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WeELCOME TO THE isLE OF MAN'’S
QUALITY “COMMON STANDARDS”
FOR GLAMPING

Improving Quality Standards
The Department for Enterprise is committed to improving quality within the Tourism Industry, including the area of Hospitality.
To achieve a quality product all elements of the tourism experience must meet or exceed consumer expectations.

The raising of standards is crucial to the future development of tourism in the Isle of Man and we must deliver a product of
at least comparative quality to that offered across the British Isles and Channel Islands.

“Common Standards” were introduced in England, Wales, Scotland and Guernsey in 2006, after market research confirmed
the need for an easily understood and uniform method for grading tourist accommodation, to ensure consistency and meet
customer expectations. Indications from our Industry Partners have confirmed that this has had a very positive response
from both the Hospitality Industry and its customers.

The Isle of Man has adopted their own version of accommodation ‘Quality Common Standards’ with initial inspiration taken
from Visit England’s 2006, 2012 and 2016 revised versions.
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CoODE OF CONDUCT AND CONDITIONS
FOR PARTICiPATION

Code of Conduct

The proprietor is required to undertake and observe the following code of conduct:

To ensure high standards of courtesy and cleanliness; catering and service appropriate to the type of establishment;

To describe fairly to all visitor and prospective visitors the amenities, facilities and services provided by the establish-
ment, whether by advertisement, brochure, word of mouth or any other means;

To allow visitors to see accommodation, if requested, before booking;

To make clear to visitors exactly what is included in all prices quoted for accommodation, meals and refreshments,
including cancellation charges or for service charges, taxes and other surcharges. Details of charges, if any, for additional
services or facilities available should be made clear, also if payment is to be made in advance of the holiday;

To adhere to, and not to exceed prices current at time of occupation or accommodation to other services;

To advise visitors at the time of booking, and subsequently of any change, if the accommodation offered is in an uncon-
nected annex, or similar, or by boarding out, and to indicate the location of such accommodation and any difference in
comfort and amenities from accommodation in the main establishment;

To give each visitor, on request, details of payments due and a receipt if required;

To deal promptly and courteously with all enquiries, requests, reservations, correspondence and complaints from visitors.

Insurance

The proprietor must:

Insure, and maintain insurance of an approved amount under one or more approved policies with an approved insurer
or insurers against liability for bodily injury or illness sustained by any guest, where the injury or illness is caused as a
result of the act or omission of the proprietor or of one of his employees acting in the course of his employment; or

(SERVICED ACCOMMODATION REGISTER ONLY) in respect of loss or injury to the goods or property brought to the
premises by any guest, but nothing in this paragraph shall require the proprietor to insure against liability other than a
liability under any enactment and other than his liability at common law.

In this Condition:

“Approved” means approved generally or specifically by the Treasury;

“Employee” means an individual who has entered into, or works under, a contract of service or apprenticeship with an
employer whether by way of manual labour, clerical work or otherwise, whether such contract is expressed or implied,
oral or in writing.
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CoODE OF CONDUCT AND CONDITIiONS
FOR PARTICiPATION

Advertising Rules - Isle of Man Visitor Accommodation

 Visit Isle of Man and Quality In Tourism (the independent accommodation assessors) have created a list of accommoda-
tion advertising rules to help accommodation providers on the Island accurately advertise the accommodation you offer
and the expectations guests have when using certain designators to describe your accommodation. The main focus of the
list is to ensure your marketing is selling your business accurately, honestly and legally.

« Don’t confuse your guests.

« Don’t try to be something that you're not — don’t overpromise visitors on the accommodation quality, facilities or service
at your accommodation, be honest.

« Keep the descriptions honest, transparent, punchy and in simple language easy to understand.

« Be clear and concise about the sleeping arrangements; i.e. sofa beds, more than two guests to one room, bunks, smaller
beds, 4” doubles, 2’6” singles as examples.

» Be clear and concise about the facilities you offer, as an example, the type of breakfast offered, reception times, is there
parking on site, are there any additional charges?

 Highlight your Unique Selling Points otherwise known as your USP — a USP is something that makes your accommoda-
tion stand out against the rest for example, a sea view, quirky yurts, located deep in the Manx countryside with rolling
hills and not another property in sight, Isle of Man themed bedrooms, 100% Manx breakfast served as examples.

 Highlight your good bits and bad bits i.e. the second bedroom is rather small with a low ceiling, but perfect for visitors up
to a height of 4 feet.

« Think about what you look for when you’re booking something and make sure that your guests can access this informa-
tion quickly and easily for your accommodation.

« Make sure you provide clear contact information for visitors to communicate with you and give an indication of how long
it will be before you get back to them via a direct response or answer machine message e.g. we will endeavour to contact
you within 48 hours.

» Do you have your booking, cancellation and refund policy and if so, are these communicated clearly to visitors before
booking, upon booking and after booking? If you don’t have any policies in place, this is something you must think about
putting in place.

« Do you send an email to visitors once they have made the booking to confirm their reservation, arrival details and to
clarify the cancellation policy? If not, this is worth doing! If visitors are made aware of all of the terms of their booking at
the earliest opportunity it alleviates the possibility of visitors complaining at a later stage.

Just a reminder! — Legally you must advertise transparently

Schedule 3 Part 1 of The Tourist (General) Regulations1991 states under “Code of Conduct” inter alia the following;:

“To describe fairly to all visitors and prospective visitors the amenities, facilities and service provided by the establishment,
whether by advertisement, brochure, word of mouth or any other means.”

Please ensure that you are not miss-representing your accommodation. For example, if you are registered with the Depart-
ment as a Guest House or Guest Accommodation you must use these words on all advertising and do not call the property
a Hotel. This also relates to the accommodation star-rating award. If you are registered as a 4-Star Guest house, you must
advertise as such, and refrain from confusing visitors by thinking the property is a 4-Star Hotel.
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THE QUALITY STANDARD FOR GLAMPING

Quality Assessment

There are five levels of quality ranging from One to Five Stars. To obtain a higher Star rating progressively higher quality
standards should be provided across all areas with particular emphasis in six key areas - cleanliness, hospitality, food
offering (if applicable), bedrooms, bathrooms and public areas.

At the highest levels of quality, some additional and appropriate facilities and services are expected in addition to the very
best in guest care.

Quality Terminology

The phrases such as ‘good’, ‘very good’ etc. signify ascending levels of quality in broad terms only. These standards indicate
typical consumer expectations of each star level. They are neither prescriptive nor definitive because we recognise the wide
variety of quality elements that can be included - for example, style, which can range from traditional to minimalist.

What is Quality?
When we are assessing quality we take into account the following:

 Intrinsic quality - the inherent value of an item.
« Condition - the maintenance and appearance of an item. Is it fit for the purpose?
« Physical and personal comfort - does the quality or lack of an item detract in any way from the comfort of the guest?

« Attention to detail - the evident care taken to ensure that the guest experience is special and offer the same high
standards for all guests.

« Guest choice and ease of use - the guest experience is enhanced through choice - be it the choice of beverages in his/her
room or the choice of room temperature. This is further improved by how usable the guest finds the site and its facilities.

« Presentation - the way the room and its contents are presented for guests’ arrival and during their stay.

visitisleofman.com




THE QUALITY STANDARD FOR GLAMPING

How is the quality (Star-rating) assessed?

Registration Certificate

Once the site has met all of the pre-requisites (Public Liability Insurance, Accessibility Statement and Fire Risk Assessment)
and from other Government agencies including planning, building control, fire safety,and environmental health, the proper-
ty can be officially registered with the Department. You can start trading — and you will be issued a registration certificate
which should be displayed in the property at all times.

Star Grading and Accolades
There is a compulsory registration and star grading system in operation on the Isle of Man under the Tourist Act 1975.

Visit Isle of Man has a Contact with Quality in Tourism, an Independent hospitality company who travel to the Island
throughout the year to complete assessments.

The property will be classed as ‘Rating Pending’ until a Quality in Tourism assessor visits your hotel to officially grade your
property - this is where your star grading comes from. The Assessor will arrange a visit to your property every 2 years,
which will either be a day or overnight visit.

What happens during the assessment?

« Hotel booking is made in a mystery guest style (if it is an overnight assessment)
« Overnight stay in a mystery guest style (the assessor will try as many facilities as possible)
« Account to be settled and the assessors will introduce themselves to the hotel management

» The assessor will request a show round of site

If the visit is a ‘day visit’, the Assessor will make contact with the hotel and will arrange for a convenient time to meet with
the hotel management and assess the hotel without an overnight stay involved.

Following the visit the Assessors will prepare a report, which will be sent directly to you via email, and to the Visit team.
Upon receipt of this report, the Visit team will arrange for your official rating and accolade plaques to be sent to you, which
are to be displayed on the outside of your property. We will also send you the digital files so you can display your accolades
across your online advertising.

Photo credits: Saba’s Glen Yurts, Knockaloe Beg Farm
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1. GENERAL OVERYIEW

11 INTRODUCTION

1.1.1

Glamping

Used to describe anything but personal tents, glamping is defined as up-market camping, with
accommodation and facilities that exceed the standards of a traditional pitch-your-own tent. It is used to
encompass any non-traditional places to stay, from treehouses to yurts and everything in between.

Examples of glamping style accommodation include:

» Tree House

e Yurts

« Safari Tent

» Tipis

e Domes

« Eco Pod

» Nature Lodge
e Caves

e Barns

e Huts

« Igloos

« Bell Tents

« Elevated Cabin
» Tented Cabin

» A Frame Cabin

« Romani Wagon (Vardo)

Any site operating with the word Glamping as part of their business name will be assessed using the Common
Standards for Glamping.

1.1.2

1.1.3

Common Standards

VisitBritain, VisitScotland, Wales Tourist Board, and the AA, with the support of the government, have
worked together to agree, support and develop common standards for assessing the quality of serviced
accommodation in Britain.

The Isle of Man has joined the “Common Standards” scheme with effect from 1st April 2007 to ensure
harmonisation and raise the Island’s standards.

The Requirements

The requirements for the Star ratings have been based on the existing standards of all the organisations
plus extensive research into the needs and expectations of visitors. We have also consulted widely with
the hospitality industry.

The feedback received from the industry shows strong support for a common quality standard for serviced
accommodation throughout the countries where the schemes operate. The aim for this revised common
quality standard is to work continually with industry to raise quality standards in line with the ever-
evolving expectations of consumers.
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THE MODEL STANDARD FOR GLAMPING

These Standards are set by the Department of Environmental, Food and Agriculture Model Standards for temporary and
permanent camping sites.

Campsites must meet all aspects of the Standards to gain the approval of the Department of Environmental, Food and
Agriculture in order to register as visitor accommodation.

2.1 GENERAL

2.1.1  The site occupier must be in procession of a valid license, issued by the Local Authority, in accordance with
Section 3 of the Local Government Amendment Act 1929

2.1.2 A copy of the license, together with its conditions, must be displayed prominently on the site

2.1.3 The licensee must ensure proper levels of supervision by a person or persons capable of maintaining good
order and control of the site users to meet the requirements to the licence conditions

2.1.4 The licensee shall keep a register of all site users, their home addresses and vehicle registration numbers

2.1.5 The licensee shall, at all times be in possession of a valid policy of insurance and such insurance policy shall
insure adequate cover against third party claim involving:

a) Loss of life

b) Personal injury

c) Fire

d) Theft

e) Damage to buildings, structures or fittings, including goods and chattels in the procession of the

site user, whether on a temporary basis or permanent basis

The licensee may be required to produce the valid certificate of insurance and/or the policy, to an authorised officer
of the Local Authority or the Department of Environment, Food and Agriculture for examination

2.2 SITE NOTICES

2.2.1  Notices should be prominently displayed on the site setting out the action to be taken in the event of an
emergency. The location of the nearest public telephone along with the contact details of the:

a) Site licence holder (or his/her representative)
b) Police
c) Fire brigade

d) Ambulance

e) Local doctors Should also be prominently displayed

2.2.2  Site users must be advised by notice of any other identified hazards/risks specific to the site (e.g. flood risk,
overhead cables etc)

2.2.3 All notices should be suitably protected from the weather and displayed, where possible, out of direct
sunlight, preferably in areas lit by artificial light.

23 SITE ACCESS

2.3.1  The access toad to the site and to communal facilities, are to be surfaced so as to avoid to accumulation of
surface water and mud and to provide suitable ingress and egress

2.3.2 The access to the site from the main highway is to be to the satisfaction of the Department for Infrastructure

visitisleofman.com




THE MODEL STANDARD FOR GLAMPING

24  SITE BOUNDARIES, LAYOUT & DENSITY

2.4.1  The boundaries of the site should be clearly marked, for example by fences or hedges

2.4.2 Ttis recommended that a 3 metre wide area should be kept clear within the inside of all boundaries

2.4.3 The gross density should be exceed twenty five units per acre, calculated on the basis of the useable area (i.e.
excluding lakes, roads, communal services and other areas unsuitable for the siting of units) rather than the
total area

2.4.4 The minimum distance between units in separate occupation should be at least 6 metres

2.4.5 Where multiple units are in single occupation a separation distance of not less than 3 metres may be
permitted

2.4.6 There should be a minimum distance of 2 metres between any unit and the edge or kerb of any road

2.4.7 On the written application of the licence holder, and for specified peak holiday periods only, an additional
ten percent of the number of units normally permitted may be allowed by the operator without the provision
of additional facilities, subject to the site complying with criteria to be specified by the Local Authority of the
Department for Environment, Food & Agriculture

2.5 PARKING

2.5.1 Vehicles and other ancillary equipment should be permitted within the 6 metres space between units in
separate family occupation but, in order to restrict the spread of fire, there should always be 3 metres clear
space within the metres separation.

2.5.2 Emergency vehicles should be able to secure access at all times to within 90 metres of any unit on the site.

Tourism Accommodation Quality Standards - Glamping




THE MODEL STANDARD FOR GLAMPING

2.6

2.7

2.8

LIGHTING

2.6.1

2.6.2

Taking into account the needs and characteristics of the site and any identified hazards within the site,
suitable and sufficient lighting may be required

Suitable and sufficient lighting to sanitary accommodation must be provided at all times

DRINKING WATER SUPPLY

2.7.1

2.7.2

2.7.3

2.7.4

The site should be provided with an adequate supply of drinking water, suitably labelled ‘DRINKING
WATER’

Water stand pipes with adequate supply of potable water should be situated not more than 45 metres (50
yards) from any unit

A suitable and adequate soakaway should be provided underneath each stand pipe, or a surfaced area
draining to a trapped gully, such gully discharging to a soakaway or storm drain
Waste Water Disposal

2.7.4.1 The site should be provided with adequate facilities for the disposal of waste water and cleaning of
waste water receptacles

2.7.4.2 No unit pitch should be more than 55 metres from a waste water disposal point
2.7.4.3 Waste water disposal points should be separate from Drinking Water Points

2.7.4.4 Water supplies should be clearly marked ‘WASTE WATER DISPOSAL ONLY’ or ‘NOT DRINKING WATER’

SANITATION AND DRAINAGE

2.8.1

2.8.2

a)

b)

2.8.3

2.8.4

2.8.5

2.8.6

Communal toilet blocks should be provided with separate water closet provision for each sex. The drainage
from such water closets should be to the main sewer, where available, or, where a main sewer is not
available, to a sewage disposal system approved by an authorised officer of the Department of Environment,
Food and Agriculture

The following minimum provisions should be provided:

Females:

i) One water closet for every forty persons

ii) One shower for every forty persons

iii) One wash hand basin for every fifteen persons

Males:

i) One water closet and one urinal for every forty persons
ii) One shower for every forty persons

iii) One wash hand basin for every fifteen persons

Particular considerations should be given to the needs of the disabled in the provision made for water
points, toilets, washing points and showers

The licensee is the be responsible for ensuring the sanitary and hygienic conditions of these facilities

Proper facilities for ensuring land drainage are to be provided and maintained where, in the opinion of an
authorised officer of the Department of Environment, Food and Agriculture, it is considered necessary.

Whether or not WC’s are provided, a properly designed disposal point for the contents of chemical closets
should be provided together with an adjacent supply of water for cleaning the containers. Where applicable
the water supply should be clearly labelled as not potable

visitisleofman.com




THE MODEL STANDARD FOR GLAMPING

2.9 REFUSE DISPOSAL

2.9.1 Sufficient refuse receptacles of an approved type should be provided

2.9.2 These receptacles should be emptied sufficiently frequently to avoid the deposit of waste and litter on the
ground

2.9.3 All such receptacles should be sited on a hard standing to facilitate the cleansing of the area

2.10 FIRST AID PROVISION

2.10.1 Suitable and sufficient first aid facilities must be provided on the site

2.10.2 If asite is situated near a lake, river or sea, suitable life saving equipment must be provided

211 ELECTRICAL INSTALLATIONS

2.11.1 Any installation should be maintained in such a way as to prevent danger as far as reasonably practicable
and should be periodically inspected and tested by a competent person in accordance with the Institution of
Electrical Engineers (IEE) Wiring Regulations

2.11.2 LPG — Where LPG is provided, storage facilities must comply with current Health and Safety standards,
Codes of Practice and Regulations

212 MISCELLANEOUS

2.12.1 Where a site and its management met the previous version of the model standards, but does not now meet
the revised standards, the Local Authority may grant an extended period of time (not normally more than 5
years) within which additional necessary works may be carried out.

2.12.2 All new works shall comply with the revised model standards

Tourism Accommodation Quality Standards - Glamping
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THE QUALITY STANDARDS FOR GLAMPING

At all levels think about how the environment can be incorporated into the site. How are the grounds landscaped?
Has upcycling and recycling been considered. Have animals and nature been considered when establishing privacy
screens or walkways by incorporating areas for them to live, as well as engaging guests, perhaps with signage.

341 EXTERIOR

Star Rating Quality Indicators

1 star » Very basic, sound site.

 Units either very basic and/or showing significant wear and tear

» No outside space established for guests
» Further establishment to grounds, i.e. pathways and signage

» Units themselves may be as above

2 star « Basic, but further establishment to site with lighting.
» Landscaping may have begun to grounds

» Units may be showing wear and general first impression could be improved

3 star » Units might be showing minimal wear
» Thought will have gone into the privacy between units

» Each unit likely to have own outdoor space

4 star » Grounds beginning to become established
» Well established site

5 star » Bespoke signage
« Thoughtful lighting
» Mature landscaping

« Consideration for nature

Tourism Accommodation Quality Standards - Glamping




THE QUALITY STANDARDS FOR GLAMPING

HOSPITALITY AND SERVICE (INFORMATION, ARRIVAL, PERSONAL TOUCHES ETC)

Star Rating Quality Indicators

3.2

1 star

2 star

3 star

4 star

5 star

33

1 star

2 star

3 star

4 star

5 star

May be little or no interaction
No extras

Minimum, uninspiring information

Basic, ‘need to know’ information
Self Service check in

Might be some extras but no feeling that thought has gone into it

Not over the top, but still a warm welcome (personal, electronically or letter)
Some basic extra’s like tea/coffee

Information will be well strcutured

Information should present well and professionally online and in anything sent to guests
Full business name and contact details etc

Might expect a personal welcome or well-rehearsed arrival/check in procedure if not
Extra touches would be expected, such as: freshly cut flowers, homemade treats, relevant
books or magazines, games

Excellent pre arrival information and a welcome you won'’t forget

Substantial welcome packs would be expected, full of quality and/or local goodies

HOUSEKEEPING (INDIVIDUAL UNITS, BATHROOMS AND ALL OTHER SPACES
USED BY GUESTS)

Star Rating Quality Indicators

Cause for concern

Obvious lack of attention to deep cleaning of facilities

Perhaps serious build-up of cobwebs, mildew in the bathroom facilities, grease in cooking facilities
Evidence of previous guests use on equipment provided

Litter and rubbish around site, refuge areas not kept tidy

Definite lack of care to on going deep cleaning

Perhaps able to salvage with significant deep cleaning

Perhaps a tidy site generally, but further attention required to public areas during the day, i.e.
shared bathroom/WCs

Beginning to see longer term build up in units

There might be a few missed areas such as cobwebs
Minimal end of season build up

Perhaps some public areas caught ‘off guard’ at time of visit

Exceptional standards

Pristine and gleaming facilities

visitisleofman.com




THE QUALITY STANDARDS FOR GLAMPING

3.4 PUBLIC SPACES/OTHER (IF APPLICABLE) (CAFE, SHOP, LAUNDRY, KITCHEN IF
SEPARATE ETC)

Not required, but any extra facilities available to guests will need to meet the same standard as all other areas in
order to manage guest expectations. If individual units do not have full cooking facilities and there are no eating
establishments within walking distance (breakfast, lunch and dinner) a kitchen should be provided. This can be
in the form of outdoor cooking, but must meet the quality of the rating desired.

Star Rating Quality Indicators
1 star « Basic or no other facilities
» Dishwashing facilities should be available, covered and lit

2 star » Hot water for dishwashing

« Outside seating area, if not available for each unit

3 star » Shop/café likely to sell quality local produce and products
» Laundry facilities free if available
4 star « Kitchen would be well presented with ample space and storage and easy to use equipment,
if applicable
5 star « If applicable, shop/café would be an enhanced version of Four Star standard, probably a real

focus on local, handmade, homemade, food and gifts etc

« Kitchen might be a bit unique or quirky or host some high quality or interesting equipment —
this could still be in the form of outdoor cooking
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THE QUALITY STANDARDS FOR GLAMPING

INTERIOR (DECORATION, FINISH, FURNITURE, FITTINGS, BEDS AND BEDDING,
EXTRA'S ETC)

35

1 star

2 star

3 star

4 star

5 star

Extras could include storage for food, equipment for cooking. Remember this does not have to be available or
conventional but again must meet the quality and expectation of the desired rating. Think about how you could
turn a basic cool box into a treasure chest to in keep with the style or excite the children.

Star Rating Quality Indicators

Basic facilities, often knows as a ‘wooden tent’
Guests likely to bring own sleeping equipment and sleep on the floor

Must be sound condition and water tight

Bed bases and mattresses expected at this level

Guests can still provide own sleeping equipment

Some form of lighting should be available that can be used at all times
Proper beds and mattresses expected at this level with bedding also, but perhaps not made up

Some form of heating and lighting expected, available at all times

High quality unit with quality fitting and fixtures

Beds and bedding provided, made up for each let

Adequate heating and lighting provided and available at all times
Facilities to store food, keep cold and cooking facilities

The cooking facilities could be outside, and food storage could be in the form of a cool box
with ice blocks

Washing up facilities will also need to be available

Perhaps elements of luxury or uniqueness

As Four Star, top of the range

Definitely unique and offering a luxurious product that would perhaps be something the
guests has never experienced before or certainly for a special occasion
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THE QUALITY STANDARDS FOR GLAMPING

3.6 BATHROOMS (DECORATION, FINISH, FITTINGS ETC)

Star Rating Quality Indicators

1 star « Basic facilities can be unisex

2 star » Improved level of quality

 Shared facilities with lighting and hot water at all times

3 star « En suite facilities or shower W/C blocks
 Durable finish

« Likely to have separate sex facilities

4 star » High quality facilities
« Finish will be using quality and attractive materials
« Could be expensive or could be recycled, but must be finished to a very high quality
» En-suite or private to each unit, or a very high quality shared block within a short distance
from units
5 star « As Four Star, but may also show something unconventional and experiential such as bathtub
under the stars or an outdoor shower

» Would also expect some high quality or locally made toiletries
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