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Sustainability and Accessibility
Sustainability: Doing Business Even Better
Green tourism and sustainability practices in your business are one and the same thing; it's all about taking small steps 
that enable you to do business even better, not differently. Small changes will not only save money, improve employee 
relations, enhance profitability and provide a richer experience for customers but over time you will also improve your 
business' impact on the local economy, community and environment. ‘Going Green’ does not have to be a chore and is 
just as applicable to properties in a city centre as a rural location.

VisitEngland Can Help
VisitEngland is committed to promoting the adoption of sustainability practices among all tourism businesses. It is our 
aim to ensure that a sustainable approach is complimentary to improving the overall visitor experience in England. Your 
help is needed in this aspiration. 

For further information on how to enhance your business to be more sustainable, please visit www.better-tourism.org 
for tools to help “green” your business. Or visit www.visitengland.org/green for further information and case studies 
on the benefits of adopting sustainable practices.

Sustainable Tourism Certification
If your business is already a successful sustainable business and you wish to demonstrate this to new or existing
consumers, you may wish to join one of the certification schemes that exist in England. These schemes are not operated 
by VisitEngland but by independent organisations which have been verified to ensure they are offering a rigorous and 
well-founded sustainable certification scheme that will allow you to confidently promote your green credentials.
Visit www.visitengland.org/green for more information.

Improving your Accessibility – A Lucrative Market
Many people have access needs including disabled people, such as those with hearing and visual impairments, wheel-
chair users, older and less mobile people and people with pushchairs. The accessible tourism market is worth around 
£12bn to tourism businesses in England and is growing due to an ageing population.

By making some small adjustments to your facilities, providing information on your accessibility and understanding the 
needs of disabled people, your business will appeal to a wider range of visitors and attract more business. Demand for 
accessible accommodation outstrips the current supply. Find out how other tourism businesses are benefitting from
this loyal market at www.visitengland.org/access

Legal Obligations
Tourism businesses have obligations under The Equality Act 2010, which replaced the Disability Discrimination Acts 
1995 and 2005 (DDA) on 1 October 2010. Tourism providers should treat everyone accessing their goods, facilities or 
services fairly, regardless of their gender, race, sexual orientation, disability, gender reassignment, religion or belief,
and guard against making assumptions about the characteristics of individuals.

The Equality Act 2010 requires that service providers must think ahead and take steps to address barriers that impede 
disabled people. Providers should not wait until a disabled person experiences difficulties using a service, as this may 
make it too late to make the necessary adjustment.

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

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

3. Provide auxiliary aids and services – such as providing information in an accessible format, an induction loop
     for customers with hearing aids.

A service provider cannot legally justify failing to provide a reasonable adjustment. The only question is whether the 
adjustment is a ‘reasonable’ one to make. What is ‘reasonable’ will depend on a number of circumstances, including the 
cost of an adjustment, potential benefit it may bring to other customers, the resources an organisation has and how 
practical the changes are.
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Sustainability and Accessibility
We Can Help
VisitEngland provides tourism businesses with a range of guidance, tools and resources to help increase engagement 
with the valuable accessible tourism market. Go to www.visitengland.org/access.

It is important to provide information on the accessibility of you facilities and services. This can be achieved by producing 
an Accessibility Guide (an improved format that replaces Access Statements), which is a requirement for all scheme 
members. To produce and publish an Accessibility Guide go to www.visitengland.org/accessibilityguides.

More detailed guidance and accessibility ratings are provided by the National Accessible Scheme (NAS) 
www.visitengland.org/nas.
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Code of Conduct and Conditions of Participation
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Cleanliness is of paramount importance to guests, so a high standard of cleanliness must be achieved and
maintained throughout the property. Particular attention must be given to kitchens, bathrooms, shower rooms,
toilets and items involving direct contact for guests, such as bedding, linen, baths, showers, washbasins, WCs,
flooring, seating, crockery, cutlery, glassware and kitchen equipment.

• All bedrooms and public areas must be cleaned daily for serviced B & B accommodation. (Service at
weekends may be reduced.) For self-catering lets, cleaning between each let or weekly as a minimum.

Minimum Entry Requirements

2. Cleanliness

6
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Minimum Entry Requirements

1. Statutory Obligations

Fulfilment of the statutory obligations where appropriate, including:

Operators will be asked to provide evidence that Public Liability Cover is being maintained and that the above
requirements are being fulfilled.

Operators will also be asked to provide evidence that they have written, and made publicly available, an Access
Statement/information. For help, advice, guidance and a template please look on
www.visitengland.com/accessstatements. An Access Statement is a written, clear and accurate, and above all
honest description of the current facilities and services you offer, to enable a potential visitor to make an
informed decision as to whether your business meets their particular access needs.

• Fire Precautions 

• Price Display Orders 

• Food Safety/Hygiene 

• Licensing

• Health and Safety 

• Discrimination 

• Trade Descriptions 

• Data Protection 

• Hotel Proprietors Act 

1. Minimum Entry Requirements
The minimum entry requirements are based on the equivalent of a one star rating and combine both facilities and
services provided by the university/campus accommodation.

2. Quality
All aspects of the accommodation offering, including public areas as appropriate, must be fit for the purpose
intended. Any aspects not felt by the assessor to meet this standard may preclude an ‘Approved’ rating being
given.
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Minimum Entry Requirements

3.1 Booking Procedures and Prices
These requirements apply to information provided verbally, in brochures and on any website under the
operator’s control: 

• To make clear to guests exactly what is included in the prices quoted for accommodation, meals, and
refreshments, including service charges, taxes and other surcharges. Details of charges for additional
services or facilities available should be explained, including cancellation terms, if any.

• Details of any in-house policies, e.g. no smoking, should be communicated at the time of booking. 

• Arrival and departure times must be clearly explained and advertised along with any restrictions to access on
arrival. 

• Visitors must be advised at the time of the booking (or subsequently, in the event of any change) if the
sleeping accommodation is possibly in an unconnected annexe. 

Minimum Entry Requirements

3. Service and Hospitality

3.2 Guest and Tourist Information

• Tourist Information should be easily accessed at all reasonable times. It can be available in the bedrooms or a
central location or both. 

3.3 Guest Arrival and Access

• There should be staff on duty during guests’ anticipated arrival and departure periods (normally from 4pm
until 11pm and from 7am to 10am) and during meal times, if meals are served. 

• To provide service appropriate to the location and style of accommodation and to deal promptly with all
enquiries, requests, reservations, correspondence and complaints from guests. 

• To provide the means for guests to summon attention of staff in an emergency.  

• Once guests have registered, they should have access to the establishment and to their bedrooms at all
times, unless restrictions were previously notified. (It is acceptable that the entrance may be locked and the
guest may have to ring or knock for access or be given a key/keycard/entrance code.) 

• Where payment is made on arrival, an accurate receipt to be provided on request. 

• Registration of all guests on arrival.

3.4 Guest Departure

• To provide each visitor with details of payments due and a receipt, if required. 

• A complaint handling procedure should be in operation with details of where to complain readily available.
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Minimum Entry Requirements

4. Bedrooms

4.1 Comfort and Ease of Use

• All bedrooms and bathrooms should have sufficient space to allow freedom of movement for guests. 

• Drawers and doors should be able to be fully opened. 

4.2 Beds and Bedding - Size and Quality

Minimum bed sizes:
Single 190cm x 76cm (6’3” x 2’6”)
Double 190cm x 122cm (6’3” x 4’) 

• All mattresses to be of sprung interior, foam or similar quality, modern and comfortable, with mattress
protectors and/or under-blankets. (Plastic or rubber mattresses are not acceptable. All beds to be of sound
condition.) 

• All bed linen, including duvet covers, to be poly cotton/cotton and changed at least weekly and for each
new guest. Use of a top sheet does not negate this requirement. 

• All bedding to be clean and in sufficient quantity, according to season and guests’ needs. As a minimum,
there should be two pillows per person in individual pillowcases, and either two sheets, two good quality
blankets and a bedspread, or one/two sheets and a duvet of suitable tog rating with cover. 

• Spare blankets and pillows to be available on request. 

• Cots, where provided, are to meet British Standards.

4.3 Furniture, Furnishings and Fittings

• Desk/dressing table or equivalent provided. 

• Mirror available. Can be provided in the bedroom or bathroom (for ensuite rooms). 

• A chair or stool. 

• A wardrobe or clothes hanging space with sufficient hangers per person. An alcove is acceptable, but hooks
on walls or behind doors are not. 

• Adequate drawer or shelf space available - minimum of two shelves/drawers. 

• Opaque curtains, blinds or shutters should be provided on all windows, including glass panels to doors,
fanlights, and skylight windows to afford both privacy and exclusion of light. 

4.4 Heating, Lighting and Ventilation

• Adequate in-room heating provided at no extra cost. 

• Adequate levels of illumination for the size of room. 

• Main lighting controllable from within the room, by the bedroom door. 

• All bulbs, unless decorative, should have a shade or cover.

• At least one window with clear glass to provide natural light and adequate ventilation.

Minimum Entry Requirements
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Minimum Entry Requirements

Minimum Entry Requirements

4.5 Flooring

• Acceptable quality, fully fitted carpets or alternative, e.g. vinyl, wood laminate, finished floorboards. 

4.6 Other Bedroom Facilities and Services

• If beverage making facilities are not provided in the bedroom or on request, facilities for beverage making
must be available in a public area e.g. vending machines. A reasonable charge may be made.

• Where in-room services are provided, attention should be given to ensure that the kettle can be used safely
above floor height. 

• Where a payphone is provided on site its location must be clearly detailed. 

• Printed advice on how to obtain emergency assistance at night to be provided within the room. This
requirement is in addition to the fire instruction notice. 

• A waste paper container (non-flammable if smoking permitted). 

• An ashtray (where smoking permitted in bedrooms) or the non-smoking policy clearly advertised. 

• A drinking tumbler per guest provided in the bathroom or kitchen facility. This should be clear glass, or
wrapped disposable. 

• A towel rail or equivalent. 

• Sufficient conveniently situated power sockets to allow for the safe use of all electrical equipment provided,
e.g. suitably positioned at a mirror for the use of a hair dryer. 

• Iron and ironing board available on request or available from a central location (subject to a returnable
deposit if appropriate). 

• The availability of laundry facilities which can be chargeable and may be centrally located.
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Minimum Entry Requirements

5. Toilets, Bathrooms and Shower Rooms (Public or En-suite)

• All bedrooms and public areas must be cleaned daily for serviced B & B accommodation. (Service at
weekends may be reduced.) For self-catering lets, cleaning between each let or weekly as a minimum.
Particular attention should be given to items involving direct contact for guests, such as towels, baths,
washbasins, WCs, flooring, seating and glassware.

• At least one bath or shower room with washbasins for every 12 resident guests.

• At least one WC for every six resident guests, separate from bath or shower room. 

• There should be a washbasin in the WC for occupants of guest bedrooms without washbasins. 

• Opaque curtains, blinds, or shutters should be provided on all windows, including glass panels to doors,
fanlights, and skylight windows to afford privacy. 

• One bath or shower room with washbasin for every six residents.

5.1 En-suite Bathrooms (where provided) - Fixtures and Fittings

What is an en-suite?

An en-suite facility consists of a bath or shower, WC and washbasin connected to a bedroom and entered
directly from it. The WC is in its own properly ventilated room. It is acceptable for the washbasin and shower to
be in the bedroom, as long as the WC is contained within a room of its own, within the bedroom. If the shower
cubicle is situated in the bedroom then additional ventilation should be added to take account of this.  Guests
should be advised at the time of booking if the bath or shower cubicle is sited in the bedroom.

NB Pod style shower/bathrooms are acceptable.

• A bath or shower. If a shower is provided it must have a shower screen or curtain unless it is a wet room.

• Washbasin and mirror with light above or adjacent. The acceptability will also depend on the shape, position
of taps etc and if within a pod style unit. 

• Soap dish or equivalent 

• Lidded WC (pod style bathrooms exempt as lidded WCs are not standard)

• Toilet roll holder and toilet roll

• Covered bin with sanitary bags for each WC 

• Covered light 

• Adequate ventilation in the form of an extractor fan or window that opens 

• Any clear/opaque windows where overlooked require opaque curtains or blinds 

• Adequate heating (see below)* 

• A hook for clothes 

• Where bath and shower tray bases are not non-slip, a non-slip bath mat should be available on request.
(Non-slip adhesive strips added to baths and showers are acceptable.) 

Minimum Entry Requirements
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Minimum Entry Requirements

Minimum Entry Requirements

• Non-slip drying off area outside of the bath/shower is required. 

• Towel rail or equivalent (a radiator is not acceptable but a towel ring/hook or hanging rack on a radiator is). 

• Adequate water pressure with hot water available at all reasonable times. 

• Electric razor point or adapter available within easy reach of the mirror. This may be located in the bedroom,
bathroom or available from a central point. 

• Internal lock or bolt.

*Where there are no external walls/windows heat from the bedroom may be adequate. En-suites with an
external window will require heating. A heated towel rail is acceptable. 

5.2 Public Bathrooms (where provided) - Fixtures and Fittings

The minimum entry requirements should be provided as for en-suites, but additionally: 

• All public bathrooms require adequate heating, unless size below 5.9 sq.m (20 sq.ft). Shower cubicles are
exempt. 

• Internal lock or bolt.

NB Access to guest toilets and bath/shower rooms from bedrooms through public areas, e.g.
lounge, dining room etc is not acceptable.

5.3 Public Toilets on Bedroom Corridors - Fixtures and Fittings

• Lidded WC 

• Covered bin with sanitary disposal bags 

• Toilet roll holder and toilet roll

• Washbasin to include hot water, soap/liquid soap, and hand drying facilities 

• Covered light 

• Adequate ventilation in the form of an extractor fan or window that opens 

• Any clear/opaque windows where overlooked require opaque curtains or blinds 

• Internal lock or bolt. 

5.4 Washbasins in Bedrooms

• A towel rail or equivalent (a radiator is not acceptable but a towel ring/hook or a hanging rack on a radiator is). 

• Hot water available 24 hours a day.

• Electric razor point or adapter available within easy reach of the mirror. This may be located in the bedroom,
bathroom or available from a central point.

5.5 Towels and Toiletries
• Clean hand and bath towel per person, fresh soap provided for each new let (liquid soap acceptable). 

• Bath mat provided per person.
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Minimum Entry Requirements

Minimum Entry Requirements

6. Guest Meals

6.1 Breakfast/Dining Room

Where meals are served a dining room/breakfast area is to be available.

6.2 Breakfast (where provided as part of a package)

• Where breakfast is available for guests it may be continental and/or pre-packed. If cooked breakfast is not
available or it is pre-packed, this must be advertised in the brochure or advised at the time of booking.

• The choices and costs of food items to be clearly displayed.

• Breakfast times to be clearly advertised but meals for groups may be served at a specific time.

6.3 Dinner (where provided)

• Main courses should include hot dishes and a vegetarian option.

• Dinner should be clearly advertised along with dining facility opening times, however, meals for groups may
be served at a specific time.
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Minimum Entry Requirements

• Adequate levels of lighting for safety and comfort in public areas, including sufficient light on stairways and
landings at night. Use of infra-red/timed switch is acceptable. 

• Adequate levels of heating in all public areas. 

• Corridors and stairs should be in good repair and free from obstruction. 

• Public toilets in good repair and checked daily on a regular basis. 

7.1 Public Area Toilets

All toilets should be equipped with: 

• Adequate ventilation 

• Lidded WC 

• Covered light 

• Toilet roll holder and toilet roll plus spare 

• Sanitary disposal bin 

• Washbasin with soap/liquid soap 

• Adequate hand drying facilities 

• Internal lock or bolt for toilet cubicles.

Minimum Entry Requirements

7. Public Areas
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Minimum Entry Requirements

8. General Requirements

8.1 Safety and Security

• The entrance should be clearly identified. 

• A high degree of general safety and security maintained, including information on procedures in the event of
an emergency to be displayed in bedrooms. 

• Adequate measures provided for the security of guests and their property. There should be a means of
securing bedroom doors from inside and out and a key available. 

8.2 External Appearance

• Buildings, their fixtures, furnishings, fittings and exterior and interior décor must be maintained in a sound,
clean condition and must be fit for the purpose intended.

8.3 Grounds and Gardens

• Gardens and/or open areas that are accessible to guests to be maintained in good order. 

• If the establishment has additional outdoor facilities e.g. tennis court, these will be taken into account in this
area. Facilities to be signed. 

• Paths or passageways to all areas to be in good condition, well surfaced and adequately lit.

8.4 Parking (where applicable)

• Car park, where provided, should be adequately lit to ensure guests’ safety.

• If parking is not available/provided or is a chargeable extra, this should be detailed in the brochure/website
and guests must be advised at the time of booking.

Minimum Entry Requirements
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Minimum Entry Requirements

9.1 General

• Signage clearly indicating non-smoking. 

• There should be a clean and functioning cooker with an oven, a grill and at least four boiling rings that may
be used simultaneously with the oven or grill. 

• A microwave provided in addition to a cooker. 

• There should be a clean and functioning refrigerator with an ice-making compartment (unless a freezer is
also provided). 

• A sink equipped with a draining board, dish drying rack, hot water and cold drinking water supply

• At least one hygienic working surface. 

• Provision for boiling water, e.g. kettle etc. 

• An opening window or Local Planning Authority approved ventilation system. 

• A covered waste disposal bin to be provided. 

• Initial provision of washing-up liquid and dishcloths or washing-up brush. 

• A fire blanket to be readily available. This should ideally be between the cooker and the door, and ideally
wall mounted. Storage in a cupboard or over the cooker is not acceptable. It could be sited outside the
kitchen, provided it is quickly and easily accessible. 

• A combined dining room/self-catering kitchen is acceptable. 

• Storage space suitable for food. 

• Sufficient storage space for crockery, cutlery, kitchen and cleaning equipment provided. 

• Kitchen fully equipped with an adequate number of cooking utensils, crockery and tumblers allowing for the
number of guests the accommodation can accommodate.

9.2 Lighting

• Kitchens must be adequately lit and all lights must have shades or be suitably protected. 

9.3 Flooring

• All kitchens must have suitable floor finishes or coverings. 

Minimum Entry Requirements

9. Kitchen (where marketed as self-catering)
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Minimum Entry Requirements

Minimum Entry Requirements

9.4 Kitchen Inventory

The following should be provided per person:

Bowl - cereal or dessert 

Fork 

Knife 

Mug 

Plate (large & small) 

Spoon (tea & dessert) 

Tumbler. 

This basic list of equipment should be considered and supplied as appropriate, per kitchen:

Baking tray 

Basic clothes drying facilities 

Storage container 

Bread knife 

Chopping board 

Cleaning agents/dishwasher 

Tablets/liquid/powder (if dishwasher provided)

Colander 

Condiment set 

Corkscrew and bottle opener 

Dishcloths 

Dustpan and brush 

Fish slice 

Floor cloth/mop and bucket 

Frying pan 

Grater 

Ice tray 

Kettle - automatic electric 

Kitchen scissors 

Ladle 

Measuring jug 

Milk jug 

Oven cloth 

Potato masher 

Potato peeler 

Saucepans (large, medium, small) 

Sugar basin 

Table cloth/place mats 

Tablespoon x 2 

Teapot 

Tea towels 

Tin opener 

Toaster 

Tray 

Vegetable dish x 2 

Vegetable knife 

Washing-up bowl/brush 

Washing-up liquid 

Water jug 

Wine glasses 

Wooden spoon.

 




