130()6(3(*)@80(3()(*) boFoao. Lo FgJbEol Lobsbogo dgodobgm LEsbos@@o.

BLE obm 22483:2020/2022

U5goM0390ml LGobs®@o

LL3: 03.200.01 ; 03.080.30

AGIH0Bdo S 510D 5353806900 FMBLELYYMYOJOO - LELEGHIMMYdO -
dmALsbmMgdols dmmbmgzbgdo

© LLo3 LsgdoMmzgemls LEsbEIMGHIBOLS s gEHMMEIMYO0L gHMZbmmo LosgagbEm
2022



bo0bgym@dsz0m bofogo. LOygmo GgJlbEol bobosbogow dgodobgom LESbos@Fo.

Ll obien 22483:2020/2022

L506gMmMT>30Mm Bmbsgdgdo

1 80o0gdmeos s ©d390mos bsdmgdgm: BL03-LodsMm39w Ml bEsbsMEHIdOLS
@5 I9BHOM@MYo0ol 9H™M3b)o LosygbGML 49bgdoc®o  oMgdEHm®mol 31/05/2022 fierols
Ne 35 9963956 gdom

2 O0omgdeos  ,m93BOBoLY  0sMydbol  IgomEom:  LEsbaMEHoBsgool
Lo9gMMSTMOHOLM MOHY60BEO0OL (0bM) LEBIOEGO obm 22483:2020 ,,GHw@M0HBdo s oL
5393806093900 dmdLobmE@gdgdo - LElEYIOHMYdO - INILEBYYMHYdOL IMbM3bgdO*

3  30639¢5

4 MH9aoLEMOMGOME0s:  LLO3-LodoMm3zgeml  LEIbIOEGHIdoLs ©s  FgGHOMEmyools
96m36m0 LsgIBEBHML MgglB®do: 31/05/2022 fiewols Ne268-1.3-024298

$0b5800gdsMg LG sbatE ol bgdolidogmo gmMdom gs3M3Egmgds 15s5agbE Ml 6305MmZz0L 33¢9dy
53603505



bo0bgym@dszom bofogmo. LOYamo GgJbEol Lobosbsgow dgodobgm LEsbos@Ao.

INTERNATIONAL ISO
STANDARD 22483

First edition
2020-04

Tourism and related services — Hotels
— Service requirements

Tourisme et services connexes — Hotels — Exigences du service

Reference number
1SO 22483:2020(E)

©1S0 2020



b@geo GgdlEol Lobobogow dgodobgm LEsbos®Eo.

Ls0bgm@dsizom bofogo.

IS0 22483:2020(E)

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2020

All rights reserved. Unless otherwise specified, or required in the context of its implementation, no part of this publication may
be reproduced or utilized otherwise in any form or by any means, electronic or mechanical, including photocopying, or posting
on the internet or an intranet, without prior written permission. Permission can be requested from either ISO at the address

below or [SO’s member body in the country of the requester.

ISO copyright office

CP 401 o Ch. de Blandonnet 8
CH-1214 Vernier, Geneva
Phone: +41 22 749 01 11
Fax: +41 22 749 09 47
Email: copyright@iso.org
Website: www.iso.org

Published in Switzerland

ii

© IS0 2020 - All rights reserved



L0bgm®Isizom bofomo. LOgmo GgJbBol Lobobogsw dgodobgom LEsbosmFo.

IS0 22483:2020(E)

Contents Page
FOT@WOT .........oocccc e85 55858555555855 8 5555 \%
IIMETOUICEION. ..ot vi
1 S0P ... 1
2 NOIIMATIVE FEERTEIICES .........cccooii et 1
3 Terms and defiNITIONIS ... 1
4 Staff requirements....
4.1 General requirements
4.2 Organizational structure and definition of responsibilities
4.3 TTAININEG PIOGTAINL....oooo ook
4.4 GUEST SEIVICE ....ooo o8 Rer
4.5 Services and facilities for staff
4.6 SUDCONTTACLEA SEIVICES ..o
4.7 COMCESSIOTIANTES ...
5 Service requirements
51 Information and communication
5.2 Front desk Services. ...
5.2.1  GENEral FEQUITEIMEIIETS ... e
5.2.2  RESEIVATION SEIVICE ..oocccooveeeiveisieesesssse s
5.2.3  Check-in Service........en
5.2.4  Check-out, settlement and departure..
5.2.5  Luggage handling
5.2.6  VIP services....
5.3  Accommodation Services ...
5.3.1  GENEral FEQUITEIMEIITS. ...t
50312 ROOINIS e
5.4 Food and beverage services
541  GeNeral FEQUITEIMIEIITS ...
5.4.2  General requirements for buffet SYStEIMS ...
5.4.3  Culinary offer ...
5.4.4  Service provision ...
5.4.5  Hotel kitchen facilities
5.5  Ancillary Services........s
5.5.1
5.5.2
5,503 SAUIA/ SP e
5.5:4  Other anCillary SEIVICES ...t
6 Events organization e qUIT@IMEIITS ... 15
EntertaiNment @CTIVITIOS ... 16
Safety and SeCUTItY FEQUIT@IMENITS ...
8.1 General requirements...................
8.2 Risk and accident prevention..
8.3 Food safety.......i
8.3.1 General.......
8.3.2  Personal hygiene..........coienn
8.3.3  Reception 0f fO0Od PrOAUCES. ... 17
8.3.4  Storage Of fOOd PIrOAUCES ... 17
8.3.5  Preparation ...
8.3.6  Waste treatment...
8.4 Health safety ...
8.5 Security of people and assets........cinn,
8.6 Safety of buildings and facilities

© 1S0 2020 - All rights reserved iii



L0bgm®Isizom bofomo. LOgmo GgJbBol Lobobogsw dgodobgom LEsbosmFo.

IS0 22483:2020(E)

8.7 Fire protection..........cccccce.
8.8 Emergency management
9 MainteNaNCe FE@QUITEITIEIIES ...........ccc...ooiiiiiiiiiiiereiee e 21
9.1 General requirements
9.2 BUildings and OULAOOT @IAS ......cc..uueevierriireiierieesiessieeesiesssssesssssessesessssssssssesssssssess s 21
9.3 B QUUIDITIEINIT e
10 Cleanliness requirements.......
10.1 General requirements...
10.2 Cleaning plan.................
T0.3  GEIIETAL e
10.4  Cleaning Of COMIMOM ATEAS ...t et
10.5 Cleaning of rooms.........cccocciissscsn
10.5.1 General requirements................
10.5.2 Cleaning of occupied rooms.....
10.5.3 Cleaning of rooms after check-out..
10.5.4 Deep cleaning program..................
10.6  Linen and 1aundry ClEANIIE . ...t
11 SUPPLY IMANAZEIMIEIIE ...t 26
12 Guest satisfaction and feedback compilation.............. s 26
Annex A (informative) List of possible categories and breakfast buffet products ... 27
BIDLIOZGTAPIY ..o 29
iv © IS0 2020 - All rights reserved



b@geo GgdlEol Lobobogow dgodobgm LEsbos®Eo.

Ls0bgm@dsizom bofogo.

IS0 22483:2020(E)

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.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see www.iso.org/
iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 228, Tourism and related services.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

Choosing accommodation is one of the first issues that tourists face when they organize a trip, and
hotels are the most popular accommodation choice. In fact, according to the current concept of tourism
and trends, hotels are an important and motivational element of tourists’ trips.

The hotel industry represents a high percentage of tourism activity and is the tourism sector that has
grown the most in recent years. However, the rapid development of the sector, its high competitiveness,
the role that technologies play in the tourism industry value chain and the new accommodation
business models which have arisen during the last decade make the design and implementation of
differentiation strategies a need not only for the hotel industry but also for the destinations themselves.
In this context, offering a quality service to guests plays a major role in the differentiation strategy.

This document provides a common and attainable reference for all hotels in terms of quality service
provision and has been developed considering the different types of hotels in the world, existing
categorization systems, business models, sizes and services offered, as well as the current demands of
guests and global trends.

This document has been conceived as a tool aimed at offering a satisfactory guest experience, promoting
direct and indirect guest loyalty by ensuring the appropriate framework for providing the minimum
quality service expected by an experienced global tourist.
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