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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

Tourism is one of the world's major economic segments and is a target of increasing attention due to its
potential to contribute to sustainable development and the impacts that it may have in environmental,
social and economic areas.

Organizations of all types in the tourism sector are increasingly recognizing the need to address
sustainability issues in their practices. This document provides requirements for a sustainability
management system for accommodation establishments that wish to develop and implement
sustainable policies and objectives in the management of their activities, products and services.

This|document has been drafted to help accommodation establishments of all sizes, frgm different
geographical, cultural and social backgrounds, to improve sustainability in their related‘activities.

This|document has four annexes. Annexes A, B and C are normative and refer'to*each pf the three
dimgnsions of sustainability (environmental, social and economic). Annex D is infermative gnd provides
exanpples of sustainability practices.

This| document can also be used as a reference for accommodationestablishments, [in order to
consjstently implement and maintain practices that contribute to a major goal in sustainabje tourism.

© ISO 2018 - All rights reserved v
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INTERNATIONAL STANDARD ISO 21401:2018(E)

Tourism and related services — Sustainability
management system for accommodation establishments —
Requirements

1 Scope

Thisdocument specifies environmental, social and economicrequirements to implement a sdlstainability
management system in accommodation establishments in the tourism sector.

This|document applies to the aspects that can be controlled by the accommodatioh.establighments and
over [which they can exert influence.

This|document is applicable to any accommodation establishment, regardless of its type, size or
locatjion, that wishes to:

a) implement, maintain and improve sustainable practices in theiggperations;

b) e¢nsure conformance with its defined sustainability policy.

2 Normative references

Therk are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms and definitions apply.
ISO dnd IEC maintain terminological databases for use in standardization at the following gddresses:

— ISO Online browsing platférm: available at https://www.iso.org/obp

— IEC Electropedia: available at http://www.electropedia.org/

31
accommodation
provijsion of at least'sleeping and sanitary facilities

[SOURCE: 1S0.¥8513:2003, 2.1.1]
3.2

accommodation establishment
establishment providing tourist accommodation

3.3
artificial feeding
provision of food or bait to attract animals deliberately for the purpose of tourism

3.4

audit

systematic, independent and documented process (3.32) for obtaining audit evidence and evaluating it
objectively to determine the extent to which the audit criteria are fulfilled

Note 1 to entry: An audit can be an internal audit (first party) or an external audit (second party or third party),
and it can be a combined audit (combining two or more disciplines).

© ISO 2018 - All rights reserved 1
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Note 2 to entry: An internal audit is conducted by the organization itself, or by an external party on its behalf.

Note 3 to entry: “Audit evidence” and “audit criteria” are defined in ISO 19011.

3.5

business plan
document that describes and analyses business objectives and the actions to be taken, so that these
objectives are achieved, reducing the risks and uncertainties that contain financial projections and
economic viability

3.6
circular ec

nomy

economy th
and materig
biological cy

[SOURCE: IS

3.7
competenc
ability to ap

3.8
conformityj
fulfilment o

3.9

lIs at their highest utility and value at all times, distinguishing between techniea
cles

0 20400:2017, 3.1]

h

ply knowledge and skills to achieve intended results

F a requirement (3.34)

continual iljnprovement

recurring aq

3.10

tivity to enhance performance (3.29)

corrective action

action to eli

3.11
danger
source or sif
the workpla

3.12

documente
information
which itisc

Note 1 to ent

Note 2 to ent

minate the cause(s) of a nonconformity-3.24) and to prevent recurrence

ce environment, or a combination of these

d information
required to be controlled and maintained by an organization (3.26) and the mediu
bntained

Fy: Documeénted information can be in any format and media, and from any source.

y-Documented information can refer to:

ht is restorative and regenerative by design, and which aims to keep products, compoﬂlents

and

uation with a potential fer-harm in terms of injury, illness, damage to property, damajge to

mn on

3.13

the management system (3.19), including related processes (3.32);

information created in order for the organization to operate (documentation);

evidence of results achieved (records).

effectiveness
extent to which planned activities are realized and planned results achieved

3.14

exotic plant
non-native flora, considered invasive species, which can cause imbalances in the ecosystem and

extinction o

f native animal and plant species in the region where they proliferate
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guest satisfaction
guest’s perception of the degree to which the guest’s requirements have been fulfilled

Note 1 to entry: Guest complaints are a common indicator of low guest satisfaction, but their absence does not
necessarily imply high guest satisfaction.

Note 2 to entry: Even when guest requirements have been agreed with the guest and fulfilled, this does not
necessarily ensure high guest satisfaction.

[SOURCE: ISO 9000:2015, 3.9.2, term and notes to entry have been modified.]

3.16

handicraft
productive activity that results in objects or artifacts, done manually or with the use-of ti
rudimentary means, with skill, dexterity, quality and creativity

3.17

interested party
stak¢holder
bn or organization (3.26) that can affect, be affected by, or perceiyeéitself to be affected by a decision

pers
or ad

3.18
loca

peoplle living in the area influenced by accommodation estaplishments

Note

or byl inhabitants of municipalities surrounding the municipality where the accommodation est

locat

3.19
man

set df interrelated or interacting elemients of an organization (3.26) to establish policie:
objedtives (3.25) and processes (3.32)\to achieve those objectives

Note

Note

and dperation.

Note
ident

functfions across a;group of organizations.

3.20
mea

processA3.32) to determine a value

3.21
mon

tivity

community

1 to entry: The local community is composed of thedwhabitants of a country's geographical

bd.

pgement system

1 to entry: A management system can address a single discipline or several disciplines.

2 to entry: The system elements include the organization’s structure, roles and responsibilif

3 to entry: The-scope of a management system can include the whole of the organization
fied functions)of the organization, specific and identified sections of the organization, or

surement

aditional or

microregion,
hblishment is

b (3.30) and

ies, planning

specific and
one or more

itoring

determining the status of a system, a process (3.32) or an activity

Note 1 to entry: To determine the status, there might be a need to check, supervise or critically observe.

3.22

native population
community that maintains an ancestral and cultural relationship with the region in which it lives, using

natu

ral resources and depending on it for its survival

Note 1 to entry: Examples of native populations are indians, cai¢aras (original coastal population in Brazil),
maroon, riparian, jangadeiros and rubber tappers.
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natural environment
all living and non-living things that exist on Earth affecting ecosystems and human life

Note 1 to entry: It consists of a set of conditions, laws of nature, chemical, physical and biological infrastructures
and influences that allow, house and govern life in all of its forms.

3.24

nonconformity
non-fulfilment of a requirement (3.34)

3.25

objective
result to be

Note 1 to ent

Note 2 to e
environment|
process (3.32

Note 3 to en
operational d
or target).

Note 4 to enf
organization

3.26

organizatiq
person or g
to achieve if]

Note 1 to ent
enterprise, a
or not, publid

Note 2 to ent

3.27

hchieved
y: An objective can be strategic, tactical or operational.

htry: Objectives can relate to different disciplines (such as financial, healtlf 'and safety
hl goals) and can apply at different levels [such as strategic, organization-wide, project, produgd

)]

try: An objective can be expressed in other ways, e.g. as an intended outcome, a purpos
riterion, a sustainability objective or by the use of other words with similar meaning (e.g. aim

ry: In the context of sustainability management systems, Sustainability objectives are set b
consistent with the sustainability policy, in order to achieve specific results.

n
oup of people that has its own functions witl’responsibilities, authorities and relation
s objectives (3.25)

y: The concept of organization includes;but is not limited to, sole-trader, company, corporation
ithority, partnership, charity or institution, or part or combination thereof, whether incorpo|
or private.

Fy: In this document the termrorganization refers to accommodation establishments.

ornamentall exotic plant

exotic plant

3.28
outsource,
make an arrj
or process (3

verb
nngement'where an external organization (3.26) performs part of an organization’s fun
.32)

and
tand

e, an
, goal

y the

ships

firm,
rated

grown for its beauty, widely used in interior architecture and outdoor spaces landscaping

ction

Note 1 to ent

outsourced function or process is within the scope.

3.29

performance

measurable

result

Note 1 to entry: Performance can relate either to quantitative or qualitative findings.

ugh the

Note 2 to entry: Performance can relate to the management of activities, processes (3.32), products (including

services), sys

3.30
policy

tems or organizations (3.26).

intentions and direction of an organization (3.26), as formally expressed by its top management (3.42)

4
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procedure
specified way to carry out an activity or a process

Note

1 to entry: A procedure might not always be formally documented.

[SOURCE: I1SO 9000:2015, 3.4.5, modified — Note 1 to entry revised.]

3.32

process
set of interrelated or interacting activities which transforms inputs into outputs

3.33
qual
degr

Note

Note
perm|

[soy

3.34
requ
need

Note
inter

Note

3.35
risk
effeq

Note

Note
know

Note
“cons

Note
chan

3.36
safef

ty
be to which a set of inherent characteristics meets the requirements

1 to entry: The term “quality” can be used with adjectives such as poor, good or excellent.

2 to entry: “Inherent”, as opposed to “assigned”, characteristics exist in semething as an
anent feature.

RCE: ISO 9000:2015, 3.6.2, modified.]

irement
or expectation that is stated, generally implied or obligatory

1 to entry: “Generally implied” means that it is custom or common practice for the orgg
bsted parties that the need or expectation under consideration is implied.

P to entry: A specified requirement is one thatisétated, for example in documented informati

t of uncertainty
1 to entry: An effect is a deviation from the expected — positive or negative.

2 to entry: Uncertainty igthe state, even partial, of deficiency of information related to undg
ledge of an event, its consequences or likelihood.

3 to entry: Risk is-oftén characterized by reference to potential “events” (as defined in ISO (
equences” (as defined in ISO Guide 73), or a combination of these.

4 to entry: Risk is often expressed in terms of a combination of the consequences of an eve
bes in cirCustances) and the associated “likelihood” (as defined in ISO Guide 73) of occurrend

essential or

nization and

brstanding or

uide 73) and

nt (including
e.

y-and security measures

<accommodation establishments and tourist operations> conditions and factors related to the level of
control and minimization of risks affecting workers, guests or others in accommodation establishments
or tourist operations

3.37

sustainability
state of the global system, including environmental, social and economic aspects, in which the needs
of the present are met without compromising the ability of future generations to meet their own needs

Note 1 to entry: The environmental, social and economic aspects interact, are interdependent and are often
referred to as the three dimensions of sustainability.

[SOU
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ity aspect

activities, elements, practices, products or services of accommodation establishments in the tourism
sector which can interact with the dimensions of sustainability (environmental, social and economic)

Note 1 to entry: A significant aspect of sustainability is one that has or can have a significant impact.

Note 2 to entry: Some examples of sustainability aspects are energy consumption, solid waste generation,

recyclable pa

3.39
sustainabi
positive or 1
past and prég

3.40

ckaging and water consumption.

ity impact

legative change to society, economy or the environment, wholly or partially resulting
sent decisions and activities of an accommodation establishment

sustainability management system

set of inter}
objectives (3

Note 1 to ent
and operatio

3.41

'elated or interacting elements of an organization (3.26) to establish-pelicies (3.30]
.25) and processes (3.32) to achieve sustainability objectives

ry: The system elements include the organization’s structure, roles and responsibilities, pla
.

sustainabiliity policy

:

intentions and direction of an organization, related to sustainability, as formally expressed by it|
manageme

3.42

top manag¢ment

person or g1

oup of people who directs and controls an-erganization (3.26) at the highest level

Note 1 to entry: Top management has the power\to delegate authority and provide resources withi

organization

Note 2 to en
management|

4 Conte;

4.1 Unde

The organiz
affect its ab

4.2 Unde
The organiz

a) theinte

kry: If the scope of the management system (3.19) covers only part of an organization, the
refers to those who direct andicontrol that part of the organization.

(t of the organization

rstanding thie organization and its context

ation shallidetermine external and internal issues that are relevant to its purpose and
lity to-achieve the intended outcome(s) of its sustainability management system.

from

and

hning

5 top

h the

n top

that

rstanding the needs and expectations of interested parties

ation shall determine:

rested parties that are relevant to the sustainability management system;

b) the relevant requirements of these interested parties (i.e. their needs and expectations whether
stated, implied or obligatory).

NOTE
chain, guests

, suppliers, community, governmental and non-governmental organizations.

The interested parties of an accommodation establishment are: owner, manager, employee, productive
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Determining the scope of the sustainability management system

The organization shall determine the boundaries and applicability of the sustainability management
system to establish its scope.

When determining this scope, the organization shall consider:

a) the external and internal issues referred to in 4.1;

b) therequirements referred to in 4.2.

The scope shall be available as documented information.

4.4 | Sustainability management system

The |organization shall establish, implement, maintain and continually improve a sustainability

management system, including the processes needed and their interactions, {iit‘accordarjce with the

requjrements of this document.

5 Leadership

5.1 | Leadership and commitment

Top management shall demonstrate leadership and commitment with respect to the sustainability

management system by:

a) ¢nsuring that sustainability policies and objectives are established and are compatible with the

gtrategic direction of the organization;

b) énsuring the integration of the sustainability management system requirements into the
rganization's business processes;

c) ¢nsuring that the resources needed for the sustainability management system are avaiflable;

d) ¢ommunicating the importance of effective sustainability management and of confojming to the

justainability management system requirements;

e) énsuring that the sustainability management system achieves its intended outcome(s);

f) directing and supporting persons to contribute to the effectiveness of the sustainability
anagementsystem;

g) promotingcontinual improvement;

h) gupporting other relevant management roles to demonstrate their leadership as it applies to their
reasof responsibility.

NOTE Reference to “business” in this document can be interpreted broadly to mean those activities that are

core to the purposes of the organization's existence.

5.2

Policy

Top management shall establish a sustainable development policy that:

a) i

s appropriate to the purpose of the organization;

b) provides a framework for setting sustainability objectives;

c i

ncludes a commitment to satisfy applicable requirements;

d) includes a commitment to continual improvement of the sustainability management system.

© ISO

2018 - All rights reserved
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The sustainable development policy shall:
— Dbe available as documented information;
— be communicated within the organization;

— be available to interested parties, as appropriate.

5.3 Roles, responsibilities and authorities

Top management shall ensure that the responsibilities and authorities for relevant roles are assigned
and commu nicatad within thao organigation

o tC o vy e c - O oo 2o Cr ot

Top management shall assign the responsibility and authority for:

a) ensuring that the sustainability management system conforms to the requirements of| this
document;

b) reporting on the performance of the sustainability management system to top management;

c) represehting top management for external issues related to the sustainability management sygtem.

6 Planning

6.1 Actions to address risks and opportunities

6.1.1 General

When plannling for the sustainability management system, the organization shall consider the igsues
referred to |n 4.1 and the requirements referred toin 4.2 and determine the risks and opportunities
that need to|be addressed to:

— give asqurance that the sustainability management system can achieve its intended outcome(g);

— prevent} or reduce, undesired effects;

— achieve|continual improvement.

The organizption shall plan:

a) actions|to address theserisks and opportunities;
b) how to:

— intgqgratérand implement the actions into its sustainability management system procgesses
(se¢ ZL);

— evaluate the effectiveness of these actions (see 8.2).

When carrying out planning activities, the organization shall ensure operational adherence to, and
the enhancement of, the governing principles of sustainable development relating to organization
management.

6.1.2 Issue identification and evaluation

The organization shall establish, implement and maintain a procedure to identify its sustainable
development issues and to evaluate their significance associated with the accommodation
establishment's activities, products and services within the defined scope of the management system.
The hosting environment shall ensure that the aspects related to these impacts are considered in
defining their sustainability objectives.

8 © ISO 2018 - All rights reserved
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The organization shall keep this information updated.

Whenever there are changes in the operation of the organization, the related aspects and impacts shall
be reevaluated.

The identification and evaluation of aspects and impacts shall conform to the requirements described
in Annexes A, B and C.

The criteria used for the evaluation of significance shall be documented and shall include a consideration
of feedback from interested parties and the identification of new emerging issues.

6-2 Suataiua'ui}ity u'uict,tivca dlld p}dllllillg tU dL}liUVC t}lclll

The ¢rganization shall establish sustainability objectives at relevant functions and levels.
The gustainability objectives shall:

a) Ibe consistent with the sustainable development policy;

b) I

e measurable (if practicable);

c) fake into account applicable requirements;

d) e monitored;

e) Ibe documented and communicated;

f) Ibe updated as appropriate.

The ¢rganization shall retain documented information on the sustainability objectives.
Wheh planning how to achieve its sustainability objectives, the organization shall determine:
— yhat will be done;

— hatresources will be required;
— ho will be responsible;

— hen it will be completed;

— lhow the results will‘be evaluated.

7 Support

7.1 | Resources

ortanization chall dotorming and nrauvido tho rocaurcoc noodod far tho oc i
The Lerga S de e—and provide the for the establishment,

THr/orcrotT TrortT TeT T CoouTrceo—IIe et

implementation, maintenance and continual improvement of the sustainability management system.

NOTE Resources include staffing, competency, training, infrastructure, technology and finance.

7.2 Competence
The organization shall:

a) determine the necessary competence of person(s) doing work under its control that affects its
sustainability performance;

b) ensure that these persons are competent on the basis of appropriate education, training or
experience;

© ISO 2018 - All rights reserved 9
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NOTE

where applicable, take actions to acquire the necessary competence, and evaluate the effectiveness
of the actions taken;

retain a

ppropriate documented information as evidence of competence;

review and update training and development programmes periodically to ensure essential
competencies and associated training needs are identified and provided.

reassignment of current employed persons, or the hiring or contracting of competent persons.

7.3 Awa

Persons doi

a) the sust
b) their cd
benefitd
c) theimp
d) the pot
potenti:
activitig
7.4 Comi
The organi
sustainabili
a) on what
b) when tg
c) with wh
d) howto

The organiz
and shall ta

The commu

Applicable actions can include, for example, the provision of training to, the mentoring of or the

ng work under the organization's control shall be aware of:
ainable development policy;

ntribution to the effectiveness of the sustainability management system, includin
of improved sustainability performance;

ications of not conforming with the sustainability management system requirements;

bntial consequences of non-observance of specified operating procedures and actuyl
1l significant environmental, socio-cultural or economie_impacts of the organizat
S.

hunication

zation shall determine the internal and-external communications relevant to
[y management system, including:

it will communicate;
communicate;

om to communicate;
fommunicate.

ation shall identifyywith its interested parties, the most effective means of communic
ke into account the‘interests of those different groups.

hications shdllinclude, where appropriate, the following:

principles, policyrand objectives;

best prd

ctice for achieving objectives;

b the

al or
ion's

the

htion

relevan

CE T0 IMterested parties;

sustainability management system performance;

feedbac

k from interested parties/stakeholders.

7.5 Documented information

7.5.1 General

The organization's sustainability management system shall include:

a) documented information required by this document;

10
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b) documented information determined by the organization as being necessary for the effectiveness
of the sustainability management system.

NOTE The extent of documented information for a sustainability management system can differ from one
organization to another due to:

— the size of organization and its type of activities, processes, products and services;
— the complexity of processes and their interactions;

— the competence of persons.

7.5. Creating and updating
Wheh creating and updating documented information, the organization shall ensure-appropriate:
— identification and description (e.g. a title, date, author or reference number);

— flormat (e.g. language, software version, graphics) and media (e.g. papernyeléctronic);

— 1eview and approval for suitability and adequacy.

7.5.3 Control of documented information

Docymented information required by the sustainability management system and by this document
shall|be controlled to ensure:

a) :l: is available and suitable for use, where and whenlit is needed;
b) itis adequately protected (e.g. from loss of confidentiality, improper use or loss of integrity).

For the control of documented information, the organization shall address the following activities, as

appl:llcable:

— distribution, access, retrieval and-use;

— gtorage and preservation, including preservation of legibility;
— ¢ontrol of changes (e.g. vérsion control);

— fetention and dispasition;

— revention of the use of obsolete information.

Docymented information of external origin determined by the organization to be necespary for the
planping and operation of the sustainability management system shall be identified, as pppropriate,
and ¢ontrolled.

NOTH Access can imply a decision regarding the permission to view the documented informption only, or
the permission and authority to view and change the documented information.

8 Operation

8.1 Operational planning and control

The organization shall plan, implement and control the processes needed to meet requirements, and to
implement the actions determined in 6.1, by:

a) establishing criteria for the processes;

b) implementing control of the processes in accordance with the criteria;
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c¢) keeping documented information to the extent necessary to have confidence that the processes
have been carried out as planned.

In particular, the organization shall identify operations and activities related to sustainability aspects
that have or can have significant impact, where controlling actions need to be implemented.

When planning and implementing controlling actions, these shall, when appropriate, conform to the
requirements contained in Annexes A, B and C.

The organization shall control planned changes and review the consequences of unintended changes,
taking action to mitigate any adverse effects, as necessary.

The organizption shall ensure that outsourced processes are controlled.

8.2 Dealing with modified activities, products or services

When new pr modified activities, products or services, or changing operational cirgirmstanced, are
encountered, issues, objectives, targets and plan(s) shall be reviewed and amended where relevant to
ensure that|the best overall solution is delivered in accordance with the organization's statement of
purpose, values and sustainable development policy.

8.3 Supply chain management

The organization shall establish and communicate the criteria for itsselection of suppliers, taking into
consideratign the sustainability aspects, impacts and objectives,inorder to minimize the sustainability
impacts of ifs operation.

The organizption shall evaluate its suppliers based on the established criteria.

9 Perforimance evaluation

9.1 Moniftoring, measurement, analysis-and evaluation
The organization shall determine:
— what ndeds to be monitored and measured;

— the methods for monitoring; measurement, analysis and evaluation, as applicable, to ensure valid
results;

— when the monitoringand measuring shall be performed;
— when tHe resultsfrom monitoring and measurement shall be analysed and evaluated.

The organizption shall retain appropriate documented information as evidence of the results.

The organization shall evaluate the sustainability performance and the effectiveness of the
sustainability management system.

9.2 Internal audit

9.2.1 The organization shall conduct internal audits at planned intervals to provide information on
whether the sustainability management system:

a) conforms to:
— the organization's own requirements for its sustainability management system;

— the requirements of this document;
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b) is effectively implemented and maintained.

9.2.2 The organization shall:

a) plan, establish, implement and maintain an audit programme(s), including the frequency, methods,
responsibilities, planning requirements and reporting, which shall take into consideration the
importance of the processes concerned and the results of previous audits;

b) define the audit criteria and scope for each audit;

c) selectauditors and conduct audits to ensure objectivity and the impartiality of the audit process;

d) ¢nsure that the results of the audits are reported to relevant managers;

e) retain documented information as evidence of the implementation of the audit prograrhme and the
judit results.

Whehever possible, audits shall be conducted by workers independent from those [with direct
resppnsibility for the activity being examined.

9.3 | Management review

Top management shall review the organization's sustainability management system,|at planned
intervals, to ensure its continuing suitability, adequacy and effectiveness.

The nanagement review shall include consideration of:

a) the status of actions from previous managementireviews;
b) ¢hanges in external and internal issues that.ave relevant to the sustainability managenpent system;
c) information on the sustainability performance, including trends in:
+ nonconformities and correctiveactions;

+ monitoring and measurement evaluation results;

1+ auditresults.

d) ¢pportunities for continual improvement;

e) c¢ommunications.with interested parties and changes in the expectations of interested [parties;
f) the extent te.which objectives and targets have been met.

Manggement-reviews shall assess the need for changes to the sustainability managenjent system,
including the statement of purpose and values, sustainable development policy, and objectives and
targetS,according to monitoring and controlling results, changes and the commitment fo continual
improvement.

The outputs of the management review shall include decisions related to continual improvement
opportunities and any need for changes to the sustainability management system.

The organization shall retain documented information as evidence of the results of management
reviews.
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10 Improvement

10.1 Nonconformity and corrective action

When nonconformity occurs, the organization shall:

a) identify

b) reactto

the nonconformity;

the nonconformity and, as applicable:

— take action to control and correct it;

— deall with the consequences;

c) evaluat
recur ol

— rev
— det
— det

d) implem

e) review

f) make c}h

Corrective g

The organiz,

— the naty

— theresy

10.2 Continual improvement

The organi
sustainabili

e the need for action to eliminate the cause(s) of the nonconformity, in order thdt)it’dogs not
occur elsewhere, by:

ewing the nonconformity;

ermining the causes of the nonconformity;

ermining if similar nonconformities exist, or could potentially ocgur;

bnt any action needed;

'he effectiveness of any corrective action taken;

langes to the sustainability management system, iffhecessary.

ctions shall be appropriate to the effects of the'nonconformities encountered.
ation shall retain documented informatioiras evidence of:

ire of the nonconformities and any subsequent actions taken;

Its of any corrective action.

zation shall contin@ally improve the suitability, adequacy and effectiveness of the
[y management system.
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Annex A
(normative)

Environmental requirements for sustainable accommodation
establishments

The prganization’s practices shall be sustainable, in order to minimize negative and maxinpize positive

envifonmental impacts.

A.2 | Preparation and response to environmental emergencies

A2

.1 The organization shall establish and maintain procedures tolidentify potential risk in order to

prevent and attend to accidents and emergencies in the accommodation establishment and furrounding
areag, as well as to mitigate the environmental impacts of its activities. The organization shall|periodically

test these procedures.

A.2

and fesponse to emergencies, particularly after accidents or emergencies.

A.3 | Natural areas, biodiversity, flora and fauna

A3

a)
b)

A.3
sho

a)

©IS

.4 The organization shall analyse and review, where necessary, its procedures for preparation for

.1 Aspart of its commitment to thé.eénservation of natural areas, the organization shalll:
preserve its own natural area by implementing conservation practices;

gupport conservation of.ether identified natural areas in the region when there is no hatural area
e.g. parks, squares, recreation areas).

.4 The organizatien shall take measures to promote flora and fauna conservation. These measures
ul[d, where appropriate, include:

ot keeping wild animals in captivity, except for temporary rehabilitation or af part of a
feproduetion or reintroduction programme;

preventing the harvesting, capture, molestation, transport or use of wild flora and fafina by their

preventing the predatory use of raw materials deriving from species of plants and animal wildlife;

taking specific actions to protect the threatened or endangered species that exist on the property
of the organization;

taking care of animals used in tourist activities promoted by the organization;

taking care to minimize the impact of lighting and noise, so as to minimize possible changes in
animal behaviour;

preventing the domestication of wild animals by not permitting artificial feeding;
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h) promoting educational actions with guests to generate knowledge and appreciation of the
ecosystems of the region;

i) preventing the introduction of exotic populations of wildlife.

A.3.3 When an organization is in a conservation unit or zone, it shall consider the peculiarities of biomes
and species of existing biodiversity, as well as the policies and protection programmes of these areas.

A.4 Architecture and local construction impact

A4.1 TheJarchitecture of the organization shall be integrated into the landscape, minimizing itsinjpact
during implementation, construction and operation, or when repairs, extensions or other typges of
alterations dre undertaken.

A.4.2 Therganization shall take measures to minimize the impact of the construction\'These meagures
shall, where|appropriate:

a) minimize the significant changes in the local landscape caused by earth nigvements;

b) minimize significant impacts on the local landscape, adapting the ak¢hitectural design angl the
materials used according to the environment concerned;

c) minimize soil impermeability;
d) minimize the removal of native vegetation;
e) avoid interruption of the course and the reproduction.af wildlife;

f) implemgnta programme to protect native vegetation and conserve ecosystems, springs, waterways,
natural{landscape and soil;

g) notuse|materials from endangered species.in construction, workmanship or decoration;
h) mitigat¢ erosion;

i) ensure an appropriate final destination for construction waste.

A.4.3 Whdn there are degraded areas without specific use by the accommodation establishment,
measures shall be taken for their recovery.

A.4.4 Thelfollowing dctions should be followed:
a) use conptruction materials available in the region from sustainable sources;

b) considef the use of traditional techniques;

c) avoid the use of building materials with a major environmental impact;

d) seek to take measures to provide environmental compensation for the building materials used by
the organization.

A.4.5 The construction architecture shall respect natural and cultural heritage surroundings. The
organization should consider:

a) harmony of the building with the natural and cultural environment (e.g spatial context, visual
aspects, dimensions, urban aspects);

b) actions to keep the local characteristics (e.g. maintenance of natural vegetation in outdoor areas);
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c) measures to reduce the visual impact of infrastructure (e.g. use of natural vegetation or
topography).

A.4.6 The architecture of construction in areas of specific architectural interest shall be in harmony
with existing context. In the case of new undertakings, the local community should be consulted
beforehand.

A.4.7 The architecture of construction shall consider the safety of workers and guests.

A.4.8 The organization shall consider applicable guidelines when located in a cultural heritage
prot¢ction area.

A.5 | Landscaping

A.5.1 The planning and operation of the landscaping of the organization shall be carrjed out in a
manner that minimizes the environmental impact. The landscaping should:

a) Treflect the natural environment, including the use of native species;

b) Iot allow the introduction and dissemination of ornamental €xotic plants to the surroynding area;

)

se native vegetation to the fullest extent possible.

A.5.2 There should be information and interpretation¢or guests of the main landscaping fg¢atures.

A.6 | Solid waste, effluents and emissions

A.6.1 Solid waste

A.6.1.1 The organization shall plan.dnd implement a circular economy model through measures to
redufe, reuse or recycle solid waste.

A.6.1.2 The planning shall\include establishing goals for waste reduction, reutilization and recycling,
according to the local conditions.

A.6.1.3 The orgarization shall have a specific sealed location for contaminated solid waste

A.6.2 Liquidyeffluents

A.6.2.1\The organization shall plan and implement measures to minimize the impact cauged by liquid
effluents to the environment and to public health.

A.6.2.2 Measures shall include the treatment of waste water (either by connection to a public sewage
collection and treatment system, if one exists, or by its own sewage treatment facilities).

A.6.2.3 Contingency plans shall exist to prevent and mitigate failures in the collection and treatment
systems used and measures shall be taken to prevent the contamination of waste water by toxic or
hazardous products.

A.6.2.4 The organization shall provide an appropriate destination for waste water from its operation.
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A.6.3 Emissions into the air (gases and noise)

A.6.3.1 The organization shall plan and implement measures to minimize the generation of noise from
the installations, machinery and equipment, and from the leisure and entertainment activities, so as not
to disturb the natural environment, the comfort of the guests or the local community.

A.6.3.2 The organization shall plan and implement measures to minimize emissions of gases, light,

ozone and o

A.7 Energy

A.7.1 The
particularly

A.7.2 The
from its owt

A.7.3 The
historical p4
same stand{
The organiz
when possik

A.7.4 The

and the technologies available, taking into account aspects'of economic and environmental viability]

A.7.5 The

A.7.6 The
transport ug

dour from installations, vehicles, equipment and machinery.

Q‘Ffi l‘i 8. CXL

CIIICICIICTY

organization shall plan and implement measures to minimize energy censumy
from non-renewable energy sources.

organization shall control and record the consumption of energy from external source
| renewable and non-renewable energy sources.

organization shall establish energy consumption objectives, considering the deman
brformance and the survey of regional consumption benchmarks in establishments d
ird. The energy consumption objectives shall consider “fixed” and “variable” consumy
ation should consider the regional references of consuniption from similar organizat
le.

organization should make use of renewable enérgy sources according to its specific 1

building shall use architectural techniques to maximize energy efficiency.

organization shall plan and implement measures to reduce energy consumption
ed for its activities.

NOTE
optimizing
and other eq

T

A.7.7 The
involvement

A.8 Cons

eificiency and choosing paths and more efficient schedules, driver training for economical d1

ese measures can include using energy-efficient vehicles, regular maintenance and fleet plan

ivalent measures.

organization shallinform guests about its commitment to energy saving and encourage
through energy efficiency campaigns for guests and employees.

ervation and management of water usage

tion,

t and

d, its
f the
tion.
ions,

eeds

from

ning,
iving

their

A.8.1 The

rd o

el oo +l
T O cCoOTOOrc—C

5 and

YrGamigati o ol 11 1k 3 BorRaRE-aR £ oaazataw £oann osod 2] Iea
OT gaiTZatrUT StraniT COTIT OT atra 1C OUTTSUITTP IO OT vwatCT 11T OTIT CATCTITar SUtrTCl

from its own sources.

A.8.2 The organization shall establish water consumption objectives, considering the demand,
historical usage and regional consumption benchmarks in establishments of the same standard. The

water consu

mption objectives shall consider “fixed” and “variable” consumption.

A.8.3 The organization shall plan and implement measures to minimize water consumption and to
ensure that its use does not prejudice the water supply of local communities, flora, fauna and natural

springs.
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A.8.4 The organization shall establish and maintain a programme of periodic inspection and
maintenance in its facilities, in order to minimize water leakages. Records of these inspections and
repairs shall be maintained.

A.8.5 The organization shall ensure water quality and safety by implementing necessary controls
(e.g. drinking, showers, swimming pools).

A.8.6 The organization shall establish and implement a circular economy model through a water
management plan of resources in order to maintain the quality and availability of water resources,
including:

a) Tteducing (e.g. low flow devices, air injection, water reduction campaigns);
b) reusing (e.g. grey water for activities such as garden watering and car washing);

c) Tfecycling (e.g. treat waste water for laundry).

A.8.7 The organization shall inform guests of its commitment to saving, water and encpurage their
involvement with water conservation campaigns aimed at guests and employees.

A.9 | Hazardous substances management

The ¢prganization shall manage the storage, use and disposalof hazardous substances.
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Annex B
(normative)

Social requirements for sustainable accommodation

establishments

B.1 Gene€

The organiz
heritage, n
developme

B.2 Loca

B.2.1 The
communitie

to the develppment of local communities.

B.2.2 The
activities by

a)
b)

allowin
includin
This inform

The organiz,

B.2.3 The
with it, and
information

B.2.4 The
complaints f

B.2.5 The
actions. This

4

ral

ation’s operations and practices shall recognize, promote and respect regional c

of workers and communities involved in the production chain.

| communities

organization shall develop or be engaged in voluntary actions or initiatives promote
5 and governmental and non-governmental organizations, with the objective of contrib

organization shall participate in, and encourage”employee involvement in, comm

b the employee adequate time for these actijvities;
g involvement in these activities as part-of the employee’s evaluation.
htion shall be used in the criticalanalysis of the sustainability management system.

htion shall be involved with lecal associations.

organization shall interact with the local community and create a communication chg
keep track of commtunications, including complaints, suggestions and related actions.
shall be used in thesustainability management system critical analysis.

organizationsshould establish and maintain procedures to evaluate satisfaction levels
rom localcgmmunities.

prgdnization shall establish and implement procedures to evaluate the effectiveness of'its §

ul
-predatory traditional and cultural values. It shall contribute to the social.and econlt)mic

inrformation shall be used in the critical analysis of the sustainability management systenj.

ural

d by
uting

unity

innel
This

and

ocial

B.2.6 The organization shall participate in social and environmental programmes with local
communities, including environmental education, integral health and development of quality of life,
aimed at improving wellbeing and social inclusion in all areas of sustainability.

B.2.7 The organization shall plan and implement preventive measures with regard to negative impacts
such as sexual tourism and child sexual exploitation. In this context, the organization shall abide by the
orientations of the Code of Conduct for the Protection of Children from Sexual Exploitation in Travel and
Tourism[1] and any other related international references.
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Work and income

B.3.1 General

The organization shall be committed to the use of local people and production, encouraging local
associations, quality and sustainability.

B.3.2 Workers from local or regional communities

B.3.2.1 The organization shall employ, to the greatest extent possible, workers (employees,

ctorc o froxa local o vogion ol oo ok A

subc

NOTH
regaf

B.3.2
regid
prod

NOTH
provi

B.3.2

and fnanagement of its operations.

B.3.2
local

B.3.]

B.3.3
prov

B.3.3
prod

B.3.3
from

Ot £
PIILITACLVUT O UL 1

It is assumed that the owner of the organization and his or her family, livingdn ‘thg
dless of their origin, are considered part of the local community.

.2 The organization shall promote actions of professional training so jthét people fi
nal communities can obtain work directly in the organization or through.the activatio1
Liction chains.

Professional training can include qualifications or professional development, as we
ded by the organization.

.3 The organization should use people from local or regional communities in the ad

4 The organization shall establish a remuneration policy that does not discriminatg
employees on grounds including, but not limited to, gender, age, disability and family st

8 Encouraging complementary activities to organization operations

.1 The organization, when appropriate, shall support professional training of loc
de services and supply inputs or complementary activities to the accommodation estah

q

.2 The organization shall stimulate and promote to its guests the use of these
Licts and should encourage the development of new local business.

.3 The organization shall encourage handicraft and typical products (including culina
the local community within the organization to value and promote the interaction be

community,

fom local or
h of regional

| as training

ministration

regional or
atus.

hl people to
lishment.

ervices and

ry products)
tween guest

and producer. Itymay be appropriate for the organization to promote the use of craft techniqules related to

local

B.4

culture.

Work conditions

B.4.1 The organization shall ensure that wages at least meet the minimum wage for the category.

B.4.2 The organization shall ensure that employee facilities meet the minimum conditions of hygiene,
safety and comfort.

B.4.3 The organization shall ensure that the composition of wages and benefits is detailed, transparent
and permanent for its employees.

B.4.4 The organization shall ensure that internships or apprenticeships are not being misused in an
attempt to avoid meeting obligations to employees.

NOTE

© ISO
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B.4.5 The organization shall develop actions to promote ethnic, social and gender equity and to prevent

child labour.

B.5 Cultural aspects

B.5.1 The organization shall plan and disclose initiatives to promote knowledge of, preservation of and
respect for local culture.

B.5.2 The organization shall plan and implement measures to avoid negative impacts from its activities

on local cult

1re
T

B.6 Heal

B.6.1 The

NOTE H
B.6.2 The
B.6.3 The

including en

B.7 Natiy

B.7.1 The
traditions o

th and education

organization shall support local community health programmes.

balth programmes include initiatives in health education programmes and(vaccination campai

organization shall implement health programmes for its employees and their families.

vironmental education.

e population

organization shall plan and implement measures to ensure respect for the habits, right
[ the native population, promoting their. effective participation in the management ac

process in their land or region, where applicable:

B.7.2 Orgd
the native p

nizations located in indigenous land or in their zones of influence shall consider and in
bpulation and communities initheir policies and programmes.

oNs.

organization shall support educational action for its enipleyees and the local community,

5 and
tivity

volve
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