CONFIDENCE QUALITY SERVICE CHARTER
FOR TOURISM PROFESSIONALS IN THE TOWN OF CANNES

ONLY CANNES

RELIABILITY - ETHICS - DEVELOPMENT

HOTELIERS – RESTAURATEURS - BEACH MANAGERS - TAXI DRIVERS - ARTISANS AND SERVICE PROVIDERS - ESTATE AGENTS - CAR PARKS

must guarantee

THE BEST WELCOME

THE BEST KNOW-HOW

THE RIGHT PRICES

THE MOST ENJOYABLE
EXPERIENCE
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COMMON COMMITMENTS

I. FIELDS & SCOPE OF APPLICATION
This Charter was prepared and negotiated on the initiative of the Town of Cannes. It is
the result of a partnership between:
• the City of Cannes,
• the Palais des Festivals & des Congrès – Tourist office (Semec),
• the Syndicat des Hôteliers de Cannes & Environs,
• the Union Patronale des Restaurateurs de Cannes & Région,
• the Syndicat des Plagistes Cannois,
• the Syndicat des Taxis Cannois.
All hoteliers, restaurateurs, beach managers and taxi drivers located in Cannes can opt
to sign the charter and take advantage of its benefits provided they scrupulously comply with the legal provisions and agreements contained within.
Shared and specific requirements have been defined for each profession, to fulfil these
professionals’ commitments

II. PURPOSE & OBJECTIVES
Cannes is a destination that must compete in the global tourist market; the town
should therefore provide visitors and its local clientele with only the very best services.
This is the rationale behind this quality approach, which is part of the Town of Cannes’
policy, operating through the Palais des Festivals & des Congrès, to guarantee the service level commitments of all tourism professionals and deliver constant satisfaction for
the destination’s customers.
Therefore, the objectives of the Town and the professionals who sign the Charter are
to:
• Build an image of Cannes as a leading European and global destination, for
both business and leisure tourism.
• Renew customer confidence by providing reliable, quality services by professional service providers.
This charter is not mandatory. It is a voluntary approach, with each member establishment agreeing to comply with the requirements in terms of quality of service, prices
and ethical rules. The Conseil du Tourisme Cannois (Cannes Tourism Council), which
includes representatives of the Town, the Palais des Festivals & des Congrès and trade
unions (syndicats) concerned shall be responsible for monitoring compliance of these
commitments by professionals.
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This charter comprises the following principles, which make up the signatories’ three core
values:

Reliability :
• Sustainable guarantee of quality service and reliable prices, to provide the best possible value for money.

Exclusivity :
• Provide customers with a personalised welcome, recognise customers, adapt the service by developing exclusivity.

Pleasure :
• Display pleasure in welcoming and greeting visitors in Cannes.
• Strive to provide pleasurable experiences for customers, through the services offered,
to ensure their stay in Cannes particularly enjoyable.
• Welcoming smile: The pleasure of hospitality, giving pleasure through thoughtful service, playing a part in the pleasure of the customers’ stay.
• Tasty Food: Giving pleasure through thoughtful service and tasty fare.
• Pleasant Ambiance: Offering a warm setting and friendly environment.
• Bills without surprises: Guaranteeing value for money and price stability.
In keeping with these principles, very specific, firm commitments are expected of professionals to deliver quality service in each establishment and contribute to collective
dynamics.
The Town, as instigator of this dynamic, would like professional member to become the
ambassadors of the destination of Cannes, by presenting the Town’s different, current
or future sights, activities and events, to all visitors, therefore contributing to its renown
and consequently enhancing its appeal.
At the same time, this Charter is a tool to help service providers enhance their knowhow and professionalism.
For the professionals who sign the Charter, the challenges of this approach include:
• Developing their clientele by improving satisfaction, increasing trust and differentiating
themselves from the competition.
• Obtaining recognition for their professionalism.

10
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III. SHARED SERVICE COMMITMENTS
The professionals’ commitments are built around four common principles:
1. Quality of service
2. Price compliance and fairness
3. Constant improvements in service quality
4. Traceability

1/ QUALITY OF SERVICE
1. Focussing on welcoming the customer
The customer welcome is an essential part of all services. The professionals
of Cannes commits to provide the best possible welcome and train their
staff to provide a professional, friendly and personalised welcome to all customers.

2. Providing the best possible services
The professionals of Cannes commit to boost service quality and adapt it for each
customer according to their specific, (implicit or explicit) needs.

3. Offering customers a quality environment
Hygiene, cleanliness, acoustical and olfactory comfort are all parameters that must
positively characterise the setting in which the professionals of Cannes welcome
their customers.

4. Provide a safe environment for customers and their belongings
Every day, global events lead to ever more stringent security measures in tourist
and business venues in order to guarantee visitors a peaceful stay. The Town of
Cannes is currently a particularly safe destination but professionals must assist
their customers, in the event of theft or assault especially to smooth the ensuing
administrative formalities.

5. Informing customers about cultural and tourist activities in Cannes
and the surrounding area
All professionals agree to inform visitors about tourist sights, shows and more
broadly all current and future events, cultural and otherwise, in Cannes. They commit
to provide customers with all the practical information they may need (location and
opening hours of shops, neighbourhood services, tourist office, etc). The professionals
should also invite customers to fill out a feedback questionnaire.
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SHARED COMMITMENTS

2/ PRICE COMPLIANCE & FAIRNESS
1. Compliance with current regulations
Every professional must strictly comply with current regulations and keep informed of future regulations that require compliance and adhere to the corresponding application dates.

2. Apply price transparency and fairness rules
The Town aims to guarantee total price transparency; to achieve this, the Town
requires professionals to publish their prices clearly in advance, and, for total
transparency, produce detailed bills or invoices that specify the charge for each
service or product and the amount of VAT.

3. Compliance with contractual commitments agreed with trade fair and
convention organizers or the Town of Cannes
This applies to hotels and beach managers only: hoteliers must comply with specific quotas in terms of quotas and room allocations, while beach managers
must respect the public service contract binding them to the Town.

3/ CONSTANT IMPROVEMENT IN SERVICE QUALITY
1. Evaluating quality of service
The professionals must carry out internal audits to position themselves with respect
to the requirements of this Charter and identify, as appropriate, their shortcomings
before their customers become aware of them. In addition to such audits, the
establishments shall assess the level of customer satisfaction.

2. Handling customer complaints
The establishments must process all complaints received about their service in a
specific sustainable way. All complaints must receive a reply and be followed by
corrective action.

3. Improving service and the context of the service provided
Depending on the results of these evaluations, complaints received and new
customer needs and expectations, professionals must implement action
plans to improve service quality.

4. Training and informing staff
Each professional must train staff, firstly to meet the Charter’s requirements but
also to meet the measures provided for in each improvement action plan.

12
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4/ TRACEABILITY
Keeping all necessary documents
Proper application of this Charter may be assessed, among other things, through certain documents, listed under the specific commitments for each profession. Each professional is therefore required to keep these documents for a period of 3 years.

IV. EVALUATION & MONITORING COMPLIANCE OF COMMITMENTS
1/ BECOMING A SIGNATORY
Professionals wishing to sign the Charter must submit an application with their trade
union or the Palais des Festivals (Office du Tourisme). The application must comprise
at least:
1. Confirmation of receiving the Charter. The user must acknowledge that they have
read and approved it.
2. Information specifying, if necessary, the commitments set by the professional
him/herself.
3. Documents proving compliance with the requirements of this Charter, whenever
possible.
4. A quality improvement plan for the year, pinpointing customer dissatisfaction, the
actions taken to remedy them and their results.
As long as the application remains incomplete or non-compliant, the establishment
cannot be accredited. In all events, the establishment shall receive a written answer to
the application within a month after the application has been submitted. During this
period, the Conseil du Tourisme Cannois reserves the right to visit the establishment to
ascertain its eligibility.

2/ MONITORING RESPECT FOR COMMITMENTS
The Conseil du Tourisme Cannois plans to ensure proper enforcement of the requirements for each professional signatory through the following actions:

- Planned or impromptu inspections : auditors will be sent to assess compliance
with the practices and provisions implemented by the professionals to meet the
Charter’s requirements. During inspection, the auditor shall introduce him/herself
and make observations and interview staff. At the time of the audit, the establishment’s Executive staff shall provide the auditor with all useful documents for the
audit. Audits may be complete or partial (targeting a specific service). When the audit
is completed, the auditor shall inform the establishment’s Executive staff of any
observed problems, deviations or remarks that will be used in the context of a report
sent to the professional and the Conseil du Tourisme Cannois.
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- Visits by ‘mystery’ customers : in this case, the auditors’ identity is not disclosed. This type of evaluation helps measure the actual quality of service in
relation to the expected quality of service in the Charter. As in the previous case,
visits by a ‘mystery’ customer result in a summary of results sent to both the
professional and the Conseil du Tourisme Cannois.
At the end of the inspection, the establishment’s Executive staff will be informed of any
discrepancies found. The professionals must then quickly take the necessary measures
to remedy any shortcomings or immediately relinquish the benefits associated with the
Charter. A serious breach or repeated breaches shall not be tolerated to ensure the
image of quality and reliability associated with the Charter, brand and logo does not
become worthless.
Consequently, any professional making unauthorised use of the Charter, brand or
corresponding logo, may be fined for damages to the Charter’s signatories and organisers.
The Charter’s general and special conditions may be formalised at a later date in reference in compliance with the provisions in Articles L115-27s and R115-8s of the
Consumer Code.

3/ RENEWAL
At the end of every calendar year, the professionals must send their corrective action
plan for the year to their trade union or the Palais des Festivals.
Membership of the Charter is renewed for the next year, if the corrective action plan is
compliant and if the professional is not in one of the three following situations:
- Inspection or visit by a ‘mystery’ customer revealing major deviations from the Charter
(in this case, a single observation is enough to exclude the professional).
- 10 complaints received in 4 months.
- The professional intends to withdraw.
In all cases, the decision will be taken by the Conseil du Tourisme Cannois.
As soon as a professional ceases to be a signatory to the Charter, all related signs and
information must be removed.
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V. COMMUNICATION
1/ COMMUNICATION BY THE ESTABLISHMENT
A logo designed by the Palais des Festivals & des Congrès identifies all establishments
that are signatories to the Charter. Authorised professionals are entitled to place the
logo on the door of their establishment or vehicle. They may also use the logo in their
commercial documentation (brochures, letterhead paper, business cards...).
The applicable commitments (Shared Commitments and those specific to each profession) are clearly displayed in the establishment for customers to read.

2/ INSTITUTIONAL COMMUNICATION
The Palais des Festivals commits to promote of the Charter, in particular through the
Tourist Office, and its sales and marketing policy, by preparing one or more documents
to identify and boost the image of signatories in the eyes of inhabitants, tourists and
convention-goers.
The Charter’s commitments shall be clearly displayed in the establishment, so it can
easily be read in the various Tourist office premises (Festival Hall, La Bocca, SNCF railway
station). The Palais des Festivals & des Congrès shall supply signatories of the Charter
with a mount for the logo and reference documents.
The Town and the Palais des Festivals shall include the Charter logo in promotional
documents for the Cannes destination.
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THE COMMITMENT OF THE TOURISM PROFESSIONALS OF CANNES

For the Syndicat des Hôteliers,

For l'UPRL,

For the Syndicat des Plagistes,

For the Syndicat des Taxis,

Michel CHEVILLON

Alain VIOTTI

Gérard GRIZETTI

Didier STOFATI

President

President

President

President

For the Town of Cannes and the Palais des Festivals et des Congrès,

David LISNARD
Deputy Mayor of Cannes responsible for Tourism and Economic Development,
Chairman, Palais des Festivals & des Congrès - Tourist Office
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COMMITMENTS OF THE

HOTELIERS
OF CANNES

In the interests of providing the best service at a fair price
and promoting the best image of Cannes, each hotel manager or Apartment hotel manager who signs this Charter
commits to the following points:

I. SERVICE QUALITY
The hotelier in Cannes commits to:

1. Focus on welcoming guests to the Hotel
1. Welcome guests in proper attire, that is clean and easily identifiable for customers (if appropriate, wearing a badge).
2. Personalise the welcome to each guest with a word of welcome (“Hello Sir,
or Madam, welcome to the (...) hotel, did you have a nice trip? etc.”).
3. Greet guests with a smile.
4. Use guests’ name as often as possible.
5. Address them in their own language if possible, if not, in English.
6. Remain within view of the guest and available to provide information.
7. If reception staff is already busy, invite guests to wait with a polite phrase or
a gesture of welcome (a look or a nod) and try to reduce waiting time to a
minimum.
8. Provide specific services for disabled guests: accompany guests to their
rooms, if they request it, write down information given verbally, if necessary,
carry their luggage.
9. Ensure that guests fully understand the information provided.
10.Wish guests a pleasant stay before they leave the reception desk to go to their
rooms.

CANNES - CONFIDENCE QUALITY SERVICE CHARTER FOR TOURISM PROFESSIONALS

21

SERVICE QUALITY
HÔTELIERS

2. Supply the best possible customer services
1.
2.
3.
4.
5.
6.

Offer quality services, on a par with the hotel’s classification.
Be able to adapt services to specific expectations depending on guests’ nationality or particular customer segments (children, elderly or disabled persons).
Be able to fully and accurately describe all the services available in the hotel
(e.g.: breakfast), including opening hours.
Where possible, adapt opening hours to guests’ expectations.
For all services, reduce guest waiting time
Provide guests with the usual supplies: toiletries, shoe polish, sewing kit,
hairdryer, shaving kit...

3. Provide guests with a quality environment
1.
2.
3.
4.

Greet guests in a lobby (furniture, etc.) that is in perfect condition and clean at
all times.
Adapt the conditions of comfort according to the location and services for the
hotel’s category.
Provide accommodation that is irreproachable in terms of cleanliness and
hygiene.
Provide rooms that have comfortable furniture in perfect condition, and facilities in good working order.

4. Ensure the security of guests and their belongings
1.
2.
3.
4.

Provide a security system after 11:00pm: hotel door locked or security guard
on duty.
Provide a safe for guests’ belongings.
Post up-to-date, easy-to-read security instructions in every room.
Assist guests who are victims of assault or theft and help them deal with the
appropriate authorities and if applicable, hospitals.

5. Inform guests about cultural and tourist activities and establishments in Cannes
and its vicinity
1. Inform guests about shows, entertainment and activities available in the
Town, as well as fun activities and attractions in Cannes and the surrounding area.
2. Provide guests with town maps.
3. Supply guests with any practical information they may need (location and
opening hours of shops, neighbourhood services, tourist office...).
4. Refer guests to other service providers or establishments when it is not possible to provide the expected quality of service.
22
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HÔTELIERS

II. PRICE COMPLIANCE & FAIRNESS
The hotelier of Cannes commits to:

1. Comply with current regulations
1.
2.

Ensure strict compliance with all regulations in force.
Implement the provisions and modifications specified in the new regulations as soon as possible.

2. Apply the rules of price transparency and fairness
1. In accordance with the law, display the room rates and other services available in the hotel, at the entrance, at the reception and behind the door of
each room,
2. Prepare a detailed bill, in euros exclusively, specifying the amount of VAT.

3. Comply with contractual commitments agreed with convention organisers and other institutional events in Cannes
1. Acknowledge the organiser or official incoming agency appointed to
manage each event.
2. Make available to the officially acknowledged organiser, a maximum quota
of rooms for each event, as per their requirements and depending on the
hotel’s total capacity:
a. For hotels currently allocating a minimum of 80% (eighty per cent) of
their total capacity, renewal this commitment.
b. Hotels currently allocating 50% (fifty per cent) of their total capacity
must increase their capacity to 80% (eighty per cent) of their total
capacity the following year.
c. allocating less than 50% (fifty per cent) of their total capacity or no
rooms at all, must switch to a minimum of 50% (fifty per cent) of their
total capacity the following year.
3. Pay the commission to the organiser for the entire quota allocated at the
start of the event, after checking and validating the total number of rooms
occupied on this occasion.
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PRICE COMPLIANCE & FAIRNESS
HÔTELIERS

4. Comply with contractual commitments (cont.)
4. Do not alter the allocation of the different room categories provided by
each hotelier, in the context of the room allocation for the official organiser or their representative, agreed with the organiser before the
event (except in case of renovation, refurbishment or major works that
completely changes the room’s layout; in this case, the hotelier must
inform the event organiser or their representative, so that this change
can be factored in when renegotiating the agreement for the following
year).
5. Provide the organisers of the Cannes Film Festival a certain number of
rooms for ‘Guests’, at preferential rates, according to the establishment’s total capacity, by express request of the Direction Générale du
Festival de Cannes (Cannes Film Festival Directorate General).
a. The norm in force today is 10% (ten per cent) of total capacity. A tolerance shall be applied, however, for hotels with less than 15 (fifteen)
rooms, which are exempted from this obligation.
b. For other, not solicited hotels, this rule shall apply only depending
on the organisers’ needs and by mutual agreement.

III. CONTINUOUS IMPROVEMENT IN SERVICE QUALITY
The hotelier of Cannes commits to:

1. Assess service quality
1.
2.
3.

Be attentive to the slightest change in the mood or behaviour of guests that
might indicate a problem or dissatisfaction.
Perform an internal audit of service in the hotel.
Assess customer satisfaction, in particular by providing guests with a feedback questionnaire.

2. Handle customer complaints
1. Answer any written complaint sent to the hotel within 3 (three) days.
2. Take immediately responsibility for any negative remark or complaints
about their stay in the hotel from guests and, if necessary, forward them to
the hotel’s Executive team to implement the necessary corrective measures
as soon as possible, since customer satisfaction is the hotelier’s priority.

24
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CONTINUOUS IMPROVEMENT OF SERVICE QUALITY
HÔTELIERS

3. Improve service and the environment in which the service is provided
1.

Take account the results of guest feedback and in particular guests’ remarks
about improving products and services.
Continuously improve service efficiency and quality by implementing improvement action plans.

2.

4. Train staff
1. Train staff to meet the requirements of this Charter.
2. Inform or train staff (as needed) on the improvement actions implemented.

IV. TRACEABILITY
The hotelier of Cannes commits to keep the following documents:
1.
2.
3.
4.
5.
6.
7.

The results of feedback questionnaires
Guest complaints and the answers provided
The results of internal audits
Reports from external quality, hygiene and safety inspection bodies
Improvement action plans
The forms detailing all corrective and preventive actions implemented
The forms certifying staff training

For the Town of Cannes
and the Palais des Festivals et des Congrès,

For the Syndicat des Hôteliers,
(Hotel Union)

David LISNARD

Michel CHEVILLON

Deputy Mayor
Chairman Palais des Festivals et des Congrès

President
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COMMITMENTS OF THE

RESTAURATEURS
OF CANNES

In the interests of providing the best service at a fair price
and promoting the best image of Cannes, each restaurant
manager who signs this Charter, commits to the following
points :

I. SERVICE QUALITY
The restaurateur in Cannes commits to:

1. Focus on welcoming the Customer
1.
2.
3.
4.
5.
6.
7.
8.

Greet each customer with a word of welcome.
Show customers they are expected by taking them quickly to their table.
Ensure staff can be easily identified via a uniform.
Make sure at least one front-of-house staff member is able to speak
English.
Provide menus in several languages (with at least an English version).
Develop a true spirit of hospitality so that customers take real pleasure in
their meal (e.g., recommending certain dishes, wines...).
Take special care of customers with a disability: help them sit down; write
down information given verbally, if necessary.
Have a positive attitude, particularly concerning the destination of Cannes.

2. Provide the best possible customer service
1. Prepare dishes made with quality products, which are perfectly safe and
wholesome and served in the restaurant by professionals.
2. Provide customers with information on the characteristics of the produce
on the menu (origin, label of origin, etc.).
3. Provide customer service with impeccable hygiene, with all due courtesy
and respect.
4. Reduce waiting time between courses.
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5. Aim to tailor the restaurant’s opening hours to customers’ expectations
where possible. When open, customers seated at a table must be served
meals, as a minimum from 12:00 to 2:00pm for lunch and from 7:30 to
10:00pm for dinner.
6. Offer a menu in the customers’ language, and at least in English.
7. Accept at least two different types of credit cards.

3. Provide customers with a quality environment
1. Serve meals in an environment fitted out with comfortable furniture, in perfect
condition and always clean.
2. Provide customers with clean toilets, free of unpleasant odours, fitted out with a
washbasin and mirror.

4. Ensure the security of customers and their belongings
1. Ensure that customers’ belongings are in a secure environment.
2. Assist customers who are victims of assault or theft and help them deal
with the appropriate authorities and if applicable, hospitals.

5. Inform customers about cultural and tourist activities in Cannes and the
surrounding area
1. Inform customers of shows, entertainment and activities available in the Town,
and the fun activities and attractions of Cannes and the surrounding area.
2. Provide customers with town maps.
3. Provide customers with any practical information they may need (location
and opening hours of shops, neighbourhood services, tourist office...).
4. Refer customers to other service providers or establishments when it is not
possible to provide the expected service quality.

II. PRICE COMPLIANCE & FAIRNESS
The restaurateur in Cannes commits to:

1. Comply with current regulations
1. Ensure strict compliance with all regulations in force.
2. Implement the provisions and modifications specified in new regulations as
soon as possible.

28

CANNES - CONFIDENCE QUALITY SERVICE CHARTER FOR TOURISM PROFESSIONALS

PRICE COMPLIANCE & FAIRNESS
RESTAURATEURS

2. Apply the rules of transparency and fairness for prices
1. Display legible menus outside the restaurant.
2. Do not inflate prices for conventions and other events.
3. File prices for all services with the Union Patronale des Restaurateurs &
Limonadiers or Tourist office; these prices shall be used as a reference in
disputes.
4. Prepare a detailed bill, exclusively in euros, clearly specifying the amount of
VAT and the services provided for the price.

3. Comply with standards and regulations for hygiene and safety
1. Comply with European hygiene standards (HACCP) and train staff.
2. Do not use the word ‘fresh’ to describe canned or frozen products.
3. Get a specialised company to inspect products or preparations a regular
basis by performing bacteriological analysis of samples.

III. CONTINUOUS IMPROVEMENT IN SERVICE QUALITY
The restaurateur in Cannes commits to:

1. Assess service quality
1. Be attentive to the slightest change in customers’ mood or behaviour that
might indicate a problem or dissatisfaction.
2. Perform an internal audit of the restaurant’s service.
3. Assess customer satisfaction, in particular by providing customers with a
questionnaire to give feedback.

2. Handle customer complaints
1. Answer any written complaint sent to the restaurant within 3 (three) days.
2. Take immediate responsibility for negative remarks or complaints about a
meal and forward them, if necessary, to the Restaurant’s management
team to implement the necessary corrective measures as soon as possible, since customer satisfaction is the restaurateur’s priority.

CANNES - CONFIDENCE QUALITY SERVICE CHARTER FOR TOURISM PROFESSIONALS

29

PRICE COMPLIANCE & FAIRNESS
RESTAURATEURS

3. Improve services and the environment in which the services are provided
1. Take account of customer feedback questionnaires and in particular customers’ remarks on improving products and services.
2. Continuously improve service efficiency and quality by implementing improvement action plans.

4. Train staff
1. Train staff to meet the requirements of this Charter.
2. Inform or train staff (as needed) on the improvement actions implemented.

IV. TRACEABILITY
The restaurateur in Cannes commits to keep the following documents:
1.
2.
3.
4.
5.
6.

The results of customer feedback questionnaires
Customer complaints and the answers provided
The results of the internal audit
Documents certifying the origin of beef
Reports from external quality, hygiene and safety bodies
Improvement action plans and the forms detailing all corrective and preventive actions implemented
7. The forms certifying staff training
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For the Town of Cannes
and the Palais des Festivals et des Congrès,

For the UPRL,

David LISNARD

Alain VIOTTI

Deputy Mayor
Chairman, Palais des Festivals et des Congrès

President
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COMMITMENTS OF THE

BEACH MANAGERS
OF CANNES

In the interests of providing the best service at a fair price and
promoting the best image of Cannes, each beach manager who
signs this Charter, commits to the following points :

I. SERVICE QUALITY
The Beach Manager in Cannes commits to:

1. Focus on welcoming Customers
1. Greet customers with ‘Hello’ and ‘Goodbye’, in their own language if
possible, or at least in English.
2. Wear the proper attire, have a positive attitude particularly regarding the
destination of Cannes.
3. Reduce customers’ waiting time to a minimum.
4. Take special care of customers with a disability: help them sit down, write
down information given verbally, if necessary.
5. Offer a menu in the customers’ language, or at least in English.

2. Ensure strict compliance with the stipulations in the ‘Délégation de
service public balnéaire’ agreement between the beach manager and
the municipality
3. Provide the best possible customer service
1. Provide quality services.
2. Aim to tailor services to specific requirements of customers’ different
nationalities or segments (children, elderly or disabled persons).
3. Reduce customers’ waiting time for all services.
4. Aim to tailor opening hours to customers’ expectations where possible.
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SERVICE QUALITY
P L A G I S T E S

5. Prepare dishes made with quality products, which are perfectly safe and wholesome and served by professionals.
6. Provide customer service with irreproachable hygiene and all due courtesy
and respect.
7. Accept at least two different types of credit cards.

4. Provide customers a quality environment
1. Offer customers comfortable facilities in a clean, attractive welcoming
environment.
2. Provide customers with impeccable toilets and showers, free of unpleasant
odours.

5. Ensure the safety of customers and their belongings
1. Institute a surveillance system for customers’ belongings.
2. Provide information on safety on the beach and in the water.
3. Assist customers who are victims of assault or theft and help them deal
with the appropriate authorities, and if necessary, hospitals.

6. Inform customers about the cultural and tourist activities within Cannes and
the surrounding area
1. Inform customers about shows, entertainment and activities available in
the Town, and the fun activities and attractions in Cannes and the surrounding area.
2. Provide customers with town maps.
3. Supply customers with any practical information they may need (location
and opening hours of shops, neighbourhood services, tourist office...).
4. Refer customers to other service providers or establishments when it is not
possible to provide the expected service quality.

II. PRICE COMPLIANCE & FAIRNESS
The beach manager of Cannes commits to:

1. Comply with current regulations
1. Ensure strict compliance of all regulations in force.
2. Implement the provisions and modifications required by the new regulations as soon as possible.
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PRICE COMPLIANCE & FAIRNESS
P L A G I S T E S

2. Apply the rules of transparency and fairness for prices
1. Display the prices for services legibly outside the establishment.
2. Do not inflate prices for conventions and other events.
3. File prices for all services with the Syndicat des Plagistes Cannois or Office du
Tourisme. These prices will be used as a reference in disputes.
4. Prepare a detailed bill, exclusively in euros, clearly specifying the amount of VAT
and the services provided for the price.

3. Comply with hygiene and safety standards and regulations
1. Comply with the European hygiene standards (HACCP) and train staff.
2. Do not use the word ‘fresh’ to describe canned or frozen products.
3. Get a specialised company to inspect products or preparations on a regular
basis by performing bacteriological analysis of samples.

III. CONTINUOUS IMPROVEMENT OF SERVICE QUALITY
The beach manager of Cannes commits to:

1. Assess service quality
1. Be attentive to the slightest change in customers’ mood or behaviour that
might express any problem or dissatisfaction.
2. Perform an internal audit of service in the establishment.
3. Assess customer satisfaction: provide customers with a questionnaire to
provide feedback or a suggestions book.

2. Handle customer complaints
1. Answer any complaint letters received by the establishment within 3
(three) days.
2. Take immediate responsibility for any negative remarks or complaints
from customers about service in the establishment and transmit them,
if necessary, to the establishment’s Management to implement corrective measures as soon as possible, since customer satisfaction is the
beach manager’s priority.
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CONTINUOUS IMPROVEMENT OF SERVICE QUALITY
P L A G I S T E S

3. Improve service and the environment in which the service is provided
1. Take account of customer feedback, in particular customers’ remarks about
improving products and services.
2. Continuously improve service efficiency and quality by implementing improvement action plans.

4. Train staff
1. Train staff to meet the requirements of this Charter.
2. Inform or train staff (as appropriate) about the improvement actions implemented.

IV. TRACEABILITY
The beach manager of Cannes commits to keep the following documents:
1.
2.
3.
4.
5.
6.

The results of feedback questionnaires
Customer complaints and the answers provided
The results of the internal audits
Documents certifying the origin of beef
Reports from external quality, hygiene and safety inspection bodies
Improvement action plans and the forms detailing all corrective and preventive
actions implemented
7. The forms certifying staff training

For the city of Cannes
and the Palais des Festivals et des Congrès,
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For the Syndicat des Plagistes,

David LISNARD

Gérard GRIZETTI

Deputy Mayor
Chairman, Palais des Festivals & des Congrès

President
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COMMITMENTS OF THE

TAXI DRIVERS
OF CANNES

In the interests of providing the best service at a fair price
and promoting the best image of Cannes, each taxi driver
who signs this Charter, commits to the following points:

I. SERVICE QUALITY
The taxi driver in Cannes commits to:

1. Focus on welcoming Customers
1. Greet customers by saying ‘Hello’ and ‘Goodbye’, in their own language if
possible or at least in English.
2. Wear proper attire, have an outstanding positive attitude.
3. Reduce customers’ waiting time to a minimum.
4. Take special care of customers with a disability: help them get into the taxi,
write down information given verbally, if necessary.

2. Provide the best possible customer services
1. Propose and adhere to the best route for the customer, unless the customer expressly requests otherwise.
2. Be courteous and polite at all times. Give a positive image of the profession
and the Town of Cannes, both when the customer gets in and leaves the
vehicle.
3. Facilitate access to the vehicle by opening and closing doors.
4. Help the customer enter and settle into the vehicle, if appropriate.
5. Place luggage in the boot and return it directly to the customer at the end
of the journey.
6. Go to the reception desk of hotels, hospitals, clinics or any other establishment in order to collect customers in excellent conditions.
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3. Provide customers a quality environment
1. Welcome customers in a clean comfortable vehicle.

4. Ensure the safety of customers and their belongings
1. Have an automatic locking system for car doors to prevent theft of customers’
belongings.
2. Assist customers who are victims of assault or theft and help them deal
with the appropriate authorities or if required, hospitals.

5. Inform customers about cultural and tourist activities in Cannes
and the surrounding area
1. Inform customers about shows, entertainment and activities available in
the Town, and the fun activities and attractions in Cannes and the surrounding area.
2. Provide customers with town maps.
3. Supply customers with any practical information they may need (location
and opening hours of shops, neighbourhood services, tourist office...).

II. PRICE COMPLIANCE & FAIRNESS
The taxi driver in Cannes commits to:

1. Comply with current regulations
1. Ensure strict compliance of all regulations in force.
2. Implement the provisions and modifications specified in the new regulations as soon as possible.

2. Apply the rules of transparency and fairness for prices
1. Display the types of fares legibly inside the vehicle.
2. Systematically provide a receipt, exclusively in euros, for all fares exceeding
€15.24. For the other fares, give a receipt to any customer that requests
one.
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IV. TRACEABILITY
The taxi driver in Cannes commits to keep the following documents:
1.
2.
3.
4.
5.
6.
7.

The results of satisfaction surveys
Customer complaints and the answers provided
The results of self-audits
Reports from external quality, hygiene and safety inspection bodies
Improvement action plans
The forms detailing all corrective and preventive actions implemented
The forms certifying the driver’s training

For the City of Cannes
and the Palais des Festivals et des Congrès,

For the Syndicat des Taxis,

David LISNARD

Didier STOFATI

Deputy Mayor
Chairman, Palais des Festivals et des Congrès

President
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COMMITMENTS OF

ARTISANS & SERVICE
PROVIDERS OF CANNES

In the interests of providing the best service at a fair price
and promoting the best image of Cannes, each Retailer,
Artisan and Service Provider who signs this Charter, commits
to the following points:

I. SERVICE QUALITY
Traders, artisans, service providers in Cannes commit to:

1. Focus on the welcoming the Customer
1.
2.
3.
4.
5.
6.

Greet the customer politely in proper attire and with a smile.
Aim to talk to the customer in their language or failing that, in English.
Provide specific facilities for customers with a disability.
Ensure that customers understand the information provided.
Display a positive attitude, especially about the destination of Cannes.
Give all potential customers the same service, regardless of whether they
are locals, tourists or convention participants.
7. All sales staff should maintain a courteous attitude to the customer.
8. Observe the displayed opening hours.

2. Provide the best possible customer service
1. Ensure that the services provided are of the highest possible quality.
2. Aim to tailor services to the specific requirements of the different customer
segments (children, elderly, disabled, etc.)
3. Aim to tailor the opening hours to customer expectations and local events.
4. Reduce customer waiting time.
5. Always seek to enhance attractiveness and innovation.
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QUALITY OF SERVICE - PRICE COMPLIANCE AND FAIRNESS
COMMERÇANTS

3. Provide the customer with a quality environment
1. Provide a pleasant environment, both on the outside (shop front, window
display, entrance) and on the inside.
2. When toilets are made available to customers, ensure that these facilities
are well equipped and maintained.

4. Provide the customer with information about the tourist and cultural
activities within Cannes and the surrounding area
1. Inform customers about shows, activities and entertainment offered by the
Town, as well as fun activities and attractions in Cannes and the surrounding
area.
2. Provide customers with town maps or be able to direct them to the Tourist
Office.
3. Provide the customer with any practical information they might need.
4. Refer customers to other service providers when the product or service is
not available.
5. Get involved in promoting and publicising events organised by the Town
(Cannes Shopping Festival, Festival des Jeux (games festival), etc.)

II. PRICE COMPLIANCE AND FAIRNESS
Retailers, artisans, service providers in Cannes commit to:

1. Comply with current regulations
- Ensure compliance with all the regulations in force, notably those concerning
sales, liquidation sales or a déballage (one-off flea market).

2. Apply the rules of transparency and of fairness for prices
1. Display the prices, in euros.
2. If the customer requests it, issue an invoice exclusively in euros, showing
the VAT.
3. Comply with a pricing policy, including during Congresses and other events.
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CONSTANT IMPROVEMENTS IN THE QUALITY OF SERVICE - TRACEABILITY
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III. CONSTANT IMPROVEMENT IN SERVICE QUALITY
Retailers, artisans, service providers in Cannes commit to:

1. Handle customer complaints
1. Answer any complaint letters received by the company within the week.
2. Take immediate responsibility for any negative remark or complaint from
the customer in order to implement corrective measures which must be
committed to as quickly as possible.

2. Improve the services and the environment in which the services are provided
1. Take account of customer feedback to develop the service offering
2. Continuously improve service efficiency and quality.

3. Staff training
- Train staff to meet the requirements of this Charter.

IV. TRACEABILITY
Retailers, artisans, service providers in Cannes commit to keep the following documents:
1. Customer complaints and the answers given.
2. The reports from external quality, hygiene and safety inspection bodies.
3. Forms certifying staff training.
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For the Association representatives,

Henry LISNARD

Jean-Pierre VENOU

Chairman of ACIAC

Chairman of the association, CANNES PRESTIGE

Philippe POINTIN

Isabelle PASQUIER

Chairman of AFFA

Chairperson of the association GRAY D'ALBION

Alain CHEMIT

Nino COSTANZO

Chairman of AICAI

Chairman of the retailers association of rue MACE

Martine PULEO

Vice-Chairperson of AMIREAN (retailers)

Alain ROCHEREAU

Chairman of the association, RENAISSANCE CARNOT

Maria Dolores OUAKININE

Georges CATANESE

Chairman of APPR'HOCHE

Chairman of the Tourist office

Carmel ROMANO

Chairman of the association, GRAND BOULVEVARD CARNOT

In the presence of:

For the Town of Cannes and the Palais des Festivals et des Congrès,

Sylviane ROVERA,
Deputy Mayor, responsible for retailers and to artisan traders.

David LISNARD
Deputy Mayor of Cannes responsible for Tourism and Economic Development
Chairman of the Palais des Festivals and the Congress - Office of Tourism
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COMMITMENTS OF

ESTATE AGENTS
OF CANNES

In the interests of providing the best service at a fair price and
promoting the best image of Cannes, each estate agent
manager who signs this Charter, commits to the following
points:

I. SERVICE QUALITY
The estate agent in Cannes commits to:

1. Focus on welcoming Customers
1. Greet the customer: say "Hello" and "goodbye" in their language if possible or, at least, in
English. Agencies that offer holiday lets commit to be fully conversant in the business language.
2. Dress in the proper attire, have a positive attitude, especially with respect to the destination of
Cannes.
3. Refrain from discriminating. Examine customer files, based on criteria that are purely objective
and strictly professional.
4. For agencies that offer holiday lets:
- Provide the customer with an emergency number that is accessible 24/7 so that the customer
in never alone in an emergency.
- Provide clear, professional and unequivocal information about its opening hours

2. Provide the best possible customer service
1. At all times, stay informed of the rapid, numerous developments in the profession and ensure
that the service provided is of a consistently high quality.
2. Know how to adapt to the specific expectations to customers’ nationality.
3. Ensure that staff receive continuous training and the information provided to customers in its
advisory role, is of high quality.
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SERVICE QUALITY
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3. Provide the customer with a quality environment
1. Encourage property owner to constantly improve the properties offered to customers,
2. For agencies offering rental management services: ensure that the properties offered meet the
standards of decency and security as provided for in the SRU act.
3. For the agencies offering holiday lets: refuse to offer rental properties that do not meet the standards
of comfort and cleanliness commonly accepted by the profession.

4. Ensure the safety of the customer and the property
1. Ensure compliance with the mandatory safety standards for real estate.
2. For exclusive sales mandates, assist owners in the event of burglary.
3. For the agencies offering holiday lets: assist customers who are victims of assault or burglary with
the appropriate authorities and if applicable, hospitals.

II. PRICE COMPLIANCE AND FAIRNESS OF PRICES
The real estate agent in Cannes undertakes to:

1. Comply with current regulations
- Ensure strict compliance with all statutory instruments in effect.

2. Apply the rules of transparency and of fairness for prices
- All estate agents should apply the regulations on price transparency.
- The estate agent commits to be customer-focused and therefore actively engage in promoting and
maintaining fair prices for the destination of Cannes in consultation with property owners.
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III. CONTINUOUS IMPROVEMENT IN SERVICE QUALITY
The real estate agent in Cannes commits to:

1. Handle customer complaints
1. Answer any complaint letters received by the company within the week.
2. Take immediate responsibility for any negative remark or complaint from the customer and
implement any corrective measures as quickly as possible.

2. Improve services and the environment in which the services are provided
1. Take account of customer feedback to develop the service offering
2. Continuously improve service efficiency and quality.
3. For the agencies offering holiday lets, provide a customer satisfaction questionnaire.

3. Staff training
- Train staff to meet the requirements of this Charter.

IV. SUSTAINABLE DEVELOPMENT
In the interests of contributing to sustainable development actions, the estate agent in Cannes
undertakes to:
1. Factor in the energy cost of using the accommodation (heating, transport budget, etc. ) and the
concept of GREEN VALUE when assessing properties.
2. Inform the owners of the impact of the energy performance audit on the current and future market price and rental value of their property.
3. Inform owners and co-owners associations of the benefits to be gained from improving their
property with respect to sustainable development ".
4. For agencies offering holiday lets, inform customers and owners about their civic duty to recycle
and encourage them to use biodegradable cleaning products.
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V. TRACEABILITY
The Cannes estate agent commits to keep the following documents:
1. Customer complaints and the answers given.
2. Reports from external inspection bodies.
3. Documents certifying staff training.

Cannes, 10 December 2010.
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David LISNARD

Pierre LAURENT

First Deputy Mayor and Chairman
of the Palais des Festivals
et des Congrès

Chairman of FNAIM Riviera

Luc MERCIER

Régis MASSELOT

Chairman of UNIS,
Nice-Côte d'Azur Section

Chairman of SIA Cannes
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COMMITMENTS OF

CAR PARKS
CANNOIS

In the interests of providing the best service at a fair price and
promoting the best image of Cannes, each Car park that signs
this Charter, commits to the following points:

I. SERVICE QUALITY
The car park in Cannes undertake to:

1. Focus on welcoming the Customer
1. Politely welcome any customer who comes to the information desk, and if
possible in their language (produce a multilingual booklet)
2. Wear suitable and clearly identifiable attire
3. Provide specific facilities for customers with a disability: point out disabled
parking spaces at the entrance of the car park, ensure disabled parking
spaces are not misused, ...
4. Record and handle customer complaints within a maximum period of 5
working days

2. Provide the best possible customer service
1.
2.
3.
4.

Display the prices and services of the car park in a visible way
Direct the customer in the car park by using suitable signage
Offer different payment options "cash, cheques, credit card"
Ensure that customer facilities are in good working order (lifts, intercoms,
pay stations and entrance barriers…)
5. Ensure the safety of pedestrians in the car park.
6. Assist the customer in the event of any type of incident (puncture, crash,
accident, finding available spaces, …)
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3. Provide the customer with a quality environment
1. Provide a pleasant environment(cleanliness, paintings, decoration, lighting,
music streaming and pleasant fragrance, ... )
2. Monitor the cleanliness of the car park on an ongoing basis
3. Remove any graffiti within 3 working days
4. Ensure compliance with the smoking ban for locations with a collective use.

4. Contribute to customer safety
1. Ensure the CCTV equipment functions properly
2. Remove any spillages of slippery substances
3. Ensure staff receive training on fire drills and provide effective fire fighting
equipment

5. Informing the customer
1. Provide maps of Cannes for customers
2. Inform customers of the free E'lo shuttle bus service and display of the
route of this bus around the town centre.
3. Display and present tourist and cultural information issued by the Tourist
Office.
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Signatories of the Only Cannes Charter:

Jacques POULAIN
Chief Executive Officer,

UNIPARC CANNES SNC
Interparking France SA

Jacques POULAIN
Chief Executive Officer,

Interparking France SA

Bernard GONZALEZ

Managing Director, EFFIA Stationnement

Dario PEREZ

Manager EQUIPTECH

For the Town of Cannes and the Palais des Festivals et des Congrès,

David LISNARD
Deputy Mayor of Cannes responsible for Tourism
and Economic Development Chairman of the Palais des Festivals and the Congress - Office of Tourism

In the presence of:

Bernard BROCHAND
Deputy Mayor of Cannes

In the presence of:

Jean-François TONNER
Deputy Mayor of Cannes responsible for transport, traffic and parking.
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