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1. Introduction

In NorthernIreland, all tourist accommodation must be
certified by Tourism Northern Ireland (Tourism NI) i.e.
inspected by an officer of Tourism NI to ensure compliance
with minimum standards set by the Tourism (Northern
Ireland) Order 1992 and can only trade whenissued with a
certificate. Details of minimum criteria are available to view
on tourismni.com/accommodation.

In addition to the requirements to meet minimum
standards set by legislation,accommodationin Northern
Ireland can choose to be graded by Tourism NI according to
pre-set quality standards. To participate in the Tourism NI
Quality Assurance Scheme, your property must first receive
acertificate to trade as Guest Accommodation under the
Tourism (Northern Ireland) Order 1992.

This booklet is your guide to the criteria tojoin the Quality
Assurance Scheme for Guest Accommodation, along with
specificrequirements at each star grade. It also outlines how
Quality Scores are determined, providing advice and best
practice.
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Guest
Accomodation

What is Guest Accommodation?

We recognise that this category of accommodation
inNorthernIrelandis diverse. In essence, Guest
Accommodation offers comfortable overnight sleeping
accommodation for visitors, in separate en-suite bedrooms,
with ameans to make breakfast available to those visitors.

Guest Accommodation tends to be more informal
accommodation with limited service and sometimes that
serviceis contactless. Properties may offer, for example,
motel-style bedrooms; or a group of bedrooms located
adjacent to arestaurant; or possibly standalone units such
as glamping pods, or alternative accommodation stylesin
adesignated area with individual access to each bedroom.
Regardless of style, bedrooms will always have individual
accessto a private en-suite bathroom.
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2. Quality is the key

Tourism NorthernIreland (Tourism NI) understands
that quality is the key to success within the modern
hospitality industry. For our Guest Accommodation
industry to be successful both nationally and
internationally, itisimportant that quality standards
are set high and continue toimprove.

Our commitment toyou

Our professional Quality Advisors will work with you to
maximise the potential of your business. As a member of
the Tourism NI Quality Assurance Scheme, you will receive
anannual Quality Grading assessment. This will bein the
form of an overnight mystery assessmentin the first year,
followed by either a day visit or an overnight from year two,
depending on your star rating. The assessment will look
atall customer facing aspects of your business, from the
initial booking to check out. Each visit will be followed by a
verbal debrief and a detailed written management report,
both designed to help youimprove your business.

Quality across the starratings

When a customer chooses accommodation, they will

have an expectation of quality commensurate with the
offer madein the property’s marketing alongside their
star grade. Our Quality Advisors will grade each aspect

of your business tofive levels based on these general
expectations. In advance of their visit, the Quality Advisor
will review your property’s online presence as if they were a
typical guest.

Service & Hospitality

A smile, awarm and genuine welcome and a willingness to
please and serve customersis a common requirement and
achievable across all star ratings.

Seamless and efficient service requires thought and
planning. A small Guest Accommodation canrely on the
natural friendliness and hospitality of the owners, whilst a
larger business will require a team of well-trained staff and
this can present a different challenge.

Bedrooms & Bathrooms

Whatever the style or concept of the bedrooms and
bathrooms, both quality and comfort is what guests and
our Quality Advisors will be looking for, specifically:

«  Thequality, comfort and size of the bed
«  Thequality of the bed linen

+  Attractive, well co-ordinated décor and soft
furnishings

+  Thequality of bathroom fittings, of towels and
toiletries

«  Easeofuse, being well designed without necessarily
being large and spacious

*  Thoseextratouchesthat make therooms more
welcoming.

When assessing quality, the following are considered:
+ Intrinsic quality —theinherent value of anitem.

+  Condition—the maintenance and appearance of an
item. Is it fit for the purpose?

«  Physical and personal comfort — does the quality of
anitem detractin any way from the comfort of the
user?

«  Attention to detail -the evident care takento ensure
that the guest experienceis special and of the same
high standards for all.

+  Guests choice and ease of use —the guest experience
isenhanced through choice—beit the choice
of beverages in the room or the choice of room
temperature. Thisis furtherimproved by how usable
the guest finds the room and its contents.

«  Presentation-theway theroom andits contents are
presented for guests’ arrival and during their stay.

Cleanliness

Cleanliness is of paramountimportance to customers at
all star levels. Itis expected that all properties will be clean
throughout.

Hints & Tips
Be objective and self-critical when thinking about quality:

«  Donotover promise: don’t be tempted to claim you
offer luxury accommodation in your marketing unless
your facilities are truly luxurious. Customers travel
with expectations and it is better to exceed these than
not tolive up to them.

«  Beacustomeratyour own business. Take time to use
your website, sleep in your bedrooms and sample the
breakfast to experience what you are offering your
guests.

« Addingasense of place to the visitor experience
will go along way to make your guests’ stay a truly
memorable one. It can be something simple like
adding artwork, interesting information about your
area, or a feature to your property to add a touch of
local flavour.
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3. How do we measure quality?

During your visit, your Quality Advisor will make quality
judgements across all areas of your customer facing
business. When the scores are totalled you willhave an
overall percentage score that will place you within one of
thefive different star rating bands. However, to confirma
particular star rating, the scores awarded within each of the
five key areas also need tofall within that band or higher.
Inthis way we, and you, can be confident that the business
is offering a consistent level of service at the star rating
awarded. These key areas are:

+ Cleanliness

+ Bedrooms

+ Bathrooms

* Hospitality & Friendliness
+ Food Quality (Breakfast)

Quality Advisors are trained to award scores against

national benchmarks in an objective and consistent manner.

Assessment Example

Inthe example onthe next page, the Guest Accommodation
provides all services and facilities required of a four-star
property and is seeking a four star rating.

In order to be awarded four star, the property needs to meet
the overall percentage required (at least 70%) as well as the
percentages required in each of the key areas listed above.
The business meets the overall percentage required for
four star (with 74%) and achieves four star for Cleanliness,
Bedrooms and Bathrooms. However, the property fails
tomeet the scorerequired for Hospitality & Friendliness
(scoring high three star). Aithough the property meets the
four star score for Food Quality, this scoreis borderline.

The outcomeis that a three starrating is awarded but with
potential for four star. If wishing to increase the grade,
advice will be provided as to how toimprove the scores for
Hospitality & Friendliness as well as Food Quality to meet a
four starrating at the next assessment.

Scores
Foreach areaincludedinthe assessment, the Quality
Advisor will decide whether to award a score of:

m Acceptable
LS Good
m Very Good
m Excellent
m Exceptional

The assessment will focus on the quality of the facilities
you do offer, rather than penalising for those you do not,
acknowledging that some scoring areas may not apply
depending on your accommodation type.

After your visit you will receive a detailed written report
onthe customer experience with individual scores for each
criteria. Positive aspects of your business will be outlined
as well as areas forimprovement. This will give you a
benchmark for maintaining the quality of your services
and facilities and will help you to prioritise and plan

future developments toincrease standards and boost
your bottom line.

Hints & Tips

«  Don'tbe afraid to do things your way. For example,
locally sourced toiletries can be of equal quality to
national brands.

«  Remember that firstimpressions matter. Paying
attention to the following critical areas will pay
dividends:

- Clean and tidy parking areas.

- Well-tended grounds and gardens.

- Awelcoming smile.

- Fresh flowers.

- Thefinal touches in bedrooms & bathrooms
with care taken over the presentation
of bedding, towels and toiletries.
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Quality assessment example

CLEANLINESS EXTERIOR
Bedrooms 4 Buildings 4
Bathrooms 4 Grounds, Gardens & Frontage 4
Dining Room 4 Car Parking 4
Public Areas 4 80%
i 0,
(Four star quality) 80% OTHER PUBLIC AREAS
SERVICE & EFFICIENCY Reception 4
Booking &Arrival 4 Recreation/ Public WCs N/A
Dinner & General Service N/A Stairs, Corridors & Hallways 4
Breakfast Service 4 80%
Departure Service 7302 ALL PUBLIC AREAS
Decoration 4
BEDROOMS Furniture, Fittings & Furnishings 3
Decoration 4 Flooring 4
Furniture, Fittings and Furnishings 3 Lighting, Heating & Ventilation 4
Flooring 3 Space, Comfort & Ease of Use 3
Beds & Bedding 4 72%
Lighting, Heating &_(Ventllatlon 4 DINING ROOM (IF APPLICABLE)
Bedroom Accessories 4 -
Decoration 4
Space, Comfort & Ease of Use 4 . P —
- Furniture, Fittings & Furnishings 3
(Four star quality) 74% :
Flooring 3
BATHROOMS Lighting, Heating & Ventilation 4
Decoration 4 Table Appointment 4
Fixtures & Fittings 4 Space, Comfort & Ease of Use 4
Flooring 4 73%
Lighting, Heating & Ventilation 4
Towels & Toiletries 4 OVERALL SCORE 74%
Space, Comfort & Ease of Use 3 . .
(Four star quality) 77% The outcomeis athree starrating
FOOD BREAKFAST
Quality & Provenance 4 NB-—this scoresheet is an example. Marks and scoring
Choice & Range 4 thresholds may be subject to changein future.
Presentation & Culinary Skills 3
(Borderline Four star quality) 73%
HOSPITALITY & FRIENDLINESS
Booking & Arrival 3
Dinner & General Services N/A
Breakfast 3
Departure 3
(Three star quality) 60%
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4. Determining a Star Rating

A property will need to satisfy three elements toreach a
particular starrating:

1. Allrelevant requirements must be met (detailed later
inthis booklet).

2. Theoverall percentage score for quality must reach the
appropriate band (see quality bands below).

3. Theoverall percentage score for quality in the five key
areas must also reach the appropriate threshold:
- Cleanliness
- Bedrooms
- Bathrooms
- Hospitality & Friendliness
- Food Quality (Breakfast)

Theremaining four areas are: exterior, public areas, dining
room and service & efficiency. While these areimportant
elements of the guest experience, the quality scoreis
allowed to vary slightly. We recognise that not all Guest
Accommodation will provide a dining room and where that
is the case this area will not be included in the calculation of
the award.

Dispensations

Dispensations for certainindividual requirements within
these Quality Standards may be given as long as all the
remaining requirements and quality levels for that rating
are met or exceeded. This flexibility will be on a case-by-
case basis.

Any exceptions will need a proportional increase in quality
inother areas to compensate for the area wherean
exceptionis sought.

OVERALL QUALITY BANDS

—  Tew e [een (e [we

Cleanliness 40% 50% 65% 75% 90%
Bedrooms 30% 47% 55% 70% 85%
Bathrooms 30% 47% 55% 70% 85%
Hospitality & Friendliness 30% 47% 55% 70% 85%
Food 30% 47% 55% 70% 85%
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5. Tourism NI's Quality Advisors

Tourism NI's Quality Advisors are professionally trained
and have extensive knowledge of the tourism sector. They
are there to help you develop the quality of your business,
improve guest satisfaction and make the best possible use
of the opportunities available to you from Tourism NI.

Our Quality Advisors spend their working lives as
professional guests. They experience best practicein

all areas and can pass that knowledge on to you for the
benefit of your business. They are your eyes and ears for
the duration of their visit and they will assess the quality of
your business honestly, with the objective of helping you to
improve your operations.

Innovation

Don't be afraid to innovate. This document is a flexible
guide to the minimum services required at each level.
The hospitality industry is dynamicin the way it provides
services toits customers. If your customers would
appreciate a new way of doing things, do not dismiss the
ideabecauseitis notincluded in this document.

We are sure that you have many ideas for future delivery of
your service. Talk to your Advisor. We are flexible and willing
toaccommodate new ideas wherever possible.

How to get the most out of your Advisor

Thefirst time you meet your Advisor is likely to be when
they arrive at your property for an overnight visit. Even
then, they will not reveal their identity until the following
morning. This allows them to experience your serviceas a
customer would and begin to understand your business
prior to your debrief meeting after breakfast.

Include as many staff as possible at the debrief.
Constructive advice from the Advisor might help to inspire
and motivate staff.

Ask questions. Your Advisor is there to help your business
succeed, so make use of their knowledge and expertise.
Their aimis to maximise the quality potential of your
business, while allowing the character and uniqueness of
your property to shine through.

Stay intouch. Quality Advisors are happy to answer your
questions in between assessment visits. You might like

to check-in with them to ask about improvements you

are considering for your business. Your assessmentin the
second year is likely to be a day visit. If you believe you have
agood chance of achieving a higher rating you can request
anovernight visit.

Hints & Tips

«  Yourwebsiteis thefirst contact most customers will
have with you. Make sureitis up to date, easy to use
and engaging.

«  Good quality photographs are the best way to show
off your business. Modern smartphone cameras are
often up to the task, and online tutorials are widely
available.

«  Ifyouhavethetime for social media, it's a great way
to engage with potential guests. Your Advisor can
help with advice on how to get started.

«  Traditional check-in or electronic check-in. Either
can enhance or diminish the overall quality of the
visitor experience, depending on how it is operated.
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6. General Requirements

6.1 Statutory Obligations

Legislative Requirements

«  The Guest Accommodation must havein place a valid
certificate under the Tourism (Northern Ireland)
Order1992.

+  TheGuest Accommodation must comply with all other
statutory requirementsinforce at that time.

Formoreinformation on your legal obligations scan here:

Accessibility Statutory Obligations

Tourism providers should treat everyone accessing their
goods, facilities or services fairly, regardless of their gender,
race, sexual orientation, disability, gender reassignment,
religion or belief, and guard against making assumptions
about the characteristics of individuals.

The Disability Discrimination Act 1995 requires that service
providers must think ahead and take steps to address
barriers thatimpede disabled people. Providers should not
wait until a disabled person experiences difficulties using a
service, as this may make it too late to make the necessary
adjustment.

«  Make ‘reasonable’ changes to the way things are done
- such as changing practices, policies or procedures
where disabled people would be at a ‘substantial
disadvantage’, e.g.amend a ‘no dogs’ policy.

+  Make ‘reasonable’ changes to the built environment -
such as making changes to the structure of a building
toimprove access e.g. altering or removing a physical
feature.

«  Provide auxiliary aids and services - such as providing
informationinan accessible format, oraninduction
loop for customers with hearing aids.

Aservice provider cannot legally justify failing to provide
areasonable adjustment. The only questionis whether
theadjustmentis a ‘reasonable’ one to make. What is
‘reasonable’ will depend on a number of circumstances,
including the cost of an adjustment, the potential benefit it
may bring to other customers, the resources a business has
and how practical the changes are.

6.2 Safety & Security

Legislative Requirements

+  The Guest Accommodation shall be of substantial
and durable construction, structurally safe, in good
repair and of suitable design.

«  Guests’ bedrooms shall have two locking devices from
within and a single locking device from without on any
door opening onto a corridor or the outside of
the establishment.

Allgrades

«  Themainentrance should be clearly identified, and the
doorway illuminated whenitis dark.

«  Ahighdegree of general safety and security should be
maintained. Allinformation on evacuation procedures
should be kept up to date and advertised in every
bedroom.

«  Printedinstructions provided in the bedrooms
explaining how to summon helpinan emergency.

«  Onceregistered, guests should have access to the
accommodation at all reasonable times.

«  Adequate levels of lighting for safety and comfortin all
publicareas, including sufficient light on stairways and
landings at night.

«  Adequate measures for the safety and security of
guests and their property, particularly in car parks and
ground floor bedrooms.

+  Forthesafety of guests, all car parks should be
adequatelylit.
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6. General Requirements

Accessibility Best Practice

6.3 Maintenance
Allgrades

Ensure the fire evacuation procedures consider
emergency exits for disabled people. Remember
guests with hearing loss may not hear knocking at
the door. Record their room location and any specific
requirements.

Welcome assistance dogs. Many disabled peoplerely on
assistance dogs to provide independence. See the dog
as being part of the person.

Buildings, their fixtures, furnishings, fittings, exterior
and interior décor should all be maintainedin a sound,
clean condition and befit for the purpose intended.

All electrical and gas equipment should be in good

working order and be regularly serviced to ensure guest
safety.

Amonitoring procedure should bein place for reporting
broken or damaged items in guest’s bedrooms/units.

10
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7. Cleanliness

Legislative Requirements

«  Theestablishment shall provide daily cleaning of rooms
when visitors areresident.

«  Theestablishment shall bein good decorative order
and kept clean and well-maintained throughout,

including outdoor areas, grounds and car parking areas.

Allgrades

Asthe cleanliness of a guest accommodation atevery
stargradeis of paramountimportance to guests, a high
standard of cleanliness must be achieved and maintained
throughout the property. Particular attention should

be given toitems involving direct contact with guests,
including:

«  Bedding, linenandtowels.

«  Baths, showers, washbasins and WCs.

+  Flooringand seating.

«  Crockery, cutlery and glassware.

+  Bathroomstobe spotlessly clean and fresh smelling.

«  Particular attention paid to WCs, plugholes, shower
curtains/screens, mirrors and extractor fans.

«  Allwalls, ceilings, pipes, ledges, equipment and fittings,
which are beyond reach from floor level, cleaned on a
regular basis.

«  Allflatsurfaces, equipment and furniture free from
dust, dirt, grease and marks.

At 4 and5 Star Level we expect to see:

+  Cleanandfreshly polished surfaces. Soft furnishings
and carpets regularly deep-cleaned.

«  Greater attention to detail, with high overall standards.

«  Hygienically stored spare blankets and pillows in
bedrooms.

+  Clearlyapristinefinish.

+  Gleamingsurfaces. No smears or marks. Evidence of
thorough cleaning.

«  Spotless soft furnishings and carpets.
«  Beddingisvisibly crispand clean.

SCORING - for example
Five s Sk A

«  Pristine standards of housekeeping. Attentionis paid to
allareas, sparkle and polish to all surfaces.

Four****

An excellent overall presentation and greater attention
todetail, with only a few minor lapses. There will be
evidence of reqular deep cleaning. In any public areas
there will be evidence of early morning cleaning and
vacuuming. Excellent standard throughout.

Three * * *

«  Happytousethearea.Atthislevel, lapses may be
numerous but not significant. Smears to mirrors, light
dusttoback of TVs, above wardrobes, carpet edges, etc.
Very good standard overall.

Two**

«  Superficially clean and tidy, but with lapses noted when
looking closer. Neglect or lack of serious deep cleaning,
but attention paid to guest contact areas. Good
standard generally.

One*

«  Ajustacceptable approachto cleaning withlittle
evidence of deep cleaning or attention to detail. Many
minor lapses will generally indicate that there areissues
which need to beraised. Any serious lapses to guest
contact areas may well cause a score of zero.

Accessibility Best Practice

«  Donotmove furniture and personalitemsin the
bathroom or bedroom as, in most cases, they are placed
in positions that are accessible to the guest.

+  Donottieupalarm pull cords in accessible bedrooms
and bathrooms.

Sustainability Best Practice

«  Consider using lowimpact and chlorine-free cleaning
products, such as microfibre cloths that reduce the
amount of cleaning liquid required.

1
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The following list shows the areas which are assessed:

Bed First Impression: Looking at/for:
edrooms Overview of whole room Well aired, clean look, tidy appearance

Surfaces Dust
Drawers Crumbs/hairs/lost property
Furniture Inside/outside wardrobe Dust/spare bedding
Behind mirrors/TVs Dust levels
Under furniture Objects from previous guests/dust
Sheets, duvet covers Holes/stains/standard of laundering
Pillows/cushions Plumpness/stains
Mattress protectors Hairs/stains/frequency of laundering
Mattresses Stains/rotation of mattresses
Beds Headboard Grease marks/hairs
Behind/under bed Levels of dust/debris/poor vacuuming
Bed dressings/bedspreads Check S\/V;Iag:c/:;?o ?Fs)]tea?r:cs)r dust/
Sparelinen Wrapped and clean
Lamps Lamp shades/bases Dust/spillages from drinks
Switches Finger marks/dust
Above pictures/dadorails/ornaments Levels of dust
Behind radiators Magazines/debris
Mini-bars / chillers Sticky drink spillages
General Ornaments Dustfrominfrequentuse
Telephone (if supplied) Greasy marks onreceivers/dirty key pad
Room information Presentation/rings from cups etc.
pile Frequency of ghampoping and
vacuuming/stains
Carpet / Flooring Edges Vacuuming to edges
N.B. Long term staining would be assessed
under condition and quality, not cleanliness
——_— Light switches Grubby finger marks
Paintwork/Wallpaper Scorch marks/spillages from drinks
. Casements Dust/dead insects
Windows . .
Panes / Frames Reqularity of cleaning
Bins Insideand out Between bin & liner/debris/stains

Curtains/Window Coverings

Linings/blinds/pelmets/swag

Water stains/frequency of laundering.
Levels of dust/stains

Soft Furnishings

Upholstery
Under cushions
Sides/Arms

Stains/frequency of deep cleaning
Money or other debris
Grubby marks

12
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Inside/outside bowl Urine stains, hairs
Underrim/seat Scrubbed clean, no streaks/stains/hair
Toilet Adjacent walls Splashes
Behind toilet/Pipework Dust, dirt, toilet paper, hairs
Toilet brush holder Stagnant water, toilet paperresidue
Plug holes Hairs, sparkling chrome
Behind taps Scum/slime
Sealant/Grouting Mildew, stains, hairs
Bath/Shower Extractorfans Levels of dust, noise
Curtains Mildew, hairs
Screens Smears, splashes, sealing strip
Shower heads / hose Limescale, mildew
Taps Sparkling chrome, slime/scum
Overflow Hairs, other residue
Washbasin - -
Underside/Pedestal Hairs, splashes of toothpaste
Mirror Smears
Floor Edges/ledges Stains, smears, residue, hairs
Lights Light coverings and switches Dust, flies, fingerprints
Beakers Stained glasses Lipstick, toothpaste, smears
Towels Freshness Fresh smelling, plumpness
(Dining room/Lounge) Overview of whole room fragrant smell, polished surfaces
Cleanliness of crockery/ cutlery Water/food stains
Ornaments/pictures Dust, smearson glass

Presentation/rings from cups, sticky

Tables tops/mirrors
marks/ smearson glass

General Public toilets Regular cleaning with constant attention
Curtains Levels of dust/stains
Windows Smears, flies, dust
Menus Food/drink stains, fingerprints
Upholstery Food debris, stains, grubbiness
Pile Depth of pi Ie/frequerlcy of shampooing
Carpet/Floor Covering and vacuuming/stains
Edges Vacuumingtoedges

13
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8. Hospitality & Friendliness

Legislative Requirements

+  The Guest Accommodation shall be staffed by persons
adequate in number and training to maintain the
appropriate standards of service for visitors at all
reasonable times.

+  Theguestaccommodation shall be under the
supervision of a person trained or experiencedin
guestaccommodation management.

Whatis assessed

The attitude and friendliness of all staff in the guest

accommodation including:

+  Telephone manner onbooking, cheerfulness and keen
to help attitude.

+  Welcoming, polite and courteous throughout.

«  Ondeparture, do staff offer help with onward journey?

+  Theimpression of how friendly the staff were during the
stayinthe guestaccommodation.

« Allenquiries, reservations and complaints from guests
dealt with promptly and politely.

+  Everyeffort madetotake account ofindividual guest’s
needs.

+  Allstaffdemonstrate a positive attitude and willingness
tohelp.

Atallgrades, guests should be greeted and acknowledged in
afriendly, efficient and courteous manner throughout their
stay.

SCORING - for example
Fwe*****

Excellent social skills, helpful attitude. Anticipation
ofindividual guests’ needs to create unique and
memorable experiences.

«  Offerofrefreshmenton arrival, either brought to room
or offeredin publicareas.

«  Goesthe ‘extramile’to ensure guests feel welcome, and
thisisthe norm.

«  Spontaneous acts of friendliness inspiring confidence in
the guest that a high standard of service will follow.

«  Excellentfirstandlastimpression.

Four****

Very good social skills and anticipation of individual
guests’ needs evident.

«  Proactivein providing guests with information.
Attentive, more personalised service, use of guests’
name once given.

«  Friendly attitude eitherin person or on telephone.

Spontaneous conversation unprompted. Cheerful
demeanour and attitude.

+  Guestsfeel confident that service delivery will be
competent.

+  Guests madetofeel very much athome withawarm
genuine welcomeonarrival.

Three * * *

Staff have a helpful attitude, and guests dealt with
promptly and politely, however more responsive than
proactive.

«  Pleasantifapproached but dialogue limited to service
needs.

+  Someacknowledgement of guests and some
occasional conversation with or without prompting.

«  Reasonably friendly, welcoming smile. Cheerful
demeanour and attitude but may not make immediate
contact with guests.

«  Guests have confidence that booking has been made.

Two**

«  Neutral behaviour with no particular friendliness or
enthusiasm.
«  Somewillingness to help when asked. Mechanical.

One *

«  Notsurlyorrude but may show someindifference to
guests.
«  Llimitedinterest or effort.

14
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9. Service and Efficiency

9.1 Bookings & Pre-Arrival Information

Whatis assessed

At all grades there should be a simple and efficient booking
service thatincludes the following:

Communication with prospective guests, whether
verbal or written, should be prompt, efficient,
professional and helpful. A good firstimpression is
critical atall grades.

You should describe fairly to all guests and prospective
guests the amenities, facilities and services that your
establishment provides —either by advertisement,
brochure, word of mouth or any other means.

You should make clear to guests exactly whatis
included in the prices you quote foraccommodation,
meals and refreshments. You mustinclude service
charges, taxes and other surcharges. Legally, you
should not exceed the price you agree at the time of
booking. You should explainin detail any charges

for additional services or available facilities and
cancellation terms, if applicable. If a deposit is required,
you need to tell guests when they book and explain how
it will be taken and whether or notitis refundableif they
cancel.

The means of payment must be clearly detailed to
guests, i.e.how and where they pay. If payment is
requested on arrival, then this should be made clear at
the time of booking, especially if only cashis accepted.
When you are taking abooking you should describein
detail any in-house policies, e.g. no smoking or vaping
policy, payment methods, access restrictions.

If prospective guests ask to see the accommodation
before they book, you must show them.

Youmust tell all prospective visitors about any major
refurbishment work that might affect their stay.

Whererelevant, ascertain dietary requirements
(vegetarian, vegan, Coeliac, nut allergy, etc.).

SCORING - for example

Five S s Aok

Prompt response to booking enquiry, whether verbal or
written.

Excellent telephone skills and explanation of
accommodation and bedroom facilities given. Provided
with some helpful additionalinformation e.g. any
leisure facilities available to guests, local attractions/
events, etc.

Booking handled in a professional manner, repeated
back and some form of written (electronic acceptable)
confirmation along with directions sent.

Enquiry concerning any special requests.
Appropriate use of guests’ name.

Four****

Competent and efficient booking procedure with
directions offered and explanation of accommodation
and bedroom facilities given. Provided with some
helpful additionalinformation, leisure and other
facilities available to guests.

Evidence of staff demonstrating excellent telephone
skills.

Written confirmation offered.

Three * * *

Very good telephone skills evident with an organised
approach with booking procedure.

Explanation of accommodation and bedroom
facilities given. Provided with some helpful additional
information e.g. directions.

Confirmation provided on request.

Two**

Could beinformalin style and answer phone acceptable
if call returned promptly.

Style and content of room only may be explained.

Arrival timerequested if access to rooms restricted by a
time.

One *

Acceptable telephone skills and informalin style.
Room type enquiry made together with a rate quoted.

Name and contact telephone details requested as a
minimum.

Any deposit, booking conditions and cancellation policy
clearly explained.
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9. Service & Efficiency

Accessibility Best Practice

«  Consider website accessibility e.g. ability to change text
size, colour contrast options, audible indication etc.

«  Highlight the accessible features of your premises on
your website.

+  Offeryourguests achoice of how to contact you e.g.
telephone, fax, letter, email, text message and find
outabout Text Relay used by people with a hearing
impairment at www.textrelay.org.

«  Always askifthe enquirer orany of the guestsinthe
party have any specific access requirements.

«  Evenifyoudonotaccept pets, state that you welcome
trained assistance dogs [legal obligation].

Sustainability Best Practice

«  Considerdraftingand promoting a sustainability policy,
setting out the actions currently taken by your business.

+  Letguests know about the natural and cultural
attractionsandeventsinthelocal area, eg. walking and
cyclingtrials, suggest itineraries on your website. This
may encourage longer stays.

« Include public transport options not only for getting to
the property in promotional and booking information,
but also for getting around the area especially to
popular attractions.

«  Forquietertimes off season, provide special offers by
creating packages with other local businesses, such as
activity providers and attractions.

9.2 Guest Arrival and Welcome

Whatis assessed

The arrival procedure from when the guest first arrives at the
guestaccommodation.

All grades:

+  Theproprietor or staff should be either on duty or easily
contactable during the main arrival and departure
periods and during mealtimes. Itis acceptable that the
entrance may be locked, and the guest may have toring
or knock for access or be provided with details of secure
access.

+  Registrationofall guestsonarrival.
*  Guestsinformed of mealtimes, Wi-Fi code, etc.

«  Onceguests haveregistered, they should always have
access to the establishment and to their bedrooms

unless they were previously told about any restrictions.
Akey or security code may be given for the main
entrance.

«  Youshould provide service that is appropriate to the
style of accommodation, and deal promptly with all
enquiries, requests, reservations, correspondence and
complaints from guests.

«  Theremustbe an effective means for guests to call
forthe attention of the proprietor or staff, who need
tobeavailable at all reasonable times (as above). If
the proprietor or staff live away from the property a
telephone contact number needs to be provided and
clearly displayed.

SCORING - For example

Fwe*****

Guests personally greeted on arrival and awareness of
individual guest’s needs evident.

«  Pre-population of registration card would be expected
andinformation such as dining options provided.

«  Appropriate use of guest’s name.

«  Guestsshowntoroomswithluggage assistanceand
explanation of accommodation and bedroom facilities.

+  Refreshments offered onarrivalinlounge areaorin-
room.

Four****

Attentive, personalised service with appropriate use of
guest’'sname.

«  Some pre-population of registration card would be
expected and information such as dinner options would
be suggested.

«  Escorttothebedroomsandindication given of public
areas.

+  Luggageassistance offered.
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9. Service and Efficiency
Three***

Welcome would be less formal with proprietor or
staff available to deal promptly and effectively with
enquiries.

«  Clearwillingness to help guestson arrival.

«  Information such as dinner options may be offered.

« Awillingresponsetorequest for luggage assistance.

Two**

+  Welcome would beless formal with proprietor or staff
ableto deal effectively with enquiries.

«  Soundregistration procedure.
«  Information such as breakfast times offered.

One *

Clearindication of means to attract attention.

+  Appropriate welcome offered, although the style may
be moreinformal.

«  Reception procedureinaccordance with current
statutory requirements and guests allocated their
rooms.

Hints & Tips

Ensuring your guests receive a warm welcomeis an
opportunity to give a greatimpression of your business:

«  Beingfriendly and welcoming might come naturally to
you, butdon’tleaveit to chance. The best welcomes are
well planned and are delivered consistently.

«  Guestregistrationisalegal requirement. Your Quality
Advisor will haveideas as to how this can be carried out
quickly and unobtrusively.

«  Notgoingtobethereinperson? Here's some
alternative solutions that can work well:
provide digital pre arrival communication with clear
instructions; a personalised welcome notein the unit: a
follow up message or call shortly after arrival: having the
heating onin colder months.

«  Youmight like to offer refreshments to your guests
onarrival; providing a welcome pack of essentials,
including fresh milk, is always appreciated for that first
cup oftea.

9.3 Breakfast

What is assessed

Assessment of breakfast service, appropriate skills including
customer care and product knowledge. Efficient service with
enough staffto cope at busy times.

All grades

«  Aproprietorand /or staff should be available at
breakfast torespond to guests’ needs, e.g. clearing of
dishes, replenishing buffet and offering top-ups of tea
and coffee.

«  Tableslaid appropriately for the meal being served.

«  Competent service with helpful attitude, timely
awareness of guests’ arrival in the breakfast room.

« Itisacceptable to offer abuffet style breakfast.

«  Where provided, breakfast buffets should be laid out
and operatedin a practical and customer-friendly
manner with items replenished on aregular basis.

«  Verbal or written explanation of available breakfast
choices.

«  Staffdemonstrate knowledge of the dishes being
served.

«  Sufficient staff to ensure prompt service.

« Itisacceptabletoask gueststo pre-order breakfast at
the time of booking or the evening before to
avoid waste.

«  Theprice of any breakfastitems carrying an additional
charge clearly advertised.

*  Wherebreakfastis servedinthe bedrooms, service
should be of an equivalent or better level thanifit were
tobeservedinabreakfast room, thisincludes service of
beverages.

SCORING - For example

Fwe*****

Proprietors and/or staff demonstrate excellent service
skills. Guests met, greeted and seated. Exceptionally
competent andimmaculately presented staff.

«  Comprehensive descriptions of dishes available and
goodjudgementin timing of serving the different
courses. Guests offered clean and well-presented
menus.

«  Efficient service with highlevels of technical skills and
anticipation of guests’ needs.

«  Highly attentive service with the offer of fresh hot
drinks, toast etc.
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Four****

Staff demonstrate high levels of product knowledge
and service skills. Structured and well organised staffing
atbreakfast.

Polite and courteous staff providing high standards of
customer care and personal presentation.

Attentive service with satisfaction checks throughout
breakfast, offering more tea/coffee, toast etc.and
prompt table clearing.

Three * * *

Staff demonstrate good product knowledge and service
skills. Sufficient staff to ensure a well-paced breakfast
service.

General staff appearance would be expected to be very
good.

Tables correctly laid with appropriate cutlery, crockery
and napery.

Guests may be welcomed and shown toseatbya

member of staff. Verbal or written explanation of
available breakfast choices.

Breakfast buffetitems kept topped up.

Two**

Service skills should be consistent and of agood level.
Sufficient staffto ensure a well-paced breakfast service
with some supervision evident.

Reasonable product knowledge.

Tables correctly laid with appropriate cutlery, crockery
and napery.

Guests directed to a seat by a member of staff. Good
communication with guests.

One *

Staff demonstrate adequate levels of product
knowledge and service skills.

Sufficient staff to ensure a well-paced breakfast service.

All staff appropriately dressed. Adequate
communication with guests.

Accessibility Best Practice

Try to be flexible with mealtimes to help people with
diabetes regulate their blood sugar.

Provide menus in accessible formats e.g.alarge print
menu (minimum font size 16 point) ina clear font such
as Arial.

Provide larger cutlery, plastic plates/cups, straws.
Offer guests a choice of seating location.

Offer guests assistance with menus e.g. reading menu
options to guests with visualimpairments.

Offer guests assistance with self-service buffet where
appropriate.

Sustainability Best Practice

Staff dealing with food and drink service should be fully
briefed on the source, characteristics and significance
of local food and drink products that are being served.

Hints & tips

Breakfast provisionin Guest Accommodations can vary
depending on the style of the property, however all
properties should strive to provide an efficient service. For
those properties providing in room breakfast hampers have
you considered:

Avoid food waste by asking your guests to pre-order
breakfast either at time of booking or a few days prior to
arrival.

How is breakfast delivered? If appropriate breakfast
provisions can be placed in the guests’ fridge for their
arrival or you may prefer to hand deliver the hamper ata
pre-agreed breakfast time.

Use appropriate containers and wrapping to promote
hygiene and maintain correct temperature of both hot/
cooked items and cold or uncooked produce.

Include any cooking or re-heatinginstructions where
catering appliances are provided and required.

Have you provided napery, and any required cutlery and
condiments?

How is breakfast enjoyed on delivery? Consider
comfortable enjoyment and whether any additional
items could enhance the experience, i.e. bed top
trays, foldable tables and chairs where space may be
restricted.
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9.4 Departure

What is assessed

The departure process including presentation of billand
accuracy, offer of luggage assistance and help with onward
journey e.g. directions, taxi, etc.

All grades

« Asthisislikely tobethe guests’last point of contact
with the property, special attention should be given to
providing a high standard of customer care.

«  Provide written details of payments due and a receipt
toany visitor who requests it. Clearly identify the VAT
element of the bill where applicable.

«  Nounduedelays for the guest on departure.

«  Proprietors and staff are willing to assist if the bill is
unclear orinaccurate.

«  Efficient procedures arein place for handling guest
departure.

«  Proprietors and staff are well versed in allmethods of
payment where appropriate.

«  Guestsareasked if they enjoyed their stay.

SCORING - for example

Fwe*****

Excellent levels of professionalism, social skills and
attentionto customer care.

«  Awareness that departing guests are ready to pay, and
proprietors or staff should make themselves available.
Proprietor/ staff make very good use of guest names.

«  Billpre-prepared, correctin all details and may be
presented with a degree of privacyi.e.placedinan
envelope or equivalent.

«  Checkout procedure allowed to progress very quickly
without any interruption from other duties.

«  Customer satisfaction checks made prior to departure
with offer of assistance with luggage, taxis and onward
journey assistance.

Four****

Staff professional with excellent social skills and
attention to customer care.

«  Promptattention when summoned. Good use made of
guestnames (intermittent use).

+  Bills pre-prepared and the checkout procedure allowed
to progress quickly without interruption from other
duties.

«  Customer satisfaction checks made prior to departure
with offer of assistance with luggage and taxi perhaps.

Three * * *

«  Staff well presented with very good social skills.

«  Accuratebill preparedin advance and the checkout
procedure allowed to progress without excessive
interruption from other duties.

Two**

Staff perhaps hesitantin dealing with guests. Good
social skills.

«  Billpartially made out for guest departure. System does
not readily allow prompt check out.

One *

«  Staffdemonstrate acceptable social skills.

«  Billprovided uponrequest. Adequate service on
departure with limited guest contact.

Sustainability Best Practice

«  Offerqguests adigital copy of theirinvoice (where
possible) to limit paper andink usage.

Hints & tips

Dependent onthe style of property check out may be
contactless —ifthisis the case with your property how and
what you communicate with your guests is key to creatinga
lasting positive impression.

+  Usedigital technology and in-unit literature to share
advice and procedures for departure.

«  Include details of how to summon assistance with
luggage, etc, should it be required.

«  Check customer satisfaction with a personalised email
or mobile message on day of departure.
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10. External areas

Legislative Requirements

«  Theestablishmentshall bein good decorative order
and kept clean and well-maintained throughout,
including outdoor areas, grounds and car parking areas.

10.1 Buildings, Appearance and Condition

What is assessed

External appearance and condition of all buildings
(including annexes, outbuildings and storage areas):
stonework, woodwork, paintwork, gutters, fall pipes,
external plumbing, chimneys, roofs, window boxes, tubs
and hanging baskets, external signage attached to the
building (clarity and maintenance), lighting. The Quality
Advisor may make allowance for listed buildings, or those
with a particular architectural style.

Allgrades

+  Exterior of buildings maintainedinasound, clean
condition and must befit for the purpose intended.

«  Overalltidiness, including window boxes, hanging
baskets, tubs etc. where appropriate.

«  Well-maintained property and outbuildings. Some
natural weathering may be present.

«  Wheredisplayed, signs maintained in good condition.
SCORING - for example

Fwe*****

Excellent standards of external maintenance including
outbuildings and signs, allowing for the age of the
building. Attractive architectural features may bein
evidence.

«  Property wellilluminated and clearly signed.

« Inanewbuilding, nosign of any weathering, paintwork
will be fresh and well-maintained. In older buildings, no
unsightly staining to stonework.

« Allfabricinasound and clean condition. Well
maintained paintwork, though some ageing may be
apparent.

«  Addition of features such as flower tubs and window
boxes where appropriate.

Four****

Very good maintenance of stonework and paintwork,
although some natural weathering may be present.

+  Allareas of paintwork to be in excellent condition.

+  Some additional external features to enhance
appearance, thisincludes window boxes, especially in
properties without a garden.

«  Anyoutbuildings or annexes to be of similar quality.

Three * * *

Well-maintained property and outbuildings, although
light weathering or minor blemishes may be present.

«  Paintwork, pointing and windows in very good state of
repair, though not necessarily recent. Fabric allin sound
condition. No obvious structural defects ordamage.

«  Attractive use of window boxes, hanging baskets and
tubs where appropriate.

«  Wheredisplayed, signs have been maintained in good
condition.

Two**

Woodwork generally in good, sound condition,
though some areas of paint may be ageing and rather
weathered.

«  Small defects, damage, cracks etc. to stonework, or
heavy moss and lichen growths.

«  Noevidenceof recent freshening up.
«  Signage showing signs of aging.

One *

+  Exteriorsmaintainedinanacceptableand clean
condition, overall.

«  Somesigns of ageing may be present and small defects
to stone or brickwork.
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10. External areas

10.

2 Grounds, Gardens and Frontage

What is assessed

If nogrounds and gardens, only frontage will be
assessed.

Isthere astrongfirstimpression? A “wow"?

Grounds and gardens alsoinclude areas under the
management of the Guest Accommodation such as
recreational facilities, or outdoor seating.

This sectionincludes any small decorative planting or
landscaping at the front of the property.

The Quality Advisor will take into account seasonal
adjustments such as falling leaves or storms.

SCORING - for example

Fwe*****

Attractively maintained, well-tended borders or shrubs,
tidy pathways and edges; lawns in good condition and
well cut; hedges trimmed and an overall attempt to
maintain attractive appearance throughout the year.

Attractive features such as flower tubs, window boxes or
awnings where appropriate.

Styles and degree of formality will differ according to
location.

There may also be deliberate provision of “wildlife”
habitat.

Dustbin areas should be hidden and no evidence of
litter.

Provision of garden furniture or architectural features
(gazebo, pergola, summer house etc.). Excellent, well
positioned lighting and signage.

Four****

High standards of maintenance in any formal garden,
though outlying areas may be more “natural”.

Generally tidy beds, pathways and hedges and all trees
and shrubs, well-tended.

Dustbin areas not visible and preferably screened.

Evidence of some attention to detail e.g. well-surfaced,
pothole free driveways, colourful borders and wide level
pathways.

Three * * *

Well maintained and tidy grounds, driveways and
footpaths etc. Attractive overall appearance.

«  Noovergrowntangled areas. Immediate grounds
kept tidy and weeds under control. Lawns, if any, cut
regularly through the season and edges trimmed.

«  Evidence of some attempt to produce a pleasing effect,
possibly by low maintenance planting.

«  Effectivelightingwhererequired e.g.long driveway

or path to the property. Easy access. Well maintained
surface.

Two**

Evidence of effort made to make gardens attractive,
tidy and litter free. Pathways without trip hazards.

+  Grassisnotallowed to become out of hand. Any wind
damaged trees or bushes are trimmed, and affected
areas kept free of debris.

+  Refusebinsand storage areas kept discreetly
positioned.

One *

Anadequate firstimpression, e.g. refuse bins discreetly
positioned.

«  Immediate surroundings maintained so as not to
detract from overall appearance e.g.lawns and borders
not overgrown.

+  Nomajor neglect. Safe pathways and adequately
maintained driveway.
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10.3 Car Parking (where provided)

Whatis assessed

« Ifthereisnocar parkthen this scoreis not applicable.

+  Wewilltakeinto account the condition of surface,
size and delineation of spaces, overall ease of
maneuverability, illumination, security, ease of route
toentrance of the Guest Accommodation, garaging/
undercover.

«  Llandscapingis part of grounds and gardens.

Allgrades

+  Forthesafety of guests, all car parks should be
adequately lit.

SCORING - for example

Five i Aok

Parking on excellent surface, ample parking spaces,
clearly signed.

+  Good, well-positioned lighting both for security and
unloading purposes.

«  Consideration givento the security of the guests’ cars.

«  Anypathsand steps are well-lit at night.

Four****

+  Easyaccess to parking with well-maintained surface
and clear definition of parking area or spaces.

«  Effectivelighting whererequired.
«  Signage prevents confusion for guests on arrival.

Three * * *

«  Good, easy access to parking with signage as
appropriate.

+  Adequatelightingwhererequired.
«  Parkingonanappropriate surface and pothole free.

Two**

«  Someattempttomanage parking arrangements.

«  Drivemay have uneven surface, but no hazardous
potholes.

«  Weedsmay beevident.

One*

«  Reasonably easy, safe and adequately maintained
parking.

+  Spacesonrough oruneven ground, may have unclear/
no signage and be poorly lit.

Accessibility Best Practice

«  Wherefeasible provide a drop off point close to the
entrance.

«  Accessible parking bays should be located as close as
possible to the main entrance and clearly signposted
andilluminated.

«  Accessible parking bays should provide an area of 2400
mm x 4800 mm with side and rear transfer zones of
1200 mm.

«  Provide within the grounds of the property - oridentify
nearby - afreerun/spend area for assistance dogs.

«  Ensure paths are kept clear of obstacles, debris
including moss, ice and fallen leaves, and have firm
well maintained surfaces. Ensure that any permanent
features en-route are securely fixed e.g. flowerpot
arrangements, statues.

Sustainability Best Practice

«  Forgrounds, gardens and frontages, establishments
could consider the use of materials which are in keeping
with the local environment and physical characteristics
ofthelocal geography, geology and age of the
buildings.

«  Consider using local varieties of flowers, plants etc.

«  Considerinstalling EV charging stationsin the parking
area and providing bike stores.
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11. Public Areas

Includes - lounges, dining areas, hallways, stairs,
corridors, landings and Public WCs (if applicable). Minor or
one-off recreational rooms are scored here.

As highlighted earlier, assessments will focus on the
facilities present in your property. You will not be
penalised for facilities that are not applicable to your
accommodation type. For example, a glamping pod may
serve as a single unit dwelling without lounges, hallways,
landings, or reception areas, which is fully acceptable for
thataccommodation type.

Legislative Requirements

«  TheGuest Accommodation shall bein good decorative
order and kept clean and well-maintained throughout.

«  TheGuest Accommodation shall have a means of
heating capable of maintaining, when required, aroom
temperature of 18.5 degrees celsius.

Allgrades
«  Anycorridors and stairs should be in good repair and
free from obstruction.

«  Thelevelsoflightingin all public areas should be
adequate for safety and comfort. Stairways and
landings should also have sufficient light at night. All
publicareas should have an adequate level of heating.

11.1 Decoration
Whatis assessed

The quality and condition of ceiling, plasterwork, walls,
skirting, window frames, door frames, doors, door handles,
adornments onwalls (e.g. pictures and mirrors). If breakfast
is served to guestsin several rooms, all are assessed.

SCORING - for example
Fwe*****

Excellentinterior design, with high attention to detail.
Thoughtful coordination of patterns, colours and
textures.

«  Highquality wall coverings in pristine condition, with
professional finish to all aspects of decoration.

«  Attractive use of pictures, prints and other decorative
relief as appropriate.

«  Historicor heritage dispensationif the quality
elsewhereis exceptional.

Four****

Very good standard of decoration with use of high
quality pictures and prints where applicable.

+  Useofhigh quality wall coverings though not
necessarily in pristine condition. Alternatively,
wallcovering of aslightly lower standard but which has
been professionally hung.

Three * * *

Good interior, with evidence of coordinated design. Well
finished, good quality wall coverings and paint work.

+  Walland ceiling coverings well applied.

+  Useof pictures etc. where appropriate, particularly on
plainwalls.

Two**

+  Good quality and style of décor. Competently applied of
agood quality with few obvious blemishes.

«  Somesigns of ageing but no major wear and tear. No
obvious seams, blisters or patches.

One *

Functional décor and limited coordination. Basic quality
wall coverings with little attention to detail.

«  Limited use of pictures and wall hangings.

«  Someslight damage and noticeable signs of wear and
tear.

«  Amateurish application of wallpaper or paint.
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11.2 Furniture, Fittings and Furnishings

What is assessed

The quality and condition of all tables, chairs, light fittings
(wallmounted or free standing), heating fitments,
ventilation units, curtainrails, curtains/ drapes, cushions.
Bar counters, reception desks, service stations, if applicable.

SCORING - for example
Five Y Sk Sk Sk ke

Exceptional quality and condition of furniture and
fitments whether it be modern, reproduction or
antique.

«  Amoreextensiverange of furniture offering a greater
choice of seatinginthe lounge area. Curtains denoting a
degree of luxury and with ample drape and width.

«  Excellent coordination of soft furnishings of high
intrinsic quality.

+  Excellentquality light fittings of various types. Shades
add to the overall theme of the decoration.

«  Heatingfittings such as radiators should be in excellent
condition.

Four****

High quality furniture, furnishings and fittings —not
necessarily new, but still offering substantial comfort.
Or good quality furniture in excellent, new condition.
«  Coordinated lined drapes.
«  Lightfittings varied and of very good quality and
condition.

Three * * *

Good quality, functional furniture which is matching
and where an attempt has been made to coordinate.
Range of good quality sofas and/or armchairsin
lounges.

+  Substantial, lined curtains with good use of
coordination.

«  Allareasareingood, sound condition with minimal
blemishes.

CRITERIA FOR GUEST ACCOMODATION
OPERATORS QUALITY GRADING

«  Good quality light fittings with appropriate shades.

«  Some personal touches, for example, books,
magazines, local historical information, etc. availablein
lounges.

Two**

Furniturein generally good condition with some slight
wear and tear. Furniture may be dated but will be sound
and fit for purpose.

«  Anattempthasbeen madeto coordinateall areas.

+  Adequate and comfortable seating, generally good
quality curtains which may not be lined.

One *

Basic furniture with noticeable wear and tear, providing
aminimal level of comfort.

«  Basiclightfitments, scorched light shades, not
matching. Thin unlined curtains.

«  Limited quality, range and coordination evident.
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11. Public Areas

11.3 Flooring

What is assessed

The quality and condition of all flooring. Consider the quality
of fitting and possible coordination with décor.

SCORING - for example
Fm*****

Highest quality flooring expertly fitted with good
attention to detail applied to comfort and coordination.

«  Professionally fitted, high quality carpeting, for
example, high percentage wool content, in excellent
condition with substantial underlay.

«  Polishedfloorboards or high quality laminate, etc. with
rugs.

+  Excellentlevels of maintenance evidentinall areas with
only minimum wear evident.

Four****

High quality flooring, possibly not new and may show
signs of wear. Or more moderate quality butin pristine
condition.

«  Normally professionally fitted.

«  Condition of carpet pile should be takeninto
consideration with no excessive wear evident.

Three * * *

Flooring should be appropriate, of a very good quality
with underlay providing additional comfort where
appropriate.

«  Good attention applied tofitting and overall
coordination.

«  Condition of carpet pile should be takeninto
consideration with reasonable wear evident only.

Two**

+  Quitegood quality flooring, but carpets may have a high
man-made fibre content.

One *

«  Adequate comfort toflooring. Some signs of wear and
tear may be evident.
«  Possibly not professionally fitted.

11.4 Lighting, Heating and Ventilation

What is assessed

Lighting —ability to see, natural and artificial light, overall
amount, table and buffet lighting; atmosphere. Heating
—overalltemperature. Ventilation —extraction; air-
conditioning.

SCORING - for example
Fm*****

Variety of types of lighting giving good levels of
illumination for all practical purposes such as reading,
etc. Lightingis part of the overall ambience of the public
areas and so creates auniquestyle.

«  Consideration givento means of excluding bright
sunlight that might be uncomfortable for diners.

«  Apositive effort made to ensure that heating meets the
guests’ needs. Likely to be automatic, thermostatically
controlled heating. Some older storage heaters may not
meet this requirement.

«  Backup source for heat for very cold weather, which may
include open fires where appropriate, or coal/gas/log
effectfires.

Four****

Very good levels of light with easy access to controls.

«  Differenttypes of lighting may be used for practical,
aesthetic orambiencereasons, for example, halogen
downlighters, standard lamps or picture lights.

«  Properlyfitted, automatic heating whichis possibly
thermostatically controlled.

Three * * *

Well-positioned lights giving good levels of
illumination. Ample natural light. Well-lit stairs,
landings and corridors.

+  Roomtemperature meets the needs of customers
and can be altered quickly if required. Cool airin the
summer; warmth in winter. Forced air circulation could
be provided by extractor fans or ceiling fans.

«  Properly fitted, thermostatically controlled heating.
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Two **

Quite good levels of lighting. Some consideration
giventousing lighting to create an atmosphere.
Heating may be free standing but might be automatic
or thermostatically controlled.

Fresh atmosphere may be provided just by opening
windows.

One *

Adequatelighting levelsin all areas for the style, size
and shape of the rooms.

Effective heatinginrooms at all reasonable times.
Heating levels appropriate to the size of theroom.
Possibly not automatic or fixed.

Fresh atmosphere may be provided just by opening
windows.

11.5 Table Appointment: Dining Area -
Quality and Condition

Whatis assessed

Quality and condition of table linen, napkins, mats,
crockery, cutlery, glassware and table adornments (e.g.
cruets, flower vases, butter dishes, flowers).

SCORING - for example
Five Y Sk ke Sk ke

Emphasis on high quality and style of all tableware. All
pieces matching and coordinated.

High quality cloths and napkins or well-presented
wood tables with mats. Equally high quality
accessories e.g. preserve containers etc.

Table enhancements of high quality, forexample,
fresh flowers as appropriate.

Attractively presented menus using clear, informative
layout and helpful descriptions.

Four****

Very good quality of crockery, cutlery and glassware.
Cloth or high quality paper napkins and tablemats
and/or tablecloth.

No signs of wear and tear or damage.

Some additional features such as bud vase, or other
appropriate decoration on tables.

Three * * *

Well-laid tables with matching cutlery and crockery.
Someitems may be of excellent quality but more
limitedinrange e.g. fewer glasses.

Good quality paper napkins. More likely stainless steel
cutlery.

Menus, where provided, are clean and well presented.

Two**

Generally good quality tableware.

Matching cutlery but may be thin and lightweight.
Tea/coffee pots of good quality but do not pour
easily.

One *

Avariety of styles of crockery of modest qualityand a
mixture of glassware. Some signs of damage or wear
andtear e.g.fading of pattern or glaze of crockery.
Basic quality, lightweight cutlery, possibly not all the
samestyle. Basic single-ply paper napkins.

No accessories or table adornment.

Menu, where provided, possibly handwritten on card,
giving basicinformation.
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11.6 Space, Comfort and Ease of Use

What is assessed

Space —amount of space, table sizes, chair sizes, space
between tables taking account of typical market use.
Comfort /ease of use —seating comfort, traffic flow,
room layout.

SCORING - for example
Fwe*****

A spacious, well-planned room with furniturein
suitable, convenient places. High degree of comfort,
well-spaced chairs, spacious tables.

« Tableandseating arrangements show that the
comfort of guests has been fully considered. No
intrusive noise.

« Highdegree of comfort with generous flat surface for
guests toregister and pay their bills. Fresh and clean
atmospherein the area where guests are received.

«  Recreational facilities, where provided, arein
excellent condition.

Four****

Well-planned layout of tables and furniture to
maximise use of free space. Generous free space.
Seating at this level would be expected to provide
excellent levels of comfort.

+  Spaceallowsforasmall reception desk/ area where
guests can register and pay their bills easily.

«  Recreational facilities, if any, are in very good
condition.

Three * * *

Ample space for freedom of movement. Convenient
layout of tables and furniture for practical use.

«  Appropriate table and chair heights. Practical,
comfortable chairs.

«  Freshand airy atmosphere.

Two**

Good levels of comfort and a limited range of table
sizes. Seating is comfortable for the purpose.
«  Environment free from disturbing external noise,

smells etc.

«  Sufficient space allowing guests to register and settle
bills.

« Anyrecreational facilities in a well-maintained
condition.

One *

Acceptable comfort and range of furniture. Space
forreasonably free movement. Room large enough
to contain all necessary furniture, but little thought
giventolayout.

«  Normalusage should be free from disturbing
external noise, smells etc.

« Nodirectional signagein public areas.

Sustainability Best Practice

+  Usecould be made of local artist’s work, prints and/
or photographs of images depicting local scenes,
historical or heritage related images. Italladds to a
visitor’'s enhanced sense of place.

«  Energy saving lightbulbs could be used throughout
the property. Make best use of natural light where
possible.

« Improvedinsulation and greater use of
thermostatically controlled and zoned heating will
save on energy use.

Accessibility Best Practice

«  Consider an automatic opening device on the door
leading to dining areas.

+  Ensurediningtables are stable and provide sufficient
knee space beneath.

«  Ensuredining chairs provide support for people
rising from their chairs.

+  Provide avariety of seating: low, high, firm, soft, with
and without arms.

+  Ensure crockery contrasts with table linen or surface
to assist visually impaired guests.

«  Oneachsteporchange of level, provide a nosing strip
that contrastsin colour to the floor.

«  Avoid deep pile carpets that may cause trips or make
it difficult for a wheelchairto manoeuvre.

+  Provide suitable colour contrast between floors,
skirting, walls, doorframes, fixtures and fittings and
avoid high gloss finishes to aid people with visual
impairments.

«  Provide menusin accessible formats e.g. a large print
menu (minimum font size 16 point) in a clear font
such as Arial.
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Legislative requirements

«  Bedroom doors may be located on the exterior wall
of the establishment. Bedrooms for visitors shall be
numbered, lettered or otherwise designated so as
toidentify them and shall be of adequate size for the
number of visitors the roomisintended to hold.

+  Bedroomsshall have at least two electrical outlets
suitable for the attachment of electrical equipment.

Accessibility best practice

+  Wherethereis morethan one wheelchair accessible
bedroom provided, they should be positioned within
the building to give arange of locations, notjuston
ground floor where possible.

«  Consider an automatic opening device on the door to
accessible bedrooms.

«  Linkthe bedroom emergency alarmto a permanently
staffed area.

«  Ensurethatemergency alarm pull cords are accessible
and not tied back.

«  Aseconddoor viewer should be provided between 1050

mm and 1500 mm above floor level.

+  Provide suitable colour contrast between floors,
skirting, walls, doorframes, fixtures and fittings and
avoid high gloss finishes to aid people with visual
impairments.

+  Providelow-level hanging railand shelves in wardrobes.

12.1 Space, Comfort and Ease of Use

What is assessed

Space - the overall size of the room, height of ceiling, access
toboth sides of bed (double occupancy), access to furniture.

Comfort—seating comfort, height of chair to desk, lighting
levels and temperature. Noise intrusion.

Ease of use —usability of desk/dressing table, access to
drawers and wardrobe, sight of full length mirror, viewing
of TVfrom all chairs, socket height, proximity of sockets to
electrical facilities. At any grade, consider ease of dining, ie.
whereinroom diningis required, then the need for proper
height dining should be considered.

All

N.B.

grades

All bedrooms should have sufficient space for guests
tomove easily around theroom. Bedrooms that are
smaller than the following sizes are unlikely to meet the
minimum requirements:

—Single 5.6sqm (60sq ft)

—Double 8.4sqm (90sq ft)

—Twin10.2sqm (110sq ft)

When we assess bedroom size, we consider the

usable space available around furniture and fittings.
For a higher quality rating, rooms will be expected to
considerably exceed these minimum sizes.

The ceiling height for the major part of the room needs
to be sufficient for a person of 6ft to move around
without stooping. Sloping eaves and ceilings are
acceptableifthey do notrestrict guests’ movement to
anunacceptable degree.

It should be possible to fully open doors and drawers
without having to move other furniture.

Rooms for family occupation need to be significantly
larger.

—wherethereis access to only one side of a double bed,

amaximum rating of Three Star can be awarded.

SCORING - for example

Five

1. 8.8.8.8 ¢

Bedroom should be of sufficient size to allow the
provision of all appropriate bedroom furniture and still
allow an easy access when using these facilities.

Area available for luggage storage without cluttering
theroom and obstructing access. This need notbeina
bedroom.

Easy and convenient use of facilities, e.g. use of surfaces
without moving teatray, access to power points, etc.
Comfortable easy chairs.

Appropriate levels of flat, clear surface to suit the
market, for example, establishments attracting
business travelers may need to provide working space.

Generous access to both sides of adouble bed.
Ample spaceforinroomdiningin comfort (where
required).

Nointrusive noise.
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Four****

Well-planned furniture layout to maximise use of the
free space. Rooms could be smaller, but considered
planning means free spaceisjust as usable.

«  Verygood access to both sides of double bed.

«  Accesstothewardrobe should not require movement
of furniture.

«  Onechairperguest possibly provided.

+  Spareandaccessible sockets that are well placed for all
uses.

+  Minimalnoise.

Three * * *

Very good space and comfort, with restrictions clearly
minimised. Sufficient space to allow free movement and
agood degree of comfort. Easy use of all facilities.

«  Convenientlayout of furniture for practical use. TV,
where provided, visible from sitting area or bed.
+  Good access to both sides of double beds.

+  Guestsshould be able to access most things such as
sockets, wardrobe, bed etc. easily without having to
move things.

*  Practical, comfortable chairs.
«  Amplesocket provision for all provided equipment.

Two**

«  Sufficient space to usefurniture, sockets, etc. Good
levels of comfort but a limited range. Satisfactory
seating for style of accommodation.

«  Easyuseof facilities with an uncluttered appearance.

One *

«  Roomlarge enoughto contain all necessary furniture,
but little thought given to layout. May be described as
limited space overall.

+  Providesreasonable free movement not unduly
restricted by intrusive low beams and ceiling.
«  Largefurniture may dominate theroom, makingitless
useable.

*  Reasonable soundinsulation with minimalintrusive
noise from plumbing, corridors etc.
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12.2 Beds and Bedding -
Quality and Provision

Legislative Requirements

Bedrooms shall contain a bed or beds for each visitor the
roomisintended to hold, complete with interior sprung
mattress or suitable equivalent, along with a supply of clean
linen, blankets or duvets, and pillows.

Allgrades
*  Minimumbed sizes:

—Single 190 x 90cm (6ft 3ins x 3ft) Beds of 183 x 75 cm
(6ftx 2ft 6ins) will only be acceptable for children and
canonly be used as part of afamily room.

—Double 190 x 137cm (6ft 3ins x 4ft 6ins) Beds of
190 x122 cm (6ft 3ins x 4ft) will be acceptable for
single occupancy only.

«  Roomswith bunkbeds only are not acceptable for
adult use. Bunk beds should have a minimum of 75cm
(2ft 6ins) clear space between the mattress of the
bottom bed and the underside of the top bed (Bunk Bed
Regulations1997).

«  Allmattresses should be comfortable and have
mattress protectors, a sprunginterior or be made of
foam or similar. All mattresses should have a protector.
Plastic or rubber mattress protectors are not acceptable
except when used for small children.

»  Allbedsand mattresses should be of sound condition
with a secure headboard or equivalent.

«  Allbeds should be made daily.

«  Allbeddingshould be clean and in sufficient quantity,
accordingtothe season and the needs of guests.

« Asaguideeachbed should have either: a) two sheets,
two blankets and a bedspread or b) a duvet with a duvet
cover and one or two sheets.

+  Thereshould be two pillows inindividual pillowcases
per person. If feather pillows or duvets are provided,
anonallergenicalternative should be available on
request.

«  Allbedlinen (sheets, pillowcases and duvet covers
etc.) should be fresh for each new guest. It should be
changed once every four days, except where thereis
aclearly advertised environmental policy thatinvites
gueststoagreetolessfrequent changes of linene.g.
weekly.

«  Spareblankets and pillows should be available on
request. For best practice, we suggest that you also
use pillow protectors and that any spare pillows and
bedding are clean, fresh and preferably wrapped.

N.B.100% man-made fibre sheets i.e. nylon, polyester,
are not acceptable.

[ 1 T
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What is assessed

The quality and condition of all aspects of the bed: the

bed, base, mattress, headboard (or equivalent), bedding,
pillows, duvets, blankets, bedspreads, bed linen, mattress
and pillow protection, valances/bed wraps and any
cushions on the bed, for signs of wear and tear, stains, holes,
general quality etc. Size, quality, condition and comfort of
beds. Also, any spare bedding and appropriate storage.

SCORING - for example
Fwe*****

Excellent quality bed, for example, sprung mattress and
high quality base. Bed sizes may exceed minimum sizes.

«  Cleanheadboard offering a high degree of comfort.

*  Quality of bed linen and mattress protection would
be of a high quality standard e.g. Egyptian cotton and
immaculately laundered. Arange of pillows could be
available to guests and a choice of bedding type e.g.
duvets with appropriate tog rating or thickly quilted or
similar bedspreads and blankets.

+  Highstandard of overall presentation and coordinated
with bedroom décor and other soft furnishings.
Appropriate use of bed wraps and cushions.

Four****

Beds and mattresses should be of excellent quality e.q.
pocket sprung and base with high comfort levels.

+  Headboards should provide very good comfort levels.

«  Obvious effort made with regard to coordination
between fabrics and colours.

+  Quality of bed linen and mattress protection would be of
an excellent quality standard e.g. Percale.

«  Well-dressed beds with high standard of laundry
presentation.

+  Good use made of accessories such as scatter cushions
and throws when appropriate. Additional bedding
provided in guest rooms to be wrapped.

Three * * *

Good quality, comfortable bed. Firm mattress and
sound base. Bed frames may be of older style butin
good condition.

«  Headboards would normally provide reasonable
comfort levels e.g. wooden with padding. Well-
presented beds with good quality, crisp and well
laundered bed linens. Pillows to be plump and clean.

«  Someobvious effort made to coordinate between
fabrics and colours (with regard to bedding).

«  Additional bedding provided in guest roomsto be
wrapped.

Two**

Beds and bedding of quite good quality.
+  Well-maintained beds and mattresses.

«  Some attempt made to coordinate between fabrics and
colours.

One *

Standard sized beds of acceptable quality, but
mattresses may be thin and bases shallow. Clean secure
headboards or equivalent may provide minimum
comfort levels e.g. wooden without padding.

+  Adequately presented beds with clean linen and bed
coversingood repair. Pillows should be plump and
clean, though the odd stain might be there.

*  Quality of bed linen and mattress protection may be
practical rather than luxurious.

«  Limited extrabedding available.

Accessibility Best Practice

+  Providezip andlink beds and interconnectingrooms
sothataguestand their partner or aguest and their
carer can be accommodated, particularly in accessible
bedrooms.

«  Bedheighttobebetween 450mmand 500mmanda
clearance of 300mm beneath the bed to allow space for
hoist feet and/or wheelchair footrests.

«  Provideblocks so that bed heights can be adjusted.
+  Providea1500 mm x 1500 mm wheelchair turning
spaceto the transfer side of bed.
Provide hypoallergenic bedding.

Sustainability Best Practice

+  Bedrooms need tobe warm when guests arrive but
consider how much heatis required and when to turnit
on. Lights can be turned on at the time of arrival.

«  Sparebedding does not need to be wrappedin
disposable plastic bags; its freshness can beindicated
by placingin areusable cotton or fabric bag.

« Haveatowelandlinen policyin place, so guests can
agreetoless frequent changes. This canreduce the use
of energy, water and detergent and thus costs, as well
as environmentalimpact.
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12.3 Furniture, Furnishings and Fittings

Legislative Requirements

«  Eachbedroom shall contain furniture, fittings and
equipment, of good quality and condition, for sleeping
and toilet purposes and for the storage of guests’
clothing.

Allgrades
Each bedroom should have:

+ Abedsidetable, cabinet or shelf for each bed although
twin beds may share and 75cm (2ft 6ins) bunk beds are
exempt.

«  Adressingtable or equivalent, with a mirror adjacent.
« Achairorastool.

+ Ifaloungeisnotavailable,acomfortable easy chair
should be provided in the bedroom for guests to use
whilst reading etc.

+  Awardrobeor clothes hanging space. An alcove with
arailis acceptable but coat stands, hooks on walls or
behind doors are not. Wire hangers are not acceptable.

«  Adequatedrawer or shelf space. The drawers should run
freely.

+  Opaque curtains, blinds or shutters on all windows,
including glass panels to doors, fanlights and skylight
windows so that guests have privacy and can exclude
any light from outside the room. N.B. Where bedrooms
are located on the ground floor, you should consider
providing additional privacy with a net curtain or blind.

What is assessed

The quality and condition of wardrobe including clothes
hangers, all tables, chairs/stools, dressing table, luggage
storage, light fittings (wall mounted or free standing),
heating fitments, ventilation units, curtain rails,
curtains/drapes, cushions.

SCORING - for example
Fwe*****

Excellent quality, modern reproduction or antique
furniture.

+  Someexcellent antique furniture may show signs of
distress which does not detract fromits excellence
(depending onthe degree of deterioration).

+  Amoreextensiverange of furniture offering a greater
degree of comfort and higher quality, including at least
two comfortable chairs.

+  Highquality wooden and padded hangers.

+  Excellent co-ordination of soft furnishings of high
intrinsic quality with additional features such as scatter
cushions.

+  Curtains denoting a degree of luxury with good use of
pelmets and tiebacks, ample drape and width. Curtains
tobefullylined so as toretain heat and keep out light.

+  Excellent quality light fittings of various types. Shades
addto overall theme of the decoration.

+  Heatingfittings such as radiators should be in excellent
condition and may be disqguised by painting or radiator
covers.

Four****

High quality furniture, furnishings and fittings. Not
necessarily new, but furniture still offering substantial
comfort.

+  Fullcurtains, possibly with additional embellishments
such as tiebacks.

Three * * *

Good quality furniture, in a sound and usable condition.
+  Good useof coordination.

+  Sizeand amount of furnishingsin proportion to the
space available.

«  Substantial lined curtains of a very good quality.
+  Good quality light fittings with appropriate shades.

Two**

Sufficient provision of furniture, which may be dated but
will be sound and fit for purpose. Alternatively, furniture
may have been excellent quality but now showing signs
of age, wear and tear.

+  Nogreatdegree of comfort for the guest.

«  Good quality curtains that are clean and easy to draw.

One *

Alimited range of furniture, furnishings and fittingsin
terms of quality and provision with limited coordination.

«  Scratches, marks, stains and blemishes on furniture and
drapes may be evident.

+  Allwindow coverings correctly fitted, with sufficient
width and height to draw completely across the window
however, drapes thinand unlined.
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12.4 Decoration

What is assessed

This section assesses the quality and condition of walls,
ceiling, plasterwork, skirting, window frames, door frames,
doors, door handles, adornments on walls (e.g. pictures and
mirrors) coving and ceiling roses.

SCORING - for example
Fm*****

Excellentinterior design and overallimpression, with
high attention to detail. Thoughtful coordination of
patterns, colours and textures.

«  Highquality wall coverings in pristine condition;
professional finish to all aspects of decoration.

«  Attractive use of pictures, prints and other decorative
relief where appropriate.

+  Consideration may be given to historic properties and
listed buildings.

Four****

Very good standard of decoration with use of high
quality pictures and prints where applicable.

«  Some effort made to hide surface-mounted pipes and
wires.

Three * * *

Co-ordinated interior decoration.

«  Wellfinished, good quality wall coverings and paint
work.

«  Walland ceiling coverings, well applied.

«  Useof pictures etc., where appropriate, particularly on
plainwalls.

Two**

Standard quality wall coverings with little attention to
detail.

«  Limited use of pictures and wall hangings.

«  Somesigns of ageing but no obvious seams, blisters or
patches.

One *

+  Functional décor and limited coordination.
«  Signsofwearand tear,damage, etc.

12.5Flooring

What is assessed

The quality and condition of all flooring and possible
coordination with décor.

SCORING - for example
Fm*****

Professionally fitted, high quality flooring, expertly
fitted with good attention to detail applied to comfort
and coordination, (e.g. carpet of high percentage wool
content with substantial underlay, or oak floorboards
with quality rugs).

+  Excellentlevels of maintenance evident with only
minimum wear evident.

+  Polishedfloorboards or high quality laminate with rugs.

Four****

«  Highquality flooring, but not necessarily new and may
show signs of wear. May also be of more moderate
quality but still bein pristine condition.

«  Normally professionally fitted.

Three * * *

Flooring should be appropriate, of good quality, in
sound condition and comfortable underfoot.

«  Good attention applied tofittingand overall
coordination.

«  Some underlay for carpeting. Condition of pile should be
takeninto consideration with reasonable wear evident
only.

Two**

Quite good quality flooring, but carpets may have a high
man-made fibre content.

«  Thisscoremightindicate higher quality flooring, but
which has been poorly looked after, with perhaps stains
or marks.

One *

«  Adequate comfort toflooring. Signs of wear and tear are
evident.

«  Notnecessarily professionally fitted.

Accessibility Best Practice

Avoid deep-pile carpets that may cause trips or make it
difficult for a wheelchair to manoeuvre.
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12.6 Lighting’ Heating and Ventilation window with clear glass to provide natural lightand
adequate ventilation. Rooms without windows are not

acceptable. If windows are sealed, a Local Planning

Legislative Requirements Authority approved ventilation system should be

+  Theestablishment shall contain effective means of provided.

natural lighting and ventilation. + Windows should be wellfitted, easy to shut and open
«  Theestablishmentshallhave a means of heating andremain open.

capable of maintaining, when required, aroom +  Security fittings installed on all bedroom windows

temperature of 18.5 degrees Celsius. where, when open, access could be gained from outside

—forexample, patio or French doors, ground floor
windows and windows overlooking fire escapes.

«  Effortshould be madetoinsulate against external
noise.

Allgrades
+  Bedrooms should be well lit.

«  Allbulbs, unless decorative, should have ashade or

*  Youshould provide a polefor opening high “Velux”-
cover. P P P ghg

style or skylight windows, where these are the only

+  Atleastonelight should be controlled from the door. opening windows.

«  Thereshould be abedsidereading light foreach
person, controlled from the bed, in addition to the light
controlled from the door. However, twin beds may share
acentral bedside light.

«  Thereshould be adequate in-room heating provided at
no extra cost.

«  Additional heating should be available on request at
no extra charge. Free standing, radiant bar heaters are
unacceptable.

«  Everybedroom must have atleast one opening

Accessibility Best Practice

«  Ensurewindows and curtains can be reached by guests
and are easy to openand close.

« Enablelightinglevels to be adjusted using a dimmer
switch and provide additional bedside lamps or
dressing table lamps.

Sustainability Best Practice

+  Consider checking windows for draughts to ensure that
heatis notlost.

+  Signs could be used to ask guests to switch off lights
whennotin use.

« Ifitis policy to prepare guests’ roomsin anticipation
of their arrival by leaving lights on, consider doing this
laterin the day or via a timer switch.

« Usingenergy saving light bulbs is one of the easiest
ways to reduce your energy bills. It might also be
possible to make greater use of natural lightin some
rooms.

«  Improvedinsulation and greater use of thermostatically
controlled and zoned heating will save on energy use.

«  Fitthermostatic valves to your bedroom radiators.
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What is assessed

Lighting —ability to see; natural and artificial light; overall
amount; task lighting; controllability; atmosphere. Fitand
thickness of curtains.

Heating —overall temperature; localised areas; on arrival;
controllability by guest.

Ventilation —fresh air availability and control; air-
conditioning; fan.

SCORING - for example

Fwe*****

Variety of quality lights, well positioned and effective for
all purposes, e.g.reading and at the dressing table.

«  Guestsableto control theintensity (dimmer), giving
variable levels of light as appropriate. This may include
amain bedroom light controlled by door and bed.
Controls very accessible and understandable.

«  Individual thermostatically controlled heating. Some
older storage heaters might not meet this requirement.

«  Fans (orother means of providing forced air circulation)
should be available onrequest.

Four****

Very good levels of light with easy access to controls.
Different types of lighting may be used for practical or
aestheticreasons e.g. halogen downlights, standard
lamps or picture lights. All task areas properly lit.

«  Properlyfitted automatic heating which may be
thermostatically controlled.

Three * * *

Well-positioned lights (right height giving a clear
pool of light) giving good levels of illumination. Easily
controllable at night.

«  Amplenaturallight.

«  Effectivelevels of heating providing overall uniform
temperature.

«  Properlyfitted thermostatically (but not necessarily
automatic) controlled heating.

Two**

Quite good levels of lighting. Possibly a main light and
one bedside light. Writing/dressing table may not have
specificlighting.

«  Heating may befree standing but might be automatic
or thermostatically controlled.

One *

Adequatelevels of light for the style, size and shape of
theroom.

«  Effective heating atallreasonable times, appropriate to
the size of the room, possibly may not be automatic or
fixed. Central heating should normally be operable, ata
minimum, from 4 pm to midnightand from6amto10
am. Ameans of providing heatinrooms outside these
times at guest request.

12.7 Bedroom Accessories

Allgrades

These are NOT requirements but, if they are provided,

their quality, range, presentation and ease of use will be
takenintoaccountin the assessment. Examplesinclude:
ingredients and equipment for making hot drinks, digital
TV, Bluetooth speakers, Wi-Fiaccess, radio, hairdryer, in-
roominformation, telephone, fruit, sweets, complimentary
bottled water, fresh flowers or plants, reading material,
clothes brushes, mending kits, biscuits, hot water bottles,
fridge, tissues, umbrellas, etc.

« Iftherearenofacilities for making hot drinksin the
bedroom and they are not available onrequest, a hot
drinks service should be available morning and evening.

«  Wherein-roomfacilities are provided, for safety
reasons itis unacceptable for kettles to be boiled on the
floor.

+  Freshmilk should be available onrequest and
ingredients for making hot drinks should be wrapped or
keptinlidded containers.

+  Wheretelephones are provided, arate card must be
displayed in bedroomsillustrating typical charges for
local, long-distance, international, internet, use of
phone card and connection to mobile phones.

«  Samplecall charges arerequired, priced by minute,
notunit.

«  WiFishould be provided free of charge, where feasible.
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SCORING - for example
Fwe*****

Excellent range of high quality accessories.

« In-roomfacilities, where provided, of an excellent
standard, for example, chinaware, choice of hot drinks
including arrange of speciality teas, fresh milk and
freshly ground coffee.

«  Mayfeature bespoke coffee machinesinroom.

+  HighSpeed Broadband available to guests, where
connectivity allows.

«  Adoption of the latestinnovationin entertainment
technologies expected e.g. smart TVs.

Four****

Asubstantial range of very good quality accessories.

«  Tea/coffee making facilities available and accessible 24
hours eitherin bedrooms orin public areas.

«  FreeWiFiand/orinternet connection availableinall
bedrooms and public areas where connectivity allows.

*  Guestsabletowatch TVin comfort from both a chair
andthebed.

Three * * *

Good range and quality of accessories.

«  Tea/coffee making facilities available and accessible 24
hours eitherin bedrooms orin public areas.

«  FreeWiFiand/orinternet connection availableinall
bedrooms and public areas where connectivity allows.
A conscious effort to strengthen any weak spots should
beevident.

«  Digital TV with remote control available in bedrooms.

«  Televisionsin bedrooms can be safely mounted on
awall bracket. Ease of viewing and safety taken into
account when positioning television.

Two* *

«  Smallrange of quite good quality accessories.

One *

«  Verylimited range and quality of accessories.

Accessibility Best Practice

Ensure hospitality trays are at a height accessible to all
guests. The kettle should be cordless and a variety of
drinking cups and mugs either provided or available
onrequest.

Ensure TVs can provide subtitles to benefit guests with
hearingloss.

Provideallinformationinaclearly legiblefontata
height accessible toall guests.

Consider providing door notices for guests with hearing
loss as part of your emergency evacuation procedures.

Sustainability Best Practice

Foritems on hospitality trays, locally produced goods,
like biscuits, or Fair Trade products (e.q. tea, coffee,
sugar, hot chocolate) could be sourced.

Items on hospitality trays, such as sugar and biscuits,
donot need to beindividually wrapped —use can be
made of airtight containers for dried goods.

Visitorinformation folders help guests to find out more
about yourlocal area. They could include:

Details of nearby outlets supplying local food, drink
and gifts.

Local visitor attractions and culturalinformation,
including details of special events.

Options for car-free travel, such as walking and cycling
routes and public transport timetables.

Suggestions for car-free days out.

Your environmental policy, if you have one, or details
about any green scheme you are affiliated with.

Information asking guests to turn off all electrical
appliances fully when notin use.

12.8 Miscellaneous Requirements

Each bedroom should have:

Ameans of securing bedroom doors frominside and
out, and a key should be available.

Anon-flammable waste paper container to be provided.
An ashtray if smoking is permitted.

Adrinking tumbler per guest. This should be glass ora
wrapped disposable.

Sufficient, conveniently situated, power sockets to allow
forthe safe use of all electrical equipment provided.

Printed advice on how to obtain emergency assistance
atnight. This needs to be clearly displayed somewhere
within the bedroom.
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« Ironandironing board available on request and
advertised inthe bedroom.

«  Earlymorning calls available onrequest oranalarm
clock provided.

«  Asamatterof best practice, all establishments are
encouraged to display clear fireinstructions where
appropriate. An emergency evacuation notice, or
diagram should be clearly displayed in all bedrooms.

Hints & Tips
When planning your bedrooms, remember that quality is
the key to success.

Beds are veryimportant. Buy the best quality you can
afford. If you have roomfor a 5 ft double, choose this
instead ofa 4 ft6ins bed. Zip and link is another good
optionif space allows.

Choose good quality bed linen and pillows. Washable
mattress protectors are essential and ideally

pillow protectors too. Your guests will appreciate a
comfortable night sleepingin well-laundered fresh
linen.

When selecting a carpet, aim for high quality but easily
washablein case of stains or marks.

Do not be tempted to cram too many beds into aroom.
Ifyou are looking for flexibility of sleeping options, then
a6 ftzipandlink bed will give you a super king double or
twin beds. This will take up less space in your room than
apermanent double and single bed.

Most guests stay for only a few days, soif spaceis
short, do not provide any more storage space thanis
necessary. Look for good quality space saving solutions.

The easiest way to check the quality of your bedrooms
istosleepinthem yourself. Find out how comfortable
the beds are, whether there are enough power points
andifthey’rein the most convenient places, if the blinds
or curtains block out enough light and whether the
heating and lighting are sufficiently effective.
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13.1 Decoration

What is assessed

The quality and condition of: ceiling, plasterwork, walls,

tiling, respatex, skirting, window frames, door frames, doors,

door handles, adornments on walls (e.g. pictures).

SCORING - for example

Fwe*****

Excellentinterior design and overallimpression, with
considerable attention to detail and everythingin
pristine condition.

«  Professionalfinish to all aspects of decorationand
tiling. Sealant and groutingimmaculate.

«  Attractive use of pictures, prints and other decorative
relief where appropriate.

Four****

Very good standard of decoration, possibly recently
re-decorated but not of highest quality. Or excellent
quality with some slight ageing.

«  Some effort made to hide surface-mounted pipes and
wires.

Three * * *

+  Wellfinished, good quality wall coverings and paint
work. Some evidence of coordinated design.

+  Walland ceiling coverings well applied.

Two**

+  Competently applied and of a good quality with few
obvious blemishes.

+  Somesigns of ageing but no major wear and tear.

One *

Functional décor and limited coordination.
+  Someslight damage and signs of wear and tear.
*  Amateurish application of wallpaper or paint.
+  Broken, cracked or mismatched tiles may be apparent.

13.2 Fixtures and Fittings
All grades

Abath orshower.
Alidded WC. Atoilet roll holder with toilet paper.

Fresh soap provided for each new guest. If liquid

soap dispensers are used, you need to pay particular
attention to their cleanliness and hygiene. If
washbasins are provided in bedrooms, soap should be
available.

A covered bin/open bin with sanitary disposal bags.
Aninternal lock/bolt.

Appropriate flooring. Washable flooring is more
hygienic than carpeting.

Opaque window curtains or blinds for privacy and
comfort where the bathroom has a window.

An extractor fan for adequate ventilation or a window
thatopens.

Adequate heating. All bathrooms with an external
window must have heating.

Ahook for clothes.

Anon-slip bathmat should be available on request
when shower trays and baths are not nonslip.

Atowelrail or equivalent. Aradiatoris not acceptable,
but a towel ring ora hangingrack on aradiatoris.

Aclean hand and bath towel for each guest. Unless
thereis a clearly advertised environmental policy, they
should be changed at least every three days.

Aclean bathmat for each new let.
Asuitably sized and located mirror.

An electricrazor point or adapter available within easy
reach of the mirror. This may be located in a bedroom or
bathroom.

Allbathrooms need to be well lit by a covered light.

Hot water for bathing should be available at all
reasonable times.
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What is assessed

The quality and condition of: Bath, taps, plugs, soap holders,

supportrails and handles. Shower cubicle, door, tray, soap
holders, screen, curtain, shower head, hose, controls. WC,
lid, seat, cistern, toilet roll holder. Basin, taps, plug, soap
dish. Mirrors, towel rail, shelves, light and heating fittings,
extractor fans.

SCORING - for example

Fwe*****

High quality, solid, well-madefittings in excellent order,
allinmatching style.

«  Sturdy castiron or steel and enamel bath. High quality
shower cubicles or screens.

«  Powershowers or high quality fittings which are

responsive, thermostatically controlled and easy to use.

+  Plentyof hot water atall times.
«  Generous amount of towel rail space.
+  Heatedtowelrail, or towel rail fitted above radiator.

Four****

Good sized bath and washbasin. Shower screen or high
quality shower curtain.

+  Verygood quality bath and shower trays — probably
ceramic/ enamel or composite.

«  Generally high quality fittings throughout with only
slight wear. All sanitary ware in good order, no cracks,
crazing or dull finishes.

+  Highquality taps and showers with strong and
refreshing flow of water that is easy to control.

Three * * *

Solid, matching, good quality and well-fitted
appliances. Coordinated sanitary ware.

»  Nosmallbaths or undersized showers with awkward
access.

«  Good quality light fittings.
«  Well-fitted window covering, with sufficient width and
height to draw completely across the window.

+  Good shelf space for guests’ belongings.

Two**

+  Fittings of a quite good quality but may be dated or
worn.

«  Sanitary ware may not be matching and may include
plastic washbasins, shower trays, etc.

One *

Fittings of an acceptable quality, not necessarily
coordinating.

«  Correctlyfitted, appropriate window covering.
«  Adequate, but sparing towel rail provision.
«  Limited set-down space for guests’ belongings.
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Accessibility Best Practice
+  Levelentryshowers are preferable.

+  Provide appropriate support rails at showers, baths,
toilets and wash basins.

+  Provideaselection of equipment, such as bath seats,
toilet seat height raisers and shower chairs, as wellas a
support rail by the shower attachments.

«  Ensurethatemergency alarm pull cords are accessible
and not tied back.

Sustainability Best Practice

«  Thereisnoneed for soaps and other complimentary
products to beindividually wrapped orin small
containers—these can be presented in suitable
attractiverefillable dispensers. Quality Advisors will
check the quality of the products offered and the style
of presentation.

«  Thereisno need forthe drinking cup or glass to be
either single use plastic, or wrapped.

+  Although providing shower facilities can help reduce
water consumption, remember that power showers can
use more water than a bath. Therefore, consider using
reduced flow showerheads or gravity-fed showers
where possible.

13.4 Flooring

What is assessed

The quality and condition of all flooring. The quality of fitting
and coordination with décor.

SCORING - for example

Five J S Aok

«  Highest quality flooring (carpeting, tiles, vinyl or
laminate), expertly fitted with good attention to detail
applied to comfort.

+  Highlevels of maintenance evident.

+  Wheretheflooringis tiled, grouting and sealantisin
excellentorder.

Four****

High quality flooring, but not necessarily new and may
show signs of wear. Or more moderate quality butin
pristine condition.

+  Normally professionally fitted.

Three * * *

Well-fitted, good quality flooring in sound condition
and comfortable under foot.

+  Woodenfloorsingood condition.
+  Someunderlay for carpeting.

Two**

+  Quitegood quality flooring, but any carpets may havea
high man-madefibre content.

+  Vinylflooring or tiles should have little damage.

One *

+  Adequate comfort toflooring, some signs of wear and
tear may be evident.

+  Possibly not fitted professionally.

13.5 Lighting, Heat and Ventilation

What is assessed

Lighting —ability to see, natural and artificial light, overall
amount, task lighting; controllability.

Heating —overall temperature, localized areas, especially
mirror, controllability by guest. Borrowed heat for
bathrooms is acceptable where internal bathrooms do not
have specific heating.

Ventilation —fresh air availability and control, extraction
system; air conditioning.

SCORING - for example

Fwe*****

Well-positioned, good quality lights giving good levels
ofillumination for various purposes, e.g. shaving,
applying make-up etc.

+  Responsive, thermostatically controlled, automatic
heating. Some older storage heaters possibly don't
meet this requirement. Heating source possibly a
heated towel rail or under-floor heating.

«  Wherethereisawindow, an extractor fan as wellas the
window will be expected.
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Four k ok ok

Very good levels of light especially over or next to the
mirror.

«  Different types of lighting possibly used for practical or
aestheticreasons, e.g. halogen down lighters.

«  Properlyfitted, automatic, thermostatically controlled
heating.

Three * * *

Well-positioned lights giving good levels of
illumination, particularly by the mirror. Ample natural
light.

«  Comfortable heating levels, appropriate to the room
size and providing overall uniform temperature.

Two**

+  Quitegood levels of lighting. Possibly main light only.

+  Heatingoffering a good level of heat which might be
automatic or thermostatically controlled.

One *

Adequatelighting levels for the style, size, and shape of
the bathroom.

+  Adequate heating for size of room at all reasonable
times may not be automatic, but should be fixed for
safety.

«  Effectiveventilation. Possibly window only.

13.6 Towels and Toiletries

What is assessed

Towels—the quality and condition of all towels, robes,
flannels, bathmats and any spare towels.

Toiletries/accessories —the quality and range offered.
SCORING - for example

Fwe*****

Greaterrange of quality towels, e.g. bath sheets,
bathrobes and flannels.

«  Towelschanged every two days, except where, as part
of an environmental policy, guests areinvited and agree
toalessfrequentchange.

«  Luxurytoilet paper and a good range of well presented,
quality toiletries, e.g. high quality soap, shampoo,
shower gel, conditioner, tissues, cotton wool balls,
cottonbuds etc.

Four****

High quality, soft and fluffy towels, smelling clean and
fresh. Face cloth may beincluded.

+  Toiletries of a higher quality with better packaging and
presentation - perhaps all part of the samerange.

Three * * *

Agoodrange of good quality absorbent towels.

«  Towelschanged atleast every three days except where,
as part of an environmental policy, guests areinvited
and agreetoaless frequent change.

«  Good quality toilet paper and arange of quality
toiletries including wrapped soap, shampoo etc. Large
bottles of proprietary brands are acceptable but should
be kept topped up.

Two**

Standard size towels generally of good quality, or towels
of higher quality and size now showing signs of ageing
and losing condition.

«  Soapmay be of average quality but possibly wrapped.
Additional accessories - if any - possibly of basic quality
and presentation.

One *

Satisfactory quality, with minimum range and size of
towels.

«  Limitedtoiletries, restricted to soap only. Possibly
unwrapped orin a dispenser of acceptable quality.
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13.7 Space, Comfort and Ease of Use

What is assessed

Space —overall size of the room, height of ceiling, size of
bath, size of shower, size of basin.

Comfort /ease of use—amount and layout of storage
space, access to bath, shower, toilet, access to controls,
height of mirror, usability of hairdryer, usability of the
shower.

SCORING - for example

Fwe*****

Generous space to allow free movement and easy
access to the facilities.

+  Plenty of provision for laying out toiletries, shaving
equipment and hanging up clothes. Convenient layout.

«  Minimalnoise from plumbing.

Four****

+  Well-planned layout of sanitary ware and fittings to
maximise convenience and ease of use.

«  Verygood provision of shelf space for guests’ toiletries
etc.

Three * * *

«  Sufficient spacetoallow easy access to,and use of the
facilities.

«  Good storagefor guests’toiletries.

Two**

Quite good levels of comfort. Possibly limited space but
guests should be able to use facilities comfortably with
convenient access to bath, showerand WC.

«  Storage space provided but may be limited.

One *

«  Adequate space with satisfactory layout and sufficient
free movement.

+  Adequate water pressure and satisfactory drainage.
«  Flatsurface available for guests’ belongings.

CRITERIA FOR GUEST ACCOMODATIO
OPERATORS QUALITY GRADIN

Hints & Tips

Bathrooms are expensive to build and set up and will
probably needto lastlonger than any other part of the
business between major refurbishments, soitisimportant
togetitrightfirsttime:

+  Ifyouhaveroom forabathand ashower, provide both
if possible. If not, a shower only is acceptable to most
guests.

+  Alwaystrytofitathermostatically controlled shower.
Mixer taps can be fiddly, unpredictable and potentially
dangerous.

«  Good quality hard flooring might be easier to clean and
more hygienic than a carpet.

«  Ensurelightingis adequate throughout, particularly in

N
G

the shower cubicle, over the bath and above the mirror.

«  Large, soft towels will be appreciated by quests.

«  Ifprovidingtoiletries, aim for a high quality national or
local brand. Larger, refillable containers are acceptable
and will reduce waste.
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Legislative Requirement

«  AGuest Accommodation must be capable of making
breakfast availableto visitors.

Allgrades

«  Thismay be cooked or continental, or as an alternative
you can provide a breakfast hamper or vouchers for a
local establishment.

«  Allfood must be properly cooked and carefully prepared
and presented.

«  Toachievethehigherstarratings, a greater choiceand
quality is expected.

« Itisacceptableto offer a buffet style cooked or
continental breakfast.

«  Ifbreakfastis served off site, guests must be made
aware of this when booking. You may choose to offer
guests a simple list of local cafés with opening times
and directions. Foran enhanced level of service, you
might provide direct links to these establishments
websites or provide contact numbers or for a high level
of service, partner with those food providers to offer
your guests exclusive discounts or dedicated breakfast
options.

14.1 Breakfast

What is assessed

Choice —therange of dishes available to the guests, the
detail of the menu. Presentation of individual dishes and
any buffet or breakfast hamper. Temperature of plates. The
quality of the cooking of breakfast.

SCORING - for example

Fwe*****

Amenu, presented to the highest standard detailing
the full breakfast range should be provided.

«  Highquality, freshingredients and a comprehensive
range of hot and cold dishes. Examples mightinclude
freshly squeezed juices, freshly ground coffee, choice of
teas, home prepared muesli, cheeses and cold meats,
freerange eggs, afish option, dry cured bacon, meaty
sausages, high quality bakery items and home-made
preserve.

+  Regional specialities and/or home-madeitems.

+  Good use of fresh local/home-grown produce where
available.

Four****

Amenu detailing the full breakfast range should be
provided.

+  Asuperiorrange and wider variety of hot and cold
items, possibly including house specials.

+  Obvioususeof freshingredients cooked and presented
with a high level of care and attention to detail.

Three * * *

A choice of good quality items available, e.q. fruit,
choice of cereals, sausage, tomato, brown or white
toastand arange of preserves.

«  Anattractive buffet (if provided).

«  Freshly cookeditems served at the correct temperature.
Eggs cooked to order.

+  Particular attention to food quality rather thanan
extensive choice.

Two **

Food served at the correct temperature, on a hot or cold
plate as appropriate.

+  Limited choice available.
+  Food prepared with a quite good level of care.

One *

Possibly a set menu with modest quality items, for
example, juice, cereal, yogurt, toast, coffee and tea.

+  Anyhotfood properly cooked and presented.

+  Caretakentoensurethatjuices are chilled, toast s crisp
andteaand coffee are freshly made.
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Hints & Tips

How do you make your breakfast stand out? Perhaps
consider the options and ideas below and pick out those
thatarerightfor you and your customers:

«  Servegood quality local produce wherever you can, and
shout about it on your menu. Look for fresh local eggs,
locally produced bacon and sausages, locally baked
bread and pastries. Emphasising regional produce not
only enhances the guest experience but also supports
your local economy and promotes a distinctive sense of
placeforyourregion.

«  Ratherthanjustorangejuice, offer a selection of juices,
including freshly squeezed options and a smoothie.
You canincrease choice and reduce waste by keeping
individual bottles or cans of less popular juices, such as
tomato or grapefruit.

+  Freshfruitsalad or afruit platter can be very popular,
accompanied by natural or fruit yoghurts.

«  Driedorfresh fruit compote and pastries are other
popular options for the menu or buffet table.

«  Consider aspeciality dish that will make your business
stand out, possibly alocal or regional dish.

«  Offeroptions for vegetarians, vegans and those with
other special diets.

«  Keepthehigh quality theme throughout the meal, with
good tea and coffee, preserves, butter and healthy
options.

«  Breakfast canrepresent an additional revenue stream
foryour business. Arange of pre-bookable breakfast
options can be offered, from a simple continental
hamper to a premium hamper showcasing high-quality
local produce (e.g., free-range eggs, artisan sausages,
local bakery items).

Sustainability best practice

«  Wherepossible, source food and drink products locally.
Build relationships with local producers and suppliers.

«  Menus highlighting local specialities canreally
help differentiate your offering from that of your
competitors, so highlight the connection with local
producers wherever possible. Incorporate a description
of where ingredients are sourced, who the producer s,
and why you have chosen them.

+  Staffdealing with food and drink service should be fully
briefed on the source, characteristics and significance
of local food and drink products.
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