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1. Introduction

The review by Member States of the RETOSA Harmonize Accommodation Star
grading Standards, originally prepared in 2011, took place five years later at
RETOSA headquarters in Johannesburg, South Africa when representatives from 11
RETOSA member states came together for two days to both present the status of
their individual grading system in their country as well as assess the status of the
current standards.

The two-day workshop was opened by RETOSA acting Executive Director Simba
Mandinyenya who gave an introduction and background to the grading standards as
well as the anticipated output from the workshop.

The presentation was followed by workshop facilitator, James MacGregor, tourism
consultant and the original author of the Southern Africa Harmonized
Accommodation Grading Framework and the preparation of the grading standards for
the six accommodation categories.

His presentation emphasized the continued importance of national and regional
harmonized accommodation standards, which research demonstrates are currently
considered as one of the top three sources of information about accommodation in
the destination.

He also stressed the need to update the standards to reflect contemporary
accommodation trends including the requirements of the expanding millennial market
segment, new in-room technologies as well as responding to the need for increased
security.

There were also presentations by several experts whose insights contributed to the
further development of the standards.

Thembi Kunene reminded delegates of the steps involved in the decision-making
process as well as the use of online management systems to track comments.

Nvashnee Naidoo give a presentation of the work that she is doing as executive
director to the Fair Trade Association in South Africa.

Lorraine Jenks also gave an impassioned presentation on the importance of
diligence in protecting the environment from various pollution sources.

Finally individual presentations and updates of their programs where are provided
from the attending nations including;

Namibia, Lesotho, Democratic Republic of Congo, Malawi, Zimbabwe,
Botswana, Swaziland, South Africa, Zambia and Mozambique.

The most obvious conclusion from these presentations was the various status
of the Star Grading Programs in each of the countries.




Furthermore it seems that some countries, including Lesotho and the DRC have
completely embraced the RETOSA Harmonized Accommodation Star Grading
standards while other countries are using their own standards.

Those with their proper standards include;
1 Mozambique, Zimbabwe, Zambia Namibia, Botswana and South Africa are
working within their own standards.

Swaziland and Malawi at this time does not have a program in place.

This variation in the application of the harmonized standards is understandable
particularly because several countries including Namibia, South Africa, Zimbabwe
and Botswana had a well-established program in place before the preparation of the
RETOSA standards. Mozambique on the other hand built their system based on the
Portuguese program.

Nevertheless countries such as Lesotho, which in 2013 developed their
accommodation grading system is entirely based on the RETOSA standards. The
DRC, while it does not have a full program in place, also uses the RETOSA
standards.

South Africa of course has being a leader in accommodation grading over the past
12 years. They too have instituted changes and updates in their grading standards
and in particular have added universal accessibility and responsible tourism
standards to their overall program.

They have also increased the number of categories and now have standards for 12
different types of accommodation.

Botswana has also added green standards to its basic accommodation program. It
would seem these and other countries are increasingly adding sustainability
standards to their overall programs.

Nevertheless, despite the rationale behind different countries offering different
standards and scoring systems within the harmonized framework, there still seems to
be an need to integrate a set of basic standards over the entire RETOSA system to
ensure some uniformity and standardization.

It is obvious that there may not be a comprehensive harmonized grading system over
the 14 member states of RETOSA in the near future. However this is understandable
and the challenge is to work within the structure of the program for each member
state and ensure, where possible, that common or minimum standards are respected
and integrated into each system.

1 Developing regional minimum standards

Because of the various grading systems it was therefore decided that one of the
more obvious methods of encouraging harmonization was to establish, based on the
current standards, a set of minimum standards that all member states can accept
and integrate into their individual programs.



Following the workshop, an assessment was made of each of the 1850+ RETOSA
harmonized standards within the six categories of accommodation including;
1 Urban hotels,
Vacation resorts,
Guesthouse and B + B,
Self-service apartments,
Nature lodge
1 Campgrounds.
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Furthermore the standards where reviewed within the context of the one, two, three,
four and five star structure.

The purpose was to identify the basic standards or what are called the 6 mi ni mu m
st and athatl wold typically be consi der ed awithinbamys gragling i al 06
program in the region and more specifically within the RETOSA Harmonized
Accommodation Star Grading Program.

These standards are not to be confused with 6 mi ni mum r e g which arenent s 06
those most basic standards that are required, to legally (usually) operate as an
accommodation facility. In most cases the 1-star standards are those that must be

adhered to in any operating tourist accommodation facility. In fact, in many countries

those accommodation businesses that scores below the minimum requirements

cannot be graded and probably should not receive a business license renewal.

Instead the minimum standards address all aspects of the various accommodation
categories and succinctly select those standards that when taken together, within
each category, provide a fundamental basis for preparing the standards in any
member state.

In other words, it would be expected that all member states include, within their
program, standards that reflect the proposed dninimum standards6as outlined in this
report.




2. Additional categories requiring new standards

The tourist accommodation sector, in southern Africa and the Indian Ocean is
evolving at a rapid pace. As well with 4% to 5% annual growth in the international
tourism market to the region it can be expected that there will be several hundred
new accommodation facilities opening in the next two or three years. Consequently,
the scope of the accommodation sector will become more diverse as the harmonized
grading system reflect the growth in the various categories of tourism services.

In other words, to the extent possible both the existing six accommodation categories
as well as the new categories must be able to respond to emergent market demand
and accommodation category types.

South Africa, for instance, has realized this requirement and has added several new
accommodation categori es acategoneintd Natare Lodge vi de d
and Safari or Hunting Lodge. South Africa now has 12 accommodation categories.

On the other hand, some countries such as Swaziland have only five categories.

Therefore in reviewing the RETOSA standards it seems logical to both considered
splitting some categories as well as adding new categories.

A. Separating the accommodation categories

In terms of separating categories, the following have been considered;
a) Dividing the urban hotel category into;
i) full service hotel and
i) boutique hotel.

b) Dividing the current guesthouse and B+B category into two distinct
categories.

I.  Guest house

ii. Bed and breakfast

B. Adding new categories

Other types of accommodation that are expanding in Southern Africa and potentially
required new standards include;
1 Tented Safari camps
Hostels and back packer accommodation
Bungalows or chalets
Homestays

1
1
1
1 Ecolodge



2.1 Proposed new categories
At this point, the following categories are considered for reclassification.

a) Guesthouse and bed-and-breakfast which are currently classified under one set
of standards would be divided into two separate categories: Guesthouse and B + B.

The growth in guesthouses in the past 5 years has being substantial and
consequently has resulted in larger, more diverse and even luxurious facilities. Some
appear to be similar to small hotels with those features and amenities sometimes
found in the boutique hotel.

So it seems justified to create two distinct categories: one for the Guesthouse
category and one for the Bed and Breakfast (B+B) category.

b) Urban hotels could be separated into;
1) Full service hotels and
i) Boutique hotels

Within a typical grading system it is difficult for the boutique hotel to compete on
grade scores with the larger full service hotels which naturally have a much broader
range of facilities, particularly recreation facilities including a swimming pool,
gymnasium, spa, sauna and steam room, large conference facilities etc.

While these leisure facilities are desirable for some clients, others prefer smaller
properties with high-quality dining, unique professional and interior design, and
exceptional quality and amenities in the bar, lounge, and guestrooms. However
because of the additional points given to the recreation facilities it is impossible for a
boutique hotels with five-star facilities and features to acquire more than 3 or 4 stars
because of their lack of this equipment. In most cases these amenities are not even
required by the boutique hotel clients who are more interested in the unique
characteristics, privacy and intimacy of the smaller boutique hotel.

Therefore it is proposed that the current urban hotel category be divided into full
service hotel and boutique hotel.

c) Bungalows and/or Chalets

This type of facility is different then the standard nature lodge which typically would
be based on a single standalone accommodation unit with only possibility of a few
chalets on the property.

The bungalows or chalets on the other hand are distinctive units, typically with limited
cooking facilities and a kitchenette and including amenities not found in the
standalone lodge. As self-contained units they are different from the standard lodge
guestrooms, which would not have food preparation facilities and equipment.

On the other hand a restaurant, bar, lounge and recreation facility/building may still
be a part of this category of accommodation.
b) Fixed-Tent Safari Camp



This facility should not be confused
safaricampor ¢ a mp gwhichusatslup and breaks down only during the guests
stopover (usually 1 night). The fixed-tent safari camp is permanent and the tent
structures usually include a wooden floor, partial side walls, as well as fixed
washrooms/showers. The site also includes many of the features of a campground
including recreation buildings and equipment (e.g. swimming pool, tennis court, mini
golf, etc.). In many locations it can provide the same services as chalets and cabins.

While this approach has applications on any site, this facility is also popular in a more
remote location because of the lower transportation and construction costs. The
clients stay, for extended periods, in a fixed tented structure, which may or may not
have limited cooking facilities or toilet, shower and washbasin.

c) Hostel or backpackers Lodge

The millennial tourist, which now constitutes upwards of 30% of all international
travellers, is frequently interested in a more experiential trip and prefers longer
excursions and spending their money on activities and cultural/nature encounters
rather than accommodation.

There is substantial International growth in this type of the facility and it would seem
appropriate to develop standards for southern Africa.

d) Additional harmonized standards programs for consideration

RETOSA plays and extremely important role in coordinating tourism activities,
products and quality standards across the SADC region.

In fact it is possible that the most important role the Harmonized Accommodation
Star Grading standards plays is to establish basic quality, sustainability and
inclusiveness within the accommodation sector for each member states; including
those that have developed their individual national grading program.

This RETOSA leadership role is very important to the development of tourism
in the region.

Consequently it may now be appropriate to assess the RETOSA role in advancing
standards beyond the current accommodation categories.

Four areas are proposed for consideration;

Conference and meeting facilities for the MICE market
Ecolodge for the ecotourism market

Tour operators

Tourist attractions

Restaurants
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Conference and Meeting Facilities

The number of conference and meeting facilities is growing rapidly as both
hotels and individual investors develop these services for an expanding
market.

Government agencies and NGOs, for instance, who once used their own
facilities for meetings now prefer to rent space and equipment from the
accommodation sector and others who are providing comprehensive
conferencing/meeting facilities and services.

International agencies and foreign NGOs also contribute to the expansion of
this market as they hold their meetings throughout southern Africa.
Consequently, it would be of interest for most Ministries of Tourism and their
responsible grading agency to promote, both nationally and internationally, the
standards of their conference and meeting space within a harmonized grading
system.

It would seem appropriate then to consider developing these standards within
the next 2 years.

Ecolodge

The ecolodge is potentially a popular destination accommodation facility in
southern Africa. However only a few countries including Botswana, Seychelles
and Mauritius have developed criteria for this accommodation category.

While there are distinct standards, within the RETOSA harmonized grading
standards that deal with environmental and responsible tourism, there is an
increasing need to specifically certify the Ecolodge with separate standards
that go beyond those in the current responsible tourism category.

A distinctive regional level harmonized ecolodge star grade would be
appealing to the international (and regional) ecotourist and those tour
operators promoting environmentally responsible tourism and ecotourism.

Tour operators and operations

Tour operators, both domestic/regional and international, are essential to the
continued success and expansion of the tourism industry in southern Africa.
As a long-haul destination, most international travelers come to the region via
a tour operator package and typically visit two or more countries during their
itineraries. For this reason, it is important to establish specific harmonized
grading standards for the tour operator sector.

Tour operator standards concern quality of transportation vehicle, tour guides,
visitor services, safety, Information services, etc. as well as environmental
impacts and the CO2 emissions.

A recognized tour operator grading program would be an important marketing
tool for the region and strengthen the overall tour operation product.



Tourist attractions

There are hundreds of attractive, entertaining and informative tourist
attractions throughout Southern Africa. They range from museums and
heritage buildings to traditional cultural villages to visitor interpretation centers.

The characteristics of these attractions varies from country to country and
region to region within each country. Consequently, a set of common
standards and a grading system can substantially assist individual travelers,
small groups and tour operators to appreciate the value of each attraction.

Again a star grading or certification system will encourage greater interest in
the southern Africa dest i npavideamimpartarmt
tool for tour operators who are developing regional packages.

Restaurants

Food services are a critical component to the tourism experience. In particular,
food preparation hygiene and the use of qualified staff in proper kitchens have
become extremely important to individual travelers and tour operators.

The recent increase in lawsuits resulting from food poisoning have
encouraged operators to be increasingly diligent in selecting restaurants for
their itineraries.

Also the growth in culinary and gastronomy tourism is an important new
market segment for the diverse food and beverage services of southern Africa.

It therefore seems timely to establish quality standards for restaurant
operations including their kitchen, food storage, public washrooms, dining
area, staff training, medical certification, etc.

218,



3. The proposed minimum standards

The minimum standards have been prepared to be applicable and acceptable to all
member states.

Approximately 55 1 65 minimum standards our proposed in each of the star grades
within the current six categories of accommodation.

These standards represent a concise yet complete set of statements that can be
used by all members states for ensuring overall coordination and synchronization of
the standards across the various national grading systems.

Once they are distributed to each of the country representatives it will be their
responsibility to review them and identify how they coincide and contribute to their
own national standards.

They are understandably similar to the updated RETOSA Accommodation Star
Grading Standards. However those standards that may require modification, due to
the context in various member states, have typically not been included.

Instead the focus is on those fundamentals of any grading program that must be
implemented in order to maintain the highest International standards and
classification.

The minimum standards are as follows:

10
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Urban Hotel

1 STAR

QUALITY ASSURANCE MINIMUM STANDARDS

E ]
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The hotel fulfills all applicable statutory obligations associated with local and other authorities.
The hotel should have at least 10 accommodation units to let.

The establishment should be suitable for an Urban Hotel

The establishment should be in harmony with the natural and/or built up environment and in
conformity with the building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained

The premises shall be used primarily for the tourist lodging and for the provision of breakfast.
The premises shall have in the public washrooms and bedrooms and a means of space
heating/cooling capable of maintaining a comfortable room temperature.

Existence of the hotel signage on the outside of the exterior of the premises

Good appearance/maintenance/ condition. Minor maintenance issues may be present

Where land is available, landscaping should be done and be well maintained.

Adequate parking space in close proximity of the hotel. Special parking and access for the
disabled/handicapped. The number of parking space should be in conformity with the local
building code

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.

Corridors and stairs in good repair, well lit and free from obstruction

Toilets for guests and casual patrons shall be separate for men and women and shall be
located adjacent to or easily accessible from both the entrance and the public areas

Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than .5 sg. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and at
least one window to provide natural light

At least one multi- purpose room with good furniture.

An appropriate reception area suitably designed for receiving guests

The reception shall be under the regular supervision of a person, or persons, trained or
experienced in hospitality.

Staff greet the guests and handle check in/ check out and provide information with a good
standard of customer care.

Appropriate and relevant guest information should be available including: a) Tourism services,
b) Emergency and fire exit procedures, c) hotel services, internal telephone directory and
tariffs, and menus should be provided, All information should be in English and the local
(national) language and at least one other internationally recognized language.

At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 30% of the bed capacity.

Tables and seating are of an appropriate size and height to enable guests to eat in comfort
and allow easy, flexible arrangement and permit guests and staff to circulate easily in the
dining area.

12



1 Kitchen: Area including food stores and pantry should be in proportion to the capacity of the

establishment, but shall not be less than half sq. m. per guest bed.

The kitchen shall comply with the requirements of the Food Hygiene Regulations

Worktops and food preparation areas should be stainless steel or other impervious materials,

and should include an adequate number of sinks, with hot and cold running water. Basic

utensils and cooking equipment should be provided. All should be of good quality and kept in
good and clean condition

1 The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.

1 Atleast one bar should be conveniently located near the dining room/ restaurant and/or lounge,
or may be part of the restaurant
Bedroom minimum floor area including entrance area but exclusive of bathroom:

- Single: 12 sg. m.

- Twin/ Double: 15 sq. m.

- Double and Single: 20 sg. m.
- Three beds/ Triple: 21 sq. m.
- 2 double beds: 22 sg. m.

1 Every room should be fitted with a clean and comfortable bed of not less than: 120 x 190 cm
for single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.

1 A color TV with remote control minimum size 35cm/14". All available channels (including

radio) properly tuned in. Television mounted on a wall bracket. If television is not provided in

the bedrooms, there should be access to a lounge that has comfortable easy seating and a

320 f | atelevisian ate@extra charge.

An ADSL Internet connection is available in all rooms and throughout the premises.

Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept

wrapped or in lidded containers. Crockery, cutlery and drinking glass protected

1 Bathrooms/ WC should be ensuite with a minimum floor area of 3.8 sq.m where facilities
include bath/shower with splashguard (fitted shower curtains or splash screens); 3.5 sq. m
where facilities include a shower unit only.

1 Bathroom amenities include lidded sanitary bin or bags, toilet brush, toilet paper, 1 water glass

per guest and basic toiletry products (soap and shampoo)

All bedrooms are cleaned daily, and checked to ensure a very high standard of cleanliness.

There should be a documented Human Resource Management Policy specifying: Terms and

conditions of service, Schemes of service, employee reward/ incentive schemes, in house and

external training programs.

1 General management of the establishment should be under a qualified person, certified by

appropriate national/international authorities.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well maintained dining room of adequate size in relation to the number of staff,

well ventilated, lit and functionally furnished,

=a =4
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UNIVERSAL ACCESSABILITY MINIMUM STANDARDS

1 Accessible sleeping rooms or suites shall include one accessible room for every 25 units
(below 100 units). Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll-in shower.

Staff should be briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an

access aisle that is 96 in (2440 mm) wide minimum and shall be designated"vanac cessi bl e. 0

1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

1 Passage Width. To UA rooms: The minimum clear width for single wheelchair passage shall
be 32 in (815 mm) at a point and 36 in (915 mm)

1 Accessible toilets for guest rooms shall comply with the following: The height shall be 170
t o @3 dnm to 485 mm), measured to the top of the toilet seat. Grab bars for water closets
not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.

1 A shower spray unit with a hose at least 60 in (1525 mm) long is provided.

=a =4
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The shower st all (9% mmIXP15 mm) akdévil fit Kto thesspace required for
a bathtub. A seat shall be mounted 176to 190 (430 mm to 485 mm) from the bathroom floor
and shall extend the full depth of the stall. Grab bars shall be provided. Faucets and other
controls shall be appropriately located.

RESPONSIBLE TOURISM MINIMUM STANDARDS

=a =4
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The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility has implemented a modest environmental management system and considers
environmental, sociocultural, quality, health, and safety issues

Information and interpretation pamphlets about the local community, natural features,
surroundings, local culture, and heritage are provided to guests.

The facility has a gender equity policy including at least 1 management position if applicable.
There is no use of child labour or exploitation of adolescents.

The hotel can demonstrate basic fair trade employment practices in relation to race, gender
and disability and including capacity building, transparency and accountability, generation
equity and family orientation

The hotel activities do not have a negative impact on local basic services, such as water,
energy, transportation or sanitation.

A bvi si tuosre eanvearrgeyness programd is implemented

conserve energy.

Thef acility has an active O6linen policyd and

not want them washed. A sign identifying the policy is strategically located.

Water flow restrictors reduce flow to 10L/min in 40% of the taps and showerheads in the
facility.

The facility has a general Waste Management Plan that exceeds compliance with
government regulation by actively reducing packaging, composting, using refillable amenity
dispensers, donating surplus/used items to local communities.

At least 80% (by volume) kitchen waste is composted and used on the landscaping.

The facility can provide a basic Purchasing Plan that demonstrates how the facility chooses
products with longer life span, products that can be recycled and/or reused, buys in bulk, buys
concentrates and reduces packaging. One signed purchase agreement with a local suppliers
for the purchase of local goods and/or services

The facility can demonstrate that 30% of the employees and 50% of management participate
in a basic annual environmental management training program

The facility can provide a basic Community Relations Plan and demonstrate at least one
significant community-oriented initiative each year

The facility has a basic Visitor Code of Conduct that was prepared in collaboration with the
local or neighbourhood stakeholders and seeks to minimize negative impacts on local
populations and protects heritage sites

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate.

2 STAR

QUALITY ASSURANCE MINIMUM STANDARDS

E R

The hotel fulfills all applicable statutory obligations associated with local and other authorities.
The hotel should have at least 10 accommodation units to let.

The establishment should be suitable for an Urban Hotel

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

14

and

reque



=a =

= =4 =4

= =

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways
Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained
The premises shall be used primarily for the tourist lodging and for the provision of meals
which shall include breakfast and dinner.
The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining a comfortable room temperature.
Existence of the hotel signage on the outside of the exterior of the premises
Good appearance/ maintenance/condition. Minor maintenance issues may be present
Grounds and gardens well maintained, kept tidy and safe. Adequate and functional garden
furniture provided.
Adequate parking space in close proximity of the hotel. The number of parking space should
be in conformity with the local building code
The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the facility.
Corridors and stairs in good repair, well lit and free from obstruction
Public toilets for guests and casual patrons are provided separately for men and women and
are located adjacent to or easily accessible from both the entrance area and the public
facilities
Minimum size lobby/lounge, bar and covered terraces respect building code but not less than
.5 sq. m per guest bed. A) floor to ceiling height of not less than 2.4 meters, and B.) At least
one window to provide natural light
At least one multi- purpose room with good furniture
An appropriate reception area suitably designed for receiving of guests.
Staff greet guests and handle their check in/ check out and provide information with a good
standard of customer care.
Appropriate and relevant guest information should be available including: a) Local tourist
information, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least one other internationally recognized
language.
At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 30% of the bed capacity.
Tables and seating shall be of adequate size and height to enable the guests to eat in comfort
and allow easy, flexible arrangement and permit diners and staff to circulate easily in the
dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate.
Kitchen: including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than .5 sq. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Food preparation benches and areas should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment are provided and should be of good quality and
kept in good and clean condition
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant
and/or lounge, or may be part of the restaurant
Bedroom minimum floor area including entrance area but exclusive of bathroom:

- Single: 12 sg. m.

- Twin/ Double: 15 sq. m.

- Double and Single: 20 sg. m.

- Three beds/ Triple: 21 sq. m.

- 2 double beds: 22 sg. m.

15



1 Guestrooms: All fitted with a clean and comfortable bed of not less than: 120 x 190 cm for
single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190 cm. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.

1 A color TV with remote control minimum size 50cm/19". All available channels (including

radio) properly tuned in. Television may be mounted on a wall bracket.

An ADSL Internet connection is available in all rooms and throughout the premises.

Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept

wrapped or in lidded containers. Crockery, cutlery and drinking glass provided.

1 Bathrooms/ WC should be ensuite with a minimum floor area of 3.8 sq. meters where
facilities include bath/shower with splashguard (fitted shower curtains or splash screens); 3.5
sg. meters where facilities include a shower unit only.

1 Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap and shampoo)

1 Guestrooms: cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh.

1 There should be a documented Human Resource Management Policy specifying: Terms and
conditions of service, Schemes of service, employee reward/ incentive schemes, in house and
external training programs

1 Under the supervision of a person suitably trained (diploma) and 3 years experience in hotel

management, assisted by one or more persons with similar training.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well-maintained dining room of adequate size in relation to the number of staff,

well ventilated, lit and functionally furnished.

= =4
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UNIVERSAL ACCESSABILITY
9 Accessible guestrooms or suites shall include one accessible room for every 25 units (below
100 units). Beyond 100 room or more, 1 accessible room for every 50 units. Accessible rooms
in properties with more than 50 units shall include a roll-in shower.
Staff should be properly briefed and trained on the handling of special needs guests.
1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an
access ai s l|(z240tmmaviide misn i9rdwm and shall be designated
1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.
1 Guest room accessible toilets shallcomplywi t h t he foll owingtoH&bBght
(430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water closets not
located in stalls and behindt he wat er c¢ | o@®Xmm)arinenunh. be 360
1 Ashowersprayuni t with a hose (152bain)londg 8hoveet stall shaalslt BedD 63 6 6
X 360 (915 mm bfitint® thé spaceniequiged for a bathtub. A seat shall be
mounted 170to 190 (430 mm to 485 mm) from the bathroom floor and shall extend the full
depth of the stall. Faucets and other controls shall be appropriately located.
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RESPONSIBLE TOURISM

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility has implemented a modest environmental management system and considers

environmental, sociocultural, quality, health, and safety issues

1 Information and interpretation pamphlets about the local community and natural features,
surroundings, local culture and heritage are provided to guests.

1 The facility has a gender equity policy including at least 1 management position if applicable.
There is no use of child labour or exploitation of adolescents.

1 The facility demonstrates basic fair trade employment practices in relation to race, gender and
disability and including capacity building, transparency and accountability, generation equity
and family orientation

1 The hotel activities have no negative impact on local basic services such as water, energy,
transportation or sanitation.

=a =4
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AOvisitorsenearwqry enes ssinmplenegtedaanddncludes guest methods to
conserve energy

The facility has an active 61 i ruptheir pwdsiiftgydo
not want them washed. A sign identifying the policy is strategically located.

The hotel can produce a general Waste Management Plan that demonstrates going beyond
compliance with government regulation by actively reducing packaging, composting, using
refillable amenity dispensers, donating surplus/used items to local communities.

At least 80% (by volume) kitchen waste is composted and used on the landscaping.

The hotel can provide a basic Purchasing Plan that demonstrates how the facility chooses
products with longer life span, products that can be recycled and/or reused, buys in bulk, buys
concentrates and reduces packaging. Two signed purchase agreement with local suppliers for
the purchase of local goods and/or services.

The hotel demonstrates that 30% of the employees and 50% of management participate in a
basic annual environmental management training program

The hotel can provide a basic Community Relations Plan demonstrate at least one
significant community-oriented initiative each year

The hotel demonstrates a basic Visitor Code of Conduct that has been prepared in
collaboration with the local or neighbourhood stakeholders and seeks to minimize negative
impacts on local populations and protect heritage sites

The facility can demonstrate an annual water and energy monitoring plan or audit

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate.

3 STAR

QUALITY ASSURANCE MINIMUM STANDARDS

=A =4 =4
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The hotel fulfills all applicable statutory obligations in relation to local and other authorities.
The hotel should have at least 10 accommodation units to let.

The establishment should be suitable for an Urban Hotel offering easy accessibility, safety,
comfort and tranquility

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

The facility shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways

The facility shall be used primarily for the tourist lodging and for the provision of meals which
shall include breakfast, lunch and dinner.

The premises shall have, in all the public areas and, a means of space heating/cooling
capable of maintaining a comfortable room temperature.

Very good appearance/ maintenance/condition. No obvious maintenance issues.

Very good landscaping and aesthetic appeal. Grounds and gardens are well maintained and
an attractive appearance all year round

Adequate parking space in close proximity of the hotel. Special parking and access for the
disabled/ handicapped. The number of parking space should be in conformity with the local
building code

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the facility.

Corridors and stairs in good repair, well lit and free from obstruction

Public toilets for guests and casual patrons shall be provided separately for men and women
and shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained.
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Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 1 sq. m per guest bed. A) floor to ceiling height of not less than 2.4 meters, and B.) At
least one window to provide natural light.
At least one large room of not less than 75 sg. m. comfortably furnished, sound proofed and
well maintained, with quality audio-visual and Internet facilities
A reception area suitably designed for receiving of guests with a separate concierge service
area,
The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Hotel Management and fully capable of operating the premises.
Porterage service during daytime operation.
Staff greet guests and handle 24 hour check-in/check- out, including express check out,
provide information and quality customer care.
Appropriate and relevant guest information should be available including: A) Tourism
information, B) Emergency and fire exit procedures, C) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least one other internationally recognized
language.
At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 40% of the bed capacity.
Tables and seating shall be of adequate size and height to enable the diners to eat in comfort
and allow easy, flexible arrangement and permit diners and staff to circulate easily in the
dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Professional service with trained staff in terms of product knowledge and service
sequence.
Kitchen including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 1 sq. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Worktops and food preparation tables should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment should be provided. All should be of good quality
and kept in good and clean condition.
Kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant and/or
lounge, or may be part of the restaurant
Guestrooms: Minimum Floor Area including lobby area but exclusive of private bathroom:

- Single 15 sg. m.

- Twin/ Double 16 sq. m.

- Double and Single 20 sqg. m.

- Three beds/ Triple 21 sq. m.

- 2 double beds: 23 sq. m.
Every guestroom should be fitted with a clean and comfortable bed of not less than: 120 x 190
cm for single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.
A flat screen TV withremote contr ol mi n i m.uAlhavalable ehan®eésqimeluding o
radio) properly tuned in. Television may be mounted on a wall bracket.
An ADSL Internet connection is available in all rooms and throughout the premises.
Teal/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass provided.
Bathrooms should be en suite with a minimum floor area of 4.5 sq. meters where facilities
include bath/shower with splash guard (fitted shower curtains or splash screens); 5 sq. meters
where facilities include a shower unit only.
Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap, shampoo, bath gel, body lotion) cotton
tips/ pads, paper tissues, sewing kit presented on a tray or basket
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1 All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.

1 A documented Human Resource Management Policy available specifying: Terms and
conditions of service, employee reward/ incentive schemes, in-house and external training
programs

1 Under the supervision of a person suitably trained and experienced in hotel management,

assisted by one or more persons with similar training. Continuous training, including in house

programs should be available.

Staff should be medically examined regularly, in-line with statutory health regulations

A clean and well maintained dining room of adequate size for the number of staff, well

ventilated, lit and functionally furnished,

=a =4

UNIVERSAL ACCESSABILITY

1 Accessible guestrooms or suites shall include 1 accessible room for every 25 units (below
100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll- in shower.

Staff should be properly briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an

access aisle 960 (244@emm)gnwitcea thivminmamcansasdi bl e. 0

1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

1 Accessible toilets for guest rooms shall comply with the following: The height of shall be 17
in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water
closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.

1 Ashowersprayunit wi t h a h o s(25anm) ldng shalltbe pBolided. The shower
stall shall b e 39&50mmXandvélldit intoGhe Spacenraquixed for a bathtub. A
seat shall be mounted 176to 190 (430 mm to 485 mm) from the bathroom floor and shall
extend the full depth of the stall. Grab bars shall be provided. Faucets and other controls shall
be appropriately located
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RESPONSIBLE TOURISM

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility is implementing a comprehensive environmental management system that reflects

the scale and location of the building and considers environmental, sociocultural, quality,

health, and safety issues.

1 Information and interpretation pamphlets and videos about the local community, natural
features, surroundings, local culture, and heritage is provided to guests. Explanation of
appropriate behavior while the community is provided.

1 The hotel has a gender equity policy including at least 2 management positions if applicable.
There is a written policy against child labour or exploitation of adolescents.

I The facility can demonstrate basic fair trade employment practices in relation to race, gender
and disability and including capacity building, transparency and accountability, generation
equity and family orientation

1 The facility activities do not have a negative impact on local basic services, such as water,
energy, transportation or sanitation.

T A Ovisit-ouse eawaggness pr ogr amodenmosstratesmipdividuale nt e d a
methods to conserve energy and water.
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T The facility has an ac tsiguests tdhangrup their pwdsiifthgy@o and r e ¢
not want them washed. A sign identifying the policy is strategically located.

T Atleast30 % of al | the appliances -iateh@& facgli Epergye
low energy consumption including high consumption appliances and at least 70% of the
lighting is by |l ow consumption fixtures (CFLG6s or

1 100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 70% of the taps and showerheads in the facility
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The hotel can produce a comprehensive 5-year Waste Management Plan that demonstrates
going beyond compliance with all government regulation by actively reducing packaging,
composting, using refillable amenity dispensers, donating surplus/used items to local
communities.

All biodegradable waste is composted and used on the landscaping.

An available professional Purchasing and Consumption Plan demonstrates how the facility
purchases materials with low energy use during product manufacturing, and has 4 signed
agreement with a local suppliers for purchasing of local goods and/or services

The facility demonstrates that 60% of the employees and 100% of management participate in
a basic annual environmental mana we okay okaygement training program

The hotel has a 2-year Community Relations Initiative Plan or equivalent and has a public
relations representative and organizes at least 2 community-oriented initiative each year

The hotel can demonstrate a Ni g e | sai d that Bi dasic ¥iditer Code i
Conduct that has been prepared in collaboration with the local stakeholders and seeks to
minimize negative impacts on local populations and protects heritage sites as well as supports
the protection of natural or cultural resources through direct financial and volunteer
contribution of the staff.

The hotel can demonstrate an annual water, energy, waste management and employee
awareness monitoring plan or audit

Customer satisfaction is measured through questionnaires and regular surveys. including the
use of follow-up electronic questionnaires immediately after all guests departure. Corrective
action taken is documented.

4 STAR

QUALITY ASSURANCE MINIMUM STANDARDS
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The hotel fulfills all applicable statutory obligations in relation to local and other authorities.
The hotel should have at least 10 accommodation units to let.

Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

The establishment should be suitable for an Urban Hotel offering easy accessibility, safety,
comfort and tranquility

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained but with a
degree of luxury in the quality, materials, design, workmanship and finish

The premises shall be used primarily for the tourist lodging and for the provision of meals
which shall include breakfast, lunch and dinner.

The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining a comfortable room temperature.

Existence of the hotel signage on the outside of the exterior of the premises

Very good appearance/ maintenance/ condition. No obvious maintenance issues.

Excellent appearance/ maintenance/ condition. No maintenance issues.

Very good landscaping and aesthetic appeal. Grounds and gardens well maintained and
excellent appearance all year round

Adequate parking space in close proximity of the hotel. Special parking and access for the
disabled/ handicapped. The number of parking space should conform with the local building
code. Space should be well paved, marked and secured. Marked walkways should be
designated. A car park security officer or another means of surveillance should be available
24 hours a day.
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The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.
Corridors and stairs in good repair, well lit and free from obstruction
Toilets for residents and casual patrons shall be provided separately for men and women and
shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms
Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 1.5 Sq. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and B.)
At least one window to provide natural light.
An appropriate area suitably designed for receiving of guests should be available
At least one large room of not less than 75 sg. m. and at least two smaller ones, carpeted,
well lit and maintained. High quality furnishings and fittings with high quality audio-visual and
internet facilities
An appropriate Reception area suitably designed for receiving of guests with a separate
concierge service area, and customer service/public relation area to assist guests.
The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Hotel Management and fully capable of operating the premises.
Porterage available 24 hours, luggage delivered promptly to room. Porter with good
knowledge of the hotel
Staff greet guests and handle 24- hour check-in/ check- out , provide information with a good
standard of customer care. Including express check out, anticipation of the frequent guests'
preferences and exigencies.
Appropriate and relevant guest information should be available including: a) Tourism services
providers, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least two internationally recognizable
language.
At least two restaurants, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 80% of the bed capacity.
Tables and seating shall be of adequate size and height to enable the diners to dine in
comfort and allow easy, flexible arrangement and permit diners and staff to circulate easily in
the dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Seamless, lavish and professional service with well-trained staff demonstrating
various customer oriented skills
Kitchen: Area including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 3 sq. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Worktops and food preparation areas should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment should be provided. All should be of good quality
and be kept in good and clean condition.
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant
and/or lounge, or may be part of the restaurant.
Minimum Bedroom Floor Area including lobby area but exclusive of private bathroom:

- Single: 15 sqg. m.

- Twin/ Double: 20 sq. m.

- Double and Single: 20 sg. m

- Three beds/ Triple: 22 sq. m.

- 2 double beds: 24 sq. m
Every room should be fitted with a clean and comfortable bed of not less than: 120 x 190 cms
for single beds and 160 x 190 cms for double beds, 190 x 122 cms beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cms
thick with two matching pillows; foam rubber or cotton of high quality is recommended.
A Flat screen TV with remote control minimum size 32". Multi channels (including radio)
properly tuned in. Television may be safely mounted on a wall bracket.
An ADSL Internet connection is available in all rooms and throughout the premises.
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1 Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass protected with a well-
stocked and lavish hospitality tray with chocolates and/ or fruits in season.

1 Bathrooms/ WC should be en suite with a minimum floor area of 4.5 sq. meters where
facilities include bath/shower with splashguard (fitted shower curtains or splash screens); 5
sg. meters where facilities include a shower unit only.

1 Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap, shampoo, bath gel, body lotion) cotton
tips/ pads, paper tissues, sewing kit presented on a tray or basket

1 All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms looking clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.

1 There should be a documented Human Resource Management Policy specifying: Terms and
conditions of service, Schemes of service, employee reward/ incentive schemes, in house and
external training programs

1 A highly trained and experienced person, assisted by personal with relevant professional

qualifications in their respective fields (F and B, housekeeping), Comprehensive in-house

training programs should be in place.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well-maintained dining room of adequate size in relation to the number of staff,

well ventilated, lit and functionally furnished, including basic recreational facilities should be

provided

= =4

UNIVERSAL ACCESSABILITY

1 Accessible sleeping rooms or suites shall include one accessible room for every 25 units
(below 100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll- in shower.
Staff should be properly briefed and trained on the handling of special needs guests.
1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an
access aisle that is 96 in (2440 mm) wide minimum
1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.
1 Accessible toilets for guest rooms shall comply with the following: The height of shall be 17
in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water
closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.
T Ashowerspray wunit with €526 mm)dongashall beeravided. Fhz shower
stall s hal | (915 emm By®TH5 mimyand3wdll dit into the space required for a bathtub.
A seat shalll be mounted 170 to 190 (430 mm to 48
extend the full depth of the stall). Grab bars shall be provided. Faucets and other controls
shall be appropriately located
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RESPONSIBLE TOURISM

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility is implementing a comprehensive environmental management system that reflects

the scale and location of the building and considers environmental, sociocultural, quality,

health, and safety issues.

1 Information and interpretation pamphlets and videos about the local community, natural
features, surroundings, local culture, and heritage is provided to guests. Explanation of
appropriate behavior while the community is provided.

1 The hotel has a gender equity policy including at least 30% of the management positions.
Management training is available. There is a written policy against child labour or exploitation
of adolescents.

1 The hotel can demonstrate basic fair trade employment practices in relation to race, gender
and disability and including capacity building, transparency and accountability, generation
equity and family orientation

= =
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The hotel activities do not have a negative impact on local basic services, such as water,
energy, transportation or sanitation.

A &6vi si tuosre eanwearrgeyness programd is i mplemented and

conserve energy.
The facility has an active O6linen policybd
not want them washed. A sign identifying the policy is strategically located. Keisha
Atleast50 % of al | the appliances -iatedh@& facgl.i
low energy consumption including high consumption appliances and at least 70% of the
lightingis by | ow consumption fixtures (CFL6s or
100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 100% of the taps and showerheads in the facility

The hotel can produce a comprehensive 5-year Waste Management Plan that demonstrates
going beyond compliance with all government regulation by actively reducing packaging,
composting, using refillable amenity dispensers, donating surplus/used items to local
communities.

All biodegradable waste is composted and used on the landscaping.

An available professional Purchasing and Consumption Plan that demonstrates how the
facility purchases materials with low energy use during product design and manufacture, and
has 6 signed purchase agreement with a local suppliers for the purchase of local goods and/or
services

The hotel can demonstrate that 60% of the employees and 100% of management participate
in a basic annual environmental management training program

The hotel has a 5-year Community Relations Initiative Plan or equivalent and has
organized a public relations committee and at least 3 community-oriented initiative each year
The hotel can demonstrate a comprehensive Visitor Code of Conduct prepared in
collaboration with the local or neighbourhood stakeholders and seeks to minimize negative
impacts on local populations and protect heritage sites, supports the protection of natural and
cultural resources through direct financial and volunteer contribution of the staff and shows
how the community benefits through the purchase of community products and locally operated
tours and excursions.

The Hotel can demonstrate an annual water, energy, waste management and employee
awareness monitoring plan or audit

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate. Including the use of follow-up electronic
guestionnaires immediately after all guests departure. Corrective action taken is documented.

5 STAR

QUALITY ASSURANCE MINIMUM STANDARDS
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The facility fulfills all applicable statutory obligations in relation to local and other authorities.
The facility is suitable for an Urban Hotel offering easy accessibility, safety, comfort and
tranquility

The facility is in harmony with the natural and/ or built up environment and conforms with local
our community building and development regulations

The premises shall comprise one building or buildings located on one site and which are
physically linked by well-lit walkways

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained but with a
degree of luxury in the quality, materials, design, workmanship and finish

The premises shall be used primarily for the tourist lodging and for the provision of meals
including breakfast, lunch and dinner.

The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining at all times a comfortable room temperature.

Existence of the hotel signage on the outside of the exterior of the premises
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Grounds and gardens are in a pristine condition with attention to detail, including landscaping,
driveways and architectural features, e.g. gazebo, pergola, fountains, etc.
Adequate parking space in close proximity of the hotel. Special parking and access for the
disabled/ handicapped. The number of parking space should conform with the local building
code. The parking space should be well paved marked and secured. Marked walkways should
be designated. A car park security officer or another means of surveillance should be
available 24 hours a day.
The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.
Corridors and stairs in good repair, well lit and free from obstruction
Toilets for residents and casual patrons shall be provided separately for men and women and
shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms
Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 2 Sqg. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and B.) At
least one window to provide natural light
At least one large room of not less than 75 sg. m. and at least two smaller ones, carpeted,
well lit and maintained. High quality furnishings and fittings. with very high quality audio-visual
and internet facilities
An appropriate Reception area suitably designed for receiving of guests with a separate
concierge service area, and customer service/public relation area to assist guests.
The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Hotel Management and fully capable of operating the premises.
Porterage available 24 hours, luggage delivered promptly to room. Porter with good
knowledge of the hotel
Staff greet guests and handle 24- hour check-in/ check- out , provide information with a good
standard of customer care. Including express check out, anticipation of the frequent guests'
preferences and exigencies. . Valet parking offered.
Appropriate and relevant guest information should be available including: a) Tourism services
providers, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least two internationally recognizable
language.
At least two restaurants, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 80% of the bed capacity and offering different cuisine and services. Private
dining room(s) to be provided with meticulous personalized service, excellent décor enhanced
with quality pictures/paintings.
Tables and seating shall be of adequate size and height to enable the diners to dine in
comfort and allow easy, flexible arrangement and permit diners and staff to circulate easily in
the dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Seamless, lavish and professional service with well-trained staff demonstrating
various customer-oriented skills
Kitchen: Area including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 3 sq. m. per guest bed.
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant and/or
lounge, or may be part of the restaurant
Minimum Bedroom Floor Area including lobby area but exclusive of private bathroom:

- Suite: 30 sq. m

- Single/ Twin/ Double 25 sq. m.

- Double and Single 25 sqg. m.

- Three beds/ Triple 28 sq. m.

- 2 double beds: 26 sg. m.
Every room should have a bed of a high degree of luxury of not less than: 120 x 190 cm for
single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.
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A Flat screen interactive TV with remote control minimum size 47" screen. Multi channels
(including radio). Television may be mounted on a wall bracket.

An ADSL Internet connection is available in all rooms and throughout the premises.
Teal/coffee making facilities provided in bedroom, ingredients for making hot drinks which are
wrapped or in lidded containers. Crockery, cutlery and drinking glass with chocolates and/or
fruits in season. Hospitality tray of excellent standard, and include china cups, choice of teas,
range of specialty drinks and freshly ground coffee.

Bathrooms/ WC should be en suite with a minimum floor area of 6 sq. meters where facilities
include bath/shower with splashguard (fitted shower curtains or splash screens); 5.5 sq.
meters where facilities include a shower unit only.

Bathroom amenities include all 4 star amenities as well as a greater variety including small
mouthwash bottle, toothbrush and toothpaste, comb, nail file, and shaving kit. Quality and
range of all amenities should reflect a degree of luxury and be well presented and displayed.
All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.

There should be a documented Human Resource Management Policy specifying: Terms and
conditions of service, Schemes of service, employee reward/ incentive schemes, in house and
external training programs.

A highly trained and experienced person, assisted by personal with relevant professional
gualifications in their respective fields (F+B, housekeeping). Comprehensive in-house training
programs should be in place and there is a Human Resources Development Manager

Staff should be medically examined regularly, in line with statutory health regulations.

A clean and well maintained dining room of adequate size in relation to the number of staff,
well ventilated, lit and functionally furnished, including basic recreational facilities should be
provided

UNIVERSAL ACCESSABILITY

1
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Accessible sleeping rooms or suites shall include one accessible room for every 25 units
(below 100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll- in shower.

Staff should be properly briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an
access aisle that is 96 in (2440 mm) wide minimum andshallbe desi gnated "
Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.
Accessible toilets for guest rooms shall comply with the following: The height of shall be 17
in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water
closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.

A shower spray unit with a hose at least 3 2 @525 mm) long shall be provided. The shower
stall s hal | (915 emm By®I6 mimyand3wdll dit into the space required for a bathtub.
Aseats hal | be moaPAded 4BD0 mMmoto 485 mm) from
extend the full depth of the stall. Grab bars shall be provided. Faucets and other controls shall
be appropriately located.

RESPONSIBLE TOURISM

1

1
1

The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility is implementing a professional comprehensive 5-year environmental management
system that reflects the scale and location of the building and considers environmental,
sociocultural, quality, health, and safety issues.

Information and interpretation pamphlets, videos and staff presentations about the local
community, natural features, surroundings, local culture, and heritage is provided to guests.
Guided tours are available. Explanation of appropriate behavior while the community is
provided.

The facility has an active O6linen policybd
not want them washed. A sign identifying the policy is strategically located.

25

t

van

he



= =

The hotel has a gender equity policy including at least 40% of the management positions.
Management training is available. There is a written policy against child labour or exploitation
of adolescents.

The hotel can demonstrate basic fair trade employment practices in relation to race, gender
and disability and including capacity building, transparency and accountability, generation
equity and family orientation

The hotel activities do not have a negative impact on local basic services, such as water,
energy, transportation or sanitation.

Abvisitowsenamwny enes $implenegtedam éncludes individual methods
to conserve energy.

At least 90% of all the appliances in the facility aretobe 6 e nerragtyed 6 (e. g. Energy
low energy consumption including high consumption appliances and at least 100% of the
lighting is by |l ow consumption fixtures (CFL6s or

100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 100% of the taps and showerheads in the facility

The hotel can produce a comprehensive 5-year Waste Management Plan that demonstrates
going beyond compliance with all government regulation by actively reducing packaging,
composting, using refillable amenity dispensers, donating surplus/used items to local
communities.

All biodegradable waste is composted and used on the landscaping.

A professional Purchasing and Consumption Plan that demonstrates how the facility
purchases materials with low energy use during product design and manufacture, and has 10
signed purchase agreement with a local suppliers for the purchase of local goods and/or
services

The hotel can demonstrate that 100% of the employees and 100% of management participate
in an annual environmental management training program

A 5-year Community Relations Initiative Plan or equivalent and has organized a public
relations committee, sponsors at least 6 community-oriented initiative each year and a
monitoring program

A comprehensive Visitor Code of Conduct prepared in collaboration with the local or
neighbourhood stakeholders and seeks to minimize negative impacts on local populations and
protects heritage sites, supports the protection of natural or cultural resources through direct
financial and volunteer contribution of the staff as well as how the community can benefit
through the purchase of community products and locally operated tours and excursions.

The Hotel can demonstrate an annual water, energy, waste management, carbon footprint
and employee awareness monitoring plan or audit

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate. Including the use of follow-up electronic
guestionnaires immediately after all guests departure. Corrective action taken is documented.
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Vacation Resorts

1 STAR

QUALITY ASSURANCE MINIMUM STANDARDS
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The vacation resort fulfills all applicable statutory obligations associated with local and other
authorities.

The vacation resort should have at least 10 accommodation units to let.

The establishment should be suitable for an Vacation resort

The establishment should be in harmony with the natural and/or built up environment and in
conformity with the building and development regulations of the area

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways and annexes (cottage) accommodation shall be operated
in conjunction with and under the regular supervision and maintenance of the management
and staff of the main resort building.

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained

The premises shall be used primarily for the tourist lodging and for the provision of breakfast.
The premises shall have public washrooms and bedrooms and a means of space
heating/cooling capable of maintaining a comfortable room temperature.

Existence of the vacation resort signage on the outside of the exterior of the premises

Good appearance/maintenance/ condition. Minor maintenance issues may be present

Where land is available, landscaping should be done and be well maintained.

Adequate parking space in close proximity of the vacation resort. Special parking and access
for the disabled/handicapped. The number of parking space should be in conformity with the
local building code

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.

Corridors and stairs in good repair, well lit and free from obstruction

Toilets for guests and casual patrons shall be separate for men and women and shall be
located adjacent to or easily accessible from both the entrance and the public areas

Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than .5 sg. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and at
least one window to provide natural light

At least one multi- purpose room with good furniture.

An appropriate reception area suitably designed for receiving guests

The reception shall be under the regular supervision of a person, or persons, trained or
experienced in hospitality.

Staff greet the guests and handle check in/ check out and provide information with a good
standard of customer care.

Appropriate and relevant guest information should be available including: a) Tourism services,
b) Emergency and fire exit procedures, c) vacation resort services, internal telephone
directory and tariffs, and menus should be provided, All information should be in English and
the local (national) language and at least one other internationally recognized language.

At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 30% of the bed capacity.
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Tables and seating are of an appropriate size and height to enable guests to eat in comfort
and allow easy, flexible arrangement and permit guests and staff to circulate easily in the
dining area.

Hot and cold drinks available to guests and their visitors in the public areas during the day and
evening, at least from 10a.m to 10p.m.
Kitchen: Area including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than half sq. m. per guest bed.
The kitchen shall comply with the requirements of the Food Hygiene Regulations
Worktops and food preparation areas should be stainless steel or other impervious materials,
and should include an adequate number of sinks, with hot and cold running water. Basic
utensils and cooking equipment should be provided. All should be of good quality and kept in
good and clean condition
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant and/or lounge,
or may be part of the restaurant
Bedroom minimum floor area including entrance area but exclusive of bathroom:

- Single: 12 sg. m.

- Twin/ Double: 15 sqg. m.

- Double and Single: 20 sg. m.

- Three beds/ Triple: 21 sg. m.

- 2 double beds: 22 sg. m.
Every room should be fitted with a clean and comfortable bed of not less than: 120 x 190 cm
for single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.
A color TV with remote control minimum size 35cm/14". All available channels (including
radio) properly tuned in. Television mounted on a wall bracket.
Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass protected
Bathrooms/ WC should be en suite with a minimum floor area of 3.8 sq.m where facilities
include bath/shower with splashguard (fitted shower curtains or splash screens); 3.5 sqg. m
where facilities include a shower unit only.
Bathroom amenities include lidded sanitary bin or bags, toilet brush, toilet paper, 1 water glass
per guest and basic toiletry products (soap and shampoo)
All bedrooms are cleaned daily, and checked to ensure a very high standard of cleanliness.
Experienced baby sitter should be available with prior arrangement.
A swimming pool of adequate size should be provided and well maintained to ensure the
safety of swimmers. The pool should have a treatment room and filtration plant and clear
markings to indicate the depth at different points.

Tennis courts if available should be kept to standards and fenced appropriately. Prior

booking through the front desk will keep the guests informed ofthecour t 6 s avai |l abil

A Health Spa if available, should be well equipped with a suitably trained instructor. Towels
and drinking water should be provided.

Water sports if applicable should be provided by the resort through an appropriate boathouse
holding all the necessary permits regarding the safe operations of boating crafts/canoes and
kayaks and its staff should have the necessary safety training and qualifications.

There should be a documented Human Resource Management Policy specifying: Terms
and conditions of service, Schemes of service, employee reward/ incentive schemes, in house
and external training programs.

General management of the establishment should be under a qualified person, certified by
appropriate national/international authorities.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well maintained dining room of adequate size in relation to the number of staff,
well ventilated, lit and functionally furnished,
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UNIVERSAL ACCESSABILITY MINIMUM STANDARDS

1 Accessible sleeping rooms or suites shall include one accessible room for every 25 units
(below 100 units). Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll-in shower.
Staff should be briefed and trained on the handling of special needs guests.
1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an
access aisle thatis 96 in (2440 mm) wi de mi ni mum and shall be desigr
1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.
1 Passage Width. To UA rooms: The minimum clear width for single wheelchair passage shall
be 32 in (815 mm) at a point and 36 in (915 mm)
1 Accessible toilets for guest rooms s hal | comply with the following:
to 190 (430 mm to 485 ofthg toiletreeataGrab basdor water closets t o p
not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.
1 A shower spray unit with a hose at least 60 in (1525 mm) long is provided. The shower stall
shall be 360 0153ntnpand vallfitSnto mhenspace required for a bathtub. A seat
shall be mounted 170 to 190 (430 mm to 485 mm) fr
full depth of the stall. Grab bars shall be provided. Faucets and other controls shall be
appropriately located.
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RESPONSIBLE TOURISM MINIMUM STANDARDS

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility has implemented a modest environmental management system and considers

environmental, sociocultural, quality, health, and safety issues

1 The resort is integrated into the surrounding environment through the use of native vegetation
and landforms including the screening of parking lots and/or maintenance areas. All planted
vegetation on the site is local, drought resistant and represents a mix of material that
enhances the biodiversity of the site. At least 30% of the outside surface area of the resort
facility is shaded using la mix of indigenous vegetation.

1 Information and interpretation pamphlets about the local community, natural features,
surroundings, local culture, and heritage are provided to guests.

1 The facility has a gender equity policy including at least 1 management position if applicable.
There is no use of child labour or exploitation of adolescents.

1 The vacation resort can demonstrate basic fair trade employment practices in relation to race,
gender and disability and including capacity building, transparency and accountability,
generation equity and family orientation

1 The vacation resort activities do not have a negative impact on local basic services, such as
water, energy, transportation or sanitation.

= =

T A Ovi si tuosre eanvearrgeygness programdé is i mplemented and
conserve energy.
T The facilityl ihnaesn apml raguesys@uests o hang up their towels if they do

not want them washed. A sign identifying the policy is strategically located.
1 Water flow restrictors reduce flow to 10L/min in 40% of the taps and showerheads in the
facility.
1 The facilty has a general Waste Management Plan that exceeds compliance with
government regulation by actively reducing packaging, composting, using refillable amenity
dispensers, donating surplus/used items to local communities.
At least 80% (by volume) kitchen waste is composted and used on the landscaping.
The facility can provide a basic Purchasing Plan that demonstrates how the facility chooses
products with longer life span, products that can be recycled and/or reused, buys in bulk, buys
concentrates and reduces packaging. One signed purchase agreement with a local suppliers
for the purchase of local goods and/or services
1 The facility can demonstrate that 30% of the employees and 50% of management participate
in a basic annual environmental management training program

= =4
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The facility can provide a basic Community Relations Plan and demonstrate at least one
significant community-oriented initiative each year

The facility has a basic Visitor Code of Conduct that was prepared in collaboration with the
local or neighbourhood stakeholders and seeks to minimize negative impacts on local
populations and protects heritage sites

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate.

2 STAR

QUALITY ASSURANCE MINIMUM STANDARDS
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The vacation resort fulfills all applicable statutory obligations associated with local and other
authorities.

The vacation resort should have at least 10 accommodation units to let.

The establishment should be suitable for an Urban Vacation resort

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways and annexes (cottage) accommodation shall be operated
in conjunction with and under the regular supervision and maintenance of the management
and staff of the main resort building.

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained

The premises shall be used primarily for the tourist lodging and for the provision of meals
which shall include breakfast and dinner.

The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining a comfortable room temperature.

Existence of the vacation resort signage on the outside of the exterior of the premises

Good appearance/ maintenance/condition. Minor maintenance issues may be present
Grounds and gardens well maintained, kept tidy and safe. Adequate and functional garden
furniture provided.

Adequate parking space in close proximity of the vacation resort. The number of parking
space should be in conformity with the local building code

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the facility.

Corridors and stairs in good repair, well lit and free from obstruction

Public toilets for guests and casual patrons are provided separately for men and women and
are located adjacent to or easily accessible from both the entrance area and the public
facilities

Minimum size lobby/lounge, bar and covered terraces respect building code but not less than
.5 sq. m per guest bed. A) floor to ceiling height of not less than 2.4 meters, and B.) At least
one window to provide natural light

At least one multi- purpose room with good furniture

An appropriate reception area suitably designed for receiving of guests.

Staff greet guests and handle their check in/ check out and provide information with a good
standard of customer care.

Appropriate and relevant guest information should be available including: a) Local tourist
information, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least one other internationally recognized
language.

At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 30% of the bed capacity.

Tables and seating shall be of adequate size and height to enable the guests to eat in comfort
and allow easy, flexible arrangement and permit diners and staff to circulate easily in the
dining area.
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Correct service and removal of dishes, together with their proper accompaniments, where
appropriate.

Hot and cold drinks available to guests and their visitors in the public areas during the day and
evening, at least from 10a.m to 10p.m.
Kitchen: including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than .5 sg. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Food preparation benches and areas should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment are provided and should be of good quality and
kept in good and clean condition
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant
and/or lounge, or may be part of the restaurant
Bedroom minimum floor area including entrance area but exclusive of bathroom:

- Single: 12 sg. m.

- Twin/ Double: 15 sqg. m.

- Double and Single: 20 sqg. m.

- Three beds/ Triple: 21 sg. m.

- 2 double beds: 22 sg. m.

Guestrooms: All fitted with a clean and comfortable bed of not less than: 120 x 190 cm for
single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190 cm. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.

A color TV with remote control minimum size 50cm/19". All available channels (including
radio) properly tuned in. Television may be mounted on a wall bracket.

Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass provided.

Bathrooms/ WC should be en suite with a minimum floor area of 3.8 sq. meters where
facilities include bath/shower with splashguard (fitted shower curtains or splash screens); 3.5
sq. meters where facilities include a shower unit only.

Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap and shampoo)

Guestrooms: cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh.

Experienced baby sitter should be available with prior arrangement.

A swimming pool of adequate size should be provided and well maintained to ensure the
safety of swimmers. The pool should have a treatment room and filtration plant and clear
markings to indicate the depth at different points.

Where there is a Health Spa, it is the same as for One Star with water fountain/ bottled water
available to guests. A TV set and/ or music should be provided.

Tennis courts if available should be kept to standards and fenced appropriately. Prior

booking through the front desk wil!/ keep the

There should be a documented Human Resource Management Policy specifying: Terms and
conditions of service, Schemes of service, employee reward/ incentive schemes, in house and
external training programs

Under the supervision of a person suitably trained (diploma) and 3 years experience in
vacation resort management, assisted by one or more persons with similar training.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well-maintained dining room of adequate size in relation to the number of staff,
well ventilated, lit and functionally furnished.
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UNIVERSAL ACCESSABILITY
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Accessible guestrooms or suites shall include one accessible room for every 25 units (below

100 units). Beyond 100 room or more, 1 accessible room for every 50 units. Accessible rooms

in properties with more than 50 units shall include a roll-in shower.

Staff should be properly briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an

access aisle that is 960 (244demmpneaied @Vanmamce
Ground and floor surfaces along accessible routes and in accessible rooms and spaces

including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

Guest room accessible toilets s h a |l | comply with the foll owing: I
(430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water closets not
|l ocated in stalls and behind the water closet sha

A shower spray unitwitha hose shall be at | east 600 (1525 mm)
x 360 (915 mm by 915 mm) and fit iArs¢abshall hee s pace
mounted 170 to 190 (430 mm to 485 mm) from the b
depth of the stall. Faucets and other controls shall be appropriately located.

h
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RESPONSIBLE TOURISM
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The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The resort is integrated into the surrounding environment through the use of native vegetation
and landforms including the screening of parking lots and/or maintenance areas. All planted
vegetation on the site is local, drought resistant and represents a mix of material that
enhances the biodiversity of the site. At least 30% of the outside surface area of the resort
facility is shaded using la mix of indigenous vegetation.

The facility has implemented a modest environmental management system and considers
environmental, sociocultural, quality, health, and safety issues

Information and interpretation pamphlets about the local community and natural features,
surroundings, local culture and heritage are provided to guests.

The facility has a gender equity policy including at least 1 management position if applicable.
There is no use of child labour or exploitation of adolescents.

The facility demonstrates basic fair trade employment practices in relation to race, gender and
disability and including capacity building, transparency and accountability, generation equity
and family orientation

The vacation resort activities have no negative impact on local basic services such as water,
energy, transportation or sanitation.

A Ovisitwge emmvvarggness programbdb is i mplemented an
conserve energy
Thefaci lity has an active 6linen policyd and reque:

not want them washed. A sign identifying the policy is strategically located.

The vacation resort can produce a general Waste Management Plan that demonstrates
going beyond compliance with government regulation by actively reducing packaging,
composting, using refillable amenity dispensers, donating surplus/used items to local
communities.

At least 80% (by volume) kitchen waste is composted and used on the landscaping.

The vacation resort can provide a basic Purchasing Plan that demonstrates how the facility
chooses products with longer life span, products that can be recycled and/or reused, buys in
bulk, buys concentrates and reduces packaging. Two signed purchase agreement with a local
suppliers for the purchase of local goods and/or services.

The vacation resort demonstrates that 30% of the employees and 50% of management
participate in a basic annual environmental management training program

The vacation resort can provide a basic Community Relations Plan demonstrate at least one
significant community-oriented initiative each year

The vacation resort demonstrates a basic Visitor Code of Conduct that has been prepared in
collaboration with the local or neighbourhood stakeholders and seeks to minimize negative
impacts on local populations and protect heritage sites
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The facility can demonstrate an annual water and energy monitoring plan or audit
Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate.

3 STAR

QUALITY ASSURANCE MINIMUM STANDARDS

=A =

= =

= =

The vacation resort fulfills all applicable statutory obligations in relation to local and other
authorities.

The vacation resort should have at least 10 accommodation units to let.

The establishment should be suitable for an Urban Vacation resort offering easy accessibility,
safety, comfort and tranquility

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways and annexes (cottage) accommodation shall be operated
in conjunction with and under the regular supervision and maintenance of the management
and staff of the main resort building.

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained

The facility shall be used primarily for the tourist lodging and for the provision of meals which
shall include breakfast, lunch and dinner.

The premises shall have, in all the public areas and, a means of space heating/cooling
capable of maintaining a comfortable room temperature.

Very good appearance/ maintenance/condition. No obvious maintenance issues.

Very good landscaping and aesthetic appeal. Grounds and gardens are well maintained and
an attractive appearance all year round

Adequate parking space in close proximity of the vacation resort. Special parking and access
for the disabled/ handicapped. The number of parking space should be in conformity with the
local building code

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the facility.

Corridors and stairs in good repair, well lit and free from obstruction

Public toilets for guests and casual patrons shall be provided separately for men and women
and shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms

Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 1 sq. m per guest bed. A) floor to ceiling height of not less than 2.4 meters, and B.) At
least one window to provide natural light.

At least one large room of not less than 75 sq. m. comfortably furnished, sound proofed and
well maintained, with quality audio-visual and Internet facilities

A reception area suitably designed for receiving of guests with a separate concierge service
area,

The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Vacation resort Management and fully capable of operating the premises.
Porterage service during daytime operation.

Staff greet guests and handle 24 hour check-in/check- out, including express check out,
provide information and quality customer care.

Appropriate and relevant guest information should be available including: A) Tourism
information, B) Emergency and fire exit procedures, C) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least one other internationally recognized
language.
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At least one restaurant, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 40% of the bed capacity.
Tables and seating shall be of adequate size and height to enable the diners to eat in comfort
and allow easy, flexible arrangement and permit diners and staff to circulate easily in the
dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Professional service with trained staff in terms of product knowledge and service
sequence.
Light refreshments of at least hot and cold drinks and sandwiches available to Guests and
their guests in the public areas throughout the day and evening.
Kitchen including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 1 sq. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Worktops and food preparation tables should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment should be provided. All should be of good quality
and kept in good and clean condition.
Kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant and/or
lounge, or may be part of the restaurant
Guestrooms: Minimum Floor Area including lobby area but exclusive of private bathroom:

- Single 15 sq. m.

- Twin/ Double 16 sq. m.

- Double and Single 20 sqg. m.

- Three beds/ Triple 21 sg. m.

- 2 double beds: 23 sg. m.
Every guestroom should be fitted with a clean and comfortable bed of not less than: 120 x 190
cm for single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.

A flat screen TV with remote control mi mudinggum si ze

radio) properly tuned in. Television may be mounted on a wall bracket.

Tea/ coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass provided.

Bathrooms should be en suite with a minimum floor area of 4.5 sq. meters where facilities
include bath/shower with splash guard (fitted shower curtains or splash screens); 5 sq. meters
where facilities include a shower unit only.

Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap, shampoo, bath gel, body lotion) cotton
tips/ pads, paper tissues, sewing kit presented on a tray or basket

All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.

Experienced baby sitter should be available with prior arrangement. An appropriately
designed and ar rshoold bedavakablel $réined Haly tsitters responsible for
|l ooking after the young guests during the c¢clubds
Where there is a Health Spa, it is the same as for One Star with water fountain/ bottled water
available to guests. A TV set and/ or music should be provided and steam bath, whirlpool and
massage parlor provided.

A swimming pool of adequate size should be provided and well maintained to ensure the
safety of swimmers. The pool should have a treatment room and filtration plant and clear
markings to indicate the depth at different points.

Tennis courts should be kept to standards and fenced appropriately. Prior booking through the

frontdesk will keep the guests informed of the court

A documented Human Resource Management Policy available specifying: Terms and
conditions of service, employee reward/ incentive schemes, in-house and external training
programs

34



1 Under the supervision of a person suitably trained and experienced in vacation resort
management, assisted by one or more persons with similar training. Continuous training,
including in house programs should be available.

Staff should be medically examined regularly, in-line with statutory health regulations

A clean and well maintained dining room of adequate size for the number of staff, well
ventilated, lit and functionally furnished,
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UNIVERSAL ACCESSABILITY

1 Accessible guestrooms or suites shall include 1 accessible room for every 25 units (below

100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.

Accessible rooms in properties with more than 50 units shall include a roll- in shower.

Staff should be properly briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an

access aisle 960 (2440 mm) wide minimum and desig

1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

1 Accessible toilets for guest rooms shall comply with the following: The height of shall be 17
in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water
closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.
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T A shower spray unit with a hose at |l east 600 (15¢
stall sha | | be 360 X 360 (915 mm X 915 mm) andAwil Il fi
seat shall be mounted 170 to 190 (430 mm to 485

extend the full depth of the stall. Grab bars shall be provided. Faucets and other controls shall
be appropriately located

RESPONSIBLE TOURISM

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility is implementing a comprehensive environmental management system that reflects

the scale and location of the building and considers environmental, sociocultural, quality,

health, and safety issues.

1 The resort is integrated into the surrounding environment through the use of native vegetation
and landforms including the screening of parking lots and/or maintenance areas. All planted
vegetation on the site is local, drought resistant and represents a mix of material that
enhances the biodiversity of the site. At least 30% of the outside surface area of the resort
facility is shaded using la mix of indigenous vegetation.

1 Information and interpretation pamphlets and videos about the local community, natural
features, surroundings, local culture, and heritage is provided to guests. Explanation of
appropriate behavior while the community is provided.

1 The vacation resort has a gender equity policy including at least 2 management positions if
applicable. There is a written policy against child labour or exploitation of adolescents.

I The facility can demonstrate basic fair trade employment practices in relation to race, gender
and disability and including capacity building, transparency and accountability, generation
equity and family orientation

1 The facility activities do not have a negative impact on local basic services, such as water,
energy, transportation or sanitation.
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T A O6visit-ose eawaggness programb i s i mpl emented a
methods to conserve energy and water.

f The facility has an active 6linen policy6 and rec
not want them washed. A sign identifying the policy is strategically located.

T At | east 30% of alll the appliamateddi (etlge Eaerpgit

low energy consumption including high consumption appliances and at least 70% of the
lighting is by low consumptionf i xt ures (CFL6és or LEDO®Ss)

1 100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 70% of the taps and showerheads in the facility
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The vacation resort can produce a comprehensive 5-year Waste Management Plan that
demonstrates going beyond compliance with all government regulation by actively reducing
packaging, composting, using refillable amenity dispensers, donating surplus/used items to
local communities.

All biodegradable waste is composted and used on the landscaping.

An available professional Purchasing and Consumption Plan demonstrates how the facility
purchases materials with low energy use during product manufacturing, and has 4 signed
agreement with a local suppliers for purchasing of local goods and/or services

The facility demonstrates that 60% of the employees and 100% of management participate in
a basic annual environmental management if we okay training program

The vacation resort has a 2-year Community Relations Initiative Plan or equivalent and has
a public relations representative and organizes at least 2 community-oriented initiative each
year

The vacation resort can demonstrate a Ni g e | said that Bi abask ¥iditor
Code of Conduct that has been prepared in collaboration with the local stakeholders and
seeks to minimize negative impacts on local populations and protects heritage sites as well as
supports the protection of natural or cultural resources through direct financial and volunteer
contribution of the staff.

The vacation resort can demonstrate an annual water, energy, waste management and
employee awareness monitoring plan or audit

Customer satisfaction is measured through questionnaires and regular surveys. Including the
use of follow-up electronic questionnaires immediately after all guests departure. Corrective
action taken is documented.

4 STAR

QUALITY ASSURANCE MINIMUM STANDARDS

= =

E ]

The vacation resort fulfills all applicable statutory obligations in relation to local and other
authorities.

The vacation resort should have at least 10 accommodation units to let.

Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

The establishment should be suitable for an Urban Vacation resort offering easy accessibility,
safety, comfort and tranquility

The establishment should be in harmony with the natural and/ or built up environment and in
conformity with the building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways and annexes (cottage) accommodation shall be operated
in conjunction with and under the regular supervision and maintenance of the management
and staff of the main resort building.

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained but with a
degree of luxury in the quality, materials, design, workmanship and finish

The premises shall be used primarily for the tourist lodging and for the provision of meals
which shall include breakfast, lunch and dinner.

The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining a comfortable room temperature.

Existence of the vacation resort signage on the outside of the exterior of the premises

Very good appearance/ maintenance/ condition. No obvious maintenance issues.

Excellent appearance/ maintenance/ condition. No maintenance issues.

Very good landscaping and aesthetic appeal. Grounds and gardens well maintained and
excellent appearance all year round

Adequate parking space in close proximity of the vacation resort. Special parking and access
for the disabled/ handicapped. The number of parking space should conform with the local
building code. Space should be well paved, marked and secured.
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Marked walkways should be designated. A car park security officer or another means of
surveillance should be available 24 hours a day.
The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.
Corridors and stairs in good repair, well lit and free from obstruction
Toilets for residents and casual patrons shall be provided separately for men and women and
shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms
Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 1.5 Sqg. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and B.)
At least one window to provide natural light.
An appropriate area suitably designed for receiving of guests should be available
At least one large room of not less than 75 sg. m. and at least two smaller ones, carpeted,
well lit and maintained. High quality furnishings and fittings with high quality audio-visual and
internet facilities
An appropriate Reception area suitably designed for receiving of guests with a separate
concierge service area, and customer service/public relation area to assist guests.
The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Vacation resort Management and fully capable of operating the premises.
Porterage available 24 hours, luggage delivered promptly to room. Porter with good
knowledge of the vacation resort
Staff greet guests and handle 24- hour check-in/ check- out , provide information with a good
standard of customer care. Including express check out, anticipation of the frequent guests'
preferences and exigencies.
Appropriate and relevant guest information should be available including: a) Tourism services
providers, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least two internationally recognizable
language.
At least two restaurants, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 80% of the bed capacity.
Tables and seating shall be of adequate size and height to enable the diners to dine in
comfort and allow easy, flexible arrangement and permit diners and staff to circulate easily in
the dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Seamless, lavish and professional service with well-trained staff demonstrating
various customer oriented skills.
Light refreshments of at least hot and cold drinks and sandwiches available to Guests and
their guests in the public areas throughout the day and evening.
Kitchen Area including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 3 sq. m. per guest bed.
The kitchen area shall comply with the requirements of the Food Hygiene Regulations
Worktops and food preparation areas should be of stainless steel or other impervious
materials, and should include an adequate number of sinks, with hot and cold running water.
Basic utensils, tools and cooking equipment should be provided. All should be of good quality
and be kept in good and clean condition.
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant
and/or lounge, or may be part of the restaurant.
Minimum Bedroom Floor Area including lobby area but exclusive of private bathroom:

- Single: 15 sg. m.

- Twin/ Double: 20 sq. m.

- Double and Single: 20 sg. m

- Three beds/ Triple: 22 sg. m.

- 2 double beds: 24 sq. m
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1 Every room should be fitted with a clean and comfortable bed of not less than: 120 x 190 cm
for single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.

1 A Flat screen TV with remote control minimum size 32". Multi channels (including radio)
properly tuned in. Television may be safely mounted on a wall bracket.

1 Teal coffee making facilities provided in bedroom, ingredients for making hot drinks kept
wrapped or in lidded containers. Crockery, cutlery and drinking glass protected with a well-
stocked and lavish hospitality tray with chocolates and/ or fruits in season.

1 Bathrooms/ WC should be en suite with a minimum floor area of 4.5 sgq. meters where
facilities include bath/shower with splashguard (fitted shower curtains or splash screens); 5
sg. meters where facilities include a shower unit only.

1 Bathroom amenities should include lidded sanitary bin or bags, toilet brush, toilet paper, a
water glass per guest and basic toiletry products (soap, shampoo, bath gel, body lotion)
cotton tips/ pads, paper tissues, sewing kit presented on a tray or basket

1 All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms looking clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.

1 Experienced baby sitter should be available with prior arrangement. An appropriately
designed and arranged kidséo club shoul d be avali
responsible for |l ooking after the young guests du

1 A swimming pool of adequate size should be provided and well maintained to ensure the
safety of swimmers. The pool should have a treatment room and filtration plant and clear
markings to indicate the depth at different points.

1 Health Spa, it is the same as for One Star with water fountain/ bottled water available to
guests. A TV set and/ or music should be provided and steam bath, whirlpool and massage
parlor provided. Spa services may also include massage therapy, manicure and pedicure,
body wraps and scrubs, facials, aromatherapy and specialty (Ayurveda, Aromatherapy, etc.)
treatments. Treatment rooms, include a couple's room, as well as a sauna and a Turkish bath/
Hammam.

1 There should be a documented Human Resource Management Policy specifying: Terms and
conditions of service, Schemes of service, employee reward/ incentive schemes, in house and
external training programs

1 A highly trained and experienced person, assisted by personal with relevant professional

qualifications in their respective fields (F and B, housekeeping), Comprehensive in-house

training programs should be in place.

Staff should be medically examined regularly, in line with statutory health regulations

A clean and well-maintained dining room of adequate size in relation to the number of staff,

well ventilated, lit and functionally furnished, including basic recreational facilities should be

provided
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UNIVERSAL ACCESSABILITY
9 Accessible sleeping rooms or suites shall include one accessible room for every 25 units
(below 100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.
Accessible rooms in properties with more than 50 units shall include a roll- in shower.
Staff should be properly briefed and trained on the handling of special needs guests.
1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an
access aisle that is 96 in (2440 mm) wide mini mum
1 Ground and floor surfaces along accessible routes and in accessible rooms and spaces
including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.
1 Accessible toilets for guest rooms shall comply with the following: The height of shall be 17
in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water
closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.
T Ashowerspray unit with #525 mm)dongashall be@ravided. Bh2 shower
stall s hal | (915 mm By®TH6 mmyand3wdl dit into the space required for a bathtub.
A seat shall be mounted 1706 to 190 (430 mm to 48
extend the full depth of the stall). Grab bars shall be provided. Faucets and other controls
shall be appropriately located

= =
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RESPONSIBLE TOURISM

1 The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The facility is implementing a comprehensive environmental management system that reflects

the scale and location of the building and considers environmental, sociocultural, quality,

health, and safety issues.

1 The resortis integrated into the surrounding environment through the use of native vegetation
and landforms including the screening of parking lots and/or maintenance areas. All planted
vegetation on the site is local, drought resistant and represents a mix of material that
enhances the biodiversity of the site. At least 30% of the outside surface area of the resort
facility is shaded using la mix of indigenous vegetation.

1 Information and interpretation pamphlets and videos about the local community, natural
features, surroundings, local culture, and heritage is provided to guests. Explanation of
appropriate behaviour while the community is provided.

1 The vacation resort has a gender equity policy including at least 30% of the management
positions. Management training is available. There is a written policy against child labour or
exploitation of adolescents.

1 The vacation resort can demonstrate basic fair trade employment practices in relation to race,
gender and disability and including capacity building, transparency and accountability,
generation equity and family orientation

1 The vacation resort activities do not have a negative impact on local basic services, such as
water, energy, transportation or sanitation.

=A =

T A O6vi si tuosre eanvearrgeygness programdé is i mplemented and
conserve energy.

T The facility has an active O6linen policyd and recgc
not want them washed. A sign identifying the policy is strategically located. Keisha

T At | east 50% of alll the appliamateddi (etlge Eaerpgit
low energy consumption including high consumption appliances and at least 70% of the
lighting is by |l ow consumption fixtures (CFLO6s or

1 100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 100% of the taps and showerheads in the facility

1 The vacation resort can produce a comprehensive 5-year Waste Management Plan that

demonstrates going beyond compliance with all government regulation by actively reducing

packaging, composting, using refillable amenity dispensers, donating surplus/used items to

local communities.

All biodegradable waste is composted and used on the landscaping.

An available professional Purchasing and Consumption Plan that demonstrates how the

facility purchases materials with low energy use during product design and manufacture, and

has 6 signed purchase agreement with a local suppliers for the purchase of local goods and/or

services

I The vacation resort can demonstrate that 60% of the employees and 100% of management
participate in a basic annual environmental management training program

1 The vacation resort has a 5-year Community Relations Initiative Plan or equivalent and has
organized a public relations committee and at least 3 community-oriented initiative each year

I The vacation resort can demonstrate a comprehensive Visitor Code of Conduct prepared in
collaboration with the local or neighbourhood stakeholders and seeks to minimize negative
impacts on local populations and protect heritage sites, supports the protection of natural and
cultural resources through direct financial and volunteer contribution of the staff and shows
how the community benefits through the purchase of community products and locally operated
tours and excursions.

1 The Vacation resort can demonstrate an annual water, energy, waste management and
employee awareness monitoring plan or audit

1 Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate. Including the use of follow-up electronic
guestionnaires immediately after all guests departure. Corrective action taken is documented.
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QUALITY ASSURANCE MINIMUM STANDARDS
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The facility fulfills all applicable statutory obligations in relation to local and other authorities.
The facility is suitable for an Urban Vacation resort offering easy accessibility, safety, comfort
and tranquility

The facility is in harmony with the natural and/ or built up environment and conforms with local
our community building and development regulations

The premises shall comprise one building or buildings which are on one site and which are
physically linked by well-lit walkways and annexes (cottage) accommodation shall be operated
in conjunction with and under the regular supervision and maintenance of the management
and staff of the main resort building.

Floors, walls and ceilings throughout the premises shall be of suitable type and design. They
should be of good quality, permanent and impervious material and well maintained but with a
degree of luxury in the quality, materials, design, workmanship and finish

The premises shall be used primarily for the tourist lodging and the provision of meals
including breakfast, lunch and dinner and recreation activities.

The premises shall have in the public rooms and bedrooms a means of space heating/ cooling
capable of maintaining at all times a comfortable room temperature.

Grounds and gardens are in pristine condition with attention to detail, including landscaping,
driveways and architectural features, e.g. gazebo, pergola, recreation buildings etc.

Adequate parking space in close proximity of the vacation resort. Special parking and access
for the disabled/ handicapped. The number of parking space should conform to the local
building code. The parking space should be well paved marked and secured. Marked
walkways should be designated. A car park security officer or another means of surveillance
should be available 24 hours a day.

The premises shall contain a service entrance, separate from the guest entrance, and suitably
located for the reception of goods necessary for the operation of the premises.

Corridors and stairs in good repair, well lit and free from obstruction

Toilets for residents and casual patrons shall be provided separately for men and women and
shall be located adjacent to or easily accessible from both the entrance hall and the public
rooms

Minimum size of lobby/lounge, bar and covered terraces respect building code but not less
than 2 Sg. meter per guest bed. A floor to ceiling height of not less than 2.4 meters, and B.) At
least one window to provide natural light

At least one large room of not less than 75 sg. m. and at least two smaller ones, carpeted,
well lit and maintained. High quality furnishings and fittings. with very high quality audio-visual
and internet facilities

An appropriate Reception area suitably designed for receiving of guests with a separate
concierge service area, and customer service/public relation area to assist guests.

The premises shall be under the regular supervision of a person, or persons, trained or
experienced in Vacation resort Management and fully capable of operating the premises.
Porterage available 24 hours, luggage delivered promptly to room. Porter with good
knowledge of the vacation resort

Staff greet guests and handle 24- hour check-in/ check- out , provide information with a good
standard of customer care. Including express check out, anticipation of the frequent guests'
preferences and exigencies. . Valet parking offered.

Appropriate and relevant guest information should be available including: a) Tourism services
providers, b) Emergency and fire exit procedures, c) Literature covering services, internal
telephone directory and tariffs, and menus should be provided, All information should be in
English and the local (national) language and at least two internationally recognizable
language.

At least two restaurants, well furnished, ventilated, lit and maintained. Total seating capacity
should be at least 80% of the bed capacity and offering different cuisine and services.
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Private dining room(s) to be provided with meticulous personalized service, excellent décor
enhanced with quality pictures/paintings.
Tables and seating shall be of adequate size and height to enable the diners to dine in
comfort and allow easy, flexible arrangement and permit diners and staff to circulate easily in
the dining area.
Correct service and removal of dishes, together with their proper accompaniments, where
appropriate. Seamless, lavish and professional service with well-trained staff demonstrating
various customer-oriented skills
Kitchen: Area including food stores and pantry should be in proportion to the capacity of the
establishment, but shall not be less than 3 sg. m. per guest bed.
The kitchen shall have direct access to the dining area, with double service doors between the
dining room and kitchen.
At least one bar should be conveniently located near the dining room/ restaurant and/or
lounge, or may be part of the restaurant
Minimum Bedroom Floor Area including lobby area but exclusive of private bathroom:

- Suite: 30 sq. m

- Single/ Twin/ Double 25 sg. m.

- Double and Single 25 sq. m.

- Three beds/ Triple 28 sq. m.

- 2 double beds: 26 sg. m.
Every room should have a bed of a high degree of luxury of not less than: 120 x 190 cm for
single beds and 160 x 190 cm for double beds, 190 x 122 cm beds to be designated as
singles. Twin beds should be of (2x) 90 x 190cms. Mattress should not be less than 15 cm
thick with two matching pillows; foam rubber or cotton of high quality is recommended.
A Flat screen interactive TV with remote control minimum size 47" screen. Multi channels
(including radio). Television may be mounted on a wall bracket.
Teal/coffee making facilities provided in bedroom, ingredients for making hot drinks which are
wrapped or in lidded containers. Crockery, cutlery and drinking glass with chocolates and/or
fruits in season. Hospitality tray of excellent standard, and include china cups, choice of teas,
range of specialty drinks and freshly ground coffee.
Bathrooms/ WC should be en suite with a minimum floor area of 6 sq. meters where facilities
include bath/shower with splashguard (fitted shower curtains or splash screens); 5.5 sq.
meters where facilities include a shower unit only.
Bathroom amenities include all 4 star amenities as well as a greater variety including small
mouthwash bottle, toothbrush and toothpaste, comb, nail file, and shaving kit. Quality and
range of all amenities should reflect a degree of luxury and be well presented and displayed.
All bedrooms cleaned daily, and checked to ensure a very high standard of cleanliness.
Rooms look clean and smelling fresh. Bed linen including duvet covers (even if top sheet
provided) changed at least every three days and for each new guest.
Experienced baby sitter should be available with prior arrangement. An appropriately
designed and arranged kidsé <c¢club should be avai
responsible forlooking after the young guests during the clu
A swimming pool of adequate size should be provided and well maintained to ensure the
safety of swimmers. The pool should have a treatment room and filtration plant and clear
markings to indicate the depth at different points.
The Health Spa is the same as for Three Star but with state of the art equipment, a wider
range of luxurious facilities (physical instructor/trainer, masseuse, hair dresser, etc.) and
amenities. Additional spa services include massage therapy, manicure and pedicure, body
wraps and scrubs, facials, aromatherapy and specialty (Ayurveda, Aromatherapy, etc.)
treatments. Treatment rooms, include a couple's room, as well as a sauna and a Turkish bath/
Hammam.
There should be a documented Human Resource Management Policy specifying: Terms
and conditions of service, Schemes of service, employee reward/ incentive schemes, in house
and external training programs.
A highly trained and experienced person, assisted by personal with relevant professional
qualifications in their respective fields (F+B, housekeeping). Comprehensive in-house training
programs should be in place and there is a Human Resources Development Manager
Staff should be medically examined regularly, in line with statutory health regulations.
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A clean and well maintained dining room of adequate size in relation to the number of staff,
well ventilated, lit and functionally furnished, including basic recreational facilities should be
provided

UNIVERSAL ACCESSABILITY

|l
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Accessible sleeping rooms or suites shall include one accessible room for every 25 units

(below 100 units) Beyond 100 room or more, 1 accessible room is required for every 50 units.

Accessible rooms in properties with more than 50 units shall include a roll- in shower.

Staff should be properly briefed and trained on the handling of special needs guests.

1 parking space for every 25 spaces reserved for individuals with disabilities. Allocation of an

access aisle that is 96 in (2440 mm) wide minimum andshallbe desi gnated "van acc
Ground and floor surfaces along accessible routes and in accessible rooms and spaces

including floors, walks, ramps, stairs, and curb ramps, shall be stable, firm, slip-resistant.

Accessible toilets for guest rooms shall comply with the following: The height of shall be 17

in to 19 in (430 mm to 485 mm), measured to the top of the toilet seat. Grab bars for water

closets not located in stalls and behind the water closet shall be 36 in (915 mm) minimum.

A shower spray unit with a hose at least 3 2 @525 mm) long shall be provided. The shower

stall shall be 360 by 360 (915 mm by 915 mm) and
A seat shalll be mounted 17060 to 190 (430 mm to 48
extend the full depth of the stall. Grab bars shall be provided. Faucets and other controls shall

be appropriately located.

RESPONSIBLE TOURISM

1

f
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The facility complies with all national and regional environmental, health and safety related
legislation and regulations and with local zoning and protected or heritage area requirements
The facility has a written Code of Practice and Environmental Policy

The resort is integrated into the surrounding environment through the use of native vegetation
and landforms including the screening of parking lots and/or maintenance areas. All planted
vegetation on the site is local, drought resistant and represents a mix of material that
enhances the biodiversity of the site. At least 30% of the outside surface area of the resort
facility is shaded using la mix of indigenous vegetation.

The facility is implementing a professional comprehensive 5-year environmental management
system that reflects the scale and location of the building and considers environmental,
sociocultural, quality, health, and safety issues.

Information and interpretation pamphlets, videos and staff presentations about the local
community, natural features, surroundings, local culture, and heritage is provided to guests.
Guided tours are available. Explanation of appropriate behavior while the community is
provided.

The facility has an active O6linen policyd and reog
not want them washed. A sign identifying the policy is strategically located.

The vacation resort has a gender equity policy including at least 40% of the management
positions. Management training is available. There is a written policy against child labour or
exploitation of adolescents.

The vacation resort can demonstrate basic fair trade employment practices in relation to
race, gender and disability and including capacity building, transparency and accountability,
generation equity and family orientation

The vacation resort activities do not have a negative impact on local basic services, such as
water, energy, transportation or sanitation.

Ab6visitowsenamway enes s implentegtedand includes individual methods
to conserve energy.

Atleast90 % of al | the appliances -iateh@& facgli Eperngy
low energy consumption including high consumption appliances and at least 100% of the
lighting is by |low consumption fixtures (CFLO&ds or

100% of the irrigation is by the drip method and water flow restrictors reduce flow to 10L/min
in 100% of the taps and showerheads in the facility
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The vacation resort can produce a comprehensive 5-year Waste Management Plan that
demonstrates going beyond compliance with all government regulation by actively reducing
packaging, composting, using refillable amenity dispensers, donating surplus/used items to
local communities.

All biodegradable waste is composted and used on the landscaping.

A professional Purchasing and Consumption Plan that demonstrates how the facility
purchases materials with low energy use during product design and manufacture, and has 10
signed purchase agreement with a local suppliers for the purchase of local goods and/or
services

The vacation resort can demonstrate that 100% of the employees and 100% of management
participate in an annual environmental management training program

A 5-year Community Relations Initiative Plan or equivalent and has organized a public
relations committee, sponsors at least 6 community-oriented initiative each year and a
monitoring program

A comprehensive Visitor Code of Conduct prepared in collaboration with the local or
neighbourhood stakeholders and seeks to minimize negative impacts on local populations and
protects heritage sites, supports the protection of natural or cultural resources through direct
financial and volunteer contribution of the staff as well as how the community can benefit
through the purchase of community products and locally operated tours and excursions.

The Vacation resort can demonstrate an annual water, energy, waste management, carbon
footprint and employee awareness monitoring plan or audit

Customer satisfaction is measured through the use of questionnaires and regular surveys.
Corrective action taken where appropriate. Including the use of follow-up electronic
guestionnaires immediately after all guests departure. Corrective action taken.
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