
Minimum Requirements1 to 3 Star Only Minimum Requirements 4 & 5 Star Only

1 Has a formal reception area 1

2 2

3 Breakfast provided/available 3

4 4

5 5

6

7

8

9

10

11

12

13

14
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Plus some  of the other requirements listed under 4 & 5 Star min requirements 

Central business centre

Has a formal reception area

All meals, (breakfast, lunch and dinner) and beverages must be provided from outlets within the 

complex

Servicing of rooms 7 days a week (includes linen/towel change, removal of rubbish and cleaning)

Offers a dining facility

On site representative must be contactable 24 hours, 7 days a week

A range of other miscellaneous services provided e.g. baby/childminding services; massage 

services, shoe polish, delivery of newspapers

Full housekeeping and laundry Services provided

On site parking with security for guests

Valet service available

Room service must be available

Concierge, porterage and luggage handling

South African Star Grading System

GUIDELINES, MINIMUM REQUIREMENTS AND DETAILED GRADING ASSESSMENT CRITERIA

for

HOTELS AND LODGES

FORMAL SERVICE ACCOMMODATION

Provides accommodation 7 days a week 

Provides accommodation all year round

On site representative must be contactable 24 hours, 7 days a week.

Servicing of rooms 7 days a week (includes linen/towel change, removal of 

rubbish and cleaning
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Background

What is Star Grading? 

The benefits of being star graded

Introduction

¶         South African Tourism endorses and uses star graded establishments on the official South African Tourism website: www.southafrica.net

         All government departments are required to procure accommodation from graded establishments only.

¶         Grading is a constant quality control tool as customers can call the customer feedback centre on 083 123 6789, or go through the tourism grading website (www.tourismgrading.co.za).

¶         Grading gives organizations a competitive advantage.

¶         Only graded establishments and conference venues have the right to advertise in the official TGCSA accommodation guide. 

      This guide is the official accommodation guide distributed by SA Tourism via its call centre and offices worldwide.

The Tourism Grading Council of South Africa (TGCSA) is a dynamic organisation that ensures the standard of quality of accommodation and Meetings, Exhibitions and Special Events (MESE) throughout South

Africa. This is achieved by literally "putting the stars where they belong". TGCSA provides a rigorous framework and process for the grading and implementation of its Star Grading System. 

Established in September 2000 by the Minister of Environmental Affairs and Tourism, Mr Valli Moosa, the TGCSA has since gone from strength to strength. The grading process is voluntary and yet as of March

2010 more than 40% of all  accommodation establishments have chosen to be graded, with hundreds joining every month. 

The stars awarded are an important recognition of an establishmentôsquality. An added benefit is the understanding of the philosophy of a shared responsibility of those stars and the end benefit that this assurance

brings to the customer. 

To ensure credibility and independence in measuring this grading system, a consumer feedback mechanism monitors the customerôsexpectations. This valuable and impartial tool guides the grading system,

ensuring that the best-established practices are followed and where adjustments or improvements are required, the establishment concerned is advised accordingly. 

The TGCSA urges all tourism industry providers in South Africa to be willing and committed to a partnership that maintains, delivers and promotes the Star Grading System. Such a shared commitment would bring

about the highest levels of quality assurance, the best possible value for money and the recognition that customer expectations are paramount. This would put the stars where they belong!

Star grading is an independent assessment of what guests can expect to find at an accommodation establishment or conference venue. Itôsbased on the overall quality and service takes into account the facilities

youôd expect to accompany a particular star grading.

¶         Graded establishments may use the TGCSA logo (star) in all their marketing material.

¶         All graded establishments get a free listing on the TGCSA website.

The TGCSA ensures that a process of quality assurance is continuously sought across tourism facilities and services offered to the consumer. This process is a collaborative one, with as much voluntary participation

as is possible, from all businesses seeking to showcase their products in this vibrant industry. The TGCSA also seeks to increase consumer confidence and involvement in the grading process through its feedback

system. In doing so it enhances the value of the overall system. 

The Star Grading runs from One Star to Five Star, with Five Star denoting the very best of quality. The schemes take into account the type of accommodation ïHotel, Lodge, Guest House, Country house, Bed &

Breakfast,Backpacker & Hostelling, Camping and Caravan Park or Conference facilities (MESE). So you can have a five-star B&B as well as a five-star hotel, as long as they both offer the highest quality appropriate

to each category.

¶         A quality graded establishment  offers substantial consumer confidence.
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Program entry requirements

Star Grading Points Table

Outstanding/exceptional quality and luxurious accommodation matching the best 

international standards.

Excellent quality in the overall standard of facilities, furnishings, service and guest care.

880 - 1000

The  TGCSA schedule of  conditions outlined in the application form have to be met.

¶         The TGCSA extensively markets star grading directly to consumers, tour operators and travel agents.

¶     Graded establishments may display the TGCSA plaque and internationally recognised star rating outside their premises.

* All graded establishments can load pictures, hyperlink and a write-up of their establishment through their own listing page 

on the TGCSA website.  

·      Graded establishments  receive regular communication updates.  

The Grading Process

¶    Graded properties will receive a valid certificate for display inside their premises.

¶    All graded establishments have the right to access comprehensive (historic and current) details of all their assessments by using their unique login details. 

·     The TGCSA Customer Feedback Management System (CFM) will provide comprehensive consumer feedback received about their establishment. 

The Assessor óawardsô points during the assessment of compliance against the category standards. The assessment of compliance is completed in a format that facilitates discussion for areas of improvement of new developments.

A property undergoing its first assessment of compliance after joining the grading program must achieve at least 300 points to remain in the program. If a minimum points level is not achieved at the first assessment of compliance the 

property is automatically removed from the program.

Once the management or owner of an establishment is satisfied that they have met the requirements, they can log on to our website (www.tourismgrading.co.za) or contact the TGCSA - Accredited Grading Assessor

to commence the application process. 

Once the application form has been approved, the establishment makes payment of the relevant grading fee upon receipt of an official TGCSA invoice. This leads to the physical assessment of the establishment by

the TGCSA  Accredited Grading Assessor. The assessment result will be recommended to a monthly Awards Committee Meeting where a final decision will be taken and the establishment notified accordingly.

740 - 879

This Grading Criteria and Mininum Requirement document take an in-depth look at each aspect and area of the establishment service offering.  

It should be remembered that the function of TGCSA is not that of policing, rather as a partner. The TGCSA is always ready and willing to offer any possible assistance to any establishment wishing to be graded. 

Points Allocation
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Very good quality in the overall standard of facilities, furnishings, service and guest care. 

Good quality in the overall standard of facilities, furnishings, service and guest care.

Acceptable basic quality in the overall standard of furnishings, service and guest care.

Dispensations

Universal Accessibility Requirements

440 - 579

300 - 439

If certain levels of UA compliance are achieved then a UA grading level will be awarded. The UA grading levels are awarded across three areas: Communication Accessibility, Visual Accessibility and Mobility

Accessibility. Across these three areas, three levels of UA compliance can be achieved and are outlined below:

Level 2 - All Minimum Requirements  for UA compliance for the category have been achieved at a very good standard.

The Universal Accessibility (UA) Requirements are an assessment that the assessor will undertake for the property at no extra charge. These requirements are now integrated with standard criteria to determine the

level of UA compliance across the industry. The UA assessment will in no way affect the standard quality and star grading assessment of the property.

740 - 879

580 - 739

Establishments have twelve months to meet  the new Grading Criteria requirements with effect from 1 October 2010. During 

this twelve month grace period, establishment may apply for a dispensation which has to be written motivation (under 

signature of owner / manager responsible) submitted to the monthly Awards Committee meeting timeously.

Level 3 - All Minimum Requirements  for UA compliance for the category have been achieved at an outstanding standard.

Level 1 - All Minimum Requirements  for UA  compliance for the category have been achieved.
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Minimum Requirements1 to 3 Star Only Minimum Requirements 4 & 5 Star Only

1 Has a formal reception area 1

2 2

3 Breakfast provided/available 3

4 4

5 5

6

7

8

9

10

11

12

13

14

South African Star Grading System

MINIMUM REQUIREMENTS

for

HOTELS AND LODGES

FORMAL SERVICE ACCOMMODATION

Servicing of rooms 7 days a week (includes linen/towel 

change, removal of rubbish and cleaning

Provides accommodation all year round

A range of other miscellaneous services provided e.g. baby/childminding 

services; massage services, shoe polish, delivery of newspapers

Full housekeeping and laundry Services provided

Servicing of rooms 7 days a week (includes linen/towel change, removal 

of rubbish and cleaning)

On site parking with security for guests

Valet service available

Room service must be available

Concierge, porterage and luggage handling

Provides accommodation 7 days a week 

On site representative must be contactable 24 hours, 7 

days a week.

Plus some  of the other requirements listed under 4 & 5 Star 

Central business centre

On site representative must be contactable 24 hours, 7 days a week

All meals, (breakfast, lunch and dinner) and beverages must be provided 

from outlets within the complex

Has a formal reception area

Offers a dining facility
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CA 

Reqt

VA 

Reqt

MA 

Reqt

Achieved Tick = 

Yes

All Stars
Legal 

Compliance

Company registration documents (CM1 and CM29 or CK1 and CK2)

If trading name differs from registered name, then proof of ownership by  a trademark or defensive name is to be submitted.

Tax clearance certificate

Proof of Provincial / Municipality Authority business registration (including confirmation of zoning rights), where applicable 

Identity documents / Passport  of each director. When non-South African citizen, a copy of residency / work permit required.

Insurance 

Compliance

Public liability insurance - letter from the insurer stating the business is sufficiently insured for category of operations

 Other 

Compliance

BEE: A document reflecting proof of compliance with the relevant BEE scorecard or Exemption Certificate

Liquor License where applicable

All Stars Hotels

Category Definition

Hotel provides formal accommodation with full or limited service to the travelling public. A hotel has a reception area and offers a dining facility. A 

hotel must have a minimum of 6 rooms but more likely exceeds 20 rooms.

Category Entry Requirements

On-site representative must be contactable 24 hours, 7 days a week.

All meals (breakfast, lunch and dinner) and beverages must be provided from outlets within the complex (may or may not be operated by the

property).
Servicing of rooms 7 days a week ( this includes linen/towel change, removal of rubbish and cleaning).

Formal reception area must be provided.

Bathroom facilities must be en-suite.

Additional for 4 & 

5 Star
On site parking with security for guests

Valet service available

Room service must be available

Concierge, porterage and luggage handling

Central business centre must be provided

A range of other miscellaneous services provided e.g. baby/childminding services; massage services, shoe polish, delivery of newspapers

Full housekeeping and laundry services provided

All Stars Lodges

Minimum Requirements for Formal Accommodation 

Hotels & Lodges 

1 to 5 Star

Comment
MINIMUM STATUTORY REQUIREMENTS 

CATEGORY DEFINITION REQUIREMENTS
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Category Definition

A formal accommodation facility providing full or limited service, located in natural surroundings beyond that of an immediate garden area.

Category Entry Requirements

Scenic or natural vista (beyond that of the immediate garden area) eg water view, rural outlook, mountain view or natural bush setting.

If the host/manager and guests are accommodated in the same building, there must be separate living areas.

The host / representative must be contactable 24 hours, 7 days per week.

The host must be available to check guests in/out or within a 10 minute drive from the property.

Daily servicing  of the rooms must be included in the tariff.

Shared facilities (not with host) must be a minimum of a guest dining room and guest lounge area.

Bathroom facilities must be en-suite. If not, exclusive use of bathroom facilities per room is ensured.

Meals and beverages must be provided.(may/may not be prepared by the property).

Servicing of rooms 7 days a week ( this includes linen/towel change, removal of rubbish and cleaning)

Additional for 4 & 

5 Star
On site parking with security for guests

Valet service available

Room service must be available

Concierge, porterage and luggage handling

Central business centre must be provided

A range of other miscellaneous services provided e.g. baby/childminding services; massage services, shoe polish, delivery of newspapers

Full housekeeping and laundry services provided

Central business centre may be provided

A range of other miscellaneous services provided e.g. baby/childminding services; massage services, shoe polish, delivery of newspapers

Full housekeeping and laundry services provided
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1a.

1 Star Acceptable Appearance/Maintenance/Condition. Minor maintenance issues may be present i.e natural weathering to building exterior.

2 Star Good Appearance/Maintenance/Condition. Minor maintenance issues may be present i.e natural weathering to building exterior.

3 Star Very good Appearance/Maintenance/Condition. No obvious maintenance issues.

4 Star Excellent Appearance/Maintenance/Condition. No maintenance issues. The establishment has an attractive and inviting impression.

5 Star Outstanding Appearance/Maintenance/Condition. No maintenance issues. The establishment has an attractive and inviting impression that creates a 

sense of luxury.

2a.

All Stars Seasonal  changes, environmental concerns, water availabilty and water usage must be taken in to account.

1 Star Grounds and gardens well maintained, kept tidy and safe. Basic but functional garden furniture provided in all garden area for guests use.

2 Star Grounds and gardens well maintained, kept tidy and safe. Adequate and functional garden furniture provided in all garden area for guests use

3 Star
Grounds and gardens attractively maintained, kept tidy and safe. Good quality and functional garden furniture provided in all garden area for guests 

use

4 Star
Grounds and gardens well maintained and excellent appearance all year round in respect of seasonality.Well finished and excellent quality garden

furniture provided in all garden areas for guests use.

5 Star
Grounds and gardens in pristine condition with attention to detail, including landscaping, driveways and architectural features, e.g gazebo, pergola, 

summerhouse etc. Well finished and outstanding quality garden furniture provided in all garden areas for guests use.

Grounds and garden pathways kept clear of obstacles / obstructions .

Fixed, level, matt and slip resistant ground and floor surfaces.

Ground signage to be clear and visible.

Canopy structures should not protrude into any pedestrian walkways, and should not be lower than 2.2m.

No steps en-route to facilities. A ramp should be available.

Route surface firm and even - the surface should be hard with no gravel or cobble type finishes.

3a.

All Stars
Provision of all on site parking should conform to local municipal by-laws inclusive of signage which needs to be of an acceptable condition, be

clearly visible, ensuring guests are correctly guided to the appropriate entrances at all times, with appropriate safety measures in place. 

1 & 2 Star
Provision of adequate, fit for purpose, on site and/or designated parking areas, which have to be tidy, well maintained, clearly defined and well lit 

with clear signage.

3 Star
Provision of adequate, fit for purpose, on site and/or designated parking areas, which have to be tidy, in very good condition, clearly defined and

well lit with clear signage.

4 Star
Provision of adequate, fit for purpose, on site and/or designated parking areas, which have to be tidy, in excellent condition, clearly defined and well

lit with clear signage.

5 Star
Provision of adequate, fit for purpose, on site and/or designated parking areas, which have to be tidy, in outstanding condition, clearly defined and

well lit with clear signage.

Valet service available 18 hours where the guest can have their vehicle parked at check in/out by dedicated hotel/lodge staff.

Clear and visible signage throughout the premises.

No steps en-route to entrance from street or parking area. While it is possible for guests with differing levels of functional visual ability to negotiate 

steps, it is preferred that the main pedestrian route into an establishment has no such obstacles.
Number of designated 3500mm wide parking bays (There must be a minimum of one parking bay if there are more than 20 parking bays on a site, 

and a further designated parking bay must be available for the first fifty, and an additional bay for every fifty thereafter i.e. for 20 - 50 parking bays, 

there must be one designated parking bay; for 50 to 100 parking bays, there should be two designated parking bays, for 100 - 150 parking bays, 

there should be 3 designated parking bays)

Gradient en-route to entrance from street or designated parking bay (At best the gradient should be 1:12 and at worst 1:15 to enable a wheelchair or 

mobility aid user to enter without too much difficulty).

Entrance route surface to be firm, even, slip-resistant, have no gravel nor cobble type finishes.

Universal 

Accessibility:

BUILDING EXTERIOR conté

BUILDING EXTERIOR

Appearance of buildings

Grounds and Gardens

Parking, Driveways and Signage

Universal 

Accessibility:
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4a.

All Stars Appropriate safety and security measures throughout the establishment at all times, given the size of the establishment and the profile of the guest.

Person responsible for safety and security on call 24 hours a day, 7 days a week.

Emergency information, procedures and after hours contacts for assistance clearly displayed in English, and in multi-pictogram if possible.

Guest to have secure access into facility / establishment. Entrance to be multi-useable for staff as well.

At check-in any guest with a functional hearing limitation is highlighted in the system, so that in the event of an emergency, special procedures can 

be taken to locate and evacuate these guests 

Emergency evacuation procedures taking into account the needs of guests with functional visual limitations (i.e. blind and sight impaired guests). (It 

is essential that emergency evacuation procedures are developed and provide Braille and large text information for all blind and partially sighted 

guests).

Emergency evacuation procedures provided orally or by an audio system. (It is important to understand that a number of guests with functional 

visual limitations, especially the elderly, may not have Braille reading skills - in this case information must be provided orally or by an audio system).

An area of refuge or holding area has been provided for use by guests in case of emergency evacuation and egress. Such an area of refuge must 

conform to the requirements of the SANS 10400-S and must be inspected on a regular basis by the relevant local authority.

Upon arrival provide familiarisation tours on all emergency exits and provide key emergency information to guests.

There must be a record of guests with a functional physical or mobility limitation kept at a secure and accessible place. (It is essential that 

emergency evacuation procedures are developed that provide for guests who have functional mobility and physical limitations. It is important to 

understand that such guests will need to be assisted down the stairs in multiple-storey buildings. It is also critical that through the rooming system, 

the rooms allocated to guests with functional mobility or physical limitations are logged so that in the event of emergency, special procedures can be 

employed to locate and evacuate these guests).

5a.

All Stars Minimum of six letting bedrooms.

Luxury Suites - To consist of a bedroom with a separate lounge area.

4 & 5 Star At least 1 of the total number of rooms must be a luxury suite.

1 Star Single/Double/Twin: 14m² 

2 Star Double/Twin: 20m2

3 Star Double/Twin: 25m² 

4 Star Double/Twin: 30m2 

Suite: 45m2

5 Star Double/Twin 35m2

Suite 56m2 - a bedroom with a separate lounge

Safety and Security

Provision

BEDROOMS

Universal 

Accessibility:

Please Note: Recommended room dimensions for consideration for new builds (minimum size incl of bathrooms, landing and bedroom area) 
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6a.

All Stars 
Printed information on summoning assistance and evacuation procedures in the event of an emergency to be advertised in every bedroom.

Emergency procedure notices clearly displayed in every bedroom in English or multi-pictograms.

Facilities to keep guest valuables safe inside the room with additional safe facilities (e.g. for large items) made available upon request, given the size

of the establishment, the quality Star Grading of the establishment and the profile of the client.

1 & 2 Star
Means of securing bedroom doors that can be locked from the inside and outside of the bedroom. Secondary security device to be provided i.e.

deadlock or key card lock.

Safety deposit facility available on request.

3 Star
Means of securing bedroom doors that can be locked from the inside and outside of the bedroom. Secondary security device to be provided i.e.

deadlock or key card lock.

In - room safe required. 

4 & 5 Star Means of securing bedroom doors that can be locked from the inside and outside of the bedroom with appropriate locks e.g. electronic key cards. 

Electronic safe  required in each room.

Size of opening leaf of all doors should be, when measured in the 90-degree open position, at least 75cm wide to enable guests using mobility aids 

to gain access. 

Size of unobstructed space in-front of doors - Minimum space 90cm x 120cm Lack of clear unobstructed space can result in a guest not being able 

to enter the room. 

Emergency evacuation notice and door peep-hole is to be 110 cm from the ground.

7a.

All Stars
A bedside table or shelf should be provided and be located beside all permanent sleeping positions. One bedside table between the beds is

acceptable in a twin room. They may either be an 'all in one' fixture with a bed head or free standing table.

1 Star
Acceptable quality and condition in the standard of furniture, furnishings, flooring, fittings and décor. This means that all elements are intact without 

tears, holes, breakages, cracks, etc.

At least one chair  provided in the room.

2 Star
Good quality and condition in the standard of furniture, furnishings, flooring, fittings and décor. This means that all elements are intact without tears, 

holes, breakages, cracks, etc.

A minimum of one chair to be provided in the room.

3 Star
Very good quality and condition in the standard of furniture, furnishings, flooring, fittings and décor. This means that all elements are intact without 

tears, holes, breakages, cracks, etc.

At least one easy chair must also be provided in the room.

4 Star Excellent quality and condition in the standard of furniture, furnishings, flooring, fittings and décor.

At least one desk chair and one easy chair to be provided in the room.

A chair at a dressing table or desk must also be provided.

5 Star Outstanding quality and condition in the standard of furniture, furnishings, flooring, fittings and décor.

At least one desk chair and one easy chair to be provided in the room

A business desk equipped with a comfortable chair, phone, desk light, an international multi-power point/plug and Wi-Fi access in each room where 

appropriate.

Universal 

Accessibility: Minimum size of access space to all furniture and fittings is 80cm x 90cm - access space provides easy reach

Universal 

Accessibility:

Furniture

BEDROOMS conté

Bedroom Entrance, Safety and Security
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8a.

1 Star A television with free to air channels should be provided in each room.

2 Star A television with free to air channels should be provided in each room.

Hairdryer available from reception.

3 Star A functional remote controlled colour television with multi channels (minimum 9 channels) to be provided in each room. e.g DSTV / TOPTV etc.

Hairdryer available from reception.

4 Star
A functional remote controlled flat screen colour television with multi-channels (minimum 12 channels) to be provided in each room e.g. DSTV / 

TOPTV etc.

A hairdryer to be provided in each room.

5 Star
A functional remote controlled  flat screen colour television and an outstanding choice of channels (radio and TV) on satelite TV, e.g DSTV / TOPTV 

etc, to be provided in each room.

A hairdryer to be provided in each room. 

Sub-titles available on television on services where available.

Induction loop extensions or ear-phones linked to the television. 

Televisions to have  working remote controls.

Bedside radio/ clock alarm within easy reach from the bed.

9a.

All Stars Provision of an adequate number of good quality hangers per room that is fit-for- purpose based on the length of stay. 

1 & 2 Star Provision of a wardrobe/clothes hanging space. 

Acceptable drawer or shelf space (minimum 1 per guest).

3 Star Provision of a purpose built wardrobe/clothes hanging space.  

Very good level of drawer space (minimum one drawer or shelf per guest).

4 & 5 Star
Provision of adequate hanging space to accommodate full length clothing. This should accommodate for storage of pillows,blankets, etc located

within the wardrobe.

Excellent/ Outstanding level of drawer or shelf space per guest (minimum 2 drawers or enclosed shelves per guest).

Purpose built moveable luggage stand to be provided per room. Additional luggage stand for a couple.

Cupboard door handles height between 80cm- 120cm with handles that are easy to grasp.

Cupboard hanging rail height located at 140cm height above the floor level.

Wardrobe / draw handles to be easy to grip with limited twisting required. 

BEDROOMS conté

Wardrobes, Shelves and Luggage Storage

Electronic Appliances

Universal 

Accessibility:

Universal 

Accessibility:
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10a.

All Stars Curtains must be large enough to draw easily and completely across the width and height of the window  - with or without lining.

All ground floor bedrooms must provide additional privacy by means of a net curtain or blind.

1 Star Acceptable quality window dressings must be provided and they must be in an acceptable condition.

2 Star Good quality window dressings must be provided

3 Star Very good quality window dressings must be provided.

4 Star Excellent quality window dressings must be provided.

Window coverings must provide full block out.

5 Star Outstanding quality window dressings must be provided.

Window coverings must provide full block out.

Universal 

Accessibility: Curtains fitted with pull-rods / closing cords.

11a.

All Stars

Flooring and ceiling of an acceptable quality and condition throughout, i.e. no threadbare or fraying sections of carpet or rugs. A reasonable effort is 

made to minimise noise levels taking into account size and location of establishment as well as the profile of the guest,e.g. from adjacent rooms, 

corridors, traffic etc.

1 Star Flooring and ceiling of an acceptable quality and condition throughout.

2 Star Flooring and ceiling of a good quality and condition throughout.

3 Star Flooring and ceiling of a very good quality and condition throughout.

4 Star Flooring and ceiling of an excellent quality and condition throughout.

5 Star Flooring and ceiling of an outstanding quality and condition throughout.

Universal 

Accessibility: Fixed, level slip-resistant floor surfaces used. 

Flooring and Ceiling

Curtains and Window Coverings

BEDROOMS conté
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12a.

All Stars Purpose designed mattress protectors and pillow protectors are required to be fitted to all beds.

All bedding must be the appropriate size, free of stains, holes and fraying. This will include sheets, pillowcases, blankets, bedspreads/down

quilts/duvet on all beds. 

1 Star All linen must be of an acceptable quality and be clean.

Two sheets, one pillow  per sleeping position with pillow case, a blanket and a bedspread OR one sheet and duvet with duvet cover per bed.

Spare bedding and one extra pillow to be available on request.

2 Star All linen must be of a good quality and clean.

Two sheets, one blanket and a bedspread OR one/two sheets and duvet with cover per bed.

One good quality pillow per sleeping position on the bed. One good quality spare pillow in the bedroom

Spare bedding  and pillows to be available on request.

3 Star All linen must be of a very good quality, clean .

Two sheets, one blanket and a bedspread OR one/two sheets and duvet with cover per bed.

Two very  qood quality pillows per sleeping position, with spare pillows available on request.

Spare bedding and extra pillow to be available on request.

4 Star All linen must be of an excellent quality and be well laundered

Two sheets, two blankets and a bedspread OR one/two sheets and duvet with cover per bed.

Two excellent quality pillows per sleeping position. Other excellent quality pillows should be available on request.

5 Star All linen must be of an outstanding quality and be immaculately laundered.

Two sheets and duvet with duvet cover per bed. 

Two Outstanding quality pillows per sleeping position. Other Outstanding quality pillows should be available on request.

13a.

All Stars Sofa beds are not acceptable as permanent bed spaces.

An acceptable form of headboard.

There should be access to both sides of beds for double occupancy.

1 & 2 Star Minimum dimensions for a standard single bed: L180cm x W90cm

Minimum dimensions for a standard double bed: L180cm x W137cm

Good quality mattress required.

Bed bases must be of  good quality.

3 Star Minimum dimensions for a standard single bed: L180cm x W90cm

Minimum dimensions for a standard double bed: L180cm x W137cm

Very good quality mattresses required.

Bed bases must be of very good quality.

Form of Bedding (Beds, Bases and Mattresses)

Bedding and Linen

BEDROOMS conté
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4 & 5 Star Minimum bed dimensions: Queen L200cm x W152cm

Minimum bed dimensions: King L200cm x W180cm or two single beds of L200cm x 90cm

Minimum bed dimensions: Single L200cm x 90cm

Excellent/Outstanding quality mattresses required which are vinyl upholstered.

Size of firm bed 45cm to 50cm in height and minimum 90cm in width. People with functional mobility and physical limitations need a firm surface to 

help their arms to lift the lower body. The height of the bed is also crucial, as it needs to be in alignment with the wheelchair that will be used for 

transfers. With the appropriate height of the bed there is less effort and less energy used in getting out of bed. 

Emergency pull cord next to bed linked to monitoring alarm / system (cord must reach floor level)

Unobstructed space to turn adjacent to bed [At least 110cm width on one side of the bed to allow for the different ways that people with functional 

mobility and physical limitations transfer].

14a.

All Stars
Adequate ventilation in the room. Airconditioners/ airconditioning and /or acceptable air temperature system that can be individually controlled by the

guest to their comfort levels based on the geographical location of the establishments for all seasons.

Remote controls for air-conditioning or equivalent cooling system in designated Mobility Accessible Rooms

Height of environmental controls to enable users to comfortably reach them below 1200mm in height

15a.

1 & 2 Star Light switch to be located by the entrance door 

Bedside reading light for and controllable by each person, in addition to the light controlled from the entrance door. However, twin beds may share a 

central bedside light.

No uncovered globes. Poor quality lighting/cracked, damaged, poor fitting or lights that are not working will not meet minimum requirements  

3 Star All rooms should have light switches located on the inside of each doorway or equivalent, e.g. motion sensor lighting.

One bedside light per sleeping position controlled from that sleeping position

Two bedside lights in a twin bedded room.

Very good quality working light fittings without any maintenance issues (i.e. no cracks, damaged or poor fitting lights)

4 & 5 Star All rooms should have light switches located on the inside of each doorway or equivalent, e.g. motion sensor lighting.

One bedside light per sleeping position with switches conveniently placed within the guest sleeping position

Two bedside lights in a twin bedded room.

Excellent/ Outstanding working light fittings without any maintenance issues. (i.e. no cracks, damaged or poor fitting lights) 

Universal 

Accessibility:
Bedroom lighting must be even and well lit  

Height of light switches and controls should be 80cm - 120cm

Universal 

Accessibility:

Universal 

Accessibility:

Temperature Control and Ventilation

Lighting, Power and Switches
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16a.

1 Star At least one full length mirror with direct lighting in the bedroom.

2 - 5 Star A full length mirror with direct lighting  in the bedroom is required.

An additional well lit mirror at the dressing table area in close proximity to the plug point is also required.

Universal 

Accessibility:
Mirror area well lit to assist guests with minimum lighting level of 200 lux. Lights positioned so as not to create glare on surfaces.

17a.

All Stars Adequate protection against insects in the form of netting, window gauze and or insecticide should be provided in each guest room. 

1 Star Tea and coffee vending machine available or tea and coffee available in a common area.

A pictogram / diagram for fire evacuation procedure.

Directory of emergency numbers available.

2 Star Tea and coffee vending machine available or tea and coffee available in a common area.

Service directory and operating instructions provided either in a guest compendium, or adjacent to telephone, will include:-

Directory of emergency numbers available.

A pictogram / diagram for fire evacuation procedure.

Iron and ironing board advertised as available.

Instructions on how to use the television.

3 Star

Tea and coffee making facilities provided in all rooms. Adequate crockery and cutlery is essential for each guest the unit/room will accommodate. A 

kettle to boil water must also be available. Adequate preparation space located near the crockery and cutlery and near a dedicated power point in 

the bedroom are required. Preparation space and power point in the bathroom is not acceptable.

Service directory and operating instructions provided either in a guest compendium, or adjacent to telephone, will include: 

Directory of emergency numbers available.

A pictogram / diagram for fire evacuation procedure.

Meal times and menus where applicable

Laundry service i.e. laundry bags and list

Iron and ironing board advertised as available

Listing of available television channels.

Information and Entertainment Guide

4 Star
A noiseless mini bar fridge in the room and beverages and snacks available on request from room service.  A mini bar price list must be provided. An 

adequate number of glasses for the number of sleeping positions should also be provided.

Tea and coffee making facilities provided in all rooms. Adequate crockery and cutlery is essential for each guest the room will accommodate. A 

kettle to boil water must also be available. Adequate preparation space located near the crockery and cutlery and near a dedicated power point in 

the bedroom are required. Preparation space and power point in the bathroom is not acceptable.

Service directory and operating instructions provided either in a guest compendium, on screen information, or adjacent to telephone, will include: 

Directory of emergency numbers available.

A pictogram / diagram for fire evacuation procedure

Meal times and menus

Room service menu

Laundry/pressing/dry cleaning service

Iron and ironing board advertised as available

Instructions on how to use the television.

Information and Entertainment Guide

5 Star
A noiseless mini bar enclosed within a cabinet must be available will be stocked on request. A mini bar price list must be provided. An adequate 

number of glasses for the number of sleeping positions should also be provided.

Tea and coffee making facilities provided in all rooms. Adequate crockery and cutlery is essential for each guest the unit/room will accommodate. A 

kettle to boil water must also be available. Adequate preparation space located near the crockery and cutlery and near a dedicated power point in 

the bedroom are required. Preparation space and power point in the bathroom is not acceptable.

BEDROOMS conté

Mirror and Mirror Lighting

Accessories
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Service directory and operating instructions provided either in a guest compendium, on screen information, or adjacent to telephone, will include: 

Directory of emergency numbers available.

A pictogram / diagram for fire evacuation procedure

Meal times and menus

Room service menu

Laundry/pressing/dry cleaning service

Shoe cleaning service/facilities

Iron and ironing board advertised as available

Instructions on how to use the television.

Information and Entertainment Guide

Universal 

Accessibility:
Emergency ID door hangers provided for identification of guests with functional communication/ hearing limitations, which can facilitate services that 

require access to the room. The use of door hangers is up to preference of the guest.

Flashing lights and vibrating pads linked to alarm. All emergency evacuation systems are linked to flashing emergency lights in the bedroom and 

vibrating alarm pads placed under pillows.

Fire extinguisher or fire blanket located between 80cm and 120cm above floor level [In this way the fire extinguisher or fire blanket is accessible]. 

Bedroom accessories need to have bold labels for easy identification, with labels in large print

Staff assistance available to guests to assist in locating and using bedroom accessories. 

18a.

1 & 2 Star
All bedrooms with sufficient space to allow guests freedom of movement around all furniture and fittings including sofa beds. There should be no

restriction of free movement. Doors and drawers must be able to open and close easily without having to move furniture.

3 Star Bedrooms must have a very good amount of space allowing for ease of movement and relaxation.

4 Star Bedrooms must have a well planned layout to ensure the room is quite spacious, allowing ease of movement, comfort and relaxation.

Greater space would be expected where temporary beds or sofa beds are used.

5 Star
Bedrooms must have a well planned layout to ensure the room is very spacious, allowing generous ease of use for movement, comfort, dining and 

relaxation.  

Greater space would be expected where temporary beds or sofa beds are used.

Floor space clear of any obstacles which may cause injury to guests with functional visual limitations

Unobstructed access widths between walls, features, furniture and fittings should be a minimum of 90cm. It is essential that the room be free of any 

obstructions which might cause a guest to be unable to access certain provisions within the room e.g. switches

Universal 

Accessibility:

Spaciousness and Overall Impression
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19a.

All Stars All bedrooms to have en-suite bathrooms

If an establishment incorporates an open plan bathroom within the unit, showers, baths and hand basins may be open plan but the toilet must be 

separate and enclosed. Bathroom doors may be lockable or have a thumb lock 

20a.

1 & 2 Star Recommended spaciousness - free floor space of more than 1 sq m.

3 Star Recommended spaciousness - free floor space of more than 2 sq m.

4 Star Recommended spaciousness - free floor space of more than 3sq m.

5 Star Recommended spaciousness - free floor space of more than 4 sq m.

21a.

No coat hooks or other projections that extend more than 30mm from the wall or doors. It is important to ensure that no harmful obstructions project 

from the walls.

Fixed slip-resistant floor finish. Where carpet is used it should be firmly fixed to avoid slipping. 

Fixed slip-resistant floor surface. Wooden floors, tiles or close pile carpet no higher than 13mm to ensure that users of mobility aids do not slip and 

injure themselves on a wet and slippery floor.

Flooring to have no design obstructions.

22a.

All Stars All basin, bath and shower taps to be in working order with sufficient hot and cold water supply.

Baths and showers providing a strong and easily adjustable flow of water.

Towel rails and/or racks/shelf sufficient for the number of guests in the room.

A mirror must be situated above or adjacent to the hand basin.

Windows fitted with curtains, blinds or shutters to ensure privacy.

Sufficient open vanity space for maximum guest

All bathrooms equipped with:

Å Internal lock or bolt on bathroom doors except where open plan bathrooms exist. In this instance, the toilet must be lockable or be fitted with a  

thumb lock.

Å Non-slip surface or mat for use in showers.

1 & 2 Star Bathrooms to include WC, hand basin and a bath or a shower (shower over bath is also acceptable).

Shower curtains are acceptable. Must be free of stains, tears, holes and mould.

Good maintenance and condition of fixtures and fittings.

A hook for clothes.

3 Star All bathrooms to have a WC (toilet) , single vanity and hand basin and a separate shower (shower over bath acceptable). 

Shower curtains are  acceptable. Must be free of stains, tears, holes and mould.

A hook for clothes.

Flooring and Ceiling

Universal 

Accessibility:

Type of Bathroom

BATHROOMS conté

Fixtures and Fittings

BATHROOMS

Size and Spaciousness
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4 Star
All bathrooms to have a WC (toilet), a single vanity with hand basin,  a separate shower and bath or a shower over the bath but the shower must 

have a screen (shower curtains not acceptable). Bathrooms must have a lockable door or thumb lock.   

Excellent maintenance and condition of fixtures and fittings (i.e. no cracks, chips, stains or discolouration)

Shower screens/walls must be used.

Hook for clothes.

5 Star Bathrooms to have a WC (toilet), hand basin, a separate bath as well as a separate shower. A safety grab rail must be available. 

Outstanding maintenance and condition of fixtures and fittings (i.e. no cracks, chips, stains or discolouration)

Shower screens/walls must be used. Shower curtain not acceptable. 

A minimum of two separate hooks for clothes must be provided.

Flashing light linked to alarm.  All emergency evacuation systems should be linked to a flashing emergency light in the bedroom and bathroom.

Bathroom instructions must be provided in large print. 

Emergency pull cord linked to monitoring alarm / system (cord must reach floor level).

Use of colour contrasting surfaces.

Hot pipes must be well insulated.

Minimum size of unobstructed floor space is to be 80cm x 110cm This is to allow movement in the bathroom using a long cane without the guest 

injuring themselves by bumping into the toilet, bath/ shower etc.:

The access door should be fitted with an emergency release lock.[This is to enable the access door to open easily, should there be a need to 

escape in an emergency.

No coat hooks or other projections that extend more than 3cm from the wall or doors. It is important to ensure that no harmful obstructions project 

from the walls.

Remote emergency alarm call system in room. In the event of an emergency occurring in the room, there must be a method of calling assistance.

Audio and visual emergency warning and evacuation systems. This provides guests with functional visual limitations with an enunciated call that 

there is an emergency situation and that they should commence with the evacuation procedures.

Clear opening width of doors - there must be a clear opening width of at least 75cm measured with the door in the 90-degree open position. This 

enables a guest using a wheelchair or mobility aid to access the toilet/ bathroom.

Minimum size of unobstructed space in-front of doors required is a 120cm diameter circle clear of all fittings, fixtures and the line of the door swing

Bath (where provided)

Minimum requirement for access space at the side of the bath  is 80cm.[the space requirement is essential for a guest making use of a mobility aid 

to transfer comfortably from the device to the bath without any obstacles at the side of the bath.

Height of the edge of the bath between 45cm and 50cm. This would enable a guest using a wheelchair or other mobility device to transfer from the 

device to use the bath at the same height and back again - varying heights can make it impossible for guests to transfer into and out of the bath.

Lever action bath mixer with hand shower. A person with a functional physical or mobility limitation will find it easier to use a hand shower with a 

lever action mixer rather than having to grasp and turn the different hot and cold knobs, which can often result in severe burns from hot water, as the 

water flow cannot be properly controlled.

Roll-in Shower

A 120cm x 120cm space in front of the shower seat

Roll-In Shower provided

Roll-in shower entry of at least a width of 80 cm

23a.

All Star A well lit mirror situated above or adjacent to the handbasin.

Universal 

Accessibility: Where provided, full length mirrors must be a minimum height of 40cm above the ground and have a minimum top height of a 180cm 

Universal 

Accessibility:

Mirror and Mirror Lighting
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24a.

All Stars All basin, bath and shower taps to be in working order with sufficient hot and cold water supply

A WC with seat and lid.

All bathrooms equipped with:

Å A lidded disposal bin and sanitary bags.

Å Double ply toilet paper and holder plus spare toilet rolls.

Å Toilet brush with covered holder or provide a cleaning service

WC Pan

WC seat height between 45cm and 50cm. 

80cm wide transfer space to side of pan. 

Front edge of pan to project at least 69cm from the rear wall.

Centre-line of toilet not more than 48cm from wall opposite transfer space.

Extended flush handle located on side of transfer space of cistern. 

Cranked grab-bar should be located 80cm above floor finish. 

Horizontal grab-bar located at 80cm above the floor finish. This must be measured to the centreline of the horizontal portion to enable the guest to 

use it to lift and support their weight.

The back rest of the toilet, when raised to an upright position, shall remain in such position. 

Wash-Hand Basin

Wash-hand basin provided in the correct configuration related to the WC pan

Basin adjacent to WC set at 80cm height with 72cm clear space under basin. 

25a.

All Stars
An acceptable level of environmentally sustainable management should prevail when considering the frequency of towels change i.e. washing 

rotation of towels 

1 Star
An acceptable quality clean, absorbent, cotton hand and bath towel should be provided for each new guest and changed when required. Towels 

must be free of stains or discolouration, fraying or holes. Bath mats should be provided for each bath or shower facility.

2 Star
A good quality clean, absorbent, cotton hand and bath towel and bath mat provided for each new guest and changed when required. Towels must 

be free of stains or discolouration, fraying or holes.

3 Star
A very good quality, clean, absorbent, cotton hand and bath towel and a bath mat provided for each new guest  and changed when required. Towels 

must be free of stains or discolouration, fraying or holes.

4 Star
An excellent quality clean, absorbent, hand towel and two bath towels or a bath sheet , face cloth and a bath mat provided for each new guest and 

changed when required. Towels must be free of stains or discolouration, fraying or holes. Replacement linen available on request.

5 Star
An outstanding quality clean, absorbent, bath sheet, bath robe, hand towel, face cloth and bath mat provided for each new guest and changed when 

required. Towels must be free of stains or discolouration, fraying or holes. Linen must be changed twice daily.

26a.

All Stars Ventilation - adequate ventilation and extraction (window or extractor fan). Adequate lighting in all areas. Energy saving initiatives to be respected

1 Star Acceptable lighting coverage and ventilation across all areas of the bathroom. 

2 Star Good lighting  coverage and ventilation across all areas of the bathroom. 

3 Star Very good lighting coverage and ventilation across all areas of the bathroom.

4 Star Excellent lighting coverage and ventilation across all areas of the bathroom. Direct frontal lighting to be provided at all washbasins.

5 Star Outstanding illumination, lighting coverage and ventilation across all areas of the bathroom. Direct frontal lighting to be provided at all washbasins.

Hand Basin and Toilet Areas

BATHROOMS conté

Universal 

Accessibility:

Lighting and Ventilation

Toweling
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Universal 

Accessibility:
All areas in bathroom must be well and evenly lit.

27a.

All Stars Toilet seat cover and mat sets are not acceptable. 

1 Star Wrapped soap provided for each new letting. 

2 Star Good quality wrapped soap and shampoo provided for each new letting.

3 Star Very good quality wrapped soap provided for each new letting. 

A limited personal amenities pack including tissues and shampoo. 

4 Star Excellent quality wrapped soap provided for each new letting.

Comprehensive personal amenities packs including tissues, shower cap, shampoo, conditioner, bath foam, body lotion and cotton buds. 

5 Star Outstanding quality wrapped soap provided for each new letting.

Comprehensive personal amenities packs including tissues shampoo, conditioner and body lotion, as well as a selection of other items such as bath 

foam, shower cap and cotton buds etc.

Bathroom toiletries/accessories need to have bold labels for easy identification. 

Accessories/toiletries need to be within easy reach from a sitting position

28a. 

Universal 

Accessibility:
End of corridor highlighted by colour, tone or light contrast between walls and floor coverings. In order to prevent confusions or accidents of 

misjudgement of length or depth caused by all colours being the same, it is important to clearly demarcate the end of a corridor by using a 

contrasting colour or piece of furniture. To avoid glare, used tinted glass or blinds. 

29a. 

1 Star Acceptable appearance, maintenance and condition

2 Star Good appearance, maintenance and condition

3 Star Very Good appearance, maintenance and condition

4 Star Excellent appearance, maintenance and condition

5 Star Outstanding appearance, maintenance and condition

Background music in public areas avoided or kept at a low level.

Voice amplification option linked to public telephone in the lobby

Where televisions are provided subtitles must be shown

A selection of chairs to be with and without arm-rests 

All relevant emergency information and escape route maps available in large print & provision should be made for Braille mapping.

Public telephones to be fitted with a raised pip on button number 5

The size of opening leaf on all doors en-route should be at least 76cm measured when the door is open at 90-degrees.

Where revolving doors, turnstiles or other barriers have been installed in the establishment, an alternative means of access should be installed.

Height of emergency equipment, switches and controls located between 80cm and 120cm. This is essential to allow seated and shorter guests to 

reach switches, equipment and controls.

30a. 

All Stars A bar or lounge area serving a range of drinks. 

Accessories

Bar, Lounge and Sitting Areas

Universal 

Accessibility:

BATHROOMS conté

PUBLIC AREAS conté

Universal 

Accessibility:

Furnishings and Fixtures

PUBLIC AREAS - Including dining area, bars, lounges and reception

Decoration
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1 Star All seating areas to be of an acceptable size, quality and condition.

2 Star All seating areas to be of a good size, quality and condition.

3 Star
All seating areas to be of very good size, quality and condition with good layout to provide a reasonable amount of space for guest to easily move 

around.

A lounge with adequate comfortable seating for resident guests accessible throughout the day and evening.

4 Star
All seating areas to be of excellent size, quality and condition with well planned layout to provide an excellent amount of space for guests to move 

around.
A bar or lounge with adequate comfortable seating for resident guests accessible throughout the day and evening.

5 Star
All seating areas to be of outstanding size, quality and condition with well designed layout to provide an ample amount of space for guests to easily 

move around and obtain some privacy.

Beverage service in a bar or public lounge with adequate comfortable seating for resident guests accessible throughout the day and evening.

31a. 

All Stars
All toilets well maintained, regularly cleaned, checked and adequately ventilated. The following facilities provided as a minimum: washbasin with 

soap, hand drying facilities, seat with lid, covered light, mirror, hook on door, lidded sanitary bin and bag

4 Star Nappy changing facilities must be provided in disabled public toilets or male / female toilets (where applicable)

5 Star

A separate toilet facility should be conveniently located in the public areas (may be unisex). At minimum a basin with running water, toilet paper, 

soap and a drying mechanism (clean towel, paper towels, hot air dryer, etc) should be provided. All toilets should be well maintained, clean and 

frequently checked.

Spacious, luxurious and numerous toilet facilities and with refinements such as individual hand towels, high-quality toiletries and accessories.

Nappy changing facilities must be provided in disabled public toilets or male/female toilets (where applicable)

32a. 

End of corridors highlighted by colour, tone or light contrast

Fixed, slip-resistant floor surface. This is a precautionary measure and applies to almost all people with functional physical and mobility limitation. 

With or without a mobility device there is a potential of being out of balance as a result of the way that the environment is organized.  

33a. 

All Stars Energy Initiatives to be respected

1 Star
Acceptable levels of lighting appropriately positioned for safety and comfort in all public areas, including sufficient light on stairways and landings at 

night.

Acceptable temperature control and ventilation.

2 Star Good levels of lighting appropriately positioned for safety and comfort in all public areas, including sufficient light on stairways and landings at night.

Good temperature control and ventilation.

3 Star
Very good levels of lighting appropriately positioned for safety and comfort in all public areas, including sufficient light on stairways and landings at 

night.

Very good temperature control and ventilation.

4 Star
Excellent levels of lighting appropriately positioned for safety and comfort in all public areas, including sufficient light on stairways and landings at 

night.

Excellent temperature control which may include air conditioning / or equivalent.

5 Star
Outstanding levels of lighting appropriately positioned for safety and comfort in all public areas, including sufficient light on stairways and landings at 

night.

Outstanding temperature control which may include air conditioning / or equivalent.

Directional and informational signage related to physical and environmental access must be well lit 

Lighting must be even and effective, with minimum lighting levels of 200 lux.

PUBLIC AREAS conté

Universal 

Accessibility:

Public Area WCs (Toilets)

Flooring and Ceiling

Universal 

Accessibility:

Lighting, Heating/Cooling & Ventilation
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34a.

Gradient en-route to facilities (internal and external). Gradients en-route to facilities must be at least 1:12 and preferably not steeper than 1:15. 

There should be a landing at the top of ramps with minimum dimensions: 90cm x 90cm

Unobstructed width of not less than 90cm (to allow for easy access for mobility aids): 

Fixed, slip-resistant floor surface

35a.

All Stars Corridors and stairs in good repair and free from obstruction. Well lit 24 hours.

Clear, directional signage to bedrooms and reception (where needed).

All emergency information and signage to be clearly displayed in public areas

Protected soffits to underside of the stairs below the height of 210cm, this is to prevent guests with functional visual limitations from walking into the 

sloping underside of the stairs. 

Fixed slip-resistant floor surface

Unobstructed width of not less than 90cm (to facilitate access for guests using mobility aids)

Stairs fitted with handrails and non-slip treads, often the force of gravity pulls people forward and without anything they can hold to steady 

themselves while walking, guests may injure themselves.

Provision for unobstructed landing of 90cm x 90cm (clear of door swings etc.)

36a.

1 Star Optional but assistance with luggage must be provided when there is no lift.

2 Star A lift is required when there is a guest bedroom that is more than three floors higher or lower than the entrance level floor i.e. on the fourth floor. 

3 & 4 Star A lift is required when there is a guest bedroom that is more than two floors higher or lower than the entrance level floor i.e. on the fourth floor.

5 Star A lift is required when there is a guest bedroom that is more than two floors higher or lower than the entrance level floor i.e. on the fourth floor.

Braille or raised text on external and internal controls including emergency equipment. 

Fixed slip-resistant floor surface, extremely smooth or slippery floors may cause a blind or partially sighted guest to injure themselves by slipping and 

falling.

Size of unobstructed approach space not less than 80cm x 130cm, persons making use of mobility aids should have clear; unobstructed space in 

order to negotiate entrance and exit from the elevator.

Clear opening width of the door should not be less than 80cm, this is to allow guests making use of mobility aids to enter and exit the elevator 

opening comfortably.

Minimum requirement for internal size of lift car is 90cm x 140cm.

Height of internal and external controls including emergency controls should be 90cm - 120cm (placement of controls is to allow shorter and seated 

guests to be able to reach controls comfortably and at ease)

Universal 

Accessibility:

Universal 

Accessibility:

Universal 

Accessibility:

Other public areas including Corridors and Staircases

Elevators/Lifts

Ramps
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37a.

Universal 

Accessibility:
Fixed slip-resistant floor surface. Wooden floors, tiles or close pile carpet no higher than 13mm to ensure that users of mobility aids do not slip and 

injure themselves on a wet and slippery floor.

38a.

Clear opening width of doors - there must be a clear opening width of at least 76cm measured with the door in the 90-degree open position, this 

enables a guest using a wheelchair or mobility aid to access the toilet/ bathroom.

Size of unobstructed space in-front of doors needs to be a 120cm diameter circle clear of all fittings, fixtures and the line of the door swing.

39a

Universal 

Accessibility:
Where provided, full length mirrors must be a minimum height of 40cm above the ground and have a minimum top height of a 180cm. 

40a.

WC seat height between 45cm and 50cm. 

Basin adjacent to WC set at 80cm height with 72cm clear space under basin, this is essential to allow users of mobility aids, especially users of 

wheelchairs, to comfortably manoeuvre under the basin to make proper use of if.

80cm wide transfer space to side of pan. 

Front edge of pan to project at least 69cm from the rear wall.

Centre-line of toilet not more than 48cm from wall opposite transfer space.

WC seat height between 45cm and 50cm. 

Extended flush handle located on side of transfer space of cistern.

Cranked grab-bar should be located 80cm above floor finish.

Horizontal grab bar located at 80cm above the floor finish.

The back rest of the toilet, when raised to an upright position, shall remain in such position. 

41a.

Universal 

Accessibility:
All areas in bathroom must be well and evenly lit.

42a.

Universal 

Accessibility:
Accessories/toiletries need to be within easy reach from a sitting position.

Mirror and Mirror Lighting

Fixtures and Fittings

Hand Basin and Toilet Areas

Universal 

Accessibility:

Flooring and Ceiling

PUBLIC TOILETS - MOBILITY DESIGNATED TOILETS

Lighting and Ventilation

Accessories

Universal 

Accessibility:
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43a.

All Stars At least one on site restaurant must provide one meal experience with a liquor license open to residents and non-residents, seven days a week. 

A bar or sitting area with a range of drinks available. Breakfast and dinner times below can be flexible at the discretion of the establishment based 

on special guest requirements.

1 Star Breakfast and dinner served for a specified period of time e.g.  6am - 9am and 6pm - 8pm.

Individual tables available for each guest or party.

2 Star Dinner served for a specified period of time e.g. 6pm - 9pm.

Breakfast served for at least one hour.

3 Star Last orders for dinner no later than 8pm.

Breakfast served for at least two hours.

4 Star Last orders for dinner no later than 9pm.

Breakfast served for at least three hours.

5 Star Last orders for dinner no later than 10pm.

Breakfast served for at least three hours.

44a. 

Universal 

Accessibility:
Provision of handles on doors which should be located between 80cm and 120cm, this handle must be at least 12cm in length and be easy to grasp 

so that a seated user can easily open and close doors.

All relevant emergency information and escape route maps available in large print and provision for Braille mapping. Emergency evacuation 

procedures need to take into account the needs of guests with functional visual limitations.

Size of opening leaf of all doors the clear opening must be measured with door in 90-degree open position and must measured at least 76cm to 

enable a mobility aid user to gain access.

Adjacent alternative route to revolving doors, gates or turnstiles which these form part of the entry into the facility.

Clear un-obstructed access between furniture & fittings no less than 90cm in width, this ensures that a guest using a mobility aid (e.g. wheelchair) 

can pass through without obstruction.

45a.

Universal 

Accessibility:
Fixed, slip-resistant floor surface with no changes in level or thresholds greater than 1.3cm.

46a.

Universal 

Accessibility:
Lighting must be even and well lit with minimum lighting levels of 200 lux.

47a. 

Universal 

Accessibility:
Clear and plain language should be employed on menus. It is essential to provide clear and articulate information that will not need to be explained 

orally. Icons and symbols should be used wherever possible.

Information and menus to be  printed in large print and Braille for guests with functional visual limitations. Staff must offer to read the menu if 

necessary. 

Lighting

Menu Presentation

Provision 

DINING FACILITIES

Furnishings

Flooring and Ceiling
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48a. 

1 Star Table appointments of acceptable quality

2 Star Table appointments of good quality

3 Star Table appointments of very good quality

4 Star Table appointments of excellent quality

5 Star Table appointments of outstanding quality

Universal 

Accessibility:
Staff provide orientation for table setting and the food position on plate. Staff must provide the guest with functional visual limitations with an 

orientation of exactly where everything is on the table in order for that guest to create a mind map. 

49a.

Universal 

Accessibility:
Background music should be avoided or kept at a low level.

50a.

All Stars All hot foods well presented and served at correct temperature.

1 Star
Two courses available. The main course should be a substantial hot dish. In addition a cold alternative should be provided. At least one vegetarian 

option available (at least on request) at each course. 

A carvery or buffet style meal is acceptable as long as they meet the aforementioned requirements.

2 Star Two courses available. The main course should be a substantial hot dish. In addition a cold alternative should be provided.

3 Star Three courses available for dinner. A choice of substantial hot and cold dishes.

4 Star Three courses available for dinner. A choice of substantial hot and cold dishes. 

Provision made for a variety of dietary requirements.

5 Star A broad range of dishes of outstanding quality and presentation meeting high international standards.

Provision made for a variety of dietary requirements.

Labels on buffet stations and on containers must be clear and in large print.

Staff assistance must be provided at buffets e.g. to read out labels etc.

Menu items modified to take account of dietary requirements e.g. food allergies, diabetic-food requirements etc.

51a.

All Stars All hot foods well presented and served at the correct temperature on hot plates.

Cold foods (yoghurts, fruit, cold meats) also well presented and served and maintained at correct temperature on cold plates

1 Star Continental breakfast provided with an acceptable range of cereals, bread and condiments available.

2 Star A set menu for breakfast is acceptable with minimum choice of two hot items plus continental breakfast option.

Breakfast Quality and Presentation

Atmosphere and Ambience

DINING FACILITIES conté

Table Appointments

Universal 

Accessibility:

Dinner Quality and Presentation
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3 Star A good range of hot and cold items offered for breakfast, together with a choice of good quality accompaniments. 

Guests offered a wide choice of how their eggs are cooked to include fried, poached, boiled and scrambled.

4 Star An excellent range of hot and cold items provided for breakfast and presented in an attractive manner.

Provision made for a variety of dietary requirements.

5 Star A comprehensive range of excellent quality hot and cold dishes available for breakfast and presented in an outstanding way.

Provision made for a variety of dietary requirements.

Labels on buffet stations and on containers must be clear and in large print.

Staff assistance must be provided at buffets e.g. to read out labels etc.

Menu items modified to take account of dietary requirements e.g. food allergies, diabetic-food requirements etc.

52a. 

Mobility, communication, blind and sight impaired awareness training for managers and staff who interface with customers. 

On arrival, the guest is offered an orientation tour. 

Re-positioning of furniture, and other obstructions in the room to meet guest requirements.

53a. 

All Stars Staff appearance neat at all times

54a. 

All Stars A clearly designated reception area should be provided.

Clear communication regarding what the establishment has to offer should be made available whether by advertisement, brochure, word of mouth or

other means to all guests or prospective guests upon request. This should include:

ǐ Full details of cancellation policy and in-house rules, e.g. smoking or pets to be on hand.

ǐ An honest description of all amenities, facilities and services offered.

ǐAll of the above should be communicated before, or at the time of reservation. All requests, correspondence, enquires and complaints should be

handled in a friendly and efficient manner.

1 Star Formal reception services available from 6:00am to 6:00pm and an after hours key service provided.

2 Star

Reception area can be staffed limited hours plus night bell or direct line to the host/manager.

Reception must be open from 6:00am to 6:00pm. Hours of operation for reception are to be displayed in a prominent position indicating the hours 

that reception is open.

3 Star

Reception area should be staffed for 18 hours a day - from 6:00am to 12 Midnight. The hours for operation for reception are to be displayed in a 

prominent position indicating the hours that reception is open. However, at other times a staff member can be summoned by bell or telephone with 

minimal delay.

4 Star
Reception area should be staffed 24 hours a day. The hours of operation for reception are to be displayed in a prominent position indicating the 

hours that reception is open.

5 Star A clearly designated reception area which must be manned 24 hours a day, within a spacious and impressive entrance foyer or lobby. 

GENERAL SERVICES AND SERVICE

Universal 

Accessibility:

Appearance of Staff

Reception / Lobby

Universal 

Accessibility:

Welcome, Friendliness and Attitude
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Usage of non-reflective glass partitions, as guests with functional hearing / communication limitations typically rely on sign language and lip reading 

to communicate, a reflective panel or mirror behind reception staff can make communication difficult.

Cell phone communication via SMS available at reception.

Reception, and other public areas, must be provided with appropriate signage.

Entrance should be adequately illuminated with a minimum lighting level of 200 lux. 

Clear glass panels and doors should be clearly marked. 

Level threshold across the main entrance door.

Door mats should be firmly fixed or located.

Any canopy structure should not protrude in a pedestrian route. 

No high gloss and simple backgrounds.

Fixed, slip-resistant floor surface. 

Threshold at the main entrance not to exceed 1.5cm difference in level. 

Size of opening leaf of entrance door at least 75cm with the door in a 90-degree open position.

Unobstructed level entry space on either side of main entrance door 90cm x 120cm distance measured clear of the door swing.

Size of unobstructed clear space in-front of check-in counter or reception desk at least 90cm x 130cm.

55a.

All Stars Prompt thorough check-in. All essential information given to guests, layout of property, available facilities, meal times etc.

Orientation provided / offered to guest. Guests with functional visual limitations need to be provided with an orientation of exactly where everything is 

in their bedroom in order for them to create a mental map. 

Guests briefed on emergency and evacuation procedures.

All relevant emergency information and escape route maps available in large print & Braille mapping should be available in rooms. To provide Braille 

readers with mapping of all emergency routes and procedures to be employed in the event of an evacuation. 

Reception to have a pen and pad available for easier communication with guests.

SMS facilitated communication through cellular technology employed at switchboard/ reception/ reservations. 

Emergency evacuation procedures take into account the needs of guests and patrons with functional communication/ hearing limitations. 

Rooms allocated to guests with functional hearing/ communication limitations, visual/sight limitations and physical/mobility limitations are logged 

through the rooming system so that in the event of an emergency special procedures are employed to locate and evacuate these guests. 

Website provides sufficient pre-booking information on all services and facilities, to minimize the need to explain information by telephone.

During reservation and check-in, staff should ask the guest whether additional services are required.

Information and emergency packs are offered to the guests with functional visual limitations in either Braille, audio-tape version or printed material in 

a large font. 

56a.

1 - 2 Star Assistance with luggage available on request.

Secure short term luggage storage available.

3 Star Assistance with luggage readily available and advertised as available on departure.

Secure short term luggage storage available.

4 Star Porterage services and assistance with luggage readily available and advertised as available on departure.

5 Star
18 hours full concierge and porterage services - hotel/lodge staff taking control of luggage from guest's arrival outside to prompt delivery in bedroom.

Same quality of service repeated on departure. 

Secure short-term luggage storage with receipt required.

Universal 

Accessibility:
Porterage to be provided, by staff or owner, to guests with functional visual and mobility/physical limitations. 

Reservation, Check In and General Efficiency

Porterage ,Concierge and Luggage Handling

Universal 

Accessibility:

Universal 

Accessibility:
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57a. 

1 & 2 Star Room service is optional.

Any room service provided may be limited in choice

3 Star Room service of hot and cold drinks and light snacks (e.g. sandwiches) or take away meals available during daytime and evening. 

4 Star 18 hour room service must be available for breakfast, lunch and dinner.

A room service menu must be in the room or at reception for the guest to complete and must include both english and continental selection.

All hot foods well presented and served at the correct temperature.

5 Star
24 hour room service must be available for breakfast, hot and cold snacks in between meals and for lunch and a full dinner menu during restaurant 

hours.

A room service menu for breakfast must be in the room or at reception for the guest to complete and must include both english and continental 

selection

All hot foods well presented and served at the correct temperature.

Universal 

Accessibility:
Room service aware of any guest-specific requirements and respond appropriately.

58a.

1  Star Iron and ironing board  maybe available on request.

2 Star Iron and ironing board  to be available on request.

3 Star A limited laundry service for a minimum of 3 days a week is a requirement.

Laundry bags are to be provided to guests either in the room or at reception with an indication of the days the service is available.

4 Star Laundry or dry cleaning services provided for a minimum of 5 days a week

Laundry bags are to be provided to guests in the room with an indication of the days the service is available.

5 Star Full laundry or dry cleaning services must be provided for a minimum of  5 days a week.

Express valet service where pressing and laundering of clothes as a priority for guests (within 3 hours) is a requirement.

Laundry bags are to be provided to guests in the room for daily availability.

Room Service

GENERAL SERVICES AND SERVICE conté

Laundry Services
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59a.

All Stars Unobtrusive, polite and courteous staff.

1 Star Self service buffet style breakfast and dinner provided at discretion of establishment.

2 Star Self service buffet style breakfast and dinner acceptable but should be replenished on a regular basis.

3 Star Self service buffet style breakfast acceptable but should be replenished on a regular basis.

A carvery is acceptable. The main course served to the guest at their table on request.

4 Star Breakfast and dinner provided

Proactive table service in bars, lounges and restaurants

Staff demonstrating excellent levels of food, beverage and wine product knowledge and service skills

5 Star Breakfast, lunch and dinner provided

Highly trained & professional staff.

Pro-active table service in bars, lounges and restaurants.

Staff demonstrating outstanding levels of food, beverage and wine product knowledge and service skills.

Awareness training for managers and staff who interface with customers at meal times, understanding the options that exist to communicate with 

deaf and hard of hearing guests. 

Awareness training for managers and staff who interface with customers at meal times, understanding the options that exist to communicate menus 

and table setting with blind and partially sighted guests. 

60a.

All Stars Bill correct in all details and clearly presented and explained.

Communication assistance provided with check-out procedure.

Check-out staff trained to request satisfaction feedback from guests with functional hearing limitations on existing facilities & services. 

Assistance provided with reading of bills and other check-out procedure, with signature template.

Check-out staff trained to request satisfaction feedback from guests with functional visual limitations on existing facilities & services. 

Portage assistance and check-out procedure conducted at dropped counter or separate station.

Check-out staff trained to request satisfaction feedback from guests with functional mobility/physical limitations on existing facilities & services. 

Meal & Beverage Service

Universal 

Accessibility:

Check Out Efficiency

Universal 

Accessibility:

GENERAL SERVICES AND SERVICE conté
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61a.

1 & 2 Star Central business facilities available.

Bedroom telephone optional. Where not provided, a means of communication with staff in the event of an emergency must be provided and

advertised in the bedroom.

3 Star Central business facilities available where appropriate.

A telephone in each unit with direct dial facilities or operator assisted for limited hours, enabling a guest to make and receive calls on for a limited 

number of hours during the day. Times where access is available are to be displayed in the guest compendium.

4 Star Central business facilities available.

A telephone in each unit with direct dial facilities or 24 hour operator assisted, enabling a guest to make and receive calls on a 24 hour basis. 

Early morning wake up call service available i.e. telephone or TV

A dedicated fixed internet option or wireless internet acces in each room is a requirement.

5 Star Central business facilities available.

A telephone in each unit with direct dial facilities or 24 hour operator assisted, enabling a guest to make and receive calls on a 24 hour basis. 

Early morning wake up call service available i.e. telephone or TV

A dedicated fixed internet option or wireless internet acces in each room is a requirement.

Voice amplifier options on public telephones.

Telephones to be fitted with a raised pip on button number 5, this allows the guest with a functional visual limitation to orientate themselves on the 

keypad. 

Bedside telephone.

At least one public telephone in the facility, at a level accessible for wheelchair users or a seated guest.

62a.

Induction loop fitted for persons using hearing aids.

A quality sound system that provides a clear undistorted sound will facilitate communication for guests.

Clear unobstructed routes provided through facility. 

Use of colour contrasting of décor / stationary etc. 

All information in large print and Braille.

Size of opening leaf of all doors should be, when measured in the 90-degree open position, at least 75cm wide to enable guests using mobility aids 

to gain access.

Fixed, slip-resistant floor surface. 

Unobstructed width of not less than 90cm between fittings and furniture to ensure that guests making use of mobility aids are able to pass through 

without obstruction.

Communications and Business Facilities

Universal 

Accessibility:

Universal 

Accessibility:

GENERAL SERVICES AND SERVICE conté

Conference Facilities
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63a

All Stars Servicing of rooms 7 days a week, this includes daily removal of rubbish and cleaning.

1 - 3 Star Housekeeping Services available for limited hours.

4 Star Housekeeping Services available 16 hours daily.

5 Star Housekeeping Services available 24 hours daily.

64a

All Stars All bedrooms and bathrooms cleaned daily.

All linen including duvets changed for each new guest.

All beds made daily.

1 & 2 Star All bed linen, including duvet covers changed at least every 5 days and for each new guest.

All bathroom linen changed maximum every 3 days or on request.' No change' option available. 

3 & 4 Star All bed linen, including duvet covers changed at least every 3 days and for each new guest.

All bathroom linen changed daily. 'No change' option available. 

5 Star All bed linen, including duvet covers changed at least every 2 days and for each new guest.

All bathroom linen changed daily. 'No change' option available. 

Comprehensive bedroom / bathroom turn-down service to be provided daily

Bedrooms and Bathrooms

Provision

HOUSEKEEPING SERVICES
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Minimum Requirements1 to 3 Star Only Minimum Requirements 4 & 5 Star Only

1 Has a formal reception area 1

2 2

3 Breakfast provided/available 3

4 4

5 5

6

7

8

9

10

11

12

13

14

Valet service available

Room service must be available

Concierge, porterage and luggage handling

Has a formal reception area

On site representative must be contactable 24 hours, 7 days a 

week.

Offers a dining facility

Servicing of rooms 7 days a week (includes linen/towel change, removal of rubbish and cleaning)

On site parking with security for guests

Full housekeeping and laundry Services provided

South African Star Grading System

GRADING ASSESSMENT CRITERIA

for

HOTELS AND LODGES

FORMAL SERVICE ACCOMMODATION

Provides accommodation 7 days a week 

Plus some  of the other requirements listed under 4 & 5 Star min On site representative must be contactable 24 hours, 7 days a week

All meals, (breakfast, lunch and dinner) and beverages must be provided from outlets within the complex

Central business centre

A range of other miscellaneous services provided e.g. baby/childminding services; massage services, 

Servicing of rooms 7 days a week (includes linen/towel change, 

removal of rubbish and cleaning

Provides accommodation all year round
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1a. Appearance of buildings Max 20 pts Comments 

Areas to be considered include building structure, lighting, building signage, building architectural features

Outstanding Modern buildings or good preservation of historical business structures. Extremely high quality 

lighting and signage directing guests around the entire property. Unique and attention grabbing 

architectural features

20 pts

or Excellent New buildings ï absence of weathering, and an overall clean and ñnewò look. Older buildings ï no 

unsightly staining and paintwork is of an excellent quality. Visible outbuildings or annexes to be of a 

similar standard. Good external lighting. Good clear signage evident. Addition of attractive 

architectural features.

or 18 pts

or Very Good Use of high quality of paint, stone or brickwork, although a certain natural weathering may be 

present.  Some additional external features to enhance appearance.

or  15 pts

or Good External features such as  windows, drains, etc are functional. No obvious structural defects or 

damage. ñPlainò architectural features are acceptable

or 10 pts

or Acceptable Paintwork not of the highest quality but well applied and clean. Signage still easily readable. or  5 pts

or Unacceptable Generally neglected buildings. Obvious structural defects or damage. Flaking paint, illegible signs, 

rotting wood.

or  0 pts

1b.

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total points allocated 0
/ 20

1c. Universal Accessibility No requirements

2a. Grounds and gardens Max 20 pts

All facilities within the grounds should be evaluated in this section, including gardens, swimming 

pools, garden furniture and sports facilities.

Outstanding Evidence of regular garden service through out the year ï well tended formal gardens or an attractive 

ñnaturalò environment. Tidy, even and well-lit pathways, driveway and entrance. No disorder or 

rubbish and no evidence of litter. Provision of garden furniture or architectural features appropriate to 

the nature of the guests attracted to the establishment. Excellent quality outdoor garden furniture 

made of weather resistant material.

15 pts

or Excellent Pleasant and tidy garden and ground appearance throughout the year. No clutter or disorder around 

the service areas. External lighting and good driveway etc. Even, smooth pathways. No gravel or 

rough brick pathways. Very attractive design features and high quality garden furniture.

or 12 pts

or Very Good Neat gardens with a quality design and layout of features. Some architectural features appropriate to 

the establishment and its guests. Attractive good quality garden furniture.

or 8 pts

or Good No overgrown garden areas close to the establishment (Uncluttered access to accommodation 

entrance). Some attempt to produce a pleasing effect with interesting design.  Reasonable level of 

maintenance of external lighting. Basic wooden or aluminium garden furniture.

or 4 pts

or Acceptable Gardens and enclosed area around the establishment are kept tidy. Plastic garden furniture of 

acceptable maintenance. 

or  2 pts

or Unacceptable Neglected and overgrown appearance. Badly surfaced driveway with potholes or puddles. Rubbish 

and clutter visible. Disorderly appearance. Poor lighting.

 or  0 pts

STANDARD GRADING CRITERIA : FORMAL SERVICE ACCOMMODATION

Hotels and Lodges

BUILDING EXTERIOR

Maintenance and Condition
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Additional points 

Re-use of grey water for garden watering. Grey water from laundry,  showers and hand basins can 

be treated and re-used. 

2 pts 

Garden watering should be done either early morning or late afternoon to minimize evaporation. 2 pts 

In dry regions, garden landscaping should be purposely designed to reduce water requirements i.e. 

drought tolerant plants as well as limited lawn areas that will require watering. 

1 pt 

2b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total points allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

2c. Communication Accessibility 

Where applicable, signage should incorporate symbols and pictograms.

2d. Visual Accessibility 

Familiarisation tour of the grounds & garden to be provided by a staff member on arrival 

2e. Mobility Accessibility 

Gradient en-route to facilities - The length of the gradient for ramps between landings - for 10m for a 

1:15 to 1:20 slope  / 5m for a 1:12 to 1:15 slope

1 in 15 

or  1 in 12 or

There should be a landing at the top of ramps if there is a door to the entrance:

90cm x 140cm landing

or  90cm x 120cm landing or

or  90cm x 110cm landing or

or  90cm x 90cm landing or

3a.  Parking, Driveways and Signage Max 20 pts Comments 

Outstanding Valet service - A designated setting down point suitable for universal accessible passengers should 

be provided on firm and level ground, close to the principal entrance to the building. This is 

particularly relevant if little or no car parking is available. If possible, a setting down point should be 

covered to provide protection from the weather. Sufficient marked off street parking bays in a secure 

environment close to accommodation.

15 pts

or  Excellent Parking accessed by key, intercom or electronic card. A designated setting down point suitable for 

universal accessible passengers should be provided on firm and level ground, close to the principal 

entrance to the building. This is particularly relevant if little or no car parking is available. Effective 

security lighting between parking area and accommodation

12 pts

or Very Good A designated setting down point suitable for universal accessible passengers should be provided on 

firm and level ground, close to the principal entrance to the building. This is particularly relevant if little 

or no car parking is available. Effective security lighting between parking area and accommodation

8 pts

or Good Effective external security lighting between parking area and accommodation 4 pts

or Acceptable Sealed roadways/driveways free of potholes. Hard/compacted surface free of potholes Adequate 

property signage / individually marked parking bays
2 pts
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Unacceptable
Uneven surfaces, potholes unsafe gravel, etc No or inadequate signage. Parking bays 

unmarked and unlit. Inadequate number of  parking space for number of guests

0 pts

3b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total points allocated 0
/ 20
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Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

3c. Communication Accessibility 

Any entry phone should have amplification of sound produced through the relay system. Entry 

phones or intercoms should have a relay and inductive loop to allow communication with all guests

There should be clear instructions for entry for people who cannot communicate by voice. 

3d. Visual Accessibility Minimum Requirements Met

3e. Mobility Accessibility 

Setting down point at the entrance with a maximum of 1:50 gradient.

If setting down point is a maximum of 1:50 and under cover should be clearly indicated. The surface 

of the footway, alongside a setting down point, should be level with the carriageway at that point, to 

allow convenient transfer onto and from a wheelchair.

Number of designated 3500mm wide parking bays, plus an additional designated parking bay for 

each accessible room. 

Distance from designated parking bays to entrance: 

20m 

or  30m or

or  50m or

Gradient en-route to entrance from street or designated parking bay: 

1 in 15 or

or  1 in 12

4a. Safety and Security Max 20 pts Comments

Outstanding All external public pathways must be well lit. A person responsible for safety and 

security must be on call 24 hours a day. Emergency information, procedures and after 

hour contacts for assistance must be clearly communicated in English and in multi-

pictogram where possible. Intercoms, lockable security doors and gates must be 

present. 18 pts

or  Excellent All external public pathways must be well lit. A person responsible for safety and 

security must be available 24 hours a day . Emergency information, procedures and 

after hour contacts for assistance must be clearly communicated in English and in multi-

pictogram where possible. Controlled access. 15pts

or Very Good
All external public pathways must be well lit. A person responsible for safety and 

security must be contactable for emergency situations. Emergency information, 

procedures and after hour contacts for assistance must be clearly communicated in 

English and in multi-pictogram where possible 12pts

4b.

or Good

Good security measures (e.g. alarm system, burglar bars, where applicable on all doors 

and windows). Good lighting to ensure a secure environment, 

8pts

or Acceptable Minimal safety measures in place e.g. lockable doors and burglar bars (where 

applicable) only on main doors.

5pts

Unacceptable No security measures in place. Access to establishment uncontrolled, bad lighting in all 

areas. 0pts

Additional points Well positioned video surveillance monitoring external and internal areas of the 

establishment can be used at the discretion of the establishment. 2pts

Total points allocated 0
/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross
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4c. Communication Accessibility 

An area of refuge or holding area has been provided for use by guests in case of emergency 

evacuation and egress. Such an area of refuge must conform to the requirements of the SANS 

10400-S and must be inspected on a regular basis by the relevant local authority. 

4d. Visual Accessibility 

Upon arrival provide familiarisation tours on all emergency exits and provide key emergency 

information to guests - Orally, Braille and Large Print

4e. Mobility Accessibility Minimum Requirements Met
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5a. Waste Management Max 8 pts

Back of house waste bins are clearly labelled for the different recyclable materials. 4 pts 

Bins include some or all of the following: glass, aluminium,paper and plastic. 4 pts 

5b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total points allocated 0

/ 8

5c. Universal Accessibility No requirements

SUB TOTAL BUILDING 

EXTERIOR SECTION 0 / 88

Communication Accessibility - Total Ticks / 4

Visual Accessibility - Total Ticks / 2

Mobility Accessibility - Total Ticks / 6

If there are a number of bedrooms which have been decorated or refurbished at various stages,  then each be assessed at a  different  level of quality and condition. 

p.s. the lowest common denominator principle applies.

6a.  Decoration Max 20 pts Comments

Outstanding Outstanding quality of wall covering (paint or wallpaper). Attention to detail, thoughtful co-ordination 

of patterns, colours and textures. If the d®cor is ñplainò then addition of outstanding quality pictures or 

objects dôart, etc although some ñminimalistò styles require less. All work should look unique and well 

executed.

20 pts

or Excellent Excellent quality wall coverings/paintwork. Room décor of excellent quality and well co-ordinated. 

Attention to detail, thoughtful co-ordination of patterns, colours and textures. 

or 16 pts

or Very Good Very good quality wall coverings/paintwork.  Room décor can be minimal but attractive and enhance 

the bedroom atmosphere.

or 12 pts

or Good Good quality wall coverings/paintwork. Reasonable attempt to co-ordinate patterns and colours. No 

jarring mismatch of colours and styles. Décor may be some years old but not damaged, scratched, 

torn or stained.

or 8 pts

or Acceptable Dated décor, but not damaged, scratched, torn or stained. Basic application of paint or wallpaper. 

Some attention to detail. Plain and simple style. 

or  4 pts

or Unacceptable Low-grade materials used. Uncoordinated styles and colours. Noticeable wear and tear, stains, 

splashes, scratches, tears, etc. Few pictures, graphics, wall hangings or works of art (if any). 

Unsightly pipe work. Exposed wiring. Signs of damp. 

 or  0 pts

6b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20

6c. Universal Accessibility No requirements

BEDROOMS

BUILDING EXTERIOR UNIVERSAL ACCESSIBILITY GRADING
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7a.  Furniture Max 25 pts Comments

Outstanding Outstanding and attractive professional finishes and detail on all furniture. No sign of ageing, wear 

and tear or ill-use. Attractive and comfortable seating with pristine upholstery. NB. Some antique 

furniture may show signs of ñdistressò which does not detract from its excellence depending on the 

degree of deterioration.

18 pts

or Excellent New, excellent quality furniture and furnishings. No jarringly uncoordinated styles and all furniture to 

be of the same standard.

or 15 pts

or Very Good Very good quality of materials may show some signs of use. There should be no damage, stains or 

fraying on furniture. No jarringly uncoordinated styles ï all furniture to be of a similar standard.

or 12 pts

or Good A good quality range of materials and construction of sound and usable nature. Basic furniture styles 

and surfaces well maintained.

or 8 pts

or Acceptable Furniture may be well-used but functional. Some co-ordination of styles, but all items capable of use 

and of an acceptable maintained condition. 

or 4 pts

or Unacceptable Furniture of a low quality material, poor construction, damaged, marked or scratched. Uncoordinated 

styles. Stained or worn upholstery and overall maintenance required.

or  0 pts

Additional points Bedside Table

Bedside table or shelf provided to each sleeping position 2 pts

Adequate size table (clear space approx. 300mm X 300mm) 2 pts

Bedside Lamps

Bed lamps provided in close proximity to each sleeping position. Fit for purpose i.e. bedside reading
2 pts

Switches conveniently located 1 pt

7b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 25

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

7c. Communication Accessibility 

Flashing light doorbell, to facilitate all services delivered at the room

Flashing light linked to the room telephone 

7d. Visual Accessibility 

Access width between furniture & fittings to be un-obstructed and at least 90cm wide 

All furniture with rounded edges and corners.[ In order to prevent guests from injuring themselves, it 

is necessary that the furniture in the room does not have sharp edges].

Where applicable, mats and rugs need to be firmly fixed to avoid slipping 

Door, cupboard and draw handles must be easy to see and grab hold of, and in clearly contrasting 

colours. [This provides an indication to guests with functional visual limitations to determine the 

position of door, cupboard and draw handles]. 

Bright flashing light linked to room doorbell 

Telephones to be fitted with a bright flashing light
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7e. Mobility Accessibility 

At least one chair with rigid arms on both sides, with seat between 45-50cm 

Clear opening width of doors - The doors must be 90cm / or 85cm / or 75cm wide enough to allow a 

variety of different sizes and types of mobility aid.

Easy grip door handles and ease of operation of locking mechanism

Size of unobstructed space in-front of doors 90cm x 150cm - Lack of clear unobstructed space can 

result in a guest not being able to enter the room. 

Unobstructed access widths of minimum of between 90cm to 120cm (for widths only) between walls, 

features, furniture and fittings. [It is essential that the room be free of any obstructions which might 

result in the guest being unable to access certain provisions within the room e.g. switches].

Size of access space of 80cm x 120cm to all furniture and fittings - access space provides easy 

reach

All light controls accessible from bed [If there are no easily accessible controls, a person with a 

functional mobility or physical limitation consumes enormous energy switching lights on and off. To 

conserve energy and avoid injury, light controls should be reachable from the bed].

Only main light controls accessible from bedside [If there are no easily accessible controls, a person 

with a functional mobility or physical limitation consumes enormous energy switching lights on and 

off. To conserve energy and avoid injury, light controls should be reachable from the bed].

Bedside light controls within easy access of the bed [If there are no easily accessible controls, a 

person with a functional mobility or physical limitation consumes enormous energy switching lights on 

and off. To conserve energy and avoid injury, light controls should be reachable from the bed].

Desk and tables to have a clear space of 76cm below the work surface. This is to provide easy 

access to a work surface, a wheelchair or mobility aid user would be able to slid under the table. 

Curtains fitted with pull rods or closing rods - This is for easy reach and conservation of energy. 

8a. Electronic Appliances Max 12 pts Comments
Including radio/clock/alarm, television and hair dryer

Television

Plasma LCD, LED or High Definition Television provided in all the rooms 2 pts

or Plasma LCD, LED or High Definition Television provided in most of  the rooms or  1 pt
Television easily visible from the bed and conveniently located 2 pt
Remote controls provided and in working order 2 pt

Radio/clock/alarm

Radio/clock/alarm in working order and provided in all bedrooms 1 pt

(the emphasis is on the clock and the alarm - a radio does not have to be incorporated)
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Hair Dryer

Hair Dryer in working order and provided in all bedrooms 2 pts

or hair dryer in working order and provided in most of the bedrooms or  1 pt
Hair Dryer located in a convenient place near a mirror 1 pt

8b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 12

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

8c. Communication Accessibility 

The provision of teletext

Alarm clocks should be fitted with a bright flashing light 

Alarm clocks are fitted with a vibration pad in addition to the flashing light .

8d. Visual Accessibility 

Braille, large print and audio format instructions for use of electronic equipment i.e. setting the alarm 

clock

8e. Mobility Accessibility Minimum Requirements Met

9a. Wardrobe, Hanging Space and Clothes Hangers Max 10 pts

Wardrobe/purpose built hanging space provided in all bedrooms 3 pts

or  wardrobe/purpose built hanging space provided in most of the  bedrooms or 1 pt
Sufficient clothes hangers per guest 2 pts
Trouser hangers provided 1 pt
Clothes hangers of  good quality / not fixed to rail 2 pt

9b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 10

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

9c. Communication Accessibility No requirements

9d. Visual Accessibility 

Brightly coloured door / draw handles in contrast with the door/draw in order to be easily identified 

and grabbed

9e. Mobility Accessibility Minimum Requirements Met
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10a. Curtains & Window Coverings Max 10 pts Comments

Outstanding Outstanding quality of full well-lined curtains in working order or blinds of an outstanding quality and in 

working order.  Pull-backs, tie-backs, and well lined curtains to provide block-out. 

10 pts

or Excellent Excellent quality of materials. Full curtains effective in keeping out light and retaining warmth or blinds 

of excellent quality.

or  8 pts

or  Very Good Curtains or blinds of very  good quality materials and allow for total privacy. or  6 pts

or Good Curtains or blinds more basic and in good working order. or  4 pts

or Acceptable Acceptable quality blinds and curtains in good working order. or 2 pts

or Unacceptable Curtains fraying, stained, damaged or contain holes. Blinds damaged and require replacing. Signs of 

wear and dust.

or 0 pts

10b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 10

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

10c. Communication Accessibility No requirements

10d. Visual Accessibility 

No complicated patterned materials for curtains. [These make it difficult for guests with functional 

visual limitations to determine where elements of the furniture and building are located]. 

10e. Mobility Accessibility 

Curtains fitted with remote control closing & opening action

11a.  Flooring and Ceiling Max 15 pts Comments

Outstanding Outstanding quality carpets of new appearance and or high percentage wool content. Good thick pile 

and underlay. Outstanding quality hardwood floors or tiled surfaces with no chips or stains 

whatsoever. Ceilings of outstanding quality with additional architectural features.

15 pts

or Excellent Excellent quality fitted carpets (high percentage wool content), excellent quality tile and underlay. 

Alternatively excellent quality domestic carpeting, fit for purpose. Excellent quality wooden or tiled 

flooring with excellent quality occasional rugs or mats. Ceilings to be of an excellent quality, no 

sagging or evidence of water leakage or seeping, marks or stains. 

or 13 pts

or Very Good Very good quality carpets with no stains, burns or marks, etc.  Alternatively new carpet with higher 

percentage of man-made fibre.  Wooden or tiled flooring with high quality rugs.  Ceiling of   very good 

quality, no sagging and no evidence of water leakage or seeping. 

or 10 pts

or Good Good quality carpet with no evidence of flattening in areas. Good quality laminated wooden or tiled 

floors with no evidence of scratching and cracking.  Ceiling of a reasonably good quality and neat job 

of application of paint.  

or 6 pts

or Acceptable Carpets showing signs of use however no holes, tears or burns of other defects that render the 

carpet unsound.  Vinyl or flooring of an acceptable quality.  Ceiling also of an acceptable quality with 

evidence of sagging.

or  3 pts

NB:  In all levels there may be a high quality natural alternative to carpeting, tiles or wooden floors. In 

these cases the intrinsic quality and condition would be assessed, taking the style of the property into 

consideration.
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or Unacceptable Carpets with distinct signs of wearing, visible canvas or backing fabric, patches, stains, 

discolouration, obvious seams.  DIY fitting with gaping joints, gaps between carpet and wall.  Several 

unmatched styles or newer carpets laid on top of damaged or worn-through older ones.  Wooden 

floors that have aged ï now in need of a new coat of varnish, with worn and stained rugs. Missing 

tiles and obvious chips. Poor quality sagging ceilings and evidence of water seepage.  Stained 

paintwork, old and amateurishly done.

or 0 pts

11b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
 / 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

11c. Communication Accessibility No requirements

11d. Visual Accessibility 

90cm wide unimpeded circulation space around and between beds and furniture

No complicated patterned materials for carpets, curtains, wallpaper etc. [Complicated pattern 

materials on carpets, wallpaper etc. make it difficult for guests with functional visual limitations to 

determine where elements of the building and furniture are located]. 

11e. Mobility Accessibility Minimum Requirements Met

12a.  Bedding and Linen Max 20 pts Comments

Outstanding Luxurious and exclusive quality linen that is co-ordinated with bedroom décor and other soft 

furnishings. A supply and variety of  outstanding quality pillows, cushions and spare blankets 

provided. 

12 pts

or Excellent Highest quality linen "crisply" laundered. A supply and variety of excellent quality pillows and 

cushions. Thick weighty blankets with spares available. Excellent quality duvet (season dependent) 

well co-ordinated with bedroom décor and other soft furnishings.

or 10 pts

or  Very good All bed linen and bedding of a very good quality, co-ordinated with other soft furnishings. or 8 pts

or  Good All bed linen and bedding of a good quality. or 6 pts

or Acceptable Linen of an acceptable quality polyester mixture. or 3 pts

or Unacceptable Sheets with major stains, damage and wear such as fraying edges, holes and faded or  0 pts

Additional Points All bedding well fitting 3 pts

Mattress protectors fitted to all beds 2 pts

or mattress protectors fitted to most beds. or  1 pt

"No change" option for guest linen (up to 7 days). The establishment should provide guests with this 

option at check-in.  3 pts 

12b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

 / 20
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Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

12c.

Communication Accessibility No requirements

12d. Visual Accessibility 

No complicated patterned materials for bedspreads. [Complicated materials on bedspreads make it 

difficult for guests with functional visual limitations to determine where elements of furniture are 

located]. 

12e. Mobility Accessibility No requirements

13a. Form of Bedding Max 10 pts Comments

Outstanding Beds sizes frequently larger than standard sizes i.e. use of King. Outstanding matching ensemble. 

Outstanding quality of mattresses and innerspring bases.  Decorated, interesting bed frames of an 

outstanding quality. Headboards offering comfort. 

10 pts

or Excellent Queen sized beds. Excellent quality mattresses and base. Mostly matching excellent quality 

ensemble. Headboards offering comfort. 

or  8 pts

or Very Good Standard double bed or two full size singles. Standard domestic quality bed frames. Bed frames and 

mattresses may be of an older style, but of very good quality. Headboards offfering comfort.

or  6 pts

or Good Standard domestic good quality bed frames and mattresses. or  4 pts

or Acceptable Mattresses and bed frames of acceptable quality. Headboards may be a simple wooden board. or 2 pts

or Unacceptable Creaking and slopping frames with sagging supports. Loose and uneven legs, missing casters, 

stains, marks, and holes. Broken struts, wobbly headboards or sloping frames. Damage or wear.

or 0 pts

13b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

 / 10

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

13c. Communication Accessibility No requirements

13d. Visual Accessibility 

90cm wide unimpeded circulation space around and between beds and furniture

13e. Mobility Accessibility 

Unobstructed space of 150cm x 150cm to turn adjacent to bed [At least 120cm width on one side of 

the bed to allow for the different ways that people with functional mobility and physical limitations 

transfer].

or  130cm x 150cm
or

or 120cm x 150cm
or

or  100cm x 150cm or

Bed with firm mattress at 45 - 50cm in height - King sized bed.

Bed with firm mattress at 45 - 50cm in height - Queen sized bed. 

Bed with firm mattress at 45 - 50cm in height - Double sized bed. 
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At least one room available with an electronic bed that can be control-adjusted. 

14a.  Temperature Control Max 15 pts Comments

Outstanding Thermostatically and individually controlled heating and or cooling system capable of maintaining a 

comfortable temperature  appropriate to size and location of room. Appliance in excellent working 

condition and has a silent operation. Air-conditioning is remote controlled. 

12 pts

or Excellent Individual control by guests at all times. Excellent quality and quiet wall mounted air-conditioners. 

Natural ventilation, as an alternative to air-conditioning, available through windows & balcony doors. 

Windows open and close easily & balcony doors are easily accessible. 

or 10 pts

or Very Good Effective heating and or cooling provided in rooms with individual control. Not necessarily the most up 

to date system but fully functional. Large wall mounted air conditioners apply here. 

or 8 pts

or Good Free standing appliance able of maintaining a reasonably comfortable temperature in the room. 

Appliances not necessarily new but in working order.

or 6 pts

or Acceptable Free standing appliance able of maintaining a reasonably comfortable temperature in the room. 

Acceptable quality appliances. Doors and windows are properly sealed when closed to minimize 

draughts and increase energy efficiency from heating appliances. 

or 3 pts

or Unacceptable Broken appliances, heating and cooling systems not in working order. or 0 pts

14b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

14c. Communication Accessibility No requirements

14d. Visual Accessibility No requirements

14e. Mobility Accessibility

Conveniently positioned or remote controlled Air-conditioning in room
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15a. Lighting, Power and Switches Max 20 pts Comments

The use of energy efficiency methods should be considered when reviewing this section during an 

assessment

Outstanding Overall high standard of energy efficient lighting in room. Controllable dimmer lighting. Light saving 

sources in all appropriate places ï especially for shaving, make-up, contact lenses, reading, etc. 

Bedroom lights can be switched off at the bedside. Recessed spot lamps. All lights and shades of 

outstanding quality manufacture and in excellent order. Power points are conveniently located and 

adhere to international requirements.

12 pts

or Excellent Provision of energy efficient lighting within the room of light i.e. more than just centre and bedside 

lights. Excellent quality fittings, lamp bases, etc. Power points are well positioned and adhere to 

international requirements.  

or 10 pts

or Very Good More than adequate energy efficient room light. Very good quality bedside and or bed head lamps 

with separate control for each guest. Preferably additional energy efficient sources of light in room but 

not necessarily.  Very good blend of natural or electric light during day. Power points are fairly 

distributed through-out.

or 8 pts

or Good Room lighting meets minimum energy efficient requirement (centre light and bedside lamps). Good 

supply of natural light during the day. Power points are available.

or 6 pts

or Acceptable Minimum energy efficient light in room. Restricted natural light. Power points are available. or 3 pts

or Unacceptable Dim, gloomy lighting. Low quality fittings and appliances. Light in inappropriate places. Poor natural 

light. Hidden controls. Shades burnt, scruffy, stained, etc. Bare globes, cracked/damaged fittings or 

lights that are not working. Wobbly connections, flimsy bases that could fall over, etc. 

or 0 pts

Additional Points Effective light distribution in bedroom area 1 pt
Effective light distribution in lounge area 1 pt
Convenient light switch locations 1 pt
Spare and convenient power points provided in each room 1 pt
Energy-saving light sensors (automatically turn off lights when rooms are un-occupied). 2 pts 
Energy efficient light-bulbs are used for all bedroom lighting fixtures 1 pt

Signage reminding guests to switch off lights and electronic appliances when leaving the room. (If the 

establishment is not equipped with energy-saving light sensors). 

1 pt

15b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
 / 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

15c. Communication Accessibility No requirements

15d. Visual Accessibility 

Power sockets located between 80cm - 100cm above floor surface. Close to headboard.

Uniform and even lighting with minimum lighting levels to 200 lux. [If there is a strong differentiation 

between the light sources it makes it difficult for a guest with a functional visual limitation to perceive 

items of furniture, doorways etc.] 

Power switches and light switches with rocker switches that are on/ off detectable

Power-switches to have a light located next to them for easier location 
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15e. Mobility Accessibility 

All light controls accessible from the bed [If there are no easily accessible controls, a person with 

functional mobility limitations consumes enormous energy switching lights on and off. To conserve 

energy and avoiding injury, light controls should be reachable from the bed.

or  All main light controls accessible from the bed [If there are no easily accessible controls, a person 

with functional mobility limitations consumes enormous energy switching lights on and off. To 

conserve energy and avoiding injury, light controls should be reachable from the bed.

or

Power sockets located between 80cm - 100cm above floor surface. Close to headboard. 

Bedside lamps to have easily accessible switches i.e. 20cm away maximum

16a. Recommended Mirror and Mirror Lighting - dimensions are provided as a guide for establishment Max 10 pts Comments

Mirror (H 600mm x W 450mm) - measurement taken from within the frame 5 pts

or  Mirror (450mm x 350mm or larger) or  3 pts

or  Mirror (less than 450mm x 350mm) or  0 pts

Conveniently located 2 pts

Effective lighting at mirror 3 pts

16b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 10

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

16c. Communication Accessibility No requirements

16d. Visual Accessibility Minimum Requirements Met

16e. Mobility Accessibility 

Full length mirror suitable for both sitting and standing guests

Bottom of the mirror not more than 40cm from the floor
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17a.  Accessories Max 10 pts Comments

Outstanding A wide range of high quality extras for guest use e.g.:

Å Fruit bowl,

Å Plants,

Å Laundry bags,

Å Flowers,

Å DVDs,

Å Books, magazines,

Å Suit stand,

Å Suit press,

Å Mending kit,

Å Potpourri,

Å Shoe polishing cloth or pad,

Å Biscuits,

Å Pack of cards, games,

Å Mineral water,

Å Sweets, mints or chocolates,

Å Tea tray,

Å Variety of teas and coffees,

Å Fresh milk,

Å Comprehensive room information, well presented

Å CDs / Books

10 pts

or Excellent A reasonable proportion of the above. or  8 pts

or Very Good A small selection of the above. or  6 pts

or Good Three or four items only of average quality. or  4 pts

or Acceptable One or two items only of average quality. or  2 pts

or Unacceptable No attempt to provide any accessories or  0 pts

Total Points Allocated 0
 / 10

17b. Maintenance & Condition Not applicable

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

17c. Communication Accessibility No requirements

17d. Visual Accessibility 

All bedroom accessories to be identified by Braille labelling.

Accessory  labels / instructions in large print, Braille and audio format where appropriate.

17e. Mobility Accessibility 

Switches, controls and door handles located between 90cm and 120cm from the floor surface. [As a 

general rule switches, controls etc. should be aligned with the door handle for easy access and 

reach]. 
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18a.  Spaciousness and Overall Impression Max 15 pts Comments

Outstanding Recommended: Extra spacious 12 sq m of free space. Large  lounge area with significant 

demarcation from the bedroom area and very easy to move around. Ease of access to all furniture, 

cupboards, wardrobes, drawers, etc. Overall luxurious impression.

15 pts

or Excellent Recommended: Spacious 9 sq m. A well-planned room with furniture conveniently placed. Ease of 

access to all furniture, cupboards, wardrobes, drawers, etc.  A sitting area with sufficient space to 

relax. Space to put luggage so that it does not clutter the room or obstruct access. Easy access to all 

facilities e.g. use of desk without having to move tea tray.  Television visible from the sitting area or 

bed. Unrestricted view of full mirror.

or 12 pts

or Very Good Recommended: Reasonably spacious room 6 sq m. Good access to all furniture and facilities. No 

areas of restricted access or obstruction. Not necessary to have a self-contained sitting area but 

room must be large enough to comfortably contain two easy chairs in addition to the standard 

bedroom furniture.  

or 10 pts

or Good Room large enough to contain all necessary furniture and to allow access to all facilities. A chair may 

serve a dual purpose, easy seating and for the dressing table.  To allow greater access some care 

may be taken in the positioning and design of furniture i.e. television on a wall bracket. 

or 8 pts

or Acceptable Limited floor space. There may be some slightly restricted areas e.g. narrow access along sides of a 

double bed. Limited room for luggage. Some audible level of noise and sounds from adjoining rooms, 

corridor or lifts but not overly disturbing.

or 5 pts

or  Unacceptable Furniture too large or plentiful for room.  Access to most facilities restricted or awkward.  Noises from 

other rooms or public areas clearly audible.  Disturbance from music, noise in public rooms or other 

areas.

or 0 pts

Total Points Allocated 0

 / 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

18b. Communication Accessibility No requirements

18c. Visual Accessibility 

90cm wide unimpeded circulation space around and between beds and furniture. 

18d. Mobility Accessibility 

Windows to be 80cm from floor level (for safety purposes) 

Unobstructed access widths of 120cm between walls, features, furniture and fittings - It is essential 

that the room be free of any obstructions which might cause a guest to be unable to access certain 

provisions within the room e.g. switches

or  110cm or

or  100cm or

or  90cm or

Size of access space of 90cm x 120cm to all furniture and fittings - this will provide access space for 

easy reach

or  90cm x 110cm or

or  80cm x 100cm or

or  80cm x 90xm or

SUB-TOTAL BEDROOM 

SECTION 0 / 192
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Communication Accessibility - Total Ticks / 4

Visual Accessibility - Total Ticks / 20

Mobility Accessibility - Total Ticks
/ 23

19a. Type of Bathroom Max 15 pts Comments

N.B

Two person ensuite bathroom provided to main bedroom in all rooms 12 pts
(bathroom directly accessible from the main bedroom)

or two person ensuite bathroom provided to main bedroom in most rooms or  9 pts
or  one person ensuite bathroom provided to main bedroom in all rooms or  8 pts
or  one person ensuite bathroom provided to main bedroom in most rooms or  7 pts
or  individual private bathroom to room/unit

(bathroom provided within the room/unit i.e. guests do not need to leave the accommodation to 

access the bathroom)
or 6 pts

or  internal private bathrooms

(Bathroom located to the exterior of the room/unit but internal to the overall building. Access may be 

via a public area such as a hallway)
or  5 pts

or  external private bathrooms 

(bathroom located to the exterior of the room/unit thus potentially exposing guests to the elements)
or  4 pts

or  shared bathrooms between two rooms or 2 pts
or  mixture of different types of bathrooms or  1 pt
or  communal bathrooms only

Spacious layout  more than 4 sq metres 3 pts
or  more than 2 sq m or  2 pts
or less than 2 sq m or  1 pt

19b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

19c-e Universal Accessibility No requirements

20a.  Flooring and Ceiling Max 15 pts Comments

Outstanding Outstanding quality floor and wall coverings. Under floor heating. Modern or outstanding quality tiling 

design and grouting, free from marks and damage. 

15 pts

or Excellent Excellent quality floor and wall coverings. Tiles well fitted and professional grouting. Flooring well-

fitted and free from stains or water damage.

or 12 pts

or Very Good Very good quality finish. May be recently decorated but not with the highest quality materials, though 

a competent and professional job. Very good quality floor covering or tiles.

or 10 pts

or Good Good quality bathroom floor not necessarily recently laid. or 6 pts

or Acceptable Acceptable quality materials used. Plain and simple design. Basic appearance and clean. or 3 pts

BEDROOM UNIVERSAL ACCESSIBILITY GRADING

 BATHROOMS

Shower/bath and hand basins may be built open plan within the bedroom however, the toilet should be enclosed.

Establishments with open plan bathrooms must inform guests of the design before the booking procedure goes through.
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or  Unacceptable Very tired and old style. Damp or condensation marks. Cheap very low quality finish, unprofessionally 

applied. Sealant or grouting mouldy, carpet rotting, smelly. Paintwork chipped, flaking.  Area around 

toilet discoloured or damp.

or  0 pts

20b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

20c. Communication Accessibility No requirements

20d. Visual Accessibility 

Colour contrast between fittings, fixtures, wall and floor finishes to assist in their location.

20e. Mobility Accessibility Minimum Requirements Met

21a.   Fixtures and Fittings Max 25 pts Comments
The use of environmental efficiency methods should be considered when reviewing this section 

during an assessment

Outstanding Extra large modern and spacious shower. Outstanding quality, solid co-ordinated fittings of innovative 

design. Extra large/deep bath and washbasin with extra space for two people to comfortably move 

around the bathroom. Attention to fixture aesthetics. Always hot water.

12 pts

or Excellent Large shower. Excellent quality, solid, well-made fittings in excellent order and matching style. 

Excellent quality finish. Sturdy cast iron or steel and enamel bath. Attractive shower screen.  Good 

sized washbasin. Easy to use with responsive controls. Two guests can use the bathroom at one 

time. Hot water at all times.

or 10 pts

or Very Good Very good quality fittings throughout, but not necessarily new. Standard-sized bath.  Very good 

quality shower screen . All porcelain fixtures with no cracks, dull finishes nor stains.  Matching and co-

ordinated styles. Hot water at all times.

or 8 pts

or Good Standard domestic range of bathroom fittings. Sturdy steel or acrylic bath. Bathroom may have a 

shower or a bath. Shower screen or good quality curtain (if necessary to keep surrounding area free 

from water). No small baths or under-sized showers with awkward access. Hot water at all times.

or 6 pts

or Acceptable Fixtures and fittings of an acceptable quality but fully functional. Hot water at all times. or 3 pts

or Unacceptable Bath enamel chipped, stained or dull. Cheap plastic bath that moves and creaks. Stained or mouldy 

grouting or sealant and cheap, thin shower curtain. Cracked washbasin or toilet. Badly fitted cheap 

plastic toilet and cover. Discoloured plastic cistern. Plastic taps. Loose or broken towel rail. Evidence 

of cigarette burns, damage, etc. Signs of damage or leaks.

or 0 pts

Additional Points Spa bath provided 1 pt
No unsightly plumbing fixtures 1 pt
Drainage outlet in bathroom floor for excess water 1 pt
Heated towel rails provided 2 pts
Adequate clothes hooks (minimum 2) 1 pt
Facilities within bathroom conveniently positioned 1 pt
No leaking taps (basin, shower or bath) 1 pt

Water-saving fittings in place. (Showerheads and taps which are fitted with aerators or specific water-

saving fittings. The typical flow-rate of a water-saving showerhead is less than 10 litres per minute). 

1 pt

Reduced flush or twin flush cisterns fitted in all or most toilets 2 pts 
No leaking toilet cisterns (This can waste considerable amount of water over time.) 2 pts 
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21b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 25

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

21c. Communication Accessibility 

Cell phone sms messages used to provide alerts to guests  the possibility of an incoming call or 

someone at the door, as well as emergency and evacuation warnings.

21d. Visual Accessibility 

Signs and other printed instructions provided in large print and Braille 

Bath and shower lever action mixers with balanced water supply. [This allows reliable temperature 

control over the water supply.]

Bath and shower controls with visual and embossed indicators to indicate hot and cold taps or 

directions on mixers. [Guests with functional visual limitations need a clear indication of which taps 

are hot and which are cold to prevent scalding themselves.

Where provided the shower spray head should be located 210cm above the floor surface. [This is in 

order for a guest with a functional visual limitation not to walk into the showerhead and cause 

themselves injury.]

Size of unobstructed floor space of 120cm x 150cm. (This is to allow movement in the bathroom 

using a long cane without the guest injuring themselves by bumping into the toilet, bath/ shower etc.):

or 100cm x 120cm or

or  90cm x 120cm or

or  80cm x 110cm. or

Colour contrast between fittings, fixtures, wall and floor finishes to assist in their location

21e. Mobility Accessibility 

Clear opening width of doors - there must be 90cm measured with the door in the 90 degree position

or  85 cm or

or 75 cm or

Size of unobstructed space of 150cm diameter circle in-front of doors.

or  120cm or

Provision for a pull-handle on the inside of the door, 30cm away from the hinged side and vertically 

mounted. 

Where a sliding door has been used, it should be openable with fingertip pressure. Handles should 

project clear of the surface of the sliding door and provide at least 6cm clear finger space.

Clear floor space of 180cm x 180cm provided within the bathroom or toilet, clear of other items to be 

positioned in the bathroom e.g. stools, sanitary disposal bins etc. 

Remote emergency alarm call system in room

Access space of 100cm at the side of the bath [the space requirement is essential for a guest 

making use of a mobility aid to transfer comfortably from the device to the bath without any obstacles 

at the side of the bath].

or  90cm
or

or  80cm or

30cm broad seat at the end of the bath [this is to enable the guest to have support of a suitable width 

to take a seated position at the height of the bath when transferring from the wheelchair or mobility 

aid onto the bath - before getting into the bath.]
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"T"-shaped grab-bar opposite transfer space. 

Note: T-shaped grab bar to conform to requirements set out in TGCSA Technical Manual: 

Bathrooms

Removable bath seat. [People with certain functional physical limitations might need to have a 

removable bath seat due to a physical inability to transfer in and out of the bath. Elderly people who 

are ill or too weak would also require this, as they do not have the strength to get in and out of a 

bath]

Roll-in Shower

40cm x 40cm fold-down shower seat provided at a height between 45cm and 50cm. The centreline of 

the shower seat must be set at 48cm from the adjacent wall opposite the transfer space. 

Vertical and cranked grab-bars on either side of the shower seat - 60cm long vertical grab-bar and 

cranked grab-bar set at 80cm to lowest distance from the floor.

Lever action shower mixer and hand shower on adjustable rail. [This enables guests to transfer to the 

shower seat with ease and must therefore be set at the appropriate height and not obstruct the ability 

of the mobility aid to manoeuvre into the shower.]

A 15cm maximum step with run-off which negates threshold

22a. Mirror and Mirror Lighting Max 10 pts Comments

Mirror (H 600mm x W 450mm) - measurement taken from within the frame 4 pts

or Mirror (450mm x 350mm or larger) or  2 pts

or Mirror (less than 450mm x 350mm) or  0 pts

Conveniently located 3 pts
Effective lighting at mirror 3 pts

22b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 10

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

22c. Communication Accessibility Mirror lighting shall conform to a minimum lighting level 

22d. Visual Accessibility 

Mirror lighting shall conform to a minimum lighting level 

22e. Mobility Accessibility 

Mirror provided at wash-hand basin and located between 7.5cm and 15cm above the basin.

Mirror lighting shall conform to a minimum lighting level

23a. Hand Basin and Toilet Areas Max 20 pts Comments
Hand basin/bench/shelf space

Hand basin sufficient size minimum 300mm x 200mm 4 pts

or hand basin less than 300mm x 200mm or  2 pts
Bench/shelf space provided adjacent to hand basin - minimum 300mm x 200mm clear space 2 pts

or  Bench/shelf space provided adjacent to hand basin less than 300mm x 200mm clear space or 1 pt
No cracks, chips, stains or discolouration on hand basin and hand basin bench 2 pts
Shelving/storage adjacent to hand basin or underneath 3 pts

Toilet area

Cistern/plumbing/pedestal/seat/lid and pan all well maintained without any cracks, chips, stains or 

sign of wear
2 pts

Bin provided with a lid 2 pts

or  Bin provided without a lid or 1 pt
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Toilet brush provided with covered holder 2 pts

or Toilet brush provided with uncovered holder or 1 pt
Paper holder or dispenser conveniently located 1 pt
Sanitary bags provided 1 pt
Recycled or unbleached paper products used (toilet paper, tissues, paper-towels for hand-drying 

etc.)
1 pt

23b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

23c. Communication Accessibility No requirements

23d. Visual Accessibility 

Basin controls with visual and embossed indicators to indicate hot and cold taps or direction on 

mixers. [Guests with functional visual limitations need a clear indication of which taps are hot and 

which are cold to prevent scalding themselves.]

Basin and shower lever action mixers with balanced water supply. [This allows reliable temperature 

control over the water supply.]

Hot pipes must be well insulated

23e. Mobility Accessibility 

Toilet paper holder within 26cm of the seat

Trap covered with heat resistant lagging if composition is heat conducting.

Wash-hand basin with mixer [it is easier for persons with functional mobility and physical limitations to 

use taps if they are lever action rather than knobs which have to gripped and turned.]

or  Wash-hand basin with lever action taps [it is easier for persons with functional mobility and 

physical limitations to use taps if they are lever action rather than knobs which have to gripped and 

turned.]

or

Wash-hand basin mirror provided and located between 7.5cm and 15cm above the basin 

Towel rail set adjacent to wash-hand basin at a height of 90cm and 100cm.  

23f. Universal Accessibility No requirements

Copyright, TGCSA 2010



24a. Towelling Max 15 pts Comments

Outstanding Full range of towel sizes ï bath sheets, hand towel, face cloth for each guest.  Provision of towelling 

robes and slippers.  Thick, heavy, fluffy quality with plenty of pile.  Replaced daily or after each use 

(unless guest requests otherwise with particular reference to environmental issues). Bath mat 

provided.

12 pts

or Excellent Range of towels including bath sheet or towel and hand towel per guest as well as a bath mat but not 

quite such heavy quality as above. Changed frequently or at guestôs request.

or 10 pts

or Very Good Very good quality bath and hand towels provided per guest. or 8 pts

or Good Good quality bath and hand towels provided per guest. or 6 pts

or Acceptable Moderate quality towels provided per guest. or 3 pts

Or Unacceptable Very thin, small, scratchy, old, fraying, some holes, stained, faded. Low absorbency. or 0 pts

Additional Points Additional towel for beach or pool. 1 pts

"No towel change" option for guests. Guests need to be informed on how to opt for this service i.e. to 

hang towels up if no change is required by housekeeping, or leave on the floor if a change is 

required.

2 pts

24b Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

24c Communication Accessibility No requirements

24d. Visual Accessibility No requirements

24e Mobility Accessibility 

Towel rails to be a height between 90 and 100cm from the ground

25a  Lighting, Ventilation and Temperature Control Max 15 pts Comments

Outstanding Exquisitely designed and appointed lighting providing high quality illumination and coverage across all 

areas. In cold climates heated towel rails and or other ways of warming towels should be provided. 

Windows that open or effectively working extractors. Energy-saving light sensors (automatically turn 

off lights and extractor fan when bathrooms are un-occupied).   

12 pts

or Excellent Lighting effective for all purposes ï shaving, make-up, and contact lenses, particularly at washbasin 

and shaving point.  Excellent quality fittings, recessed lights and spot lamps. Windows that open or 

effectively working extractors. Possible heated towel rail and or other form of heating towels in cold 

climates and cooler conditions. Effective light distribution in  the bathroom.

or 10 pts

or Very Good High standard of light fittings ï centre, main light plus adequate shaving light, possibly supplementary 

lights. Windows that open or effectively working extractors. 

or 8 pts

or Good Centre light and shaving light, well positioned providing adequate light. or 6 pts

or Acceptable Limited lighting fixtures of an acceptable quality but still effective. Windows that open or effectively 

working extractors.   

or 3 pts

Or Unacceptable Gloomy poor lighting, badly placed, ageing, damaged light fittings. or 0 pts

25b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts
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Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

25c. Communication Accessibility 

All areas in bathroom must be well and evenly lit 

25d. Visual Accessibility 

All areas in bathroom must be well and evenly lit 

25e. Mobility Accessibility 
All areas in bathroom must be well and evenly lit 

26a. Accessories Max 15 pts Comments

Outstanding Luxury 2 ply toilet paper.  A wide range of excellent quality accessories provided in the bathroom e.g.:

Å Wrapped soap;

Å Shampoo,

Å Moisturiser,

Å Cologne or perfume,

Å Shower gel,

Å Conditioner,

Å Tooth brushes,

Å Tooth paste,

Å Shower cap,

Å Toilet bags,

Å Tissues,

Å Flowers,

Å Magazines, 

Å Cotton buds, etc.

15 pts

or Excellent A reasonable proportion of excellent quality items from the above list. No well-used ageing bottles, 

scrappy sachets or sticky containers. High quality toilet paper.

or 12 pts

or Very Good A small range from the above, all in good condition and of good quality. Medium quality toilet paper. or 10 pts

or Good One or two items from the above list of average quality. (Wrapped soap or shower gel is 

compulsory).

or 6 pts

or Acceptable One or two items from the above list of acceptable quality. (Wrapped soap or shower gel is 

compulsory).

or 3 pts

Or Unacceptable No attempt at providing an extra accessories. Well-used ageing bottles, scrappy sachets or sticky 

containers.

or  0 pts

26b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

26c. Communication Accessibility No requirements

26d. Visual Accessibility 

Accessory/toiletry labels in Braille and colour coded
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Signs and other printed instructions provided in large print, Braille and audio format. 

Mobility Accessibility Minimum Requirements Met

SUB-TOTAL BATHROOM 

SECTION 0 / 130

Communication Accessibility - Total Ticks
/ 3

Visual Accessibility - Total Ticks
/ 14

Mobility Accessibility - Total Ticks
/ 25

27a.  Decoration Max 15 pts Comments

Outstanding Outstanding quality of wall coverings. Highest calibre design and architectural features. Interesting 

architectural features, artwork, objects dôart, etc

15 pts

or Excellent Excellent quality of wall coverings.  Evidence of co-ordinated design. Some historical locations 

accepted. High quality professional finish.

or 12 pts

or Very Good Use of very good quality materials. Attempt to co-ordinate design with additional attractive features.  

Professional workmanship throughout.

or 10 pts

or Good Standard ñdomesticò style and quality of d®cor.  Use of wall hangings, pictures, etc.  Competent 

workmanship.

or 6 pts

or Acceptable Moderate quality but not necessarily new. Dated style.  Basic application of décor. Little design input 

or co-ordination.

or 3 pts

or Unacceptable Very old, faded, damaged wall covering. Evidence of damp or water penetration. Grubby marks. 

Unsightly paintwork or exposed wiring. General neglect. Evidence of ageing, wear and tear. 

Scratches, chips, stains, or scuffs.

or  0 pts

27b Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

BATHROOM UNIVERSAL ACCESSIBILITY GRADING

All areas other than the areas previously mentioned, which are inside a building and are accessible to guests and the public should be 

evaluated under this section.  

PUBLIC AREAS
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Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

27c. Communication Accessibility No requirements

27d. Visual Accessibility 

Interior décor with tonal contrast between the critical surfaces. [All critical surfaces need to be 

demarcated with contrasting colours so that guests with functional visual limitations may clearly 

identify the direction in which they need to move.]

27e. Mobility Accessibility No requirements

28a.   Furnishings and Fixtures Max 15 pts Comments

Outstanding Luxurious and uniquely designed furniture. Extra design elements and features throughout the 

establishment.

15 pts

or Excellent Excellent degree of comfort and luxury. Attractive, co-ordinated extras. Decorative, occasional pieces 

in main room or rooms and corridors.  

or 12 pts

or Very Good Very good quality furniture but not necessarily new. Alternatively, more very good quality furniture that 

is comfortable easy seating.

or 10 pts

or Good A good quality range of materials and construction in sound and usable nature. Basic furniture styles 

and surfaces well maintained.

or 6 pts

or Acceptable Furniture  well-used but functional. Little co-ordination of styles, some slight damage may be 

apparent, but all items capable of use. 

or 3 pts

or Unacceptable Low quality, uncomfortable, ageing furniture. May show some damage ï scratched, loose arms or 

legs. Stained or grubby upholstery. Dated, jaded and unattractive.

or  0 pts

28b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

28c. Communication Accessibility 

Where televisions are provided, induction loops and/ or TV listening devices should be made 

available. 

28d. Visual Accessibility 

Pathways between furniture & fittings to be un-obstructed and at least 90cm wide 

Furniture should have rounded edges to prevent injury to guests.

Fixed, level matt and slip-resistant surfaced floor finishes. [Any surface which is not fixed or is 

extremely smooth or slippery or even very rough, can be a hazard to a guest with a functional visual 

limitation.]

Doors must be able to open fully against adjacent wall

The wider leaf of double doors of unequal length widths must all be located on the same side 

throughout the length of corridor. [There should be a clear understanding of which is the opening 

section of the double doors and all doors should be orientated in one direction to avoid confusion.

Tick / Tick / Tick /

28e. Mobility Accessibility Cross Cross Cross

The size of opening leaf on all doors en-route should be at least 90cm measured when the door is 

open at 90-degrees.

or  85cm or

or  75cm or
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Pull handles on all doors located on access ways and passageways located at a height between 

80cm and 120cm. [Handles must measure at least 12cm in length and be easy to grasp.]. "D"-type 

handle must be used.

A selection of chairs to be with and without arm-rests, with seats at 45cm to 50cm.

29a.  Flooring and Ceiling Max 15 pts Comments

Outstanding Ceilings of outstanding quality with additional architectural features. Outstanding quality carpets and 

rugs. Pristine hardwood floors or luxurious tiles. Ceilings completely free of any maintenance 

requirements and have additional architectural features.

15 pts

or Excellent Excellent quality fitted carpets (high percentage wool content), excellent quality tile and underlay. 

Alternatively excellent quality domestic carpeting, fit for purpose. Excellent quality wooden or tiled 

flooring with excellent quality occasional rugs or mats. Ceilings to be of an excellent quality, no 

sagging or evidence of water leakage or seeping, marks or stains. 

or 12 pts

or Very Good Very good quality carpets with no stains, burns or marks, etc.  Alternatively new carpet with higher 

percentage of man-made fibre.  Wooden or tiled flooring with high quality rugs.  Ceiling of good 

quality, no sagging and no evidence of water leakage or seeping.  Professionally fitted and painted.

or 10 pts

or Good Good quality carpet with flattening in areas of most traffic or cheaper new carpet.  Good quality 

wooden or tiled floors with no evidence of scratching and cracking.  Ceiling of a reasonably good 

quality, competent and clean job of application of paint.  

or 6 pts

or Acceptable Carpets showing signs of use however no holes, tears or burns of other defects that render the 

carpet unsound.  Vinyl or flooring of a lower quality.  Ceiling also of an acceptable quality but no 

evidence of sagging.

or 3 pts

NB: In all levels there may be a high quality natural alternative to carpeting, tiles or wooden floors. In 

these cases the intrinsic quality and condition would be assessed, taking the style of the property into 

consideration.

or Unacceptable Carpets with distinct signs of wearing, visible canvas or backing fabric, patches, stains, 

discolouration, obvious seams.  DIY fitting with gaping joints, gaps between carpet and wall.  Several 

unmatched styles or newer carpets laid on top of damaged or worn-through older ones.  Wooden 

floors that have aged ï now in need of a new coat of varnish, with worn and stained rugs. Missing 

tiles and obvious chips. Poor quality sagging ceilings and evidence of water seepage.  Stained 

paintwork, old and amateurishly done.

or 0 pts

29b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

29c. Communication Accessibility No requirements

29d. Visual Accessibility 

Fixed, level, matt and slip resistant surfaced floor finishes. [Any surface, which is not fixed or is 

extremely smooth or slippery or even very rough, can be a hazard to guests with functional visual 

limitations.]

Differentiation by colour, tone or light contrast between walls and floor finishes

29e. Mobility Accessibility Minimum Requirements Met

Copyright, TGCSA 2010



30a. Lighting Max 10 pts Comments

Outstanding Exquisitely designed and appointed lighting providing high quality illumination and coverage across all 

areas.

7 pts

or Excellent Overall high standard of illumination providing sufficient light for all purposes but also designed for 

good effect ï showing off features in rooms or corridors. All lights and shades of high quality 

manufacture and in excellent working order. 

No wobbly connections, burnt shades, flimsy bases that could fall over, etc.  No harsh fluorescent 

lighting.

or  6 pts

or Very Good High quality fittings with more than adequate spread of illumination for practical use, though no or 

limited use of sophisticated lighting ñeffectsò.  Occasional lamps, reading lights, perhaps picture 

lights.

or  5 pts

or Good More than minimal lighting with medium quality fittings. No burnt shades, ageing lamps, etc. Main 

light plus one or two small occasional lamps. No extra lights for effect.

or 3 pts

or Acceptable Enough light for practical use, but nothing more. No occasional lamps. or  1 pts

or Unacceptable Low quality fittings in poor condition. Exposed, fraying wires, wobbly fittings, loose plugs.  Dim, 

gloomy effect creating dark areas.  Glaring, irritating, harsh fluorescent lights with no diffuser. Bare 

globes, cracked/damaged fittings or lights that are not working.

or 0 pts

Additional points
Energy-saving light sensors (automatically turn off lights in public areas such as hotel/lodge corridors, 

gym, games room etc.) 
3 pts 

30b Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 10

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

30c. Communication Accessibility Minimum Requirements Met

30d. Visual Accessibility 

Lighting should be positioned to minimize flare and with a minimum lighting level of 200 lux. [Guests 

with varying degrees of functional visual ability must be able to clearly distinguish between different 

obstacles and a glare can cause confusion.]

30e Mobility Accessibility Minimum Requirements Met

31a.  Atmosphere and Ambience Max 15 pts Comments

Outstanding Superb relaxing and calming atmosphere, with beautifully designed décor and luxurious furniture with 

additional design features and objects. Excellent soundproofing throughout the property.

15 pts

or Excellent Harmonious combination of décor, lighting and comfortable furniture.  Soothing co-ordinated effect.  

No jarring elements. Interesting architectural features. Spacious rooms.  

or 12 pts

or Very Good Comfortable, relaxed feel.  Some busy music in background but not intrusive.  Co-ordinated décor, 

finishing, etc.

or 10 pts

or Good Comfortable seating area with a degree of activity but not intrusive. Domestic family atmosphere. or 6 pts

or Acceptable Basic seating area and atmosphere clean and functional. or 3 pts

or Unacceptable Uncomfortable, awkward seating in an area clearly used for other purposes. Loud noises from TVôs, 

radios, etc.  Smoky, old, persistent cooking smells. Draughty. No personal touches. Nothing to look at 

or read. Intrusive noise. 

or 0 pts
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31b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

31c. Universal Accessibility No requirements

32. Ramps

In this case the lowest mark is applied.

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

32a. Communication Accessibility No requirements

32b. Visual Accessibility 

Gradient not greater than 1:12. [It is difficult for guests with functional visual limitations to negotiate 

slopes that exceed this gradient, especially in a downward direction.]

Continuous handrail of a contrasting colour, on both sides, with 30cm extensions before and beyond 

the end of the ramp.

10cm high kerb or tapping rail on the open side of the ramp. [Guests making use of long canes can 

detect the edge of the ramp and it is not necessary for them to hold on to the rail. A difference on the 

tapping rail on the outside edge, is helpful.]

Contrasting colour and texture at transitions of ramp. [It is important to identify the beginning and the 

end of the ramp to assist guests with functional visual limitations with safe transition off and on the 

ramp.]

32c. Mobility Accessibility 

Gradient en-route to facilities (internal and external). Gradients en-route to facilities must be at least 

1:15

or  1:12 
or

There should be a landing at the top of ramps with minimum dimensions: 90cm x 140cm

or  90cm x 120cm or

or  90cm x 110cm or

or  90cm x 90cm or

Unobstructed width of not less than (to allow for easy access for mobility aids): 120cm

or  100cm or

or 90cm or

33 Steps/ Stairway Systems Comments

In this case the lowest mark is applied.

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

33a. Communication Accessibility No requirements

If there are a number of steps or stairway systems which have built at different times, or designed differently, then they may each be 

assessed at a different level of quality and condition. 

If there are a number of ramps which have built at different times, or designed differently, then they may each be assessed at a different 

level of quality and condition. 
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33b. Visual Accessibility 

Contrasting colour at top, bottom and landings of steps. [Guests with functional visual limitations 

need to have the start of the step identified.]

Tonal contrast on all nosing. [Each step in the flight of steps needs to be identified.]

Square closed risers to all stairs.[ Each step needs to have a solid edge as it provides the guest with 

a functional visual limitation with an indicator for the next step. Steps need to have closed risers to 

prevent injury.]

Uniform height levels between landings on staircases. [There should be an equal number of steps on 

each flight of stairs as the guest with a functional visual limitation will count the steps and expect 

each flight of stairs to be the same.] 

Continuous handrail on both sides of the staircase with 30cm extensions before and beyond the end 

of the stair. 

33c. Mobility Accessibility 

Unobstructed width of not less than 120cm (to facilitate access for guests using mobility aids)

or  100cm 

or  90cm

Provision for unobstructed landing of 90cm x 140cm (clear of door swings etc.)

or  90cm x 120cm 

or  90cm x 110cm 

or  90cm x 90cm 

34. Elevators/ Lifts Comments

In this case the lowest mark is applied.

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

34a. Communication Accessibility 

Emergency telephones should have amplified volumes and ringers, to facilitate communication with 

guests who have functional communication limitations. 

Flashing lights should be linked to alarms and emergency buttons.

A visual display to show that help is coming should be available within the elevator.

34b. Visual Accessibility 

Clearly demarcated tactile and colour contrasted waiting area at lift. [It is necessary to provide an 

indication on where to wait in order to safely and quickly alight into the lift before the doors close.]

Colour contrasting door clear opening width not less than 90cm (Doors need to be easily identified by 

guests with functional visual limitations. The prescribed widths are ideal for someone using a long 

cane to prevent bumping on the sides]:

or  80cm 
or

Lifts with automatic door enunciator. [It is difficult for a guest with a functional visual limitation to 

operate an automatic lift, as they are unaware of the position of the lift. The voice provides 

information to the guest as to when the lift arrives at the floor when alighting.

Internal floor level synthesised voice annunciation. [Enunciation in the lift car provides the guest with 

a functional visual limitation with a clear indication of the floor on which the lift is stopping.]  

150 lux minimum internal lighting level. [Minimum lighting level, which allows a clear indication to 

guests with functional visual limitations, of controls and assistive devices] 

If there are a number of elevators or lift systems which have built at different times, or designed differently, then they may each be 

assessed at a different level of quality and condition. 
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Handrail provided on all sides of the lift car. [Handrails provide the guest with a functional visual 

limitation with stabilization to hold on to whilst the lift is in motion.]

Emergency phone or intercom colour contrasted with Braille and tactile buttons and text. [All 

emergency controls should strongly contrast with the background to ensure that people with 

functional visual limitations detect them in an emergency. Emergency buttons needs to have rough 

surfaces in order for guests to distinguish them from the other controls.]

34c. Mobility Accessibility 

Size of unobstructed approach space not less than 110cm x 150cm (persons making use of mobility 

aids should have clear, unobstructed space in order to negotiate entrance and exit from the elevator)

or  90cm x 140cm 
or

or  80cm x 130cm 
or

Clear opening width of the door should not be less than 100cm (this is to allow guests making use of 

mobility aids to enter and exit the elevator opening comfortably)

or  90cm or

or 80cm or

Lift with automatic doors which measure not less than 90cm when doors are in open position to 

enable guests using mobility aids to enter and exit the lift

Internal size of lift car of 120cm x 160cm

Internal size of lift car of 100cm x 150cm 

Internal size of lift car of 90cm x 140cm

Handrail provided on all sides of the lift car [located between 90cm and 100cm in order for guests 

using mobility aids to grasp it with ease, in order to secure and stabilize their position].

SUB-TOTAL PUBLIC AREAS 0 / 70

Communication Accessibility - Total Ticks / 4

Visual Accessibility - Total Ticks / 25

Mobility Accessibility - Total Ticks / 13

PUBLIC AREAS UNIVERSAL ACCESSIBILITY GRADING

Copyright, TGCSA 2010



35.  Flooring and Ceiling

Universal Accessibility Comments

35a. Mobility Accessibility Minimum Requirements Met

36. Fixtures and Fittings

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

36a. Mobility Accessibility 

Clear opening width of doors - there must be a clear opening width of at least 90cm measured with 

the door in the 90-degree open position. [This enables a guest using a wheelchair or mobility aid to 

access the toilet/ bathroom.]

or  85cm 
or

or  75cm
or

Size of unobstructed space of 150cm diameter circle in-front of doors.

or 120cm
or

Provision for a pull-handle on the inside of the door, 30cm away from the hinged side and vertically 

mounted. 

Where a sliding door has been used, it should be openable with fingertip pressure. Handles should 

project clear of the surface of the sliding door and provide at least 6cm clear finger space.

Clear floor space of 180cm x 180cm provided within the bathroom or toilet, clear of other items to be 

positioned in the bathroom e.g. stools, sanitary disposal bins etc. 

Bathrooms should be equipped with an emergency call button or pull cord that is monitored by 

establishment staff.

37. Mirror and Mirror Lighting

Universal Accessibility Comments

37a. Mobility Accessibility 

Mirror provided at wash-hand basin and located between 7.5cm and 15cm above the basin.

Mirror lighting shall conform to a minimum lighting level of 200 lux

38. Hand Basin and Toilet Areas

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

38a. Mobility Accessibility 

WC Pan

Toilet paper holder within 26cm of the seat - this ensures easy access

The back rest of the toilet, when raised to an upright position, shall remain in such position.

Wash-Hand Basin

Trap covered with heat resistant lagging if composition is heat conducting. 

Wash-hand basin with mixer 

or Wash-hand basin with lever action taps or

Wash-hand basin mirror provided and located between 7.5cm and 15cm above the basin 

Towel rail set adjacent to wash-hand basin at a height of 90cm and 100cm.

PUBLIC TOILETS - MOBILITY DESIGNATED TOILETS
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39. Ventilation/extraction 

Mobility Accessibility Minimum Requirements Met Comments

40. Towelling

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

40a. Mobility Accessibility 

Towel rails to be a height between 90 and 100cm from the ground

41.  Lighting and Ventilation

Universal Accessibility Comments

41a. Mobility Accessibility Minimum Requirements Met

42. Accessories

Universal Accessibility Comments

42a. Mobility Accessibility Minimum Requirements Met

Mobility Accessibility
/ 15

43a. Tea/Coffee Making Facilities Max 13 pts Comments

Provided in all rooms 2 pts

or  shared tea making facilities only or  1 pt

Crockery, cutlery and drinking glass protected (tea towel not acceptable) 1 pt

Sufficient packaged ingredients - complimentary 2 pts

Teapot/plunger 1 pt

Adequate preparation space 2 pts

Dedicated power point conveniently situated 1 pt

Long life milk available 1 pt

Crockery good quality and matching/co-ordinated 1 pt

Cutlery good quality and matching 1 pt

Glassware good quality and matching 1 pt

GENERAL FACILITIES

PUBLIC TOILETS - MOBILITY DESIGNATED ACCESS GRADING
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43b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 13

44a. Additional Entertainment Facilities Max 7 pts Comments

Additional TV in room 2 pt

DVD player 2 pts

CD player/Sound system 2 pts

TV's, Stereo, DVD Players & other electrical appliances switched off (not left on Stand-by mode) 

between guest visits. 1 pt

44b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 7

0
/

20

TOTAL :STANDARD CRITERIA - Formal Service Accommodation
0

/
500

45a.  Decoration Max 15 pts Comments

Outstanding Outstanding quality wall covering in pristine condition. Meticulously co-ordinated design. Outstanding 

quality architectural features, artwork and objects d'art. Outstanding quality professional finish.

15 pts

or Excellent Excellent quality wall covering. Evidence of co-ordinated design. Interesting architectural features, 

artwork, objects dôart, etc.  Excellent quality professional finish.

or 12 pts

or Very Good Very good quality of wall coverings.  Evidence of co-ordinated design. Interesting architectural 

features, artwork, objects dôart, etc. Very good quality professional finish.

or 10 pts

or Good Good ñdomesticò style and quality of d®cor. Use of wall hangings, pictures, etc. Competent 

workmanship.

or 6 pts

or Acceptable Moderate quality but not necessarily new. Dated style.  Basic application of décor. Little design input 

or co-ordination.  

or 3 pts

or Unacceptable Very old, faded, damaged wall covering. Evidence of damp or water penetration. Grubby marks. 

Evidence of neglect. Unsightly paintwork. Exposed wiring. Wear and tear.

or 0 pts

45b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Same as public areas and should be assessed as part of the public areas, if in an open plan area. Assessed separately, if it is a 

separate room.  

DINING FACILITIES

SUB-TOTAL GENERAL FACILITIES
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45c-e Universal Accessibility No requirements

46a.  Furnishings Max 20 pts Comments

Outstanding Extremely comfortable dining chairs with significant space to move around, in and out of the tables. 

Outstanding quality upholstery and workmanship in the furniture and superbly co-ordinated.

20 pts

or Excellent High degree of comfort. Well-spaced chairs of appropriate height for tables.  Co-ordinated themed 

design.  Spacious tables.

or  18 pts

or Very Good All of very good quality but not necessarily the same design although co-ordinated. Spacious tables. or  15 pts

or Good Tables large enough for uncluttered use. May be a mix of styles, but all in good order. Basic dining 

furniture design.

or 8 pts

or Acceptable Basic dining furnishings of an acceptable quality and fully functional. Tables big enough for 

uncluttered use. 

or  4 pts

or Unacceptable Inadequate table size. Cluttered and inconvenient. Cramped and uncomfortable layout. or 0 pts

46b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

46c. Communication Accessibility 

Offer choice of seating away from the noise to provide suitable environment

46d. Visual Accessibility 

Pathways between restaurant tables and chairs to be un-obstructed and at least 90cm wide. 

Furniture should have rounded edges for guests with functional visual limitations.

Fixed, level, matt and slip-resistant surfaced floor finishes.

Doors must be able to open fully against adjacent wall.

The wider leaf of double doors of unequal widths must all be located on the same side throughout the 

length of any passageway. 

A selection of chairs to be with and without arm-rests. 

Tableware to contrast with the table surface or tablecloth. [Tableware should contrast with the table 

surface in order for guests with varying degrees of functional visual limitation to be able to clearly 

differentiate between elements.]

Interior décor with tonal contrast between the critical surfaces. 

Labels available in Braille
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Tick / Tick / Tick /

46e. Mobility Accessibility Cross Cross Cross

Size of opening leaf of all doors [the clear opening must be measured with door in 90-degree open 

position and must measured at least 90cm to enable a mobility aid user to gain access].

or 85cm 
or

or  75cm
or

Provision of handles on doors which should be located between 80cm and 120cm. [This handle must 

be at least 12cm in length and be easy to grasp so that a seated user can easily open and close 

doors]. Handle must be "D"-Shaped

Clear un-obstructed access between furniture & fittings no less than 120cm in width. [This ensures 

that a guest using a mobility aid (e.g. wheelchair) can pass through without obstruction].

or  100cm in width
or

or  90cm in width
or

Tables to be 80cm high with at least 76cm clear space below. [This ensures that a seated user may 

pass through without obstruction].

A selection of chairs to be with and without arm-rests 

Where provided, bars, buffets and servery areas must have a permanent lowered section at a height 

of 80cm from the floor to enable shorter and seated guests to comfortably reach whatever is being 

served without any obstruction. Table service must provided in addition to a lowered section.

Where provided, bars, buffets and servery areas must have a permanent lowered section at a height 

of 80cm from the floor to enable shorter and seated guests to comfortably reach whatever is being 

served without any obstruction. 

Staff assistance available at buffet/ serveries/ bars.

47a.  Flooring and Ceiling Max 15 pts Comments

Outstanding Ceilings of outstanding quality with additional architectural features. Outstanding quality carpets and 

rugs. Pristine hardwood floors or luxurious tiles free of chips or damage. Ceilings completely free of 

any maintenance requirements and have additional architectural features.

15 pts

or Excellent Excellent quality fitted carpets (high percentage wool content), excellent quality pile and underlay. 

Alternatively excellent quality domestic carpeting, fit for purpose. Excellent quality wooden or tiled 

flooring with high quality occasional rugs or mats. Ceilings to be of an excellent quality.

All of the above should be professionally fitted and  painted.

or 12 pts

or Very Good Very good quality carpets with no stains, burns or marks, etc.  Alternatively new carpet with higher 

percentage of man-made fibre.  Wooden or tiled flooring with high quality rugs.  Ceiling of very good 

quality. Professionally fitted and painted.

or 10 pts

or Good Good quality carpet with flattening in areas of most traffic or cheaper new carpet.  Good quality 

wooden or tiled floors.  Ceiling of a reasonably good quality, competent and clean job of application of 

paint.  

or 6 pts

or Acceptable Carpets showing signs of use however no holes, tears or burns of other defects that render the 

carpet unsound.  Vinyl or flooring of an acceptable quality.  Ceiling also of an acceptable quality but 

no evidence of sagging.

or 3 pts

NB: In all levels there may be a high quality natural alternative to carpeting, tiles or wooden floors. In 

these cases the intrinsic quality and condition would be assessed, taking the style of the property into 

consideration.

Same as public areas and should be assessed as part of the public areas, if in an open plan area. Dining area assessed separately, if it 

is a separate room.
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or Unacceptable Carpets with distinct signs of wearing, visible canvas or backing fabric, patches, stains, 

discolouration, obvious seams. DIY fitting with gaping joints, gaps between carpet and wall.  Several 

unmatched styles or newer carpets laid on top of damaged or worn-through older ones.  Wooden 

floors that have aged ï now in need of a new coat of varnish, with worn and stained rugs. Missing 

tiles and obvious chips. Poor quality sagging ceilings and evidence of water seepage.  Stained 

paintwork, old and amateurishly done.

or 0 pts

47b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

47c. Communication Accessibility No requirements

47d. Visual Accessibility 

Fixed, level, matt and slip-resistant surfaced floor finishes. 

47e. Mobility Accessibility Minimum Requirements Met

48a.  Lighting Max 15 pts Comments

Outstanding Overall outstanding standard of illumination providing sufficient light for all purposes but also 

designed for good effect ï showing off features in rooms or corridors. All lights and shades of 

outstanding quality manufacture and in outstanding working order. No harsh fluorescent lighting.

15 pts

or Excellent Beautiful spread and quality of light, designed to maximise the effect of highlighting features in 

rooms. Excellent quality fittings and shades superbly co-ordinated with other décor. 

or 12 pts

or Very Good Very good quality fittings with more than adequate spread of illumination for practical use, though no 

or limited use of sophisticated lighting ñeffectsò.  Occasional lamps, reading lights, perhaps picture 

lights.

or 10 pts

or Good More than minimal lighting with medium quality fittings. No burnt shades, ageing lamps, etc. Main 

light plus one or two small occasional lamps. No extra lights for effect.

or 6 pts

or Acceptable Enough light for practical use, but nothing more. or 3 pts

or Unacceptable Low quality fittings in poor condition. Exposed, fraying wires, wobbly fittings, loose plugs.  Dim, 

gloomy effect creating dark areas.  Glaring, irritating, harsh fluorescent lights with no diffuser.

or 0 pts

48b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Same as public areas and should be assessed as part of the public areas, if in an open plan area. Dining area assessed separately, if it 

is a separate room.   

Copyright, TGCSA 2010



Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

48c. Communication Accessibility 

Lighting must be even and well lit with minimum lighting levels of 200 lux

48d. Visual Accessibility 

Lighting must be even and well lit with minimum lighting levels of 200 lux

48e. Mobility Accessibility 

Lighting must be even and well lit with minimum lighting levels of 200 lux

49a. Menu Presentation Max 15 pts Comments

Outstanding Beautifully bound, clear and well presented menu. Extensive wine section within the menu and 

potentially even recommended wines accompanying different dishes on the menu. Waitrons ability to 

provide verbal presentation of specials of the day. 

15 pts

or Excellent Clear, informative layout with attractive design. Wine set out in clear sections with options available. 

Menu items could be explained. 

or 12 pts

or Very Good Very good standard of presentation. Where wines are not available they are clearly marked  within 

the menu. 

or 10 pts

or Good Clear layout but not a top quality presentation.   Large majority of wines available, those that are not, 

are clearly marked.

or 6 pts

or Acceptable Clear layout but not a top quality presentation. Some wines out of stock. Not marked as such. Menu 

provided on a blackboard as well.

or 3 pts

or Unacceptable Dirty, dog-eared.  Difficult to read.  Wine list out of date, bearing little relation to what is available, 

worn and grubby. With grease, thumbprints, wine stains, and written corrections.

or 0 pts

Additional points 

Menu's are printed on recycled paper 1 pt 

49b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

49c-e Universal Accessibility Minimum Requirements Met

50a. Table Appointments Max 15 pts Comments

Outstanding Outstanding quality cutlery and crockery all highly co-ordinated and matching, including additional 

accessories. Luxurious linen crisply ironed and showing no stains whatsoever. Large range of cutlery 

and glassware  to complement a range of uses. Provision of appropriate styles of cutlery for different 

functions and different glasses or crystal for different uses.

14 pts

or Excellent An emphasis on style and excellent quality (stainless steel, silver, etc).  All cutlery and crockery of 

excellent quality, matching and co-ordinated. Additional features such as vases, candlesticks, 

coasters, etc should be present. Excellent quality linen and large napkins. Equally excellent quality 

accessories e.g. ice buckets, sauce boats and jam pots, etc.  Provision of appropriate styles of 

cutlery for different functions and different glasses or crystal for different uses.

or 12 pts

Cognisance will be taken of the nature and style of the establishment.
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or Very Good Items of similar style and quality as above but perhaps more limited in range, fewer glasses, smaller 

napkins. Alternatively, very good quality domestic crockery rather than professional china. Fine glass 

rather than crystal. Very good quality stainless steel rather than silver, etc.

or 10 pts

or Good Good domestic cutlery and crockery with main service matching. Perhaps accessories of different 

style but good quality. Thick (multi-ply) paper napkins.  

or 6 pts

or Acceptable Variety of styles and  acceptable quality.  Napkins of an acceptable quality. Sauces in bottles and or 

sachets.

or 3 pts

or Unacceptable Mismatched patterns. Cracks, chips, well-used appearance.  Pyrex or low quality functional crockery.  

Small, thin (one-ply) napkins.  Sticky sauce bottles on table.

or 0 pts

Additional points 

Table linen  (table cloth & serviettes) are reusable (washable fabric) or made from recycled paper. 1 pt 

50b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

50c. Communication Accessibility No Requirements

50d. Visual Accessibility 

Tableware to contrast with the table surface or tablecloth. [Tableware should contrast with the table 

surface in order for guests with functional visual limitations to clearly differentiate between elements].  

50e. Mobility Accessibility No Requirements

51a. Atmosphere or  Ambience Max 15 pts Comments

Outstanding Exceptional combination of outstanding quality décor, lighting and acoustics. Very spacious and well 

planned layout of tables. Exclusive element to the ambience.

15 pts

or Excellent Harmonious combination of décor and lighting.  Spacious room and good layout of tables.  Themes 

or designs may add to the ambience.  

or 12 pts

or Very Good Very little background noise.  Tables quite close but with sufficient space to allow private 

conversation, staff and customers to pass without inconvenience.

or 10 pts

or Good Perhaps busy, with some background noise but not intrusive. Tables quite close but with sufficient 

space to allow private conversation, staff and customers to pass without inconvenience.

or 6 pts

or Acceptable A certain amount of noise and activity from other areas. or 3 pts

or Unacceptable Very crowded, cramped, uncomfortable.  Awkward access. Loud noises.  Very stuffy. Impossible to 

have privacy.  Clutter all around. Intrusive noise and smell.

or 0 pts

51b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15
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Universal Accessibility Comments 

Tick / Tick / Tick /

51c. Communication Accessibility Minimum Requirements Met Cross Cross Cross

51d. Visual Accessibility 

Low ambient noise levels.

51e. Mobility Accessibility 

Clear un-obstructed access between furniture & fittings no less than 120cm in width. [This ensures 

that a guest using a mobility aid (e.g. wheelchair) can pass through without obstruction].

or  100cm in width
or

or  90cm in width
or

52a.  Dinner Presentation Max 15 pts Comments

Outstanding Exemplary presentation on outstanding quality plates with exquisite garnishes. Outstanding quality 

combination of flavours, colours and textures, served at just the right temperature.

15 pts

or Excellent Well presented on appropriate plates with attractive garnishes. Pleasing combination of colours, 

textures, and shapes. Care in execution with attention to visual appeal. Carvery to be attended and 

refreshed. Buffet replenished and refreshed. 

or 12 pts

or Very Good Obvious care and attention to detail with visual effect. or 10 pts

or Good Attractive arrangement and garnishes. Tendency to follow standard garnishing. or 6 pts

or Acceptable Food presented in an acceptable manner but with a variety of colours and textures. Minimal 

garnishing. 

or 3 pts

or Unacceptable Badly presented. No variety of colours and textures. Dull combination. No garnish. No careful 

arrangements. Some drying out of food, wrinkled skin on sauce.  Lukewarm.

or 0 pts

52b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

52c. Communication Accessibility Minimum Requirements Met

52d. Visual Accessibility 

Labels available in Braille

52e. Mobility Accessibility 

A permanently lowered section for buffet must be provided, at a height of 80cm. In addition, table 

service must be offered on request.

Staff assistance provided at buffet/ servery. 
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53a.  Dinner Quality Max 20 Pts Comments

Outstanding Unique, outstanding quality dishes using the best quality ingredients. Outstanding variety on the 

menu. Superb attention to detail and combinations of flavours. Minimum three course meal of entrée, 

main (choice of three) and dessert.

18 pts

or Excellent Skilful use of finest, fresh ingredients. Could be simple in style but with great attention to detail and 

quality. Everything prepared to the right degree. Good balance on menu with something for all tastes.

or  15 pts

or Very Good Evidence of aiming for very good quality. Very good quality fresh ingredients. or  12 pts

or Good A mixture of fresh ingredients and well prepared meals.  Obvious care and attention paid to 

preparation but simpler in style.

or  8 pts

or Acceptable Acceptable quality food prepared in a basic way with minimal options and variety but sufficiently warm 

and appetising.

or  4 pts

or Unacceptable Lowest quality ingredients, poorly prepared. Burnt, dried out, over salted.  Unappetising and inedible. or 0 pts

Additional points 

Ingredients bought in bulk where possible (decreases packaging used and waste) 2 pts 

53b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

54a.  Breakfast Presentation and Quality Max 15 pts Comments

Outstanding Superb range of hot and cold food. Plated main course and eggs cooked to guests order. 

Outstanding quality fresh ingredients and wide choice. Specialty foods and unusual dishes. Table 

service essential.

15 pts

or Excellent Cold buffet neatly set out in attractive containers. May opt for plated cold courses. Preferably plated 

main course. Quality fresh ingredients. Wide selection of breads and pastries. Service must be 

offered.

or 12 pts

or Very Good Smaller range of items on buffet or fewer cold courses. Smaller range of cooked items.  Quality fresh 

ingredients. Perhaps lower skill in preperation, but noticeable attempt to provide very good quality 

and some unusual items.

or 10 pts

or Good Standard range of cold and hot courses. All ingredients of good quality. or 6 pts

or Acceptable Sufficient breakfast served however limited range of choice for cooked items. or 3 pts

or Unacceptable No choice. Low quality ingredients. Badly cooked. or 0 pts

54b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Copyright, TGCSA 2010



Universal Accessibility Tick / Tick / Tick /

Cross Cross Cross

54c. Communication Accessibility Minimum Requirements Met

54d. Visual Accessibility 

Labels available in Braille

54e. Mobility Accessibility 

A lowered section for buffet must be provided. A minimum of 80cm from the floor level. Table Service 

must also be provided on request.

SUB-TOTAL DINING 

FACILITIES 0 / 160

Communication Accessibility - Total Ticks / 2

Visual Accessibility - Total Ticks / 15

Mobility Accessibility - Total Ticks
/ 13

55a.  Welcome, Friendliness and Attitude Max 20 pts Comments

Outstanding Staff in all positions displaying friendly and helpful demeanour and willingness to assist in any 

situation. Extra attention paid at check-in, during meals and at check-out as to whether anything else 

can be done to make the stay more enjoyable. Display of ability to be sensitive and handle guests 

with disabilities. Proactive provision of tourist information, luggage assistance, car wash etc shown 

on an ongoing basis.

20 pts

or Excellent Warm friendly smile. Helpful attitude. Assistance with luggage and provision of information about the 

establishment. Everyone at the establishment shows a good rapport and willingness to please. 

or  18 pts

or Very Good Cheerful demeanour and attitude. Guests shown to room and given necessary information. Asked if 

anything else is required.

or  15 pts

or Good Pleasant appearance.  Willingness to help when asked. or 10 pts

or Acceptable Neutral behaviour but doing the job. or  5 pts

or Unacceptable Surly or rude behaviour. Clear indifference to guests. Irritation at being asked for anything. or 0 pts

55b. Maintenance and Condition Not applicable

Total Points Allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

55c. Communication Accessibility 

On arrival the guest is offered a full orientation tour.

55d. Visual Accessibility 

Large text copies of all check in information and information provided in the bedroom.

55e. Mobility Accessibility 

DINING FACILITIES UNIVERSAL ACCESSIBILITY GRADING

GENERAL SERVICES AND SERVICE
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On arrival the guest is offered a full orientation tour.

56a.  Appearance of Staff Max 20 pts Comments

Outstanding Immaculate presentation. Highest quality and professional uniforms. Pristine grooming including very 

neat hair and polished shoes.

20 pts

or Excellent Clean, neat, appropriate dress.  A general smart, well-groomed appearance. Sleeves, trousers and 

skirts the right length. Clothing fresh and well ironed. Hair clean and under control. Hands and 

fingernails clean. Polished shoes.

or  16 pts

or Very Good Approaching excellent, but lacking the final touch. All clothing clean. or  12 pts

or Good A noticeable attempt to be smart. No stains, tears, etc. or 8 pts

or Acceptable Basic uniform but clean and tidy. Neat and hygienic appearance. or  4 pts

or Unacceptable Clothing dirty, stained, frayed, holed. Dirty shoes. Hands and fingernails grubby.  Hair unwashed and 

out of control. Unshaven. Personal hygiene lacking.

or 0 pts

56b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

56c. Communication Accessibility 

Reception counter fitted with inductive loops. 

A chart with basic signs to be kept at reception. 

A staff member that has basic knowledge of sign language and lip reading should be available at 

reception.

There should be access to sign language interpreter/ lip-speaker practitioner and Deaf/ Blind 

interpreter, to facilitate communication at different levels.

56d. Visual Accessibility 

Approach to the entrance free of projecting obstructions or features. 

Entrance route surface firm, even and slip resistant. 

Doors should always be fully closed or held open.

Contrasting colour and texture floor surface space on the inside and outside of entrance door. 

Door closers should incorporate a delay mechanism. 

Door furniture should incorporate a horizontal pull/ lever action handle

Directional and information signage in large format

There should be clear, unimpeded routes provided throughout the reception area identified by 

contrasting colours and textures and free from all obstacles.

All furniture to be 80cm high with solid sides up to 20cm above floor surface. 

Adequate lighting positioned to illuminate the faces of the reception staff and desktop without 

creating glare.

Low ambient noise levels. 

Braille, large print and audio information on establishment and surroundings. 

56e. Mobility Accessibility 

Provision for pull handle on main entrance door [this should measure at least 12cm in length and be 

easy to grasp at a height of 80cm to 120cm from the floor.]. Handle must be of a "D"-shaped type.

The nature of the establishment will be taken into account as formality may vary significantly. All staff should have name badges and 
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Hours of attendance [there should be 24 hour attendance at the door to provide assistance for those 

who need it].

or  18 hour or

or  12 hour or

Length of 80cm high and 120cm wide check-in counter or reception desk

or  100cm wide or

or  80cm wide or

Seating has been provided with a seat height between 45cm and 50cm from the floor. 

57a. Reservation, Check-in and General Efficiency Max 20 pts Comments

Outstanding Efficient and helpful telephone reservation. Ability to make a prompt and effective reservation 24 

hours a day. All details taken down and checked. Every booking confirmed by letter, fax, email or text 

message. Prompt thorough check-in. All essential information given to guests, layout of property, 

available facilities, meal times, etc. Any messages forwarded promptly. Efficient communication with 

other departments, porters, booking of restaurant tables, etc. Evidence of guest history program on-

line of guest reservation.

20 pts

or Excellent Reservations dealt with very effectively. Ability to make a prompt and effective reservation during the 

day and up to 11:00pm. Confirmation of booking provided on request. Check-in conducted very 

effectively and information on range of key facilities provided. All guests needs are met in a quick and 

effective manner and sometimes anticipated.

or 16 pts

or Very Good Reservations dealt with promptly. Ability to make a prompt and effective reservation during day and 

up to 9pm. All necessary information taken and provided.   Efficient check-in. Always given full 

information about facilities. Good responses to any requests. 

or 12 pts

or Good Reservations dealt with fairly well. All necessary information taken and provided. When registered 

key is given and guest is directed to room.  All requests dealt with pleasantly.

or 8 pts

or Acceptable Full guest details taken. Guests directed to their room and given a brief explanation of location of 

main hotel/lodge facilities in a straightforward manner.  

or 4 pts

or Unacceptable Name only taken. Key given without directions to room. Administrative errors not proficiently rectified. 

Surly manner. Marked reluctance to give any help.

or 0 pts

57b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

57c. Communication Accessibility 

Reception counter fitted with inductive loops. 

A chart with basic signs to be kept at reception. 

A staff member that has basic knowledge of sign language and lip reading should be available at 

reception.

There should be access to sign language interpreter/ lip-speaker practitioner and Deaf/ Blind 

interpreter, to facilitate communication at different levels.

A written information and emergency pack is provided to the guest upon check-in

57d. Visual Accessibility 

Approach to the entrance free of projecting obstructions or features. 

Entrance route surface firm, even and slip resistant. 

Doors should always be fully closed or held open.

Contrasting colour and texture floor surface space on the inside and outside of entrance door. 
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Door closers should incorporate a delay mechanism. 

Door furniture should incorporate a horizontal pull/ lever action handle

Directional and information signage in large format

There should be clear, unimpeded routes provided throughout the reception area identified by 

contrasting colours and textures and free from all obstacles.

All furniture to be 80cm high with solid sides up to 20cm above floor surface. 

Adequate lighting positioned to illuminate the faces of the reception staff and desktop without 

creating glare.

Low ambient noise levels. 

Braille, large print and audio information on establishment and surroundings. 

Minimum Requirements Met

57e. Mobility Accessibility 

Provision for pull handle on main entrance door [this should measure at least 12cm in length and be 

easy to grasp at a height of 80cm to 120cm from the floor.]. Handle must be of a "D"-shaped type.

Hours of attendance [there should be 24 hour attendance at the door to provide assistance for those 

who need it].

or  18 hour or

or  12 hour or

Length of 80cm high and 120cm wide check-in counter or reception desk

or  100cm wide or

or  80cm wide or

Seating has been provided with a seat height between 45cm and 50cm from the floor. 

Website provides sufficient pre-booking information on all services and facilities catering towards 

guests with functional mobility/ physical limitations. 

58a. Porterage Max 15 pts Comments

Outstanding Dedicated porterage staff dressed in identifiable porter uniform. Professional presence and always on 

hand to attend to guest needs. Staff taking control of luggage from guest's arrival outside to prompt 

delivery in bedroom. Same quality of service repeated on departure. Outstanding knowledge of 

accommodation, tourist attractions and visitor services throughout the city/area. 

15 pts

or Excellent Smart, helpful manner of staff readily available. Porters offer to assist guests with bags when they 

see guests who are carrying their own bags. Good knowledge of accommodation facilities and local 

area. 

or 12 pts

or Very Good Willing and friendly. Reasonably knowledgeable about most matters, willing to find out more.  May 

have other duties but endeavour to be prompt.

or 10 pts

or Good Member of staff available to carry bags although they may have other duties. Cheerful, but not 

necessarily skilled in dealing with matters outside hotel/lodge environs. Happy to help where he or 

she can.

or 6 pts

or Acceptable Assistance with luggage available on request throughout the day and evening. or 3 pts

or Unacceptable Bags ignored or taken to wrong room with error not proficiently rectified. Great difficultly in finding a 

porter when one is required. Unforthcoming, unhelpful and clearly resents having to carry other 

peopleôs bags. Not interested in helping guests.

or 0 pts

58b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Porterage may not apply to all serviced accommodation, but some assistance with luggage is expected at all 4- and 5-star hotels and 

lodges
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Total Points Allocated 0
/ 15

58c. Universal Accessibility Minimum Requirements Met

59a.  Room Service Max 20 pts Comments

Outstanding High standard of promptness and efficiency. Telephone answered promptly. Order delivered with 

minimal delay. Attentive manner. Orders correct no items wrong or missing. Appropriate condiments. 

Attractive presentation. Cutlery and napkin provided. Dirty dishes removed at earliest convenience.

20 pts

or Excellent Order taken in pleasant manner. Delivered promptly. Pleasant attitude.  Order correct. Asks if 

anything else required. Tray collected from outside room. 

If outsourced a tray (or table), plate, and cutlery is provided by the accommodation establishment, on 

which the guest can place their food.

or  16 pts

or Very Good Order taken in a polite and pleasant manner. Delivered in a reasonable time. or  12 pts

or Good Order taken efficiently. No undue delay. Order correct and no condiments missing.  or 8 pts

or Acceptable Some items on room service menu not available. Some delay in answering phone.  Occasional small 

mistake on the order. Neutral attitude. Told to leave tray outside room.  

or  4 pts

or Unacceptable Long delay in answering phone. No knowledge of what is available. Room service not available until 

chefs come in for shift. Order wrong. No tray. Dirty dishes never taken or left for a long time to clear 

away.

or 0 pts

59b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20

59c. Universal Accessibility Minimum Requirements Met

60a. Laundry Service Max 10 pts Comments

Full laundry/dry cleaning service ( 6 days a week) 7 pts

or or limited laundry / dry cleaning service (minimum 3 days) or  4 pts

or or communal laundry provided or  2 pts

Express service available ( 2 hours or less) 3 pts

60b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 10

60c. Universal Accessibility No requirements

61a.  Meal Service Max 20 pts Comments

Outstanding Exceptionally friendly, polite and professional staff. Very high level of knowledge about food and wine 

and recommendations provided to guests based on gaining an understanding of guest preferences 

and then applying knowledge of the best match of food and wine. Timing of courses is impeccable. 

Serviette replaced folded up every time guest leaves the table. Drinks topped up at regular intervals 

without being intrusive.

20 pts

Applies to outsourced as well as internal room service.
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or Excellent Cheerful friendly, polite and well-trained staff.  Well-informed about food and wine.  High standard of 

personal cleanliness.  Prompt and efficient service.  Correct cutlery and glasses supplied for each 

meal.  Good judgement on timing of courses and drinks.  Any further needs are responded to. For 

breakfast a cheerful welcoming. Prompt service, dirty dishes cleaned promptly and top-ups noted.

or  18 pts

or Very Good

Well-motivated staff and evidence of them aspiring to get to an excellent standard. 

 Very good knowledge of food & wine.  

or  15 pts

or Good Friendly staff, efficient service. Good  knowledge of food & wine. Requests dealt with 

pleasantly

or Acceptable
Acceptable service levels. Neutral attitude by staff who are able to assist to a degree

or Unacceptable Inefficient slow service. Dirty dishes not cleared. Inappropriate cutlery and glasses 

supplied for each meal.  Lack of knowledge of food/wine. Unfriendly and unhelpful 

demeanour. Unwillingness to assist. 

61b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

61c. Universal Accessibility Minimum Requirements Met Comments 

62a. Check-out Efficiency Max 20 pts Comments

Outstanding Bill pre-prepared and every item explained by receptionist. Staff efficient with all methods of payment. 

Guests asked if they enjoyed their stay and if there was anything that didn't meet their expectations. 

Guests also asked if they would like to be kept up to date with any future specials or special events. 

Positive last impression.

20 pts

or Excellent Prompt attention. Bill correct in all details. Every item explained by receptionist.  Guests asked if they 

enjoyed their stay. Positive last impression. Staff well versed in all methods of payment.

or 18 pts

or Very Good Prompt attention and billed correct.  Attempt at excellence. Cheerful demeanour. or 15 pts

or Good Bill correct.  Staff professional, friendly and efficient towards departing guests. or 10 pts

or Acceptable Bill correct. Staff are efficient. or  6 pts

or Unacceptable Bill wrong and unexplained. Staff have no idea and are unwilling to assist the guests.  Surly manner. 

Long wait. Staff unable to manage some forms of payment.

or 0 pts

62b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

62c. Universal Accessibility Minimum Requirements Met

63a.  Tourist Information Max 20 pts Comments
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Outstanding Information pack in bedrooms, reception or lounge. Information covers immediate and surrounding 

area as well as specific accommodation information. Books, pamphlets on matters of local interest, 

leisure facilities, etc.  Personally prepared information. Staff well versed on relevant tourist 

information. Staff willing to assist and inform tourists on the local area. High attention to personalised 

itineraries and personal interest in guestôs information requirements. Tour booking service available. 

Information services available via TV or touch screens in reception area. A concierge services is also 

available

20 pts

or Excellent Tourist information provided at reception or in rooms. Staff have good knowledge of local attractions 

and can provide it if asked. Staff are willing to assist with bookings of activities if requested. A 

concierge services is also available

or  16 pts

or Very Good As above but a small range of tourist information. or  12 pts

or Good Fewer pamphlets available on surrounding area. Staff able to assist to a degree. or 8 pts

or Acceptable Very limited and minimal information at reception only. Staff lack in some areas of required 

knowledge but can point customer in direction where they can get additional information.

or  4 pts

or Unacceptable No information or out-of-date information. Staff unable to assist. or 0 pts

63b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20
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Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

63c. Communication Accessibility 

Assistance with information about accessible tourism products and bookings provided by hotel/lodge 

staff. 

Clear and plain format and presentation of brochures and websites, to provide clear and articulate 

information that will minimize the need to be explained by telephone or other media.

63d. Visual Accessibility 

Assistance with information about accessible tourism products and bookings provided by hotel/lodge 

staff. 

63e. Mobility Accessibility 

Assistance with information about accessible tourism products and bookings provided by hotel/lodge 

staff. 

64a.  Responsible business practices Max 30 pts Comments

Ingredients bought in bulk where possible (decreases packaging used and waste) 4 pts 

Water efficient dishwashers installed in the hotel/lodge's kitchen. 5 pts 

Dishwashing detergent is biodegradable. 5 pts 

Green waste is composted 4 pts 

Guests are informed (by staff as well as signage / information packs) of any environmental initiatives 

that may be implemented at the property. 

3 pts 

All paper products (forms, menu's, letterheads, photo-copy paper) are made from recycled paper. 3 pts 

Printer cartridge recycling (proof of receipts of used cartridges) 4 pts 

Paper recycling program in place. 4 pts 

64b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 30

64c. Universal Accessibility No requirements

65a. Communications and Business 

Facilities

Max 20 pts Comments

Automatic direct dial/operator assisted phones - 24 hours 4 pts

or  Operator assisted - limited access or  3 pts 

or  pay telephone/office phone only (24 hr access) or  2 pts

Current local phone book provided in all rooms 1 pt

Additional handset provided in each room 2 pts

Service directory and operating instructions provided 2 pts

Dedicated data line provided in room 4 pts

or  internet access in each room or  3 pts

Business desk provided (in addition to table/bench) 3 pts

Internet kiosk on property 2 pts

Photocopying facilities 2 pts

65b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20
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Universal Accessibility Comments Tick / Tick / Tick /
Cross Cross Cross

65c. Communication Accessibility 

Flashing light indicating incoming calls

65d. Visual Accessibility 

All general information available in large print, Braille and audio format

65e. Mobility Accessibility Minimum Requirements Met

SUB-TOTAL GENERAL SERVICES / SERVICE 
0 / 215

Communication Accessibility - Total Ticks / 10

Visual Accessibility - Total Ticks
/ 16

Mobility Accessibility - Total Ticks / 9

GENERAL SERVICES UNIVERSAL ACCESSIBILITY GRADING
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66a. Bedrooms Max 20 pts Comments

Outstanding Very high standard of thorough cleanliness and attention to detail. Well-made beds.  No blown bulbs 

or broken equipment.  Turndown service. Room tidied, any trays taken away.  Lights on and curtains 

drawn in the evening.

20 pts

or Excellent High standard of cleanliness.  Room tidied, any trays taken away.  Lights on and curtains drawn in 

the evening. 

or 16 pts

or Very Good High standard of cleanliness. Room tidied, any trays taken away. or 12 pts

or Good All surfaces free from dirt and polished. or 8 pts

or Acceptable Clean and well maintained area. or 4 pts

or Unacceptable Very heavy dust on all surfaces. Debris in wardrobes, drawers. Bits of paper, threads and other 

items, grit, etc on carpet. Long-term neglect. A number of major maintenance issues. Blown bulbs or 

broken equipment.

or 0 pts

66b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

66c Communication Accessibility 

Not applicable  

66d Visual Accessibility 

House-keeping staff to be aware of possible requirements of a guest with a functional visual 

limitation.

House-keeping staff to ensure all room accessories and equipment are within easy reach for guests 

with functional visual limitations. Care to ensure everything remains in the same place.

66e Mobility Accessibility 

House-keeping staff to ensure all room accessories and equipment are within easy reach for guests 

with functional mobility limitations. 

House-keeping staff to ensure all that space between furniture meet UA requirements 

67a.  Guest Bathrooms Max 20 pts Comments

Outstanding Fastidious attention to hygiene. All surfaces gleaming. Clean, fresh smell. High level of efficiency. 20 pts

or Excellent Generally very high standard, surfaces gleaming. Clean, fresh smell. or 16 pts

or Very Good  Surfaces all clean. Floors clean. or 12 pts

or Good Surfaces generally clean. Evidence of some cracks in tiling or worn surfaces. Floors clean. or 8 pts

or Acceptable Surfaces and flooring clean. or 4 pts

or Unacceptable Low standard of housekeeping. Dirt and dust on all surfaces. Long-term encrusted grime in 

inaccessible places. Dirt, dust and hairs on floor, in corners. Flooring around toilet stained, smelly.

or 0 pts

67b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 20

Universal Accessibility Comments Tick / Tick / Tick /

 HOUSEKEEPING SERVICES
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Cross Cross Cross

67c Communication Accessibility 

Not applicable 

67d Visual Accessibility 

House-keeping staff to be aware of possible requirements of a guest with a functional visual 

limitation. 

House-keeping staff to ensure all bathroom accessories and equipment are within easy reach for 

guests with functional visual limitations. Care to ensure everything remains in the same place.

67e Mobility Accessibility 

House-keeping staff to ensure all bathroom accessories and equipment are within easy reach for 

guests with functional mobility and physical limitations. 

68a.  Public Areas Max 15 pts Comments

Outstanding All well vacuum cleaned.  Table surfaces well polished. Ashtrays clean. nFlowers fresh and well 

arranged. Newspapers, books, etc up to date and tidy. 

15 pts

or Excellent High level of cleanliness. Generally a very good level of vacuum cleaning and dusting. Everything tidy 

and well arranged.

or 12 pts

or Very Good Very good level of cleanliness. Easy seating area may have ñlived-inò feel with some books, 

magazines, etc on tables.

or 10 pts

or Good Generally clean, neat and well arranged. or 6 pts

or Acceptable Clean and tidy. Books and magazines in tidy piles. or 3 pts

or Unacceptable Generally neglected housekeeping. Carpets badly vacuum cleaned.  All surfaces dirty or dusty.  

Cobwebs, dead insects. Dead or wilting plants.  Ashtrays not emptied.  Newspapers, magazines and 

books on floor.  Dirty glasses or cups on tables. Clutter.

or 0 pts

68b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 15

Universal Accessibility Comments 

68c Communication Accessibility 

No requirements

68d Visual Accessibility 

Minimum Requirements Met

68e Mobility Accessibility 

Minimum Requirements Met

69a.  Public Toilets Max 15 pts Comments

Outstanding Fastidious attention to hygiene. All surfaces gleaming. Clean and fresh smell.  High level of 

efficiency. 

15 pts

or Excellent Generally very high standard, but perhaps one or two slight lapses. or 12 pts

or Very Good Surfaces all  spotlessly clean and well maintained. or 10 pts

or Good Surfaces all clean and well maintained. or 6 pts

or Acceptable Clean and well maintained. or 3 pts

or Unacceptable Low standard of housekeeping. Dirt and dust on all surfaces. Long term encrusted grime in 

inaccessible places. Dirt and hairs on floor, in corners. Flooring around toilet stained and smelly. 

or 0 pts
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69b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0
/ 15

69c Universal Accessibility

No requirements

70a.  Restaurant / Dining area Max 20 pts Comments

Outstanding All areas immaculately clean. Tables always set to pristine standard. 20 pts

or Excellent High standard of cleanliness in all areas. No evidence of previous meals. Efficient cleaning. Tables 

always set-up to high standard. 

or  16 pts

or Very Good Generally high standard of cleanliness ï no dirt, dust, etc. May be some clutter. Pile of menus, wine 

lists, etc.  

or  12 pts

or Good Always tidy and clean in time for beginning of meal service. Generally good standards of cleaning and 

tidiness.

or 8 pts

or Acceptable Generally clean and well maintained.  or  4 pts

or Unacceptable Untidy. Dusty, crumbs on carpet, surfaces smeared, ring marked. Dead or dying flowers. Untidy piles 

of menus etc scattered around. Marks, stains on tablecloths. Dirty, unclean ashtrays.

or 0 pts

70b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total Points Allocated 0

/ 20

Universal Accessibility Comments Tick / Tick / Tick /

Cross Cross Cross

70c Communication Accessibility 

No requirements

70d Visual Accessibility 

House-keeping staff to ensure that public areas are cleared of any obstacles that may cause possible 

injury to a guest.

70e Mobility Accessibility 

House-keeping staff to ensure that public areas are cleared of any obstacles that may cause possible 

injury to a guest.

0 / 90SUB-TOTAL HOUSEKEEPING SERVICES
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Communication Accessibility - Total Ticks
/ 0

Visual Accessibility - Total Ticks / 5

Mobility Accessibility - Total Ticks / 4

71a. Specific Features Max 35 pts Comments

Large in-ground swimming pool ( more than20m x 5m) 4 pts

or Medium in ground pool (more than 12m x 4 m) or  3 pts

or  Small in ground pool ( less than 12m x 4 m) or 2 pts

Pool useable in all seasons 2 pts

Sauna 2 pts

Spa bath/hot tub 2 pts

Steam room 2 pts

Massage provided in-house (professional) 2 pts

Tennis (full size court) 3 pts

or  Tennis (half court) or  2 pts

Gym 2 pts

Playground 1 pt

Comprehensive recreation room 2 pts

Braai Area 2 pts

Luggage storage (early arrivals/late departures) 2 pts

Kids Club/Childcare facilities 2 pts

Customer feedback card/mechanism 3 pts

Public space includes a toilet for disabled people to access 4 pts

71b. Maintenance and Condition

No Maintenance and Condition issues identified 0 pts

Minor Maintenance and Condition issues  identified or - 2 pts

Major Maintenance and Condition issues identified or - 5 pts

Total points allocated

0 / 35

SUB-TOTAL ADDITIONAL FACILITIES
0 / 35

TOTAL : CATEGORY SPECIFIC CRITERIA - Formal Service Accommodation
0 / 500

Communication Accessibility - GRAND TOTAL TICKS
/ 27

Visual Accessibility - GRAND TOTAL TICKS
/ 97

Mobility Accessibility - GRAND TOTAL TICKS
/ 108

TOTAL : UNIVERSAL ACCESSIBILITY GRADING

ADDITIONAL FACILITIES / SERVICES

HOUSEKEEPING SERVICES UNIVERSAL ACCESSIBILITY GRADING
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0

0

0

PUBLIC AREAS 0

GENERAL FACILITIES 0

FINAL TOTAL SECTION 1: STANDARD CRITERIA 0 / 500

Section 2: Category Specific Criteria - FORMAL SERVICE ACCOMMODATION

DINING FACILITIES 0

GENERAL SERVICES / SERVICE 0

HOUSEKEEPING SERVICES 0

ADDITIONAL FACILITIES 0

FINAL TOTAL SECTION 2: CATEGORY SPECIFIC CRITERIA - FORMAL SERVICE ACCOMM 0 / 500

GRAND TOTAL: SECTION 1 + SECTION 2 0 / 1000

RECOMMENDED STAR GRADE: Star

BATHROOM

FINAL POINTS SUMMARY

Section 1: Standard Criteria

BUILDING EXTERIOR

BEDROOM
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Acceptable All Communication Accessibility Minimum Requirements Met

Level 1 17 Ticks Required for Communication Accessibility Requirements Met

Level 2 23 Ticks Required for Communication Accessibility Requirements Met

Level 3 27 Ticks Required for Communication Accessibility Requirements Met

0

RECOMMENDED COMMUNICATION ACCESSIBILITY AWARD: Award

VISUAL ACCESSIBILITY

Acceptable All Visual Accessibility Minimum Requirements Met

Level 1 61 Ticks Required for Visual Accessibility Requirements Met

Level 2 92 Ticks Required for Visual Accessibility Requirements Met

Level 3 97 Ticks Required for Visual Accessibility Requirements Met

0

RECOMMENDED VISUAL ACCESSIBILITY AWARD: Award

Acceptable All Visual Accessibility Minimum Requirements Met

Level 1 88 Ticks Required for Visual Accessibility Requirements Met

Level 2 100 Ticks Required for Visual Accessibility Requirements Met

Level 3 108 Ticks Required for Visual Accessibility Requirements Met

0

RECOMMENDED MOBILITY ACCESSIBILITY AWARD: Award

MOBILITY ACCESSIBILITY

Total Visual Accessibility Ticks Obtained

FINAL POINTS SUMMARY

FINAL TOTAL UNIVERSAL ACCESS CRITERIA

COMMUNICATION ACCESSIBILITY

Total Communication Accessibility Ticks Obtained

Total Visual Accessibility Ticks Obtained
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Assessor

Assessor

Drinks R

Facilities that have been provided and Services Rendered by the Property Owner/ Manager/Representative to the Assessor in respect of 

the stay of the Assessor during the assessment of the Property are the following:

Assessment Consultation

This form was completed in consultation with the property owner/manager/representative on the day 

of assessment.

The property owner/manager/representative hereby accepts and acknowledges the assessment

recommendation of a ééé..Star Grading (indicate in words the Star Grading e.g One Star, Two

Star) that will be submitted to a monthly Awards Committee meeting.

Property Owner/Manager/Representative

Name Signature Date

Other (please specify)

Other (please specify)

Total Value

R

R

R

R

Date

Accommodation R

Meals R

We place on record that the total monetary value (or equivalent) of the facilities provided and services rendered by the property 

owner/manager/representative to the assessor during the assessment of the property is as follows:

Name Signature

Name Signature Date

Telephone Calls R

Property Owner/Manager/Representative

Name Signature Date

Other (please specify)
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Assessor

Other Services

In addition to an assessment for the purpose of awarding Star Grading in terms of the Tourism Grading Scheme of South Africa, the assessor

provided, introduced and/or marketed the following services during the course of this assessment (please describe the nature of the service/goods

sold):

We confirm that these services and/or goods sold/offered did not in any way impact on the objectivity of this assessment.

Property Owner/Manager/Representative

Name Signature Date

Name Signature Date
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Assessor

Dispute/Disagreement

In the event of a dispute or disagreement between the assessor and the property owner/manager/ representative, this section must be completed.

The property owner/manager/representative and the assessor place on record that the outcome of this assessment is disputed by the property 

owner/manager/representative.

It is further confirmed that the assessor and the property owner/manager/representative are unable to reach consensus on the assessment of the property.

Details of the dispute and the discussion held between the assessor and the property owner/manager/representative in an attempt to reach an amicable settlement of the 

dispute/disagreement is set out hereunder:

Agreed as a true reflection of the dispute/disagreement:

Property Owner/Manager/Representative

Name Signature Date

Name Signature Date

95


