators
— A.4.1 Percentage of survey respondents that know the museum

— A.4.3 Hercéntage of survey respondents who visited the museum in the last year

A4 6 4 £aziais 1o 14 | el
— e o I ITLTHTAgT UL VISITULT S WITU WUUIU TTLUIHIITITIIU d VISIU

A.4.3 Percentage of survey respondents who visited the museum in the last year

A.4.3.1 Background

Though visit numbers are no longer the main criterion for museum quality, a high number of visitors
will still be desirable for most museums.

A.4.3.2 Objective of the performance indicator

To assess whether the museum attracts visitors.

40 © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=9778f339ddaa1ec790aaf16fc3007d9d

IS0 21246:2019(E)

A.4.3.3 Scope
The indicator is applicable to all museums.

Comparison between museums of a similar type and mission may be possible.

A.4.3.4 Definition of the performance indicator

The percentage of survey respondents that state that they visited the museum in the last year.

A.4.3.5 Method

Survpy a sample of persons outside the museum as to their museum visits. The question is:
— Did you visit this museum during the last year?

NOTH Museums whose visitors tend to come in longer time intervals might instead ask for vjsits within a
five-ylear period.

The |percentage of survey respondents who visited the museum dn-the last year i§ shown as

Formula (A.16):

-;xwo (A.16)
A

wherte

A is the number of persons answering “yes” to the question;
B is the total number of persons answering:
Rourjd off to the nearest integer.

In order to get a more detailed resulg; the survey could in addition ask for the number of yisits during
the last year:

Howl|often did you visit the muséum?
— ¢nce;

— 2 to 3 times;

— 4 to 10 times;

— 1nore than10 times.

The survey could also be split up as to specific groups, e.g. children, seniors, or persons from outside
the muséum’s community.

A.4.3.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.
A high score is considered good. It shows that the museum is attractive for visitors.

The indicator could be used together with indicators A.4.1 and, for local museums, with A.4.2.

A.4.3.7 Source
N/A
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A.4.3.8 Related indicators

— A41 P
— A48 P

A.4.4 Visi

ercentage of survey respondents that know the museum

ercentage of repeat visits

tor satisfaction

A.4.4.1 Background

For all types of museums, the assessment of visitors’ satisfaction with their museum visits is a crucial

issue. Visitdrs can be asked 1n direct Interviews as to their experiences and wishes. An easierw

the survey ¥
Questionnai

Satisfaction
interests of
shortcoming

A.4.4.2 Ok

To assess th|

A4.4.3 Sc
The indicatd
Comparing {
to assess thq

also be used

Comparing

A4.4.4 De

The averagg
satisfactory

The rating s
— afour-p
— afive-p

a seven

vith pre-formulated questions that asks for the satisfaction of the visitors with their
res can be handed out at the exit, or a web-based survey can be put on the museumwel

surveys will assist in adapting a museum’s exhibitions and other services to,the need
the visitors. They reveal reasons for dissatisfaction and thus help to detect problem
s in the museum.

jective of the performance indicator

e degree to which users are satisfied with their visit.

ppe
r is applicable to all museums.

he same museum at different points in time is‘possible and is recommended, as it can
e museum’s development over time. If the sale questions and scale are used the surve
as an analysing tool on a wider scale.

lifferent museums is, in general, vepy/difficult, even within the same museum type.

finition of the performance indicator

b rating given by visitors_on a numeric scale ranging from very unsatisfactory to
expressing their experience of their museum visit.

hould be on a numetic scale, either:
oint scale, frem to 4 with 1 as the lowest value;
bint scal€, from 1 to 5 with 1 as the lowest value, or

point@&cale, from 1 to 7 with 1 as the lowest value.

NOTE

Vietualvisits are excluded

ay is
visit.
Dsite.
5 and
and

help
y can

very

A.4.4.5 Method

The museum designs a short questionnaire for the visitors. Questions about the status of the visitors
could be included in the questionnaire in order to differentiate between the wishes of the different
visitor groups.

A four-, five-

The content

, or seven-point scale is generally provided for rating the satisfaction.

s of the questionnaire could be as follows:

— Visitor status, e.g. age group, status (researcher, student, educator, others);
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Purpose of the visit (e.g. visit to the permanent exhibition, visit to a temporary exhibition, cultural

event, guided tour, programme, research, other);
Frequency of museum visits (first-time, repeat visit);

Satisfaction with the visit (on a numeric scale).

Space should be given for additional comments.

The visitor satisfaction is shown as Formula (A.17):

wherte

A

B

A is the sum of the values indicated by the visitors;

B is the number of persons answering the questions.

Rournd off to one decimal place.

A.4.4.6 Interpretation and factors affecting the indicator

The indicator is a number with one decimal place between L:and 4, 1 and 5, or 1 and 7, depe
scaldg chosen.

For the interpretation of the scores it will be important to bear in mind that the results 3
the dubjective opinion of a sample of visitors. Individual circumstances at the time of thg
influence the answers.

High
give

The

more information why the visitors liked or disliked their visit.

indicator Visitor satisfaction shotld always be used together with other indicatorg

quality and with statistics of visits.

A.4.4.7 Source

I1SO 11620: 2014, B.2.4.2(31

A.4.4.8 Relateddndicators

MA4.5 Willingness to return

MA.4%6. Percentage of visitors who would recommend a visit

(A.17)

hding on the

re based on
survey can

satisfaction rates will be seen as good.-The open comments of visitors in the questionnaire can

for service

A.4.5 Willingness to return

A.4.5.1 Background

Usually, museums, like other cultural institutions, would like their visitors to come repeatedly to the
exhibitions and events. Repeat visits will also be important for the impact on visitors, for example, for
their gaining more profound knowledge about the museum’s topics.

A.4.5.2 Objective of the indicator

To assess whether visitors’ experience at a museum motivates their intention to come again.
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A.4.5.3 Scope
The indicator is applicable to all museums.
Comparison between museums is possible.

The indicator cannot assess whether visitors actually return to the museum.

A.4.5.4 Definition of the indicator

The percentage of physical museum visits after which visitors state that they are willing to return to
the museum-foranotherwisit:

NOTE 1  Visits can concern the permanent or temporary exhibitions and all events, organized by the mugeum.

NOTE 2  Virtual visits are excluded.

A.4.5.5 Method
Visitors are asked after a museum visitin a follow-up interview or survey as to theirwillingness to refurn:

— Based gn the experience of this visit, if you had the option, would you return to this museui for
another| visit?

The willingmess to return is shown as Formula (A.18):

A 100 (h.18)
B

where

A s tIe number of persons answering “yes’;
B s the total number of persons answering.
Round off tqd the nearest integer.

In order to know more about the réasons of willingness or non-willingness to return, museums ¢ould
ask more questions such as:

— Did youlalready visit th&€museum before this visit? (yes/no)
— What did you do in the'museum during this visit?
(visit the permanent exhibition, a specific exhibition, attend an event, ...)

— Did youlenjoy'your visit?

— Did you learn something for your personal interests?

A.4.5.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

Ahigh score is considered good. It means that a high percentage of visits were satisfactory and enjoyable
according to the rating of the visitors.

A.4.5.7 Source
1SO 11620:2014, B.2.4.3[3]
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A.4.5.8 Related indicators
— A.4.4 Visitor satisfaction

— A.4.6 Percentage of visitors who would recommend a visit

A.4.6 Percentage of visitors who would recommend a visit

A.4.6.1 Background

Museum visitors can be asked about their enjoyment of and satisfaction with the visit, or about their
willifgness to return to the museum. Another possIbility 1S to ask the visitors whether they can
recommend visiting the museum to their friends or acquaintances.

A.4.6.2 Objective of the indicator

To agsess whether visitors’ experience at a museum motivate them to recomierid a visit tojothers.

A.4.6.3 Scope
The indicator is applicable to all museums.

Comparison between museums is possible.

A.4.6.4 Definition of the indicator

The percentage of a museum’s visitors who say they would recommend a visit to this museum to others.

A.4.6.5 Method

After a museum visit, visitors are asked inta follow-up survey whether they would recommegnd a visit of
the same museum to others:

— Based on the experience of this'visit, would you recommend a visit of this museum to others?
definitely yes, probablyyes/ probably not, definitely not)
The percentage of visitors who would recommend a visit is shown as Formula (A.19):

-547><100 (A.19)
1

wherte

A ~_1s the number of persons answering “definitely yes”;

B is the total number of persons answering.
Round off to the nearest integer.

For a more detailed evaluation, the survey could use a more detailed scale or could ask in addition for
the reason of recommending or not recommending the visit.

A.4.6.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

A high score is considered good. It means that a high percentage of visits were so satisfactory and
enjoyable that the visitors would recommend the visit to others.
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Reference [12]

A.4.6.8 Related indicators

A.4.4 Visitor satisfaction

— A.4.5 Willingness to return

A.4.7 Satisfaction of visitors with special needs with the access options

A4.7.1 B4

Museums should guarantee open access to their exhibitions and services for all interested per

They should
— persong
persons
persons
persons

persons

For all thosd

construction of the building, by a clear signage system and easily understandable language on leaflet

Independen

A.4.7.2 Ok

To assess t
the museu

A.4.7.3 Sc
The indicatd

Comparison

A4.7.4 De

The averag

ckground

ensure that the following groups are not deterred from or hindered in visiting a musg
who are visually impaired;
with hearing difficulties;
with physical difficulties;
with learning difficulties;
with other difficulties.

persons the accessibility of the museum should:be'supported by the barrier-free layou

Ce in the museum visit should have priority*over help and guidance.

jective of the performance indicator

e degree to which visitors with special needs are satisfied with the access optio

ppe
r is applicable to-all'museums.

between myseums with similar conditions may be possible.

finition of the performance indicator

h

rating given by visitors with special needs on a five-point scale ranging from

sons.
um:

I and

E, etc.

ns of

very

unsatisfactos

o \ 72Vl ez caticfactorv avnraccina thalr avnarianca afthao mucaonm’c ﬂPFQC‘C‘I]‘\I]If‘Y
M J o
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Visitors with special needs are defined as persons that require special services and/or facilities for

their museu

m Visit.

A.4.7.5 Method

The museum designs a short questionnaire for visitors with special needs. Questions about the visitor’s
special needs could be included in the questionnaire in order to differentiate between the needs of the
different groups.
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survey could contain the following questions:

— Which ofthese best describes your type of difficulty? (visual impairment, hearing difficulty, physical

difficulty, learning difficulty, other difficulty)

It should be added that this information will be entirely confidential and will only
analysis purposes.

NOTE The question could be put to accompanying persons.

be used for

How would you rate the access to the rooms or facilities of the museum that you visited? (e.g.
entrance hall, permanent exhibition, temporary exhibition, auditorium, area for events, cafeteria,

floilets, other)

please give a number between 1-5, where 1 = access is very poor and 5 = access-is.very

Spacg should be given for additional comments.

Thisl|indicator needs to be used separately for different types of difficulties.)Atwo-step ap
be helpful.

The

wherte

mean satisfaction of visitors with special needs with the access options is shown as For

f
b

A is the sum of the values for the accessibility,of each room or facility indicated by th

B is the number of rooms or facilities visited by the visitor.

Rournd off to one decimal place.

Out

bf the mean satisfaction rates 6f individual visitors, a general satisfaction rate of v

speclal needs with the access options can be calculated.

The

mean satisfaction of visitors with special needs with the access options is the

Formula (A.21):

A.4.

The

SSREES

LN
==

is\the sum of the mean satisfaction rates indicated by the individual visitors;

r good)

proach may

mula (A.20):

(A.20)

e visitor;

isitors with

h shown as

(A.21)

D borof aatl :

7.6 Interpretation and factors affecting the indicator

indicator is a number with one decimal place between 1 and 5.

For the interpretation of the scores it will be important to bear in mind that the results are based on
the subjective opinion of a sample of visitors. Individual circumstances at the time of the visit, such as
building activities, can influence the answers.

The open comments of visitors in the questionnaire and the information as to their special needs can
give more information about the reasons for dissatisfaction and can suggest measures to be taken for
better access options.
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A.4.7.7 Source

Reference [17]

A.4.7.8 Related indicators

N/A

A.4.8 Per

A4.8.1 Ba

Usually, mu
exhibitions

gaining mon

A.4.8.2 Objective of the performance indicator
To assess whether visitors’ experience at a museum motivates them to come again.
A.4.8.3 Scppe

The indicatd

Comparison
A.4.8.4 Dg
The percent]
NOTE1 Vi
premises.
NOTE 2
A.4.8.5 M;q

Visitors ard

museum be
The percent]

AxlOO
B

where

A

B

Virtual visits are excluded.

centage of repeat visits

_(;kgrmmd

beums, like other cultural institutions, would like their visitors to come repeatedlyt
and events. Repeat visits will also be important for the impact on visitors, €.g-for
e profound knowledge about the museum’s topics.

r is applicable to all museums.

between museums of a similar type and mission may be possible.

finition of the indicator
age of all visits to the museum that are repeat visits.

sits can concern the permanent or temporary exhibitions and all events inside the mul

pthod

asked (in a survey) before or after a museum visit whether they have visiteg
fore.

age of repeatvisits is shown as Formula (A.22):

O the
their

seum

| the

\.22)

is the number of visitors stating that they already visited the museum;

is the total number of visitors asked.

Round off to the nearest integer.

The survey could also be split up as to specific groups, e.g. children, seniors, or persons from outside
the museum’s community.

Round off to the nearest integer.
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A.4.8.6 Interpretation and factors affecting the indicator
The indicator is an integer between 0 and 100.

A high score is considered good. It shows that the museum is able to attract visitors repeatedly.

A.4.8.7 Source

Reference [15] (Average repeat visits)

A.4.8.8 Related indicators

— A.4.3 Percentage of survey respondents who visited the museum in the last year
— A.4.5 Willingness to return

— A.49 Percentage of increase in first-time visits

A.4.9 Percentage of increase in first-time visits

A.4.9.1 Background

Mus¢ums want their visitors to return frequently, but it is equally important for them fo gain new
visitprs. The annual increase in first-time visitors can therefofe be seen as quality criterion.

A.4.9.2 Objective of the performance indicator

To agsess whether the museum succeeds in gaining-new visitors every year.

A.4.9.3 Scope
The indicator is applicable to all museunis.
Comparison between museums of a'similar type and mission may be possible.

The indicator may not be applicable for museums which have reached their maximum visitpr capacity.

A.4.9.4 Definition of theperformance indicator
The percentage of increase in first-time visits, compared with the previous year.

NOTE 1  Visits\ean concern the permanent or temporary exhibitions and all events inside [the museum
premjises.

NOTH 2 A Virtual visits are excluded.

A.4.9.5 Method
Establish the number of first-time visits for two successive years, by doing visitor surveys.
Calculate the increase (or decrease) of first-time visits.
The percentage of increase in first-time visits is shown as Formula (A.23):
(B-4)

%100 (A.23)

where
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is the number of first-time visits in year 1;

is the number of first-time visits in year 2.

Round off to the nearest integer.

A.4.9.6

Interpretation and factors affecting the indicator

The indicator is an integer between 0 and 100, or 0 and - 100.

A high score is considered good. It shows that the museum is able to attract new visitors.

The indicattLr can be influenced by museum policies, for instance by the aim to prioritize visits

special targ

The indicatd

bt groups.

r is especially useful when applied over several years.

A.4.9.7 Source

N/A

A.4.9.8 Re

A48 P

A.4.10 Per

A.4.10.1 B4
A high numl

lated indicators

ercentage of repeat visits

rentage of increase in visits

ckground

er of visitors reflect the attraction of thesmuseum'’s exhibitions and collection as well a

quality of cyiratorial and conservational work. Museums will put efforts into increasing its numb

visitors, by |

A.4.10.2 Ok

To assess w

A.4.10.3 Sc
The indicatd
Comparison

Comparison

ipdating their exhibitions and adapting their activities towards their visitors.

jective of the indicator

hether the number of visitors increases.

ppe
r is applicable'te all museums.
over timéand with the museum’s goal will be important for each museum.

between museums will be possible, if the museums have similar collections ar
DS

from

s the
er of

d/or

target grouj

The indicator may not be applicable for museums which have reached their maximum visitor capacity.

A.4.10.4 Definition of the indicator

The percentage of increase in the number of visits during one year as compared to the previous year

A.4.10.5 Method

Establish the number of visits for two successive years. Visits may be counted at either entrance or exit
by one of the following methods:

— automatic counting by a device;
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— manual counting;

— number of tickets sold and/or given away for free.

Calculate the increase (or decrease) of visits.

The percentage of increase in visits is shown as Formula (A.24):

(B-4)

x100

where

Rour

A.4.1
The i
A hig

The
spec

The i

A.4.]
ISO 1

A.4.]

A5

is the number of visits in year 1;
is the number of visits in year 2.

d off to the nearest integer

0.6 Interpretation and factors affecting the indicator
ndicator is an integer between 0 and 100, or 0 and - 100.
h score is considered good as it shows the museum’s attractiveness for visitors.

ndicator can be influenced by museum policies, for.ihstance by the aim to prioritize
al target groups.

ndicator is especially useful when applied over\several years.

0.7 Source

8461:2016, 6.3.4.116]

0.8 Related indicators

\.4.4 Visitor satisfaction

\.4.5 Willingness to'return
\.4.8 Percentagelof repeat visits

\.4.9 Percentage of increase in first-time visits

Education and events

A.5.]

Satistaction of attendants with educational events

A.5.1.1 Background

(A.24)

visits from

Museums have traditionally informed visitors about their collections and exhibitions by guided tours,
lectures or brochures.

Museums support education and learning by offering learning sessions, learning materials and
programmes for children and adults, related to the museum’s mission, collections and themes. They
provide services for schools and cooperate with other museums in preparing and offering educational
services. As the development and maintenance of such services is labour-intensive, it will be especially
valuable for a museum to assess the attendants’ experience of educational events.
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A.5.1.2 Objective of the performance indicator

To assess the degree to which attendants of an educational museum event are satisfied with the event.

A.5.1.3 Scope
The indicator is applicable to all museums with educational services.

Comparing the same museum at different points in time is possible. For comparisons between museums,
differences in target groups and in the character of events should be considered.

A.5.1.4 Ddfinition of the performance indicator

The averag¢ rating given by visitors on a numeric scale ranging from very unsatisfactery to|very
satisfactory|expressing their experience at an educational museum event.

The rating should be on a numeric scale, either:

— afour-ploint scale, from 1 to 4 with 1 as the lowest value;
— afive-ppint scale, from 1 to 5 with 1 as the lowest value, or
— asevenipoint scale, from 1 to 7 with 1 as the lowest value.

An educational event is a pre-arranged singular activity for childrerrand/or adults for the purpdse of
enhancing Knowledge about the collections and themes of the museum.

A.5.1.5 Method

The museum designs a short questionnaire for the attenidants of the event. Questions about the status
of the attendants could be included in the questionnaire in order to acknowledge differences ip the
target groups.

The contentp of the questionnaire could be a5 follows:

— Attendqnt status, e.g. age group, status (researcher, student, educator, others);

— Type offeducational event, e.g. learning session, discussion, cinema show, lecture, other;
— Satisfadtion with the event{fon a numeric scale).

Space should be given for additional comments.

The satisfacftion of attendants with educational events is shown as Formula (A.25):

4 (A.25)

B

where

A isthe sum of the values indicated by the attendants;
B is the number of persons answering the questions.
Round off to one decimal place.

To get more details, the attendants could also be asked for the reasons of their satisfaction or
dissatisfaction. Another question could be whether they feel that they have learned something new.
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A.5.1.6 Interpretation and factors affecting the indicator

The indicator is a number with one decimal place between 1 and 4, 1 and 5, or 1 and 7, depending on the
scale chosen.

High satisfaction rates will be seen as good. The open comments of visitors in the questionnaire can
give more information about the reasons for dissatisfaction.

The indicator can be applied to different types of events separately.

The indicator Satisfaction of attendants with educational events should always be used together with
statistics of attendances.

A.5.1.7 Source
N/A

A.5.1.8 Related indicators

— A.4.6 Percentage of visitors who would recommend a visit

A.5.2 Percentage of staff in educational services

A.5.2.1 Background

In rqcent years, museums are increasingly supporting, éducation and learning by offering learning
sessipns, learning materials and programmes for children and adults, related to the museum’s mission,
colleftions and themes. Museums provide services\for schools and cooperate with other museums in
preparing and offering educational services.

The Investment of staff resources in educatienal services can therefore be seen as an indjcator of the
mus¢um’s engagement in this importanttask.

A.5.2.2 Objective of the performance indicator

To agsess the extent to which-amuseum invests human resources in providing educational [services.

A.5.2.3 Scope
The indicator is applicdble to all museums with educational services.

Comparison between museums is possible.

A.5.2.4 . Definition of the performance indicator

h £ +taff (FTEC) §
The hiuimbar of mucanm ciq . ‘usj

oo oot oo tTtarT

staff (FTEs).

ces-divided-by-thetotal number of museum

A

Educational services comprise learning sessions and learning materials and programmes in all formats
for children and adults for the purpose of enhancing skills and knowledge.

A.5.2.5 Method

The number of museum staff (FTEs) in educational services is calculated by adding the time spent by all
permanent and temporary staff including project staff, in planning, developing and offering educational
services.

Since many staff members contribute time to educational services, data should be collected by sampling.
The staff is required to keep work diaries or time logs for a week, or for several representative days,
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and the amount of time spent on educational services is then calculated as a percentage of the total
staff time worked during the sampling period.

If time logging is not possible, this proportion can instead be estimated.

The percentage of staff in educational services is shown as Formula (A.26):

gxmo (A.26)

where

A is the number of museum staff (FTEs) planning, developing and offering educational sgkvilces;
B is the total number of museum staff (FTEs).

Round off td one decimal place.

A.5.2.6 Interpretation and factors affecting the indicator
The indicatqr is a real number between 0 and 100.

A high perdentage will be considered as good, as it shows the engagement of the museum in its
educationalfrole.

The indicatpr results can vary over years and can be influericed by the availability of fundinjg for
projects.

The indicatqr will be especially useful if applied consequently over years.
A.5.2.7 Source

N/A
A.5.2.8 Related indicators
N/A
A.5.3 Pergentage of schools)in the relevant surroundings reached

A.5.3.1 Bdckground

In recent yg¢ars, muSeums are increasingly supporting education and learning by offering leatning
sessions, legrning.materials and programmes for children, related to the museum’s mission, collections
and themes]In‘particular, museums develop and provide such services for schools.

As the investment of staff resources in these educational services is high, museums should know
whether they reach the schools in their surrounding by the services.

A.5.3.2 Objective of the performance indicator

To assess whether the schools in a museum’s surrounding make use of the educational services offered
by the museum.

The indicator also assesses whether the museum has adapted its educational services to the needs of
the schools.

A.5.3.3 Scope

The indicator is applicable to all museums that offer educational services for schools.
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