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1. Overview of World Tourism

At the start of the new millennium, tourism firmly established
itself as the one of the largest industries in many countries
and the fastest-growing economic sector in terms of foreign
exchange earnings and job creation.

International tourism is the world’s largest export earner
and an important factor in the balance of payments of
most nations.

On a global scale, tourism generated US$ 6,201 billion in
2005 and is expected to grow to US$ 10,678.5 billion
by 2015.

Tourism arises from the movement of people to, and their
stay in, various destinations.

There are two elements in tourism; the journey to the
destination and the stay including activities at the destination.

The journey and the stay take place outside the normal place
of residence and work, so that tourism gives rise to activities
which are distinct from those of the resident and working
populations of the places through which tourists travel and
in which they stay.

The movement to destinations is of a temporary, short-term
character with intention to return within a few days,
weeks or months.

Tourism has become one of the world’s most important
sources of investment in infrastructure, most of which also
helps to improve the living conditions of local people and
provides governments with substantial tax revenues.

Intercultural awareness and personal friendships fostered
through tourism are a powerful force for improving
international understanding and contributing to peace
among all the nations of the world.

What is Tourism?

Although many of us have been “tourists” at some point in
our lives, defining what tourism actually is can be difficult.
Tourism is the activities of persons traveling to and staying
in places outside their usual environment for not more than
one consecutive year for leisure, business or other purposes.

Tourism is a dynamic and competitive industry that requires
the ability to constantly adapt to customers’ changing needs
and desires, as the customers’ satisfaction, safety and
enjoyment are above all the goals of tourism businesses.

Types of Tourism
Tourism encompasses:

Outbound Tourism

Outbound tourism is what most people are most familiar
with. It involves people travelling from their country

to other countries.

Inbound Tourism
The tourists coming to your country from other places are
called inbound tourists.

Sectors
The tourism industry is divided into five different
representative sectors:

Accommodation

Food and Beverage Services
Recreation and Entertainment
Transportation

Travel Services

Abu Dhabi competes in a global market by implementing

a comprehensive marketing strategy aimed at attracting
travelers from other parts of the world; and the diversity

of these five sectors demonstrates the importance of tourism
to Abu Dhabi Government.
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2. Abu Dhabi Tourism Authority
Core Business Area

Abu Dhabi Tourism Authority (ADTA), established by the
Ruler’s Decree in September 2004, is a statutory body with
wide ranging responsibilities for building the Emirate’s
tourism industry. Sheikh Sultan Bin Tahnoon Al Nahyan was
appointed as the Authority’s Chairman with HE Mubarak Al
Muhairi, appointed as the Authority’s Director General.

The ADTA’s mandate covers three main areas:

% Tourism Sector Regulation
* Tourism Sector Development
* Tourism Sector Marketing & Promotion

A key part of the management of tourism is to develop
appropriate legislation and measurement systems, to play
an active role in the overall development of the Emirate
of Abu Dhabi.

An important measurement tool is the Classification of
existing Hotel Establishments in the Emirate of Abu Dhabi, to
lay down internationally recognized standards for Hotel
Establishments that will be developed as part of the future
growth of the Emirate.

The classification system acts like a guidance information
that allows the tourists guest to make an informed choice
about which property to stay. A well prepared and
implemented classification system will uniquely identify the
differences between the hotel levels based on the
infrastructure and/or service and set proper expectations.
This importance increases in the case of international tourists
and guests where they are visiting the place for the first time
and have no previous experience about the Hotel
Establishments in the area. Travel agencies and operators
also depend on the hotel classification while setting their
packages or guiding individual customers.

Standards are often set to encourage the private sector to
make investments in improving and maintaining the quality
of the local hotel infrastructure. Developing countries in
particular have had governments establish standards for
what a five-star hotel should look like, so that investors
interested in building hotels for international tourists will
build an establishment according to international standards
of excellence. In countries where standards are non-existent
or antiquated, one finds a generally lower quality of
infrastructure and/or service.

Implementation of this crucial system will enable the
hospitality sector to establish a base line and to ensure that
the hospitality sector provides accommodation that have be
measured against an international standard and certified as
suitable for the use of Abu Dhabi tourists.

Mission, Vision & Core Values

Our vision is to lead Abu Dhabi into becoming a globally
recognized premium sustainable tourism destination while
increasing the contribution to socio-economic growth and
enriching the lives of the Abu Dhabi community and
visitors alike.

Our mission is to drive and support the development and
promotion of tourism in Abu Dhabi while ensuring that the
highest quality standards are attained in an efficient and
transparent manner in partnership with all the stakeholders.

The ADTA’s and the Classification Departments Core Values
detail the organisations and the department’s beliefs upon
which both current and future policies are built, enabling
all employees to work towards a common goal.
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ADTA’s and Classification Department’s Core Values

1

Respect

Proactive

Excellence with Integrity

Leadership

Teamwork

Innovations

Customer Focus

Transparency

ADTA's Core Values

We will behave in a manner where
by each entity, partner, and individual
is equally valued and heard

We will anticipate our customers and
business needs and act upon them

pro-actively showing high levels of initiative

We will continuously strive to distinguish
ourselves by delivering world class results
of the highest quality, while applying the
highest legal, ethical and moral standards
to our work and behaviour

We will strive to be a leading public
institution in the delivery of services
to all constituents and stakeholders
while fostering visionary leaders

We value teamwork highly and will
strive to support our shared goals,
openly cooperate and communicate our
knowledge, and share our expertise and
information both internally and externally

We encourage innovation to provide
solutions which will help us in achieving
and delivering better and faster results

We will remain focused on our
customer needs and offer our service
with utmost courtesy, respect and
dedication to all our clients equally

We will ensure the highest level of
transparency in our internal and
external interactions by behaving, at
all times, with clarity and openness

Classification Department’s Core Values

We will treat, our industry partners,
customers and our internal team with
dignity and respect at all times

“We will act before a situation becomes
a source of confrontation or crisis”,
this will be the strength of our team

We will always conduct our
business according to the
highest ethical standards

As a leader in the hospitality
sector, we will promote learning
and growth within our sector.

We are one team. We support
and drive one another to achieve
our goals and objectives.

Innovations drive success and will
be the fuel of our business

Our customers and industry
partners are listened too, respected,
consulted and serviced to the best
of our abilities and resources

Our objective is to practice full
disclosure of information to our
customers in all our dealings
with them
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3. Classification System Development

The development of a sustainable Hotel Establishment
Classification system was agreed upon during

the establishment of Law 13 of the Authority. The
Abu Dhabi Tourism Authority takes its role as

the legislator of tourism seriously, and in order to
develop a comprehensive classification system the
ADTA has conducted extensive local, regional and
international benchmarking and liaised with their
industry partners, in order to ensure that their views
are taken into consideration during the development
of the Hotel Establishment Classification System.

It was important to ADTA that any systems they
develop add value to the development of the Abu Dhabi
Tourism product. Taking into consideration all of the
other systems benchmarked at the data gathering
stage of this project development it was agreed that

in order to develop Abu Dhabi’s Classification system
there would have to be differentiators that would add
further value to the overall Classification system:

Environmental issues

Special needs (Tourism for All)
Comprehensive detailed standards

Consider the Cultural Tourism Sustainability
Implementation Planning

All key stake-holders have been involved in the
development of this comprehensive world class system.
Below is a summary of the development methodology:

e All hotels and hotels apartments were surveyed and
information was gathered on the present standards
operating within the industry, and the direction in which
the establishments would like to see future growth go to
enable ADTA to know the current situation in the market
and to help unify the plans with the industry as partners.

e All relevant Governmental Organisations charged with
a management responsibility for elements relating to
the hospitality industry were consulted and liaised
with throughout the development of the system to
ensure smooth cooperation and integration.

% An industry committee was set up by ADTA to
oversee the development of the systems and offer
constructive advice on the workability of the system.

e Industry specialists in the areas of Hotel Operating
Systems, Engineering, Interior Design and Hotel
Management reviewed the various standards and provided
their input to ensure that the system is developed
considering the up-to-date trends and technologies.

e Several workshops were held with the hotels general
managers and their representative to review the
standards at different stages of the system development.
They provided their feedback and assisted with the
development and confirmation of the finalized standards.

@ Selected hotels assisted with the system testing phase
of the project. Information gathered during this stage
was used to make improvements to the system.

e Selected industry partners assisted with the
industry familiarization and training of the Hotel
Establishments Classification Controllers.

The ADTA Classification Department will conduct
classification inspection audits on all Hotel Establishments
and will provide them with a base line which can be

used to make improvements to the Hotel Establishment
products, services and aminities, thereby leading to

the sustainable growth of the hospitality section.

This is also aimed to establish the Emirate of Abu

Dhabi as a leader in the world tourism market.

The focus of the team is to ensure that the service they
provide to ADTA’s customers is professional and consistent,
and in order to achieve this, the Hotel Establishments
Classification Controllers were selected by ADTA for their
knowledge, attitude, enthusiasm and commitment to

the growth of tourism in the Emirate of Abu Dhabi. the
Hotel Establishments Classification Controllers skills are
continually being upgraded and the Hotel Establishments
Classification Controllers are given the opportunity to stay
abreast of industry trends and technical improvements.

Continuous Upgrading

The system will be reviewed and upgraded every
two years in cooperation with the industry to ensure
that it is kept up to date with the latest trends and
developments in the fast growing tourism industry.
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4. Overview of Scoring Guidelines
for Hotel Establishments

For hotels establishments to receive their Classification
Certification sign board, they will be audited by
professionally qualified inspectors against the laid down
mandatory standards and the rating criteria standards.

100% of the Mandatory Standards will have to be met
by each establishment in order for the establishment to
be classified.

However, within the mandatory and rating criteria
standards, all elements have been classified as essential
and necessary. This comes into play when the inspection
has been conducted for an existing establishment and an
implementation plan of the gaps that exist in the property
is being developed. Each gap that exists in the property will
included in the implementation plan with a suitable
timeframe allocated to each element. The time frame is
established based on whether the element is considered

to be essential and necessary.

Essential

An element that is classified as Essential is considered
vital to the operation of a property. i.e. Bed Sizes for new
Hotel Establishments.

Necessary

An element that is classified as Necessary is an element
that is considered important however a property can
operate if it is not there or is not 100%. i.e. Guest
Rooms stationary.

It is important to be clear whether the element is classified
as Essential or Necessary, all elements are important and
all have to be met. Classifying the elements as Essential
and Necessary is a simple way to help the inspection team
in developing a suitable timeframe for a property to fill
their gaps.

Hotel Establishments will score points for amenities,
facilities, services and quality factors above and beyond
the mandatory standards.

All Hotel Establishments need to earn a pre-determined
score (on a scale of 1 to 900) in order to qualify for

a particular Classification rating. Every star rating has

a set of Essential and Necessary criteria that the Hotel
Establishment should meet to qualify the establishment

to earn this particular star rating; but it is also not expected
that even 5-Star Hotels will be able to offer all of the services
and amenities described in the scoring system, but instead
the system allows for Hotels to offer varied products.

The main elements to the Classification scoring system
are as follows:

e Hotels earn points for their features, amenities, and
services across a variety of categories.

e Afew items are scored on a grouped amenity scoring
range basis. Group amenities scoring sections include:
Communications, Entertainment, and Amenities in
Guest Rooms, Amenities in Guest Bathrooms, and
Guest Services, Special Guest Services, Leisure
Services, Conference Facilities, and Business Center,
Restaurant Services and Facilities and Restaurant
Breadth of the Menu.

® The scoring system grants a total of 900 points in four
functional areas. Most of the items are scored on a
sliding scale basis. For each item that is rated on a
sliding scale basis, Hotels can earn 0 to 20 points from
“Meets Few Requirements” to “Fulfils All Requirements”.

The scoring system is based on a scale of 1 to 900. Points
earned by a hotel for each item are added together to
calculate: (1) a sub-score for each functional element, and
(2) a total score. The relative weighting of the different
categories is given below.

This weighting is consistent with international scoring
systems such as Switzerland, Scotland, New Zealand
and Lebanon; however this scoring system is unique
to Abu Dhabi.
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One Star

Two Stars

Three Stars

Four Stars

Five Stars

Classification Rating Guidelines
Determining the Classification Rating

A Hotel’s Classification rating is determined by its points
and the corresponding score it earns. To be a 4-Star
Hotel, for example, the Hotel’s Total Score must be in the
700-799 range. The criteria that must be met for each
Classification level are described in the table below:

Hotels in this category are basic, yet provide the important
comfort. These hotels are required to meet the basic mandatory
standards and the relevant criteria rating for this level of hotel.
They are clean and well maintained offering a limited range

of facilities and services. Staff are friendly and helpful. Their
restaurant/eating area is open for breakfast and dinner.

High standard of cleanliness, comfortable and simple
accommodation, straightforward range of services with a more
personal touch. These hotels are required to meet the basic
mandatory standards and the relevant criteria rating for this
level of hotel. Staff are friendly and helpful. Higher standard

of restaurant/eating area open for breakfast and dinner.

Hotels with more spacious public areas and bedrooms, a

high standard of cleanliness, equipped and comfortable
accommodation, higher quality and standards of services and
facilities, more formal style of service, friendly and helpful
staff. These hotels are required to meet the basic mandatory
standards and the relevant criteria rating for this level of hotel.
Higher standard of restaurant/eating area open for breakfast
and dinner, Room service of continental breakfast for a limited
number of hours per day and have higher quality of food.

Hotels with more spacious public areas and bedrooms,

high standard of cleanliness, superior comfort & quality
accommodation, en-suite facilities with shower and bathtub,
higher quality and standards of services and facilities. These
hotels are required to meet the basic mandatory standards and
the relevant criteria rating for this level of hotel. More formal
style of service, skilled staff anticipating and responding to
guests needs, higher standard of restaurant/ eating area open
for breakfast and dinner, Room service of all meals, 24 hours
availability of drinks & snacks and a higher quality of food.

Larger hotels with even more spacious public areas and
bedrooms, luxurious and special surroundings offering the
highest quality of accommodation and standards of cleanliness.
These hotels are required to meet the basic mandatory standards
and the relevant criteria rating for this level of hotel. Guest
accommodation is luxurious and spacious, more formal style of
service, professional, attentive and highly trained staff, higher
standard of restaurant/eating area open for breakfast, lunch

and dinner; room service of all meals and 24 hours availability
of drinks & snacks with a higher quality of food & outlets.
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Sliding Scale Points System

Points Percentage Requirement

Description

Comments

20 90 -100%
15 80 — 90%
10 70 — 80%
5 60 -70%

0 50 — 60%

Fulfils All Requirements

Meets Requirements

Meets Most Requirement

Meet Some Requirements

Meets Few Requirements

Shows a high degree

of cleanliness

Clear evidence that the
design and layout has been
done professionally
Evidence of luxury

The establishment meets
the requirements set down
in the standards

Shows evidence of quality
and cleanliness

Evidence that areas have
had assistance with the
design and layout

The establishment meets most
of the set down requirements
Amateurish attempt at design
and layout

Shows evidence that most
requirements are meet

however that are some lapses in
standards and cleanliness

The establishment does
not meet many of the set
down requirements

Poor attempt at design
and layout

Shows little evidence that
requirements are being
meet; many lapses in
quality and cleanliness

The establishment only meets
very few of the set down
requirements

No attempt at design

or layout considerations
Shows no evidence that
cleanliness and quality

are taken seriously
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Hotel Scoring

Accommodations Infrastructure Guest Services Restaurants

415 200 205 80

Classification Level Minimum Number of Points Total Possible Points
Five Stars 800 900

Four Stars 700 799

Three Stars 600 699

Two Stars 500 599

One Star 400 499

Percentage Allocation Hotels

9%

23%

B Accommodations M Infrastructure Guest Services [ Restaurants

[ee)
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5. Implementation Planning

To encourage Hotel Establishments’ in the Emirate
of Abu Dhabi to enhance their product and service,
ADTA has built into the Classification system a
strong implementation plan infrastructure. This
will give the existing Hotel Establishments a
structured time frame in which they are required

to make improvements and changes to their
product in order for them to meet their required
Classification rating or to work towards upgrading
their establishment to the next Classification rating.

Once a Hotel Establishments Classification Controller
has visited an establishment they will feed the data
they have collected during the inspection into the e-cs
(e-classification system). The system will generate a
report listing all of the existing establishment’s gaps
between the mandatory and rating criteria standards
and what the establishment has at the present time.

The Implementation Plan will list all unfulfilled
requirements from both mandatory standards and
rating criteria and specify the time frame allocated
to each unfulfilled requirement. Time frames will be
allocated based on the severity of the infraction of
the standards, the cost of rectifying the requirement
and industry knowledge and experience.

The Implementation Plan will be forwarded to the relevant
Hotel Establishment with the outcome report (OCR) of
the inspection. The Hotel Establishment is then required
to review the plan and confirm their acknowledgment of
the plan by signing and returning it to the Classification
Department. Should there be a need for clarification

or appeal over the content of the Implementation Plan
or the timeframes allocated to rectify the unfulfilled
requirements, the Hotel Establishment should contact
the Classification Department and request a meeting

to discuss the issues and come to an agreement.

Note:
Sample Implementation Plan can be found in Annex I.
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6. Inspection Types

The Classification Department will conduct various types
of inspections. Listed below are the inspection types and
a brief description of each inspection:

» Initial approval for the construction of

a building to be used as a Hotel Establishment

» Once the applicant has submitted the application to
the licensing department, an inspector will conduct an
inspection on the plot of land where the suggested Hotel
Establishment is to be built

» Approval to transform an existing building

into a Hotel Establishment. This will be
needed to:

e Transform or change a building under
construction into a Hotel Establishment

e Transform or change a new existing building
into a Hotel Establishment

< Transform or change an existing occupied
building into a Hotel Establishment

e Transform or change a current hotel
apartments into a hotel

e Transform or change a current hotel
into a hotel apartments

Inspection for a new Tourism License
for a Hotel Establishment

» Upon completion of the construction work an inspector
will perform an inspection of the building in order to
issue a Tourism License

* Inspection for approval to operate

a new Hotel Establishment

 Prior to a Hotel Establishment being operational, there
will be a final inspection before a Hotel Establishment
license to operate is issued

* Renewal of Tourism License & Classification
Certificate to operate as a Hotel Establishment

» Annual re-inspection of each Hotel Establishment will
be required to ensure that they are still meeting the
required standards. Until this inspection has taken place
the license will not be renewed

* Modify a Tourism License of an
existing Hotel Establishment required
for the following activities:

¢ Modifying the activities from a hotel to hotel
apartments or from hotel apartments to hotel

¢ Modify the Tourism License of a Hotel
Establishment to show a change in owner
or partner or to add an owner or partner

» Change the management company
of the Hotel Establishment

« Change in ownership of a Hotel Establishment as follows:
- Company to individual
- Individual to company
- Company to company
- Individual to individual

 Prior to a Hotel Establishment making any
substantial changes to the property including the
change of the property address or location; they
are required to submit a request to ADTA. An
inspector will conduct the appropriate inspection

* Inspections after a complaint has
been received by ADTA

e Should ADTA receive a complaint about an
establishment, they have a responsibility to
investigate the complaint, and this may include
an inspection visit of the establishment

» Spot check inspections carried
out ad hoc by the ADTA

* ADTA inspectors will conduct spot checks
on an ad hoc basis in order to ensure
that establishments are complying

with the required standards

e Others

10
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7. Documents needed when applying
for the various activities

Initial approval for the construction of a
building to be used as a Hotel Establishment
 Application Form (L.101)

e Data Form (C.211)

« Photocopy of the passport of the applicant or Civil
Registration (kholasit kaid) if a UAE National

« If the applicant is a corporation copies of:
- Company Contract
- Trade License
- Chamber of Commerce Certificate

* Project feasibility study

* Memorandum of Understanding (MOU) with a reputable
international or local hotel management company

« Full set of drawings of the proposed building with
ascale of 1:100

« Copy of the current site plan drawing issued by
the Abu Dhabi Municipality

« Title deed search certificate of the plot on which
the building is to be constructed

« If the land is leased, a certified copy of the lease
agreement with the landlord

< Any other supporting documents that ADTA may
require to support the application

Approval to transform an existing
building into a Hotel Establishment

« Application Form (L.101)
» Data Form (C.211)

» Photocopy of the passport of the applicant or Civil
Registration ( kholasit kaid) if a UAE National

« If the applicant is a corporation, copies of;
- Company Contract
- Trade License
- Chamber of Commerce Certificate

« Project feasibility study

e Memorandum of Understanding (MOU) with a reputable
international or local hotel management company

« Full set of drawings of the proposed building with
ascale of 1:100

« Copy of the current site plan drawing issued by
the Abu Dhabi Municipality

» Title deed search Certificate of the plot on which
the building is to be constructed

e If the land is leased, a certified copy of the lease
agreement with the landlord

< No objection letter from the owner of the building
to the applicant to change the function of the premises

e List of tenants and their lease expiry dates
(if the building is currently residential)

< Any other supporting documents that ADTA may
require to support the application

1
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Inspection for a new Tourism License for
a Hotel Establishment

 Application Form (L.102)

« Approval of trade name of the building from Abu Dhabi
Economic Department

« A building completion certificate issued by the Abu Dhabi
Municipality for a hotel and hotel apartment

» Photocopy of the consent issued by Civil Defense
e Data Form (C.211)

« Photocopy of the passport of the applicant or Civil
Registration if a UAE National

« If the applicant is a corporation copies of:
- Company Contract
- Trade Licence
- Chamber of Commerce Certificate

» Any other supporting documents that ADTA
may require to support the application

Inspection for approval to operate a new
Hotel Establishment

 Application letter requesting approval to operate
from the applicant on the official letterhead of the
tourism establishment

 The application letter should be received by ADTA
a minimum of 30 days prior to the establishment
receiving the first guest

e Data Form (C.211)

« Proof that the Abu Dhabi Police Information system
is installed in the establishment

< Any other supporting documents that ADTA
may require to support the application

Renewal of Tourism License & Classification
Certificate to operate as a Hotel Establishment

 Application to renew a Tourism License for a Hotel
Establishment (L.102)

e Current original Tourism License of the establishment

« Copy of the Abu Dhabi Chamber of Commerce & Industry
membership certificate

« Copies of all other renewal consents as per Abu Dhabi
Municipality requirements

« Data Information from (C.211)

« If the land the establishment is on is leased then a copy of
the renewed tenancy lease agreement

e Any other supporting documents that ADTA may require to
support the application

Modify a Tourism License of an existing
Hotel Establishment

e It is important for the applicant to check with ADTA
as the requirements vary depending on the reason
for modification

Complaints and Spot check
« ADTA will request any relevant documents as part

of any investigation of a complaint and during a spot
check of the Hotel Establishment



COPYRIGHT® ADTA 2007 HOTEL CLASSIFICATION - CUSTOMER MANUAL - 1 NOVEMBER 2007 - VERSION 1

8. Customer Communication

ADTA encourages and values feedback from its
customers. All feedback and complaints are taken
seriously by the Classification department team.

Methods

Below are the methods available to customers wishing
to give feedback or make a complaint:

 On the e-cs (e-classification system) customers
can complete the on-line complaint form, also the
on-line feedback form.

« Another service offered to customers is the
opportunity to give feedback on the performance
of the Classification Team

« Feedback and complaints are also accepted in writing,
via email, letter and fax addressed to the Classification
Department

« Verbal feedback will be accepted via the telephone
but if formal action is required from the feedback the
customer will be required to put it into writing

Complaints

« All Hotel Establishments related complaints are
acknowledged within one working day

« Where required supporting documentation
will be requested

« The facts of the complaints will be verified
« If required an investigation will take place

» The customer will be kept informed of the status
and the outcome of the complaint

The Classification department have established
procedures in order to handle all customers’
complaints in a professional and timely manner.



COPYRIGHT® ADTA 2007 HOTEL CLASSIFICATION - CUSTOMER MANUAL - 1 NOVEMBER 2007 - VERSION 1

9. Classification e-system

e-system is a unique IT system implemented and designed
for the purpose of supporting the Hotel Establishment
classification system with the most advanced and higher
technologies. The two main components of the system are:

1. e-classification system:

A complete comprehensive system that is pre-loaded with the
classification Mandatory and Rating Criteria with their related
weights, as well as the method of processing this information.
This system will process the information and display the
result of the classification rating based on the inputs.

The e-system will include a detailed database of

all establishments and their contacts, history,
description and all related information. On the other
hand, the system will be able to generate detailed
reports of the unfulfilled conditions and criteria.

2. Classification internet:

Specially designed internet pages giving general information
about Hotel Establishments’ classification for the purpose

of guiding investors and new applicants. On the other side,
these internet pages will have a secure log-in connection to
each Hotel Establishment. These pages will include complete
information about the hotels classification information
including their existing classification reports, unfulfilled
Mandatory and Rating Criteria, applications in process with
their up-to-date status, fines & violations, comprehensive
photo & video gallery for the classification back up and other
history & related information. The access to these pages

will be strictly limited to the Hotel Establishments’ general
managers and authorized personnel from the ADTA.

Communication tools:

Other related e-system communication/ information
tool that will be used to pass information to the Hotel
Establishments’ managers and/or authorized personnel
will be through e-mail, sms and fax services.

Note:

¢ A separate guidelines manual will be launched
for the e-system

e Training the Hotel Establishments on the e system
will take place by ADTA

¢ The responsibility of updating the Hotel Establishment
information and data falls with the establishment’s
general manager.

14



10. Mandatory Standards

General Guidelines

In order to operate as a Hotel Establishment in the
Emirate of Abu Dhabi, the property is required by law
to meet the Classification Standards set by Abu Dhabi
Tourism Authority. However, this standard does not
supersede the standards and laws set by other official
Government department in the Emirate of Abu Dhabi.

All requirements of the following
are required to be met:

Additionally, to operate as a Hotel Establishment
the companies are required to:

% Abu Dhabi, Civil Defense — Valid Certificate required * Hold a valid certificate of employee
and public liability insurance
% Abu Dhabi, Food Control Authority-
HACCP - Valid Certificate required e International certified life guard certificate - if the
Hotel Establishment has swimming facilities
% Abu Dhabi, Municipality Building Codes
e Certified Gym instructors — if the Hotel
* Abu Dhabi Police- Police Information System Establishment employs a gym instructor
e All staff related issues are governed by UAE * Employ certified Medical assistants
Labor Law (Federal Law No. 8 of 1980) and the
Ministerial Orders implementing it provisions When contracting a third party valet provider, the Hotel
Establishment cannot exclude itself from any liability
that may result from the guests’ usage of the service.

Note:
Abu Dhabi Tourism Authority does not accept any liability
for any actions taken by an individual Hotel Establishment,

COPYRIGHT® ADTA 2007 HOTEL CLASSIFICATION - CUSTOMER MANUAL - 1 NOVEMBER 2007 - VERSION 1

with regards to food safety, fire precautions, guest safety
and security or building maintenance and management.
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Mandatory Minimum Standards

11
General Standards
& Procedures

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

111
Emergency and fire evacuation signage and emergency telephone numbers are posted in all food and beverage outlets,
staff facilities and back of house.

112
Hotel staff are available to guests 24 hours a day, 7 days a week.

113
*Power generator available that can sufficiently generate power for the whole establishment for up to eight hours.
To operate essential supplies (excluding air conditioning)

114
Maintain accounting books, records and data related to the business.

115
Display the name of the establishment on all records, invoices, correspondence and brochures of the establishment,
in Arabic and English.

116
All areas of the hotel, including any rented shops/outlets or other commercial areas, fall under the requirements of these
standards and compliance with these standards is the responsibility of the hotel.

Key to indications in Mandatory Minimum Standards tables (p.16-p.31)

* Applicable to buildings to be constructed starting November 1, 2007.

=% |f there is a clear environmental policy available in the establishment this will be taken into consideration.
~ Compliance deadlines for existing buildings are in accordance with the Implementation Plan.

16
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

21
Exterior

2.2
Landscaping

2.3
Signage

211
Hotel entrances are controlled 24 hours a day by security camera(s), as per regulations of the Emirate of Abu Dhabi.

212

The exterior of the property is well-maintained in a sound and clean condition and does not pose a health and safety
hazard to the public or property’s employees.

213

Lighting in all areas where the members of the public, employees and guest will frequent.

214
Buildings and fixtures are well maintained and are in a clean condition.

221

If the outside areas that are part of the establishment plot of land can be landscaped, this should be done in a manner
that is suitable for the environment and location of the establishment.

222

All gardens are to be well maintained, if any.

223
All measures should be taken to ensure that gardens, landscaped areas and public pathways are safe to the public.

231
Main sign-boards in public areas are in Arabic and English; sign boards are signs promoting the property name and
should be readable at night.

232

Display the Classification Certificate in a prominent place in the reception area.

233

Display the Classification signboard in a prominent place outside the main entrance either on the left or right side.
234

General tariffs (rack rates) must be available in Arabic and English in the lobby or reception area.
235

Signage on or near doors of guest rooms indicating the room number.

236

On each floor signs indicating the direction of specific room numbers are required in the corridors.
237

Foreign currency exchange rates must be publicly display in English near to where this service shall be offered.

7
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star
2.4 241 241 241
Guest Security, Guests are escorted to | Guests are escorted to rooms at check-in upon | Guests with special needs will be escorted
Access, & Entry rooms at check-in. request. Guests with special needs will be throughout their stay.
Guests with special escorted throughout their stay.

needs will be escorted
throughout their stay.

242 242

A safety deposit box is available in all guest rooms and a safety deposit A safety deposit facility is available at the
facility is available at the reception of the establishment. reception of the establishment.

243

Security guard available 24 hours per day.

25 251
Safety & Comfort Corridors and stairs are in a good state of repair, free from obstacles/hazards and meet the need of the end user.
in public areas 252

Adequate levels of lighting for safety and comfort in all public areas, including sufficient light on stairways and landings.

253

Air conditioning maintains comfortable temperature, 18 - 23c, throughout the year in all public areas and back of
house areas.

254

All emergency stairs are required to have a permanently fixed handrail and be in a good state of repair, along with floor
signage displayed on each floor inside the stair case.

255

The entrance and lobby have adequate emergency lighting.

256
All corridors should be well light, clean well maintained.

257
*Corridor widths cannot be less than 1.8m.

2.6 261
Maintenance Interior fixtures and buildings are well maintained and are in a clean condition.
26.2

Electrical equipment must be safely maintained and in good working condition. Records should be kept showing
preventative maintenance plans and repair records.

263
Maintenance service available 16 hours per day.

27
Garbage Garbage collection processes are in place according to the requirements of the official governmental entity.
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Mandatory Minimum Standards

‘ 5 Stars

‘ 4 Stars

‘ 3 Stars

‘ 2 Stars

‘ 1 Star

31
General Safety
& Security

3.2

*Room Sizes

(All enclosed area in
the room including
bathroom, and living
room - for suites).

3.3
*Ensuite
Bathroom Sizes

3.4
*Suites

35
*Specialty Rooms

*/\36

Minimum Number
of Handicap
Accessible Rooms

311

Emergency and fire evacuation procedures and emergency telephone numbers are posted in each room in Arabic
and English.

321 321 321 321 321

Minimum Room Size | Minimum Room Size Minimum Room Size Minimum Room Minimum Room
for City Properties: for City Properties: for City Properties: Size for City Size for City
Single 35 sgm Single 30 sgm Single 24 sgm Properties: Properties:
Double 37 sgqm Double 32 sgm Double 26 sqgm Single 22 sgm Single 20 sgm

Suites 50 sgm

Suites 45 sgm

Suites 34 sgm

Double 24 sgm

Double 22 sgm

Minimum Room Size
for Resort Properties:
Single 37 sqm
Double 39 sgm
Suites 52 sgm

Minimum Room Size
for Resort Properties:
Single 32 sgqm
Double 34 sgm
Suites 47 sgm

Minimum Room Size
for Resort Properties:
Single 26 sqm
Double 28 sqgm
Suites 36 sgm

Toilet sizes should be propotional with the room size

Five percent
of total rooms.

Two percent
of total rooms.

351

10% of all rooms are designated to be Non-smoking rooms. All non-smoking rooms are to be located in designated
floors/areas. Smoking is not allowed in the corridor of the designated area(s).

352

Connecting rooms available in 5% of all rooms.

Minimum of 2 handicap accessible rooms for every hotel building, as per

the requirements of the Official Government Bodly.

Minimum of 1 handicap accessible
rooms for every hotel building, as per
the requirements of the Official
Government Bodly.

19



Mandatory Minimum Standards

‘ 5 Stars

‘ 4 Stars

‘ 3 Stars ‘ 2 Stars ‘ 1 Star

37
Housekeeping

371

All bedrooms are cleaned daily.

371

All bedrooms are cleaned three times
weekly. The bed linens are changed on
these days

372

All beds are made daily.

373

**All bed linens changed every day

373
**All bed linens changed at least three times weekly, and between
guests, or upon guests request.

374

Establishments are required to show hard evidence (annual plans, implementation checklistsetc.) that an annual deep
cleaning schedule exists and the establishment adheres to the schedule. This should also include regular

cleaning of mattresses.

375

Packing and unpacking service
available to guests upon request

376

Turn down service
required. With
records kept.

376

Turn down service
available on request.
With records kept.
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377
Mattresses should be labeled and periodically turned.

378
Periodic program for external window cleaning.

3.8 381
Housekeeping Il One clean pillow per person with a clean pillowcase.

382
One clean top and one clean bottom sheet.

383
At least one clean blanket or one clean duvet with cover per bed. A record of blanket and duvet cleaning is required.

384 384
Spare pillow available in-room, hygienically covered to prevent Spare pillows and blankets
dust collection. available on request.

385 -
A Divan (box bed) frame bed would be acceptable if it is suitable to
design of the room.

20
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

3.9
Beds

3.10
Furnishings

311
Seating

3.12
Windows and
Curtains

313
Doors

391

Minimum bed sizes:

« Single 90 x 190cm (should comfortably accommodate 1 average sized adult).

* Double 135 x 190cm (should comfortably accommodate 2 average sized adults).

392
All beds have access from both sides.

393
All mattresses are clean, well-maintained and are fitted with mattress protectors or under-blankets.

394
Cots (baby beds) available on request in a good, clean condition.

3101

A bedside table is provided for each person (or one bedside table between two beds). The bedside table should match
the design of the room and be in good condition.

3102

Desk with chair in good condition and suitable for the user.

3103
Desk lamp is provided in working order and suitable for the user.

3111
One armchair provided in single room, two armchairs provided in double/twin room.

3121
Windows of guest rooms and other public areas of the establishment should be lockable.

312.2
Curtains, blinds, or shutters are provided on all windows, including glass panels to doors and skylight windows.

312.3
*All windows in guest rooms must be double glazed.

3131
Each door has a primary lock and a secondary lock and door chain.

3132
Each door has a peep-hole.

3133

Doors to connecting rooms are equipped with a deadbolt lock and a sound proof double door system. Each room can
only open one door.

3134

Guest rooms should be able to be locked from inside without the use of a key.

3135. -
Electronic key card door system

21
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

314
Lighting

315
Flooring

3.16
Wardrobe

3.7
Mirror

3141
General room lighting controlled by switch near the main door of the guest room.

314.2
A bedside or headboard reading light for (and controllable by) each person.

314.3
All light bulbs should be functioning and, unless decorative, have a shade or cover.

3144
*~Emergency lighting in the bedroom.

3151
**Fully fitted carpet or acceptable alternative flooring (wood/parquet/marble/ceramic tile) is provided. All of which should
be in good state of repair and clean.

3161

Wardrobe or closet that is fitting to the size and number of beds in a room with four coat hangers or hooks provided

per bed.

316.2

*Wardrobe sizes have to be suitable for the number of room occupants. The depth of the wardrobe has to be a minimum
of 60cm.

3163
Built-in-draws, chest of draws or shelf space are provided with an interior surface that can be wiped clean. A minimum of
two draws or two shelves per bed in the room suitable the number of persons occupying the hotel room.

One full length mirror (1.6m long) in each room. This can be part of the bedroom wardrobe.

22
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star
318 3181
Telephones and Direct dial telephones offered in all guest rooms.
Directory
318.2
Telephone rates are available in guest rooms, in Arabic and English.
3183
All in-room phones display the hotel telephone number and the bedroom extension or number.
3184 3184
Local telephone directory (yellow pages or similar directories) Local telephone directory (yellow
available in guest room. pages or similar directories)
available to guests on request.
3185
All directories are in good condition and up to date.
318.6
Guest Services directory available, in a good state of repair, should be available in all guest rooms and must include:
a) Welcome to the guest from the establishments management.
b) Local city information and telephone numbers of where further information can be obtained. Both an internal
extension, number and the number of a credible information source where reliable information can be obtained.
c) List of services available in the establishment and any prices and fees for these services.
3187 3187
~Two telephone handsets in the bedroom. One telephone handset in the bedroom.
One set on the night stand and one
speaker enabled handset on the desk or
other suitable location in the rooms.
3.19 3191
Television/Radio Colour television with remote control.
Television 3192 3192
Radio Digital/satellite/ cable reception with a minimum of four paid international | Local and regional free to air
channels and all local and regional free to air channels and radio channels | channels and radio channels.
3.20 3201
Qibla Direction Each room must have a Qibla indicator on the ceiling showing direction of Mecca that can be easily seen by the user.
Indicator Implementation Plan. (Applicable to all Classification Ratings).
3.21 Available upon request.
Quran and
Prayer Mat
3.22 3221
Accessories Each One dual (two point) Power socket, conveniently situated in each room, for use of electrical/electronic equipment
Room must have: 3222

Ashtray, if smoking is permitted.

3223
Washable, covered wastepaper basket made of non-flammable material if smoking is permitted. Clean and free from dust.

3224
A luggage rack or designated space for at least one suitcase.

3225
Ironing board and iron available upon request. Both should be clean and in a usable state of repair.

23
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

41
Housekeeping

4.2

Ensuite Bathrooms
— Fixtures and
Accessories

411 411
All bathrooms are cleaned daily. All bathrooms should be clean between
guests and three times weekly.

412 412

All bathroom linens are changed daily. Environmental All bathroom linens are changed every
consideration will be taken into account when evaluating this issue. three days and between guests and

A written policy should be in place. upon guests request. Environmental
consideration will be taken into account
when evaluating this issue.

A written policy should be in place.

421
Sealed non- porous surface to floors and walls.

422
Washbasin with hot and cold indicating taps and running water.

423 423

Cold (25-28 C) and hot (52 C within Hot (52 C within one minute of turning on the
one minute of turning on the tap) tap) running water throughout the year
running water throughout the year

424 424 424

*Bathtub minimum *Bathtub minimum *Bathtub with hot and cold indicating taps and running water OR
width of 80cm, suitable | width of 80cm, a walk in shower unit 80cm x 80cm.

to the design of the suitable to the design
bathroom. As well of the bathroom. Up
as hot and cold taps to 25% of rooms

and running water. should have a walk in
shower unit 90cm x
90cm instead. Hot and
cold taps available
with running water
425 - - - -
*Separate walk-in
shower unit minimum
size 100cm x 100cm

426 - - -
Bidet and a soap holder near the bidet.

427
Toilet with seat and lid.

428
Toilet paper roll holder and toilet paper.

429
Spare roll of toilet paper.

4210
**Toilet hose with running water near to the toilet.

4211
One clean hand towel, in a good state of repair, per person staying in the room.

4212
One clean bath towel, in a good state of repair, per person staying in the room.

4213
One clean face towel, in a good state of repair, per person staying in the room.

24
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Mandatory Minimum Standards

4.2

Ensuite Bathrooms
— Fixtures and
Accessories

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

4214

One clean bidet towel, in a good state of repair, per person staying in the room.
4215

A towel ring or a hanging rack is acceptable.

4216

Individually wrapped fresh soap for each guest.

4217

A light with shade or cover with waterproof housing.

4218

Insulated electric razor outlet (waterproof) within easy reach of the mirror.

4219

Mirror with light above or adjacent to washbasin.

4.2.20

Shower curtain, screen or sliding doors.

4221

Hook available on door or wall.

4222

Running water is available at all times.

42.23

Adequate water pressure (3 Bar) for bathing and washing.

4224

If they are any windows in the bathroom, they should be covered with opaque curtains or blinds.
4.2.25 - - -
Expandable washing line (drip dry) in the bath

tub area.

4.2.26

Adequate ventilation in the form of an extractor fan built-in ventilation, or window that opens.

4.2.27
Waste bin with lid made of non-flammable material.

4.2.28

*Telephone in the bathroom that is connected to the operator and that makes the call without the need to dial.

25
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

51
Entrances

5.2
Front Desk/
Reception Area

53
Seating Area /
Lobby / Lounge

511
The Hotel has its own entrance, separate from a restaurant or another establishment.

512
*A separate entrance and exit to kitchens where food is delivered and a separate entrance and exit where waste is
disposed of, in accordance with the official government entity.

513
~The Hotel's entrances facilitate access for disabled customers, in accordance with the official government entity.

514 - -
Separate service or delivery entrance.

515 - - -
*A shaded driveway near to the entrance wide
enough for two cars able to pass by next to

each other.

521

There is a clearly designated reception area with a nearby seating area.

522

The reception staff are available 24 hours.

523 523

In-house telephone available in a designated area of the reception/lobby | In-house telephone available in a

area. Minimum of 2 telephone hand sets. designated area of the reception/lobby
area. Minimum of 1 telephone hand sets.

524
Fully stocked First Aid kit available behind the reception area.

525
Registration Cards should be available and completed by all guests on check-in.

526
A Property Management System in place, suitable to the size of the property.

527
At least one Arabic speaking employee is available at the front desk at all times.

528
Appropriate background music played in the lobby/reception area.

529 - -
Local time, as well as three international time zones,
has to be displayed in a prominent place.

5210 - - -
Functioning concierge service.

531
A sitting area is provided with sufficient comfortable seating, available throughout the day.

532
Air conditioning set at the ambient temperature 18c-23c.

533
Lights are functioning properly sufficient to allow guest to see comfortably.

534
Signage available showing hours of Hotel services and events.
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

5.4
Elevators / Lifts/
Corridors

55
*Public Toilets

Reception,
Restaurants, Service
Offices, Banqueting,
Recreation.

541
All elevators must meet the requirements of the government entity.

542
Clearly marked floor numbers in all elevators.

543

*The minimum of two elevators, for a building with less than 45 units, serving all guest rooms on the second floor and
above. Each additional 30 units will require an additional elevator (i.e. a building with 70 units requires a minimum of
three elevators, a building with 100 units requires a minimum of four elevators, etc)

544
All elevators are required to have an emergency call facility that is in working order. Either a speaker/ telephone
handset linked directly to the operator or security office of the building.

545
*Elevators must allow access for disabled visitors

546
Elevators are clean and in a good state of repair

547
Elevators must have ventilation system that is in working order.

548
All elevators should have no smoking signs inside and no smoking signs displayed outside the elevator on all floors.

549
Ash trays should be available outside all elevator doors.

551
If the dining room, restaurant and reception are on the same floor:

« At least one public toilet (near the reception area) for gents, with at least two toilet stalls, one urinal, with toilet hoses,
and two wash basins separate from the toilet stalls.

« At least one public toilet (near the reception area) for ladies, with at least two toilet stalls, with toilet hoses, and two
wash basins separate from the toilet stalls.

552
If the dining room, restaurant and reception are on different floors:

« At least one public toilet (near the reception area) for gents, with at least two toilet stalls, one urinal,
with toilet hoses, and two wash basins separate from the toilet stalls.

« At least one public toilet (near the reception area) for ladies, with at least two toilet stalls, with toilet hoses,
and two wash basins separate from the toilet stalls.

« At least one public toilet (near the dining) area for gents, with at least two toilet stalls, one urinal,
with toilet hoses, and two wash basins separate from the toilet stalls.

« At least one public toilet (near the dining area) for ladies, with at least two toilet stalls, with toilet hoses,
and two wash basins separate from the toilet stalls.

553
All public toilets are well maintained, clean, and frequently checked.

554
Separate toilets for ladies and gents.

555
At least one toilet stall must be accessible for disabled persons.

556
All public toilets must have an ashtray placed outside the entrance
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

5.6

Public Toilets
— Fixtures and
Accessories

All public toilets must have:

561
Wash basin with mirror in separate space from toilet stall

56.2
Toilet hose washer or Bidet.

5.6.3
Toilet with seat and lid

564
Liquid Soap in a dispenser

56.5
Mirror with light, above or adjacent to wash basin

5.6.6
Toilet paper roll holder

56.7
Toilet paper

5.6.8
Spare roll of toilet paper

5.6.9
Clean hand towels or paper towels for each user

5.6.10
A light with shade or cover (Waterproof Housing)

5611
Waste paper basket with lid (of non-flammable material)

5612
Running water is available at all times

5.6.13
Windows are covered with opaque film curtains or blinds ( if windows exist)

5614
Adequate ventilation in the form of an extractor fan, built-in ventilation, or window that opens

5.6.15
An internal lock on each stall or door

5.6.16
Hot air hand drier

5.6.17
A bin for the disposal of sanitary items

5.6.18
Automated air freshener dispenser
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars

‘ 3 Stars

‘ 2 Stars ‘ 1 Star

6.1
Room Service

6.2
Mini-bar

6.3
Porterage

6.4
Wake up Call Service

6.5
~Luggage Area

6.6
Wheelchair

6.7
Internet Access

6.8
Website

6.9
Laundry and Dry
Cleaning Services

6.10
“Valet Parking

Room Service offered 24 hours, 7 days a week.
Menu offered in Arabic and one other
language suitable to the Hotel

Room Service offered
16 hours, 7 days a
week. Menu offered
in Arabic and one
other language
suitable to the Hotel

6.21

Mini-bar in all rooms with an itemized price list of all mini-bar items

(Minimum 51L, Height 46cm Width 43cm).

6.21
Mini-bar in all rooms
(Minimum 51L, Height 46cm Width 43cm).

6.31
24 hour room porterage service.

6.31
16 hour room
porterage service.

6.31
8 hour room porterage service.

Wake up call service available 24 hours.

Luggage Room available in the lobby/entrance area.

Available upon request.

6.71
Available in Hotel to guests.

6.7.2
A functioning wireless internet
access available in the lobby.

Hotel has a functioning website.

6.91
Laundry and dry cleaning services are available.

691
Laundry and dry clean service
offered off-site on guest request.

6.9.2.

Laundry in by 9:00
am, returned by
6:00 pm, along with
express laundry
service available

6.9.2.
Laundry in by 9:00 am,
returned by 6:00 pm.

6.9.2.

Laundry returned in 24 hours.

6101

Valet Parking
service available
24 hours per day.

610.1

Valet Parking
service available
16 hours per day.

610.1

Valet Parking
service available
12 hours per day.
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Mandatory Minimum Standards

6.11
*Car Parking

6.12
Medical Services

6.13

~Compliance
deadlines for existing
buildings are in
accordance with the
Implementation Plan

6.14
Leisure facilities

5 Stars 4 Stars 3 Stars 2 Stars 1 Star

6.111 6111

One parking space for every room Seven parking spaces for every 10 rooms in the hotel establishment
in the hotel establishment.

6112

Adequate levels of lighting for safety and comfort in car parks.

Emergency medical services are available on call, or medical referral services are available.

Mobile phone reception booster suitable to the size of the establishment.

6141 6.141 - - -
A swimming pool A swimming pool.
with temperature
controlled water.

6.14.2 - - -
A Health Club
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Mandatory Minimum Standards

‘ 5 Stars ‘ 4 Stars ‘ 3 Stars ‘ 2 Stars ‘ 1 Star

71
On-Site Restaurant

72
Breakfast

711 711 711

At least one full serv- | At least one full service restaurant open Breakfast Dining Room.
ice restaurant open to | to guests for breakfast, lunch and din-
guests for breakfast, ner, seven days a week, with kitchen
lunch and dinner, facilities on the hotel property.

seven days a week,
with kitchen facilities
on the hotel property.
One other res-
taurant open for
lunch and dinner.

712
Dining outlets must have 40% of the seating area designated as the non-smoking section, along with appropriate
signage to identify these sections.

Continental breakfast served
in dining room or room until 10:30 am.

Breakfast buffet or equivalent
in the dining room. Breakfast served up to 10:30 am.

81
Staff Training

8.2
Staff Appearance

8.3
*AStaff Dining Area

An annual training schedule for all members of staff at the hotel. There must be evidence that the training plan
is implemented

821
All staff uniform must be fitting with the overall design of the hotel

822
All staff members must have name tags

823
All staff members must have a clean, hygienic and presentable appearance

An onsite dining area is available for use by staff. The dining area must be well maintained and well
managed. Appropriate for the number of staff working at the hotel and adequate to the end users' requirements.
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11. Hotel Rating Criteria

In order to operate as a Hotel Establishment in the
Emirate of Abu Dhabi, the property is required by law
to meet the Classification Standards set by Abu Dhabi
Tourism Authority. However, this standard does not
supersede the standards and laws set by other official
Government department in the Emirate of Abu Dhabi.

All requirements of the following
are required to be met:

Abu Dhabi, Civil Defense — Valid Certificate required

Abu Dhabi, Food Control Authority HACCP
— Valid Certificate required

Abu Dhabi, Municipality — Building Codes
Abu Dhabi Police — Police Information System
All staff related issues are governed by UAE

Labor Law (Federal Law No. 8 of 1980) and the
Ministerial Orders implementing it provisions

Additionally, to operate as a Hotel Establishment
the companies are required to:

@ Hold avalid certificate of employee
and public liability insurance

e International certified life guard certificate

e Certified Gym instructors — if the Hotel
Establishment has leisure facilities and a gym

When contracting a third party valet provider,
the Hotel cannot exclude itself from any liability that
may result from the guests’ usage of the service.

Note:

Abu Dhabi Tourism Authority does not accept any liability
for any actions taken by an individual Hotel Establishment,
with regards to food safety, fire precautions, guest safety
and security or building maintenance and management.
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Hotel Rating Criteria
Category/Item

GUEST ACCOMMODATIONS

11 GUEST BEDROOMS

111
Guest Bedrooms — Housekeeping

Standard of cleanliness, maintenance
& attention to detail

Description

Guest Accommodations Total Points ( —— /415)

Guest Bedroom Total Points ( —— /269)

1111
* No evidence of dust or smears,
marks or stains throughout.
* Bed linen free from all stains or tears
» Gleaming surfaces, no smears or marks.
* No blown light bulbs or broken equipment.

1112

« Satisfactory standard of cleanliness

* Attention to detail may not come
up to same standard.

» One or two small areas of maintenance
missed — e.g. loose handle, missing screw.

1113
« Efficient vacuuming with minimal
dust in corners or under beds.
» Equipment and room accessories
not quite as well presented or arranged.
» Occasional lapse in maintenance
— for example, light bulb blown.

1114

« Surfaces are smeary and dusty.

* Evidence of crumbs and dust
under beds and in corners.

* Threads, pieces of paper, debris in
corners and under furniture

* Blown light bulbs, dusty light shades.

1115
« Very heavy dust on surfaces
« Dust, dirt, old newspapers, clothes and
other debris in drawers/wardrobe/closet.
« Bits of paper, threads and other
items, grit, on carpet/floor.
* Presence of unpleasant odours

Score

Percentage (—— %)

Percentage (—— %)

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O

33



COPYRIGHT® ADTA 2007 HOTEL CLASSIFICATION - CUSTOMER MANUAL - 1 NOVEMBER 2007 - VERSION 1

Hotel Rating Criteria
Category/ltem

Description

Score

11.2
Décor, Walls, Ceiling

Wall coverings — wallpaper, paint
(quality, appearance, condition)

Finishes and architectural details
of the room.

Note: By Décor we mean interior
decoration, ornamentation
and beautification.

1121

« Qutstanding quality wall/ceiling
coverings (wallpaper; paint) with no
marks, strains or blemishes,

* Attention to detail, thoughtful coordination
of patterns, colours & textures.

» No mismatched seams, bubbling, peeling
corners, stains, patches on wall covering.

112.2

 Wall/ceiling covering of a satisfactory standard,
but may not reach quite the highest standard.

» Some slight signs of wear and
tear on excellent standard.

» Finger marks and scratches
evident in certain areas.

1123

 Wall/ceiling coverings of average quality.
Evidence of blemishes, staining and marks.

» An attempt to coordinate patterns, colours.
No intense mismatch of colours and styles.

» Walls/ceiling coverings are mature however

are noted to be free from damage or stains.

1124
» Décor appears worn and in need
of refreshment and/or repair.
* Poor application of wallpaper, paint
i.e. clear evidence of paint smudges,
blisters, incorrect seams.
« Little attempt at attention to detail or
matching of colours. Plain, unrelieved style.
» Some signs of wear and tear
on walls and room finish.

1125

 Low grade materials, poorly executed.
Mismatch of styles & colours.

* Visible wear and tear (stains,
scratches or cracks in wall/ceiling
coverings and room finishes).

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria
Category/ltem

113
Flooring

Floor coverings — carpet,
marble, wood, rugs, or ceramic tile
(quality, appearance, condition)

Description Score

1131 Fulfils All Requirements 20
« Well fitted carpets, professionally
laid and in pristine condition.
« Excellent thick pile and underlay.
« Alternatively, polished wood,
ceramic tile or marble with excellent
quality smaller mats or rugs.
« All flooring must match the design
of the room.

1132 Meets Requirements 15
« Very good quality thick pile carpet,
beginning to show some flattening.
« No stains, burns or marks.
« Carpet may have higher percentage
of nylon, but in new condition.
« Polished wood, ceramic tile or marble needs
buffing; smaller but high quality rugs.
« All flooring must match the design of the room.

1133 Meets Most Requirements 10
« Average quality carpet showing flattening in
areas of most traffic, but all in sound condition
« May be some small discoloration in places.
« Alternatively, somewhat cheaper more
functional new carpet. Polished wood, ceramic
tile or marble a little scratched in places.

1134 Meets some Requirements 5
« Carpets that show considerable use
— flattened pile, spots, bleaching by
window (sunlight), some thinning.
« Unprofessional fitting — ripples, rough
il-fitting edges, thin or no underlay.
« May have a few holes, tears, loose threads or
other defects that render the carpet unsound.
« Vinyl or other low quality flooring
with carpet square on top.

1135 Meets Few Requirements O

« Distinct signs of wearing — visible canvas,
patches, stains, discoloration, obvious seams.

« Amateurish fitting — gaping joints,
gaps between the carpet and wall.

« Several unmatched styles laid patchwork
fashion, or newer carpets lay on top of
damaged or worn-through older ones.
Polished wood, ceramic tile or marble that is
scratched and needs to be polished, repair or
varnished, with ageing, worn, stained rugs.

« Low quality, damaged, stained flooring.
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Hotel Rating Criteria
Category/ltem

114
Curtains

Quiality, appearance, condition,
effectiveness at blocking light

Blinds are acceptable if they fit in
with the Décor of the room

Description

1141

« Full height, light-blocking curtains with high
quality fabrics and lining, excellent stitching,
high quality rail and appropriate accessories

* Three sets of curtains required for this level
rating: A decorative opaque set which covers
windows and keeps out outside light. Black
out layer fully opaque, (can be attached
to the decorative set). Net curtain layer (
transparent) that allows light to enter room
while offering some levels of privacy

114.2

0+ Curtains/blinds/window covering are very
clean and in very good condition, and
effective in blocking light but their quality
and appearance can be fairly ordinary.

* Curtains/blinds/window covers to be full
and effective in keeping out light. Three
sets of curtains required for this level
rating: a thick black out curtain (can be
attached to the decorative set) which covers
windows and keeps out the light, a lighter
(transparent/net) set of curtains which
allows light to enter room, while offering
some level of privacy and a decorative set.

1143

* Curtains/blinds/window covering may be some
years old, but not damaged, torn or stained.

» May only use one set of curtains but
must have a black out layer.

1144
* Thin, short or skimpy curtains.
» Some signs of wear and tear
and fading in curtains
» May be difficult to operate, not functional
» May have only one set of curtains.

1145
* Low grade curtain materials.
* Colours do not fit within with
the design of the room.
* Visible wear and tear (stains
or tears) in curtains.
* Not in good working order.
» May have only one set of curtains.

Score

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements

0
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Hotel Rating Criteria

Category/ltem Description Score
115 1151 Fulfils All Requirements 20
Loose Furniture * Superb quality and condition.

* Furniture of good, solid construction

* Attractive professional finish & detailing

Wardrobe (quality, size, (inlay and feathering) with little or no

appearance, condition) signs of ageing, wear and tear.

* Large and spacious wardrobe.

* Size and scale of the furniture appropriate
to the scale of the room

» Wooden Coat hangers x 4, Padded
hangers x 4, Wooden trouser clips x 4

Dresser (quality, appearance, condition)

Tables, desks, and wooden chairs
(quality, appearance, condition)

115.2 Meets Requirements 15
» Satisfactory quality of materials;
* May show some signs of use.
» Some furniture, even when brand new,
will only be “very good quality.” It is
more functional than luxurious
» Wardrobe is spacious.
» Size and scale of the furniture appropriate
to the scale of the room
» Wooden hangers x 4 per person

1153 Meets Most Requirements 10

* Furniture may have been excellent or very
good, but through age and use shows
a few signs of some wear and tear.

* Alternatively, could also be a newer dresser of
average quality material and construction.

» No appreciable damage.

» Wardrobe is average size.

* Size and scale of the furniture not
appropriate to the scale of the room.

« Strong Plastic hangers x 4 per person.
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Hotel Rating Criteria
Category/ltem

Description Score

1154 Meets some Requirements 5
* Furniture of only acceptable quality
and/or in used condition.
« Little coordination of styles, some damage
or scratches may be apparent, but all ltems
capable of use. Surfaces not well-maintained.
Scratches or marks. Small. wardrobe, barely
sufficient for the maximum number of guests.
* Size and scale of the furniture not
appropriate to the scale of the room.
« Strong Plastic hangers x 4 per person.

1155 Meets Few Requirements O
 Low quality materials, poor construction
* Visible signs of damage, marks or scratches.
» Mismatch of styles. Appearance
of “cheap” furniture.
* Size and scale of the furniture not
appropriate to the scale of the room.
* Small and crowded wardrobe
with insufficient space.
* Plastic or wire hangers x 4 per person.
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Hotel Rating Criteria
Category/ltem

Description Score

11.6
Loose Furniture

Soft furnishing -- Chairs and sofas, cushions
(quality, appearance, condition).

Pictures, artwork, wall-hangings, mirrors
(quality, appearance, condition)

1161 Fulfils All Requirements 20
« Superb quality furniture in first-rate condition.
* Furniture of sound construction,
attractive professional finish & detailing
(e.g. inlay, feathering) with little or no
signs of ageing or wear and tear.
« Attractive, comfortable easy seating with
upholstery in excellent condition.
» Materials are of an outstanding quality, in good
condition and give an impression of luxury.
« Furniture fits in with the design of the hotel.
« High quality pictures, photos, plates, artwork
and mirrors, though some styles may
require a “minimalist” approach. All work
should have “professional” appearance.
« Full length mirror in good condition and
suitable to the design concept of the room.
* Some excellent antique furniture may
show signs of “distress” which does not.
detract from its excellence depending
on the degree of deterioration.

116.2 Meets Requirements 15
« High quality of materials may
show some signs of use.
« Attractive, comfortable easy seating with
upholstery in very good condition.
* Some furniture, even when brand
new, will only be “very good.”
« Pictures and art work are in very
good condition, but may not be of
the highest artistic standard.
« Full length mirror in good condition and
suitable to the design concept of the room.
« Soft furnishing to match the
design of the room.

116.3 Meets Most Requirements 10
« Furniture which may have been excellent
or very good, but through age and use
shows signs of some wear and tear.
* Medium quality ranges of
materials and construction.
« All furniture in a sound and useable
condition (no broken legs).
* No appreciable damage to
surfaces or upholstery.
« No stains or fraying. All furniture
of a broadly similar standard.
* No striking mismatched styles.
« Some pictures or photographs in good frames.
« Vanity unit/dressing table mirror in
good condition and suitable to the
design concept/theme of the room.
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Hotel Rating Criteria
Category/ltem

117
Beds & Bedding

Headboards quality, appearance,
condition Bed frame
(quality, appearance, size and condition)

Mattresses & box springs
(quality, appearance, condition)

Sheets/linens
(quality, appearance, condition)

Pillows
(quality, appearance, condition)

Blankets/duvets
(quality, appearance, condition)

Bed covers
(quality, appearance, condition)

Description

1164
* Furniture of only acceptable quality
and in well-used condition.
« Little coordination of styles, some
slight damage may be apparent,
but all items capable of use.
» Surfaces not well-maintained.
» Some stains, marks on soft furnishings.
« Vanity unit/dressing table mirror not suitable
for the design concept/theme of the room

1165
* Furniture of only acceptable quality
and in well-used condition.
« Little coordination of styles, some
slight damage may be apparent,
but all items capable of use.
» Surfaces not well-maintained.
» Some stains, marks on soft furnishings.
« Vanity unit/dressing table mirror not suitable
for the design concept/theme of the room
» Few or no pictures or wall hangers.

1171

« Interesting and attractive divans (box beds)
with a valance (bed skirt) or bed frames,
fitting with the design theme of the room.
Bed sizes frequently larger than standard
size (size as per mandatory standard).

» Sound and firm mattresses and
spring bases with good bounce.

* High quality linen/sheets, crisply
laundered and nicely matching.

* Two thick pillows, with feather or hollow fill,

present on the bed for each room occupant.
Alternative pillow types available on request.

* Duvets in excellent condition with
no signs of wear and tear.
 Upholstered headboards offering a
degree of comfort and free from stains.

1172
* Divans (box beds) with valance (bed
skirt) or bed frames suitable to the
design of the room; may be of older
style, but in very good condition.
« Very good, firm mattresses and sound
base with no lumps or sags.
* Two thick pillows, with feather or hollow fill,

present on the bed for each room occupant.
Alternative pillow types available on request.

« All bed linen/sheets and bedding of
a high quality, though may not be in
brand new condition and not necessarily
coordinated with other furnishings

* Blankets/duvets in very good condition,
with no signs of wear and tear.

Score

Meets some Requirements 5

Meets Few Requirements O

Fulfils All Requirements 20

Meets Requirements 15
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Category/ltem Description Score
117 1173 Meets Most Requirements 10

Beds & Bedding

Headboards quality, appearance,
condition Bed frame
(quality, appearance, size and condition)

Mattresses & box springs
(quality, appearance, condition)
Sheets/linens

(quality, appearance, condition)
Pillows

(quality, appearance, condition)
Blankets/duvets

(quality, appearance, condition)

Bed covers
(quality, appearance, condition)

118
Ventilation, & Temperature

Cooling system
(effectiveness, controllability, comfort)

Windows
(condition, insulation, soundproofing)

 Average quality Divans with valance or
bed frames and mattresses — all in sound
condition. May show some signs of wear.

» Sheets well-ironed, but not
necessarily best quality linen.

* Uncoordinated bed covers or
bedspreads of medium quality, but
free from stains, holes, wear.

* Pillows of average thickness and comfort
filled with feathers or polyester.

» Headboards may be a simple wooden
board attached to the wall.

1174 Meets some Requirements 5
» Bed frame below average quality and may
have some signs of wear and tear.
» Mattresses that are well-used, thin,
sagging or shallow base.
 Tendency of mattress and
bed to move or creak.
 Sheets of cheaper polyester
mixture, thinning, faded.
* Sheets well-ironed, but not
necessarily best quality linen.
« Thin pillows, filled with polyester. Headboards,
if any, may have stains or marks.

1175 Meets Few RequirementsO
* Bed sizes frequently smaller than standard size
* Legs loose, caster(s) missing,
stains, marks and/or holes.
« Creaking frame, sagging supports. Mattress
with little or no resistance or bounce.
» Cheap sheets with fraying edges, holes, faded.
« Thin pillows frequently old and with
stains and filled with polyester.
» Headboards, if any, may have stains or marks.

1181 Fulfils All Requirements 20

« Personal controllable thermostat

« Excellent circulation of air. Air
has no adverse smells

» Appropriate to size and location of room.

» Rooms pre-cooled on arrival.

* Apparatus in excellent condition.

* Windows have double glazing, insulation,
draught proofing and sound proofing.

» Cooling units have noise levels
suitable for the guest comfort

« Fresh air supply treated to meet ASHRAE
standard 62 and ensure humidity control

» Automatic cooling system linked to
master door key system that automatically
sets the temperature to 18-23 °C
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Hotel Rating Criteria
Category/ltem

Description

1182

« Personal control by guest at all times.

* Room pre-cooled for arrival.

« Very good circulation of air.

* Windows are well insulated, well
draught proofed and sound proofed.

« Cooling units have noise levels
suitable for the guest comfort

« Fresh air supply treated to meet
ASHRAE standard 62 and ensure
humidity control

1183

« Effective cooling in room at all
reasonable times, preferably with more
control than simply on/off switch.

» Not necessarily most up-to-
date cooling system.

» Good circulation of air.

» Windows have minimal draughts and allow
minimum levels of sound to penetrate.

 Cooling units have noise levels fairly
suitable for the guest comfort

1184

« Free-standing cooling unit to maintain
reasonable temperature in room.

* No pre-cooling, no timing.

* Appliances ageing.

* No fresh air provided and no humidity control

« Cooling units are noisy and have
high sound pressure levels

» Acceptable circulation of air

« Draughts and outside noise from windows.

1185
« Inadequate source of cooling, unresponsive,
not subject to thermostatic regulation.
« Old, low quality appliances. Air
has no adverse smells
« Cold air only available close to cooling
unit — not in far corners of room.
* No pre-cooling.
« No fresh air provided and no humidity control
« Cooling units are noisy and have
high sound pressure levels
» Cooling system switched on during
customer stay in the establishment.
» Unacceptable circulation of air,
windows broken, draughty; or allow a
lot of outside noise to penetrate.

Score

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria
Category/ltem

Description Score

119

Lighting

Light Fittings

(quality, convenience, control)
Lighting

(effectiveness, controllability, quality,
appearance, condition)

1191 Fulfils All Requirements 20

* Overall excellent standard of
illumination in room.

* Lights, neither dim nor glaring,
controllable with dimmer system.

» Light sources in all appropriate places
— especially for shaving, make-
up, contact lenses, reading.

» Automated system linked to
the room key system

* Excellent level of natural light

* Bedside lighting controlled
separately by each occupant.

* All lights and shades of high quality of
manufacture and in excellent order.

* No loose connections, burnt shades
or flimsy bases that fall over.

* Environmentally friendly lighting system

1192 Meets Requirements 15
* Provision of more sources of light
than is strictly necessary i.e. not
just centre and bedside lights.
* Bedside lighting controlled
separately by each occupant
* Good level of natural light
* \ery good quality light fittings and lamps
* Environmentally friendly lighting system

119.3 Meets Most Requirements 10
* Medium level illumination in room.
* Single centre light, bedside
lights or bed head light.
» Medium level natural light.

1194 Meets some Requirements 5
* Minimum illumination in room.
« Single centre light, plus bedside
light or bed head light.
» No other source of light.
* Restricted natural light.
« Light fixtures and shades ageing,
beginning to look scruffy.

1195 Meets Few Requirements 0
 Dim, gloomy lighting — heavy shade
on minimal wattage bulbs.
» Spartan fluorescent tube for bed head light.
* Low quality fittings and appliances.
* Light in inappropriate places.
* Poor natural light.
» Hidden controls. Shades burnt, stained, scruffy.
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Hotel Rating Criteria

Category/ltem Description Score
1110 1) Desk spool or wireless high speed 10
Communications (512kb-1mb) Internet access.

In Room Communications 2) In-room Internet access 5
(offerings, grade of offering) (256kb - 1mb)
Note: Hotels can receive a maximum 3) Voice mail 2

of 12 points on this section. Inspectors
can select either item 1 or item 2, and
can select item 3, if it is available.

1111 1) High Definition Plasma or LCD TV in at 10
Entertainment all rooms and suites, minimum size 29”
In Room Entertainment 2) Advanced cable/satellite TV with 8
(offerings, grade of offering) pay channels in all rooms and suites

(not channels individually paid

Note: Hotels can receive a maximum

of 23 points on this section. Inspectors
can select items all of the items in 3) Interactive TV in all rooms and suites
this section, if they are available.

for by the guest)

4) DVD/VCR player in all executive
floor rooms and suites

1112 1) At least one drinking tumbler per guest. 5
Accessories All tumblers should have a cover or be

) ) vered with a clear plastic material
In Room Accessories and services covered with a clear plastic materia

(offerings, grade of offering) 2) Tea/coffee making facilities, specialist 7
hostess tray with specific holders for all items
needed to make tea and coffee in room

3) Tea/coffee making facilities, individual items 3
needed to make tea and coffee in room

4) Writing materials (paper & pencil/pen)

5) Rooms service menu printed on strong 3
paper, clean and in a good state of
repair. Professionally designed

6) Shoe polish kit in all rooms and 1
suites (or shoe shine service)

7) Bathrobe in superb condition 10
(one provided per guest)

8) Evening turndown service 5
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Hotel Rating Criteria
Category/ltem

Description

Score

1113
Spaciousness — Overall Impression

Note: At higher grades, the average size of
rooms will generally be larger. At 4 and 5
Stars, all rooms will normally be of a generous
size and none will be small or cramped.

See Mandatory Standards, for minimum
bedroom sizes, for each star category.

11131

* A spacious, well-planned room, with furniture
in suitable and convenient places.

« Ease of access to all cupboards,
wardrobes and drawers

« A seating area with sufficient space
to ensure guests’ comfort.

* Adequate space to put luggage, so that it does

not clutter the room and obstruct access.
« Overall excellent impression and layout.

11132
* Reasonably spacious room with
access to all facilities.
* No areas of restricted access or obstruction.
» Not necessarily a self-contained seating area.
* No dual use of surfaces, e.g. desktop/
tea tray, bedside/dressing table.
* No creaky boards or intrusive noise.
« Overall very good impression and layout.

1113.3.

* Room large enough to contain all
necessary furniture and to allow access
to all facilities. There may be some slightly
restricted areas, such as narrow access
along both sides of a double bed.

« A chair may serve a dual purpose - easy
seating and dressing table chair.

« To allow access, some care may have to
be taken in the positioning and design
of furniture, TV may be on a wall bracket.
No intrusive noise from plumbing/lifts

« Overall good layout and impression.

11134

* Smaller room.

» May have cluttered feel to room.

« Overly large furniture for floor space. Need
to move some things to get at others.

» Awkward opening of drawers and doors.

« Inadequate space for luggage
— gets in the way.

* Overall fair impression and layout.

11135
« Furniture too large or small for room.

» Access to most facilities restricted or awkward.

 Noises from other rooms/public
areas clearly audible.

« Disturbance from music in public
entertainment venues.

« Overall poor impression and layout.

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria
Category/ltem

121
Guest Bathrooms — Housekeeping

Standard of cleanliness, maintenance,
& attention to detail

Description

1211

« Superb attention to cleanliness.

* No sign of mildew/mould

* All surfaces gleaming.

* Clean, fresh smell.

« Grouting is clean and in good condition.

1212

» Generally very good standard.

« Clean and fresh smell

» Shows a few signs of wear and tear

1213
« Surfaces are clean and there
are no adverse smells
« Floor cleaned and free from dust.
« Surfaces all clean
« Slight discoloration of enamel/grout.

1214

» Generally clean, but lacking attention
to detail — dust high and low and
in inaccessible places.

* Surfaces and enamel dull.

* Flooring discoloured or stained.

1215

« Very low standard of housekeeping
— dust on all surfaces.

* Long-term encrusted grime in inaccessible
places, dirt and hairs on floor in corners.
Old soap. Flooring around WC stained, smelly.

Score

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria
Category/ltem

Description

Score

122
Guest Bathrooms — Ventilation System

Ventilation system (effectiveness)

1221

« Excellent circulation of air. Appropriate
to size and location of room.

« Excellent functioning exhaust fan that
meets ASHRAE minimum exhaust
requirements for toilets in Hotels

 Apparatus in excellent condition.

« Air quality very good, no bad smells

1222

« Very good circulation of air.

« Effective functioning exhaust fan.

« Air Quality very good, no adverse smells

1223

» Good circulation of air.

« Excellent functioning exhaust fan that
meets ASHRAE minimum exhaust
requirements for toilets in Hotels

« Air Quality good, no adverse smells

1224
» Acceptable circulation of air.
» Good source of cooling, but
no exhaust fan present.
« Poor air quality, some bad smells

1225

« Inadequate source of cooling, unresponsive.

« Cold air only available close to cooling
unit — not in far corners of room.

* No exhaust fan.

 Poor Air Quality, many adverse smells

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria
Category/ltem

Description

Score

12.3

Guest Bathrooms

Finishing

(Walls, Flooring and Ceiling)
Wall coverings and flooring —
tiles, grouting, wallpaper, paint,
(quality, appearance, condition)

1231

« Excellent quality finish to wall coverings.
Tiles or marble well-fitted.

« Grouting in excellent condition.

* No marks, stains, condensation damage.

« Ceiling finish in excellent condition

* No flaking paint.

« Flooring well fitted, free from
stain or water damage.

1232

« Tiling is even, professionally-laid,
grouting in excellent order.

« Very good quality finish, but not
always recent — some signs of wear
but all in sound condition.

« Conversely, may be recently decorated
but not with the highest quality materials,
though a competent professional job.

« High quality floor covering or tiles or marble.

1233

* Not necessarily recently decorated
though in average condition.

* Some signs of wear.

« Standard quality bathroom flooring
or standard-grade tiles.

* No stains or marks.

1234

 Lower quality materials, ageing, evidence of
poor standard and amateurish installation.

« Very plain with no attempt at
adornment. Grouting discoloured.

« Tired, dated style.

« Flooring of lower quality showing
wear, some stains and marks

1235

« Very tired, old style.

» Damp/condensation marks.

» Cheap, very low quality finish,
unprofessionally applied.

« Sealant or grouting mouldy.

« Carpet rotting, smelly.

« Paintwork chipped, flaking.

« Area around toilet discoloured, damp.

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets some Requirements 5

Meets Few Requirements 0
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Hotel Rating Criteria

Category/ltem Description Score
124 1241 Fulfils All Requirements 20
Bathroom Fixtures « Excellent quality, solid, well-made bathroom

fixtures, excellent order and matching style.

Shower mixers and accessories: L .
« Shower screen or curtain is suitable

Bathtub and shower to the design of the bathroom.
(quality, appearance, condition) « Luxurious quality finish.
Shower/bath screen or curtain * Mixers, shower and bathroom

accessories matching the style of the

uality, appearance, condition
(quality. app ) bathroom or a high quality brand.

Washbasin/sink « Sturdy cast iron, steel or enamel
(quality, appearance, condition) bath that fits in with the design of
Toilet and bidet the room and meets the need of the
(quality, appearance, condition) user. Shower fitting in the bath tub.

« Shower screen or curtain is suitable
to the design of the bathroom.

1242 Meets Requirements 15
« Very good bathroom fixtures.
« All porcelain in good order — no
cracks, dull finish or stains.
* Mixers shower and bathroom
accessories matching the style of the
bathroom or a high quality brand.
» Matching and coordinated styles. Shower
screen or good quality curtain.

1243 Meets Most Requirements 10
« Average range of bathroom fixtures.
« Sturdy steel or acrylic bath.
* May be showing some wear, but
in sound, clean condition.
* No small baths or under-sized
showers with awkward access.
* Mixers, shower and bathroom
accessories of acceptable quality.
« Shower fitting in the bath tub

1244 Meets some Requirements 5
 Ageing fixtures — dull finish to
porcelain, chrome wearing off.
« Smaller bath or no bath tub, only shower.
(Bath size is less than 152 cm in length
and less than 80 cm in width).
« Colours, matching the design of the room.
* Rough, amateurish grouting/sealant

1245 Meets Few Requirements O

« Bath enamel chipped, stained and dull.
Cheap plastic bath that moves and creaks.

« Very small shower with trickle of
water. Stained grouting/sealant and
cheap, thin shower curtain.

« Cracked washbasin or toilet.

* Weak shower pressure.

« Mixers, shower and bathroom accessories
of unacceptable quality or bad condition.

« Intermittent hot water or at restricted hours

« |ll fitted, cheap plastic toilet and cover.
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Hotel Rating Criteria
Category/ltem

Description

Score

125
Bathroom Linens

Range of towel sizes
(bath towel, hand towel, face
cloth, bathrobe, bathmat)

Quiality, condition, thickness,
absorbency of towels

Frequency of replacement
(options offered to guests)

1251

« Full range of towel sizes — bath towel
100cm X 180cm, hand towel 50cm X
70cm , face towel 30cm X 30cm. Double
loop, suggested weight 4509 - 5509

« Provision of bathrobes and bathmat.
Thick, heavy, fluffy excellent quality (90-
100% cotton) with plenty of nap.

* Replaced daily or after each use
(e.g., during turn-down service).

« Bathmat provided in a good state of repair

1252

« Full range of towel sizes — bath towel
100cm X 180cm, hand towel 50cm X 70cm,
face towel 30cm X 30cm. Double loop
suggested weight 4509 - 550g. Not quite
such heavy quality. (70-89% cotton)

« Bathmat provided in a good state of repair.

* Smaller range of towels (not necessarily
a bathrobe) of highest quality.

« Changed frequently (at least every two days).

1253

 Average quality bath towel 100cm - 180cm
and hand towels 50cm 70cm and bathmat
in sound condition and double loop

* Changed at least every three days.

1254

* Moderate quality towels, showing age.

« Rather thin; fraying edges, small size. Faded.
* Changed at least every three days.

1255

« Very thin, small, scratchy, old, fraying,
some holes, stained, faded.

* Low absorbency.

* Changed less than every three days.

Fulfils All Requirements 20

Meets Requirements 15

Meets Most Requirements 10

Meets Some Requirements 5

Meets Few Requirements O
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Hotel Rating Criteria

Category/ltem Description Score
12.6 1) Hair dryer Minimum 1200 speed, 10
Amenities free from a fixed unit.

Bathroom accessories and toiletries 2) Waterproof TV/Radio speaker 5

in bathroom, with a volume control
switch in working order

3) Toiletries (shampoo, soap, bath foam 15
and moisturizer) all packaged under
the same matching label. (Note: could
be branded under the hotel brand
name, but doesn't have to be) No less
then 30ml per item. Minimum soap
weight 25g, individually wrapped

4) Dental care kit, including a tooth brush 1
and toothpaste, available on request

5) Nail care kit including a minimum of 1
one nalil file, available on request

6) Magnified Mirror with light

7) Weighing scales

8) Shower cap

9) Cosmetic articles (cotton balls, cotton swabs)

N WD

10) Sanitary bags
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Hotel Rating Criteria
Category/ltem

INFRASTRUCTURE

13 EXTERIOR

131
Appearance of Building
(Roadside Appeal)

Architectural & decorative features

Exterior finish of building
(quality, appearance, condition)

Windows

(appearance and condition)

Signs

(quality, appearance, readability, condition)

Description Score

Infrastructure Total Points ( —— /200)

Percentage (—— %)

Exterior Total Points ( —— /40) Percentage (—— %)
1311 Fulfils All Requirements 20
* The building should not show
signs of weathering.
* Fresh, well-maintained paintwork; an
overall clean and “new” look.
* Any outbuildings or annexes to be in
the same design concept/theme as the
main hotel establishment design.
« Very good external lighting.
« Very good, clear signage
« Architectural features of the building are unique
and suitable to the overall design of the building
« Exterior window frame must suit the design
concept/theme and be in very good condition

1312 Meets Requirements 15

« Very good, quality maintenance of
exterior surfaces, though some natural
weathering may be present.

« All areas of paintwork to be in sound
condition, though some ageing (for example,
wearing of steps) may be apparent.

* Some additional external features
to enhance appearance.

* Exterior window frame must suit
the design concept/theme

* Any outbuildings or annexes to be in
the same design concept/theme as the
main hotel establishment design.

1313 Meets Most Requirements 10
« Paintwork, pointing, drains in average state
of repair, though not necessarily recent.
« Fabrics all in sound condition.
« Exterior window frame must suit
the design concept/theme
* No obvious structural defects or damage.

1314 Meets some Requirements 5
« Exterior generally in acceptable condition,
though some areas of paint may be
ageing and rather weathered.
* Small defects, damage and cracks
to exterior.
» No evidence that exterior window
frame matches the design concept/
theme of the establishment
* No evidence of recent freshening
up. Ageing signage.

1315 Meets Few Requirements O
* Generally neglected appearance.
 Obvious structural defects or damage (for
example, crumbling brickwork, cracked stone).
* Poor Materials, flaking paint,
rotting exposed wood.
* No evidence that exterior window frames match
the design concept/theme of the establishment
« lllegible signs.
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