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Following a decision by the ECC-Net during the Cooperation Day in Paris in 2008, ECC 
Cyprus has undertaken the coordination of the joint project on the “Classification of Hotel 
Establishments within the European Union (E.U.). It was decided that the working group of 
this joint project would consist of ECC Belgium, ECC Bulgaria, ECC Greece, ECC Latvia, 
ECC Poland, ECC Romania and ECC Spain. ECC Cyprus initiated the project with the 
preparation of a questionnaire in cooperation with representatives from the Cyprus Tour-
ism Organisation, the Cyprus Hoteliers Association and the Association of Cyprus Tourist 
Enterprises. After receiving comments from the working group, a questionnaire was sent 
out to all ECCs for feedback. The answers received were discussed and analysed by the 
working group in its meeting that took place on the 16th of June 2009 in Nicosia, Cyprus. 
The members of the working group that participated in the meeting were:

- ECC Cyprus - Coordinator
Dr. Phrosso Hadjiluca (Director), Mrs. Elena Papachristoforou (Lawyer), Mrs. Andri 

Iacovou (Advisor), Mr. Michalakis Geroudes (Advisor)Mrs. Olga Xynari (Support staff).
- ECC Belgium, Mrs. Edith Appelmans, Director
- ECC Bulgaria, Mr. Ventsislav Petkov, Advisor and Mrs. Iva Botseva, Assistant
- ECC Romania, Mr. Razvan Resmerita, Director
- ECC Latvia, Mrs. Aija Gulbe, Director
- ECC Greece, Mrs. Eleni Gouma, Director and Mrs. Evangelia Giannouli, Case handler
- ECC Spain, Mrs. Laura Blázquez Requena, Consumer Advisor
- ECC Poland, Mrs. Malgorzata Furmanska, Lawyer
- Cyprus Tourism Organisation, Mr. Marios Chanakas, Tourist Officer and Mr. 

Kyriacos Kyriacou, Tourist Officer
- Cyprus Hoteliers Association, Mr. Zacharias Ioannides, Director General
- Association of Cyprus Tourist Enterprises, Mr.Fidias Karis, Director General

After the meeting, ECC Cyprus sent out an amended questionnaire to all ECCs, and 
based on the information received and in cooperation with the working group it has pre-
pared the present Report. 

The ECC-Net is a European network consisting of 29 European Consumer Centres, in 
all EU Member States, including Iceland and Norway. The Network is co-funded by the 
Health and Consumer Protection Directorate-General of the European Commission, the EU 
Member States, Norway and Iceland. The mission of the ECC-Net is to provide information 
on consumer rights under EU legislation and on opportunities offered by the Single Market, 
in order to create consumer confidence in cross-border transactions. This is achieved by 
providing advice and support to individual consumers in defending their rights when dealing 
with business entities based in different Member States. It also aims at assisting consum-
ers to reach an amicable resolution of cross-border disputes when needed.

The ECC Net collects information and analyses trends on selected topics at national and EU level, 
on the basis of its practical experience in dealing with consumers. Thus the ECC-Net provides a 
highly relevant input for seminars and campaigns that are designed to educate consumers on the sub-
ject of their rights. The ECC-Net publishes information material and each ECC has its own website. 
In addition, members of the ECC-Net engage in joint projects and the preparation of reports, in order 
to investigate specific sectors that have experienced particular cross-border difficulties. The ECC-Net 
also provides feedback to the European Commission and other consumer policy makers.

2 | ECC -Net
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Particularly in the context of the current economic downturn, the ECC-Net has an important role to play 
in guaranteeing consumer rights, real choice and full market transparency. On the basis of registered cases, 
the ECC-Net has observed that the classification of hotel establishments is a problem for European con-
sumers. There are two main factors that tend to mislead consumers on the question of a common system 
of hotel classification. First, many companies in this sector operate in the same way both at a national and 
an international level. Second, EU regulations standardise services within the Single Market in most busi-
ness sectors. Consumers still have problems when their selection of hotel standards, done according to their 
needs and financial means, fails to meet their expectations in terms of services and accommodation.

Nevertheless, the categorisation systems are still the most convenient way for consumers to reap the 
full benefits of the Single Market by comparing prices and scope of services for hotel standards within each 
Member State. In addition, the development of new technologies makes it easier for companies to offer their 
services to an unlimited number of potential customers within the EU as a whole. A fully integrated market 
would strengthen competition, increase the range of consumer choice and result in lower prices. Consum-
ers and companies should therefore be aware of the current methods of hotel classification within the EU.

The Report on the Classification of Hotel Establishments within the EU is the result of 
the first survey conducted by the ECC-Net and focuses on the classification systems of 
hotel establishments. The main purpose of the Report is to provide a description of the 29 
systems of categorisation. The Report outlines each system, giving detailed information 
about all the possible categories within a given Member State. It also provides information 
regarding facilities for disabled people and other useful information. 

In conclusion, the ECC-Net has a specific interest in examining the different systems operating in Europe 
in order to determine the state of the Single Market in this sector and to collect data for the purpose 
of educating consumers with regard to what they should be aware of when opting for particular hotel 
standards. The ECC-Net wants to stimulate further discussion on its initiative to create a fully developed, 
convenient, harmonised classification system, which would also be helpful to the industry in terms of 
respecting consumers’ rights. Its aims can only be achieved through a common European system 
that would guarantee cooperation among the relevant bodies and satisfy consumers’ rights. 
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The purpose of the Report is to provide information and describe existing systems of classification 
of hotel establishments in all EU Member States, including Iceland and Norway.

The main purpose of this report is to analyse difficulties encountered by European consumers, to 
indicate the main problem areas and describe the main differences among the various classification 
systems.

Additionally, the Report provides an overview of the situation in each Member State. This part of the 
study presents the mechanisms of categorisation and includes definitions of particular standards.

Furthermore, the Report shows that the current labyrinth of 29 classification systems is not trans-
parent either for consumers or for hotel companies. It therefore includes certain conclusions and 
recommendations for possible improvements.

The information concerning each classification system was gathered by the ECCs in their 
respective countries. In order to facilitate data collection, the working group mentioned in the 
previous section prepared a list of criteria and a detailed questionnaire. A copy of the question-
naire sent to the members of the ECC-Net is provided in Appendix 1.

Scope

4 | ECC -Net
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Hotel industry is a business that is growing rapidly in many countries, especially in those areas 
where tourism has developed recently. Moreover, there is a booming of business travel. 

The rapid growth of this industry can be attributed to the following factors: 
 increasing of internationalization of business, this has led to increased travel; 
 increasing of economic prosperity, which means additional income and therefore the con-

sumers’ can spend more on travel; 
 improving of transport services, particularly regarding air travel. 
 development of advertisement;
 free movement of people within the EU.

Classification systems – why are they so different?
Using human factor greatly influences the performance of work, lead to the impossibility of stand-

ardization of operations and presents a problem in the work of the hotel. Therefore, lately, more and 
more hotels go towards standardization of services. The standard establishes criteria under which 
an estimated level of customer service and overall work of staff involved in providing services. 

However, hotel companies are targeting to attract, retain customers using a variety of loyalty 
programs and providing a wide range of quality services to meet customer preferences. 

The classification is a coded form of summary of the level of comfort and range of services.

The objectives of adopting a formal system of classification are: 
 customer information, 
 possibility of differentiating hotels to implement differentiated policies, 
 possibility of exercising an increasing tax burden on products (hotels) of luxury, as a special 

case of the previous target, 
 possible regulation of the rates, 
  “education” of Hotels, the purpose of steering the direction of modernization of hotels, 
 facilitate communication, the conclusion of contracts and monitoring their compliance with the 

tourism agencies.

Each of the countries of the world, because of cultural traditions, national and otherwise, are using 
specific rating systems, which prevent the application of a single classification system worldwide.

The possible criteria for the classification of hospitality establishments, which the World Tourism 
Organization (WTO) takes into consideration, are: 

a) The level of comfort: 
- Luxury (4 * and 5 *); 
- Medium level; 
- Modest class. 

b) The location of the territory: 
- The season; 
- Mountain; 
- In treatment areas; 
- In cities (center or periphery, possibly towards the airport); 
- Along the road. 

Main problem areas and differences 
in the various classification systems
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c) The purpose functional / on time of stay of guests: 
- Transit; 
- Special purpose. 

d) The operating system: 
- Open permanently; 
- Seasonal. 

e) The form of exploitation: 
- Individual service; 
- Association (voluntary hotel chains); 
- Companies or groups (integrated hotel chains). 

f) The form of ownership: 
- Personal property; 
- Private; 
- State property; 
- Or cooperative; 
- Public property; 
- Public ownership of international concern; 
- Joint ownership. 

g) The accommodation capacity: 
- Small hotels (up to 150 seats); 
- Hotels medium (151 -400 seats); 
- Large hotels (over 400 seats). 

h) The target market: 
- Trade; 
- Interest; 
- Vacation. 

i) The standards of service and facilities offered: 
- Full-service hotels; 
- Economic hotels; 
- Self-catering hotel. 

One of the basic classification criteria is the level of comfort - a complex criterion, composed 
of the following parameters: 
 Surface of accommodation (m2), share accommodation, single rooms and those with 

more beds, number of accommodation with many rooms, the presence of utilities; 
 Condition of furniture, inventory, and sanitary ware; 
 Presence and status of food courts; 
  Buildings, access roads, land-view; 
 Providing of technical services, including the presence of telephone connections and 

satellite, the TVs, refrigerators, mini-bars, mini-safes; 
 The possibility of providing additional services. 

6 | ECC -Net
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These parameters are put in evidence in any existing classification systems at the moment. 

There are over 30 hotels classification schemes where the level of comfort, the commonest being: 
> European systems / systems of stars; 
> System of letters; 
> System “crowns”; 
> System of levels. 

To understand the essence of classification systems of hotels by the level of comfort the most 
important aspect is the regulatory framework in international practice. There are two different 
approaches in elaborating the legislative acts: 

1. The first requires the involvement of state bodies, so there is the state 
system of classification of hotels according to their degree of comfort. 

2. The second method involves the standardization work is carried out by 
unions and professional organizations. 

 In addition classification systems developed by state bodies and professional systems are 
developed by marketing companies, or authorities in the professional environment. These rat-
ings wearing a subjective nature are based on categories like: notoriety of the hotel, moral cli-
mate, and standard set of services.

Variety of classification systems of hotels 

As to the adoption of a classification system, countries can be divided into three categories: 
(A) Groups of countries which have not taken any rating system – like the Nordic countries. 
In these countries, the opposition to adopt a classification system is justified by the principle 

of market freedom, falling in disagreement with any form of intervention and control. 
(B) Other countries have not adopted an official classification, but have an informal system 

of classification, which enjoys recognition from the public. 
In England, two automobile associations (Automobile Association and Royal Automobile 

Club) have introduced a ranking on the stars, from 1 * to 5 *. In Denmark, the top is promoted by 
“Politiken”, with its guidelines. Hotel owners themselves in other countries through professional 
organizations, provide classification of hotels (the cases of Switzerland and Germany). 

(C) Finally, other countries have adopted a formal system of classification, more or less de-
tailed (Italy, Ireland, Netherlands, Greece, Luxembourg, etc.). 

Among the most complex systems are judged to be those of France. 

For most countries, the criteria for classification of hotels have character, technical rules in 
which qualitative aspects are less represented. Essentially, the criteria used can be divided into 
two categories: 

1. area and equipment, including, in particular, criteria on surfaces (the 
rooms), toilet facilities (including the proportion of rooms with bathrooms 
with tub and shower), and endowment with furniture and other objects; 

2. quality criteria in relation to the quality of facilities, services and quality. 

The conditions set for each criterion are minimal. 
Each of the countries of the world, due to cultural traditions, national and otherwise, are using 

private rating systems, which prevent the application of a single classification system worldwide. 

 ECC -Net | 7
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However we could conclude that they shared a common language, such as: 
 quality of services provided; 
 general condition of the building;
 reception hall, 
 facilities; 
 accommodation; 
 toilets; 
 food premises; 
 minimum services offered to tourists, which may be contained in the tariff or separate payment; 
 the attitude and professionalism of staff; 

To understand the essence of classification systems of hotels by the level of comfort it 
should be seen the regulatory framework in international practice: the involvement of unions 
and state bodies or professional organizations. In addition to such established classification 
systems, systems are developed by marketing companies, authoritarian in the professional 
environment. They bear a subjective nature and are based on categories like: notoriety of the 
hotel, moral climate, the standard set of services exposed comprehensive presentation of the 
equipment needed in the work room. 

The purpose of these classifications is to facilitate working with advertising for the common consumer. 

Minimum criteria for classification should match expectations and needs of present and 
future customers - the main recipients and beneficiaries of hotel services. As a mainstream 
of technical progress, they are changing, but not necessarily same for all countries, but rather 
depending on material and spiritual culture of each.

8 | ECC -Net
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AUSTRIA

Classification system: In Austria there is a national voluntary hotel classification system.
 
Responsible authority: Austrian Professional Hotel Association, 1045 Wien, Wiedner, 

Hauptstrane 63, Telephone 0043 0590900 3552.

Categories: Hotels, Guest Houses (Gasthof), Pensions (Pension), Hotel Garni (bed and 
breakfast), Apartments.

Classes:
- 1 star hotel: Tourist
- 2 star hotel: Standard
- 3 star hotel: Comfort
- 4 star hotel: Superior
- 5 star hotel: Luxury 

Facilities: The relevant catalogue is under revision and will be valid as from the 1st of 
January 2010.

Basic classification criteria: In order to be classified, the general appraisal criteria 
that apply to all categories as well as the criteria for the individual categories must be satisfied in 
full. General appraisal criteria, the overall impression and the state of repair, as well as the clean-
liness of the establishment, are conditions for acceptance into the Austrian hotel classification 
system. In addition, the following points are also important for classification into the appropriate 
category: 
 The quality of service. This includes staff conduct and appearance, apparel, friendliness 

and the competence of management and the employees. 
 The external appearance. This includes among other things the sign posts, access road, 

driveway, car park, gardens. 
 Hotel specific entertainment and additional facilities (e.g. indoor swimming pool, sauna, 

convention rooms, gardens, garage parking spaces, etc.). 
 Guest satisfaction (frequency and handling of guest complaints). 
Compulsory information at check in: Not available.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are not incorporated in the hotel rates.
 A number of hotels provide facilities for the disabled (For further information contact the 

Austrian Professional Hotel Association). 
 One can submit a complaint or request information regarding accommodation establish-

ments at www.hotelsterne.at

 ECC -Net | 9
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BELGIUM 

Classification system: In Belgium there is a regional compulsory hotel classification system.

Responsible authority: For the Flemish part – Toerisme Vlaanderen, Grasnarkt 61 – 1000 
Brussels. Tel. 02 504 03 00, for the Walloon part: Le Commissariat General au Tourisme, Avenue Gou-
verneur Bovesse, 74 5100 Jambes, for Brussels- Commission Communautaire Francaise, Commis-
sariat au Tourisme, Rue des Palais 42, 1030 Brussels, Tel. 0032 2 800 8000.

Categories: Hotel, Guest Room, Open recreational terrain, Holiday accommodation, Motel.

Classes: There is a 1 to 5 stars system.

Facilities: 5 star hotel (but not for less than a 5 star hotel): air conditioning, internet, reception 
service and room service 24/24, shoe cleaning service, possibility to buy newspapers, magazines, 
toiletry ant gifts, luggage service, parking service, dry cleaners, hair dresser, secretariat service, 
availability of suites, a la carte restaurant etc. 

Basic classification criteria:
Rooms: Dimensions, furniture, sanitary facilities, technical facilities (light, ventilation, heating etc).
Building: Common sanitary facilities, common services and rooms for guests, technical facili-

ties (elevator, phone, fax, etc). 
Services: Breakfast, shoe cleaning possibilities, luggage service, safe service, language 

knowledge of personnel, room service, etc.

In general: Cleanliness and general state of maintenance.

Compulsory information at check in: Prices have to be indicated at the main entrance, 
visible from the outside and in each room. At the entrance, the minimum and maximum price for a 
single/double room (with and without shower or bath and private bathroom) and the price of breakfast 
if not included, or in case of half board and board, the minimum stay and the prices applicable. The 
time of check-out is also mentioned. In the rooms, the same information has to mentioned, next to the 
number of the room and the applicable prices of the concerned room have to be mentioned for a stay 
of 1, 2 or 3 persons. At the reception, the details of these prices and other services (like supplement 
for serving meals in the room) have to be mentioned in at least Dutch, French, German and English. 
A sign with the hotel category has to be placed at the entrance of the hotel with at least one star. An 
information brochure on the offered services in hotels with at least 3 stars.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates.
 A number of hotels provide facilities for the disabled (For further information: Accessi-

ble Travel Info Point for Flanders: http://www.toegankelijkreizen.be/, information on accessibility in 
Flanders: http://www.toevla.be/, for French speaking region and Brussels: http://www.ipp-online.
org/recherche/recherche.php). 
 One can submit a complaint or request information from any of the above responsible authorities.
 The legislation on hotels is regionally made (Flanders, Walloon provinces and Brussels), 

but the comfort classes are the same in the regions.

10 | ECC -Net
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BULGARIA 

Classification system: In Bulgaria there is a national compulsory hotel classification system (if 
a tourist object is 1 or 2 stars, the category is defined by the Mayor of the Municipality). 

Responsible authority: State Agency of Tourism, which is subordinate at the Ministry of 
Economy, Sofia 1, Sveta Nedelia sq., Tel. 003592 9335858, Fax. 003592 9896939.

Categories: Hotels (1 to 5 stars), Motels (1 to 3 stars), Holiday settlements (3 to 5 stars), 
Family hotels (1 to 3 stars), Boarding houses (1 to 3 stars), Bungalows and camping sites (1 to 2 
stars), separate rooms, country houses and houses (1 to 3 stars). 

Classes: There is a 1 to 5 stars system.

Facilities: 5 star hotel: spa, gym, centre, indoor/outdoor swimming pool, restaurant, café, bar, 
shops, parking, TV, internet, telephone, 24 hours room service, conference hall and hairdresser’s 
centre. 

4 star hotel: indoor/outdoor swimming pool, internet connection, dry cleaning, washing, iron-
ing, conference hall, sport centre and parking.

3 star hotel: space for kids, postal and business services, rent a car, trips with guide, room 
service, minibar, TV and parking.

2 star hotel: minibar, TV, dry cleaning, washing, ironing, parking and keeping the valuable. 
1 star hotel: post services, phone service, keeping the valuables and parking. 

Basic classification criteria: According to their geographic location are sea, mountain 
and town. Other classification is spa, wellness, balneology business and apartments. Spa and 
business hotels could have a conference room and satellite. These are only 4 and 5 star hotels. 
The category is determined according to the requirements regarding: building construction, fur-
nishing, professional and language qualification of staff. 

Compulsory information at check in: The traders are obliged to display the price of the 
stay per one night and all other services provided near the reception and in each room. All prices 
should be in the local currency and easily understandable.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates.
 Each hotel, as a public building, is obliged to provide facilities for the disabled. The consum-

ers could receive more information from tourist agencies, tourist departments and internet sites 
(www.ahu.mpsp.government.bg/).
 One can submit a complaint or request information from the Commission for Consumers’ 

Protection (about national cases-traders based in Bulgaria) or the European Consumer Centre 
Bulgaria (about cross-border cases) and also from various non-governmental organizations. 
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CYPRUS 

Classification system: In Cyprus there is a national compulsory hotel classification system. 

Responsible authority: Cyprus Tourism Organization, P.O.Box 24535 CY 1390 Nicosia, 
Cyprus, www.visitcyprus.com, email: cytour@visitcyprus.com.

Categories: Hotels, Hotel Apartments, Tourist Villages, Tourist Villas, Camping Sites, Tradi-
tional Houses (Hotel and Hotel Apartments), Tourist Apartments.

Classes: 
 Five denominations of hotels (1 to 5-star)
 Four denominations of Hotel Apartments, Tourist Villages and Tourist Villas (Deluxe, 

A, B, C class)
 Two denominations of Camping Sites (A & B class)
 Traditional Houses (Classified into hotel and hotel apartments)
 Tourist Apartments 
 Hotels without star and Guest Houses

Facilities: Under the Hotel and Tourist Establishment legislation, hotel apartments are dis-
tinguished between “deluxe”, “A”, “B” and “C” class, as opposed to the 1 to 5 stars clas-
sification of hotels. In practice, the standards and services offered in a 4 star hotel broadly cor-
respond to those offered in a deluxe hotel apartment, while the standards and services offered 
in an “A” class hotel apartment broadly correspond to those offered in a 3 stars hotel. 

Basic classification criteria: The basic criteria used for the classification of hotel establishments 
in Cyprus involve areas and dimensions of bedrooms, apartments and other public areas, facilities provided 
and services offered, private car park, air-conditioned rooms, bar and restaurant service, room service, out-
door and indoor swimming pool, tennis and other sport facilities, fitness room, sauna, Jacuzzi, ballroom and 
conference facilities, staffing levels of the establishment, service level etc. 

Compulsory information at check in: The traders are obliged to display the price of the 
stay per one night and all other services provided near the reception and in each room. All prices 
should be in the local currency and easily understandable.

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. The terms 

of stay shall be stated upon arrival of the quest. Where this is not done, the term bed and breakfast 
shall be deemed to apply.
 As a matter of rule, all other taxes are incorporated in the hotel rates. According to an Or-

der issued by the Ministry of Commerce, Industry and Tourism, all taxes and service charge are 
incorporated in the hotel rates.
 In Cyprus there are accommodation establishments which provide facilities for the disabled. For 

further information the potential guest must refer to the particular hotel establishment. 
 One can apply to the Cyprus Tourism Organization to submit a complaint or request information 

regarding hotel establishments in Cyprus. Also one can apply directly to the particular establishment, to 
the Cyprus Hotel Association or to the Association of Cyprus Tourist Enterprises. 

12 | ECC -Net
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CZECH REPUBLIC 

Classification system: In the Czech Republic there is a national voluntary hotel clas-
sification system. 

Responsible authority: The Czech Association of Hotels and Restaurants, Revolucni 13, 
110 00, Praha 1, Czech Republic, www. Ahrcr.cz, Tel. + 420 236 042 388.

Categories: Hotels, Motels, Pension, Campsites, Chalet colonies, walkers dormitories, bo-
tels (boat hotels).

Classes: 
 1 star: Tourist
 2 star: Economy
 3 star: Standard
 4 star: First Class
 5 star: Luxury 

Facilities: Accommodation facilities of four stars are expected to have a sport relaxation area 
(as a compulsory optional requirement). Hotels of 5 stars have to have such a sport-relaxation area 
(such as a tennis court or sauna. Otherwise, in each category, sport facilities are just up to the 
owner (a 1 star pension can also have a tennis court). One can find the official list of requirements 
at http://www.hotelstars.cz/?page=3&Ing=en 

Basic classification criteria: Areas of rooms and other technical issues are required by 
the Czech law. The classification criteria for different classes are the bathroom equipment, Internet 
connection, mini bar with pricelist, reception opening hours, length of breakfast serving (1 star facili-
ties do not have to serve breakfasts), opening hours of restaurants, frequency of arranging the rooms, 
laundry (availability within the day), luggage trolleys, doorman availability. Further information can be 
found at http://www.hotelstars.cz/?page=3&Ing=en. 

Compulsory information at check in: Each accommodation establishment has got its 
own set of rules, which are displayed at the reception or doors. Their level is various. When there is 
a class of 3 stars and more, there has to be a certain set of information in the rooms – emergency 
phone numbers, services of the accommodation establishment, prices, equipment, tips for tourists 
in the surroundings (burgs, aqua-parks etc).

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. The hotel 

would pay 19% VAT in case breakfast is offered separately. When the price of breakfast is included 
in the accommodation rate, the VAT is only 9%.
 As a matter of rule, all other taxes are incorporated in the hotel rates. 
 In the Czech Republic there are no specialized accommodation facilities for disabled peo-

ple. However, newly built or newly reconstructed accommodation facilities reflect the needs of 
physically disabled people.
 One can apply to the Czech Association of Hotels and Restaurants to submit a complaint 

or request information regarding hotel establishments in the Czech Republic.
 Further information can also be found at www.hotelstars.cz.
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DENMARK 

Classification system: In Denmark there is a national compulsory hotel classification sys-
tem (for members of HORESTRA (Trade Association for hotels, restaurants and tourist trade) 
(self-regulation). All Danish hotels associated with HORESTRA, which have at least 40 beds have 
been classified. 

Responsible authority: HORESTRA and 3 representatives from VisitDenmark, Vodroff-
svej 32, DK-1900 Frederiksberg, Tel. 0045 35 24 80 88.

Categories: Hotels and hostels. HORESTRA has a classification system for hotels and DAN-
HOSTEL has a classification system for hostels.

Classes: All Danish hotels associated with HORESTRA, which have at least 40 beds have been 
classified on a scale ranging from 1-5 stars. All DANHOSTEL hostels are officially classified with a 
star rating up to five stars.

 Facilities: “Criteria for the star classification at HORESTRA member hotels” – General, public ar-
eas and facilities, meals, technical facilities available to the guests, other halls and facilities for the guests to 
use, accessibility, other facilities available to guests, rooms (general, ventilation, interior, sanitary facilities, 
electrical fittings, temperature regulation, radio, TV and telephone, room size).

Basic classification criteria: “Criteria for the star classification at HORESTRA mem-
ber hotels” – General, public areas and facilities, meals, technical facilities available to the guests, 
other halls and facilities for the guests to use, accessibility, other facilities available to guests, rooms 
(general, ventilation, interior, sanitary facilities, electrical fittings, temperature regulation, radio, TV and 
telephone, room size). 

Compulsory information at check in: HORESTRA recommends its members to provide their guests 
with relevant information before arrival. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates. It is stated by law that 

service charges and all other taxes have to be incorporated in the hotel rate.
 At present there are no accommodation establishments in Denmark providing facilities for the 

disabled. However, HORESTRA is dealing with the subject in preparation for developing facilities for 
the disabled. 
 One can apply to the Danish Complaints Board for Hotels, Restaurants and Tourism, 

Borsen, DK-1217 Copenhagen K, Tel. + 45 7225 5644, website: www.hrt-ankenaevn.dk to submit 
a complaint, to HORESTRA (see contact details above) for information about hotels in Denmark 
and to DANHOSTEL Danmarks Vandrerhjem, Vesterbrogade 39, 1., DK-1620 Copenhagen V, Tel. 
+ 45 3331 3612, Fax + 45 3331 3626, email: LDV@danhostel.dk, www.danhostel.dk. for informa-
tion about hostels.
 There are approximately 900 hotels in Denmark, 413 of these are classified, but approxi-

mately 85% of all stays are at the classified hotels.
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ESTONIA 

Classification system: In Estonia there is a national compulsory hotel classification system. 
Responsible authority: Responsible authorities to exercise the supervision on hotel establish-

ments are rural and city governments, the Consumer Protection Board, the Rescue Board and the 
Health Protection Inspectorate. In case of a complaint regarding the hotel facilities and services of-
fered, the consumer can submit it to the Consumer Protection Board, Kiriku 4, 15071 Tallinn, Estonia, 
Tel. + 3726201700, email: info@tka.riik.ee, website: www.tka.riik.ee.

Categories: Hotels, Motels, Guest houses, hostels, holiday villages and camps, holiday home, 
Visitor’s apartment, bed-and-breakfast.

Classes: In Estonia there is a star-system (for hotels 1 to 5 star and for motels 1 to 3 star). 

Facilities: In general, most of the bigger 4 or 5 star hotels are equipped with such facilities as 
spa, gym center, sauna etc. However, these are not always mandatory criteria for high star hotels. 
There are a number of facilities, depending on the grading (stars) of the hotel. 

Basic classification criteria: Ventilation, water, lighting, temperature, different rooms (bed-
room, bathroom etc), size of beds, pillows and blankets, towels, sheets etc. 

Compulsory information at check in: The basic provisions of any kind of service providers fall 
within the Consumer Protection Act of Estonia, which provides that ‘before consumers acquire 
goods or use services, traders and producers are required to provide the consumers with detailed 
information concerning the characteristics and conditions of use of the goods or services, as well 
as on the price, conditions of payment, performance of the contract, and the rights, obligations and 
liability arising from the contract, including the possibilities for submitting complaints regarding the 
goods or services”. Indication of prices for services: When offering a service or immediately before 
providing a service to a consumer, the trader shall notify the consumer of the components of the 
price of the service, the rates or the bases on which the price is calculated, such as to enable the 
consumer to calculate the selling price of the service with sufficient accuracy. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates. 
 Based on the rules applicable for star hotels, they all must ensure the possibility for disabled 

persons to move with wheelchair in every commonly used room. For 2 to 5 star hotels, there must 
be at least one hotel room customized for disabled persons, if there are up to 50 hotel rooms in 
total, and two such hotel rooms if there are more than 50 rooms.
 Respective complaints can be submitted to the Consumer Protection Board of Estonia, 

which is dealing with national cases and to the European Consumer Centre of Estonia for 
cross border cases. 
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FINLAND

Classification system: In Finland there is not any hotel classification system. Since no 
official classification systems exist there are many websites, which make an assessment on 
hotels, restaurants, bars. They are based on customers’ feedbacks and not on any objective 
criteria. 

Responsible authority: There is no special authority, as no official classification system exists. 
The consumer ombudsman monitors the consumer market, marketing and contract terms. 

Categories: Every trader providing accommodation services is free to choose his/her own 
classification method.

Classes: Not applicable. 

Facilities: Not applicable.
  
Basic classification criteria: Not applicable.

Compulsory information at check in: The consumer will have to fill in a card and present 
a valid ID-card for identification, but there is no specific information which should be provided apart 
of course from description of the room and price range.

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates. 
 The big chain hotels provide facilities for the disabled. Not legal obligation unless the estab-

lishment has a restaurant, they should then have a disabled rest room (toilet).
 For complaints, consumers can contact + 358 71 873 1901 and if the matter cannot be solved 

with aid from the adviser, consumers can submit their dispute before the Consumer Disputes Board, 
which is a notified ADR body in Finland. For information requests, consumers may contact the tourist 
information contact point (for Helsinki region www. visithelsinki.fi).

16 | ECC -Net



16 | ECC -Net  ECC -Net | 17

FRANCE 

Classification system: In France there is a national voluntary hotel classification system. 

Responsible authority: The French Republic disposes of an official hotel classification scheme 
in accordance with the number of stars is attributed with. This classification is accomplished by pub-
lic servants, namely the DGCCRF (General Directorate for Competition Policy, Consumer Affairs 
and Fraud Control) inspectors (http://www.dgccrf.bercy.gouv.fr/contacts.htm). However, the agency of 
tourism development of France (Agence de development touristique de la France) has currently been 
entrusted with this soon to be created prerogative.

Categories: Tourist hotels, hostels (“The Hostels of France’ federation establishes an unoffi-
cial seal of approval, which is nevertheless accepted by the national administrative authorities) and 
guestrooms (different seals of approval are accepted: Clevacances, Fleur du Soleil, Accueil Paysan).

 
 Classes: The tourist hotels are classified into 6 categories depending on the services they 

offer, as well as their quality. The classification ranges from 0 stars to a luxury category of 4 
stars. The French government has modified those categories recently and as soon as the future 
law will be passed, the following classification law will become valid: 1 to 5 stars – in order to 
provide a better international transparency to the consumer. 

Facilities: In a 0 star hotel: A minimum of 5 rooms, a lobby, heating installation on air condi-
tioning, sanitary facilities, telephone, breakfast, acoustic isolation, shades, kitchen corner, restrooms, 
handicapped accessible facilities. In a 1 star hotel: in addition to the above criteria, at least 7 rooms, 
more demanding rules concerning restrooms enhanced reception conditions. In a 2 star hotel: in ad-
dition to the above criteria, the staff should speak a foreign language, tougher conditions concerning 
restroom equipment and enhanced reception conditions. In a 3 star hotel: at least 10 rooms and in 
addition to the criteria mentioned above, breakfast should be served in the rooms, and staff should 
speak English as well as another language. In a 4 star hotel: Significant enhancement of all the crite-
ria mentioned above concerning the place’s surfaces and the quality of service.

Basic classification criteria: Room size, lobby size, as well as bathrooms and restrooms 
(e.g. proportion of bathroom size or exclusive restrooms), receptions staff’s language skills, the 
availability of a telephone etc. 

Compulsory information at check in: Hotelkeepers have to display prices on the reception, 
in the room and outside the hotel. Those prices include taxes and services. 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are incorporated in the hotel rates. 
 Hotel establishments in France provide facilities for the disabled. The amount of stars 

depends on the adaptation of equipment for disabled people (e.g. the blind). The Association 
of Tourism and Disability (l’association Tourisme et Handicap) had created the “tourism and 
handicap” seal of approval. This association is a privileged partner of the different authorities 
concerning tourism and disabilities. 
 For complaints, consumers can contact the Consumer Association, DGCCRF (General Di-

rectorate for Competition Policy, Consumer Affairs and Fraud Control), the professional association of 
tourism solidarity (Association professionnelle de Solidarite du Tourisme). 
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GERMANY

Classification system: In Germany there is a national voluntary hotel classification system. 

Responsible authority: Deutsche Hotel – und Gaststattenverband (Federal Confederation of 
German Hotels and Restaurants), Am Weidendamm 1A, 10117 Berlin, Postal address: 10873 Berlin, Fon 
030/72 62 52-0, Fax 030/72 62 52-42, info@dehoga.de, http://www.dehiga.de. 

Categories: The classification only concerns hotels. There is another classification (“G-
Classification” for guesthouses, taverns, inns, pensions etc). 

Classes: 
- 1 star hotel: Tourist
- 2 star hotel: Standard
- 3 star hotel: Comfort
- 4 star hotel: First class
- 5 star hotel: Luxury 

Facilities: No information provided.

Basic classification criteria: No information provided.

Compulsory information at check in: Prices and security and emergency exits should be 
clearly indicated.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. It de-

pends on the indications during the booking.
 As a matter of rule, all other taxes are incorporated in the hotel rates. 
 Hotel establishments in Germany provide facilities for the disabled. Further information can be found 

at http://www.germany-tourism.de/ENG/infocentter/reisende_mit_behinderung_unterkuenfte.htm. 
 There is no general ADR for accommodation in Germany. Guests will therefore have to 

send their complaint to the hotel itself. 
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GREECE 

Classification system: In Greece there is a national compulsory hotel classification system. 

Responsible authority: The Hellenic National Tourism Organization (http://visitgreece.
gr), 7, Tsoha, 11521 Athens, tel. + 30 210 8707000 and the Hellenic Chamber of Hotels (http://
www.hotels.gr), 24 Stadiou Street, 105 64, Athens, tel. + 30 210 3310022, fax. + 30 210 3225449, 
info@grhotels.gr.

Categories: Principal accommodation includes standard hotels, motels, and furnished apart-
ments, mixed type hotels, binding the standard type and furnished apartments (studios/suites/
bungalows) and (organized) camping facilities. Secondary accommodation includes all kinds of 
rooms to let, furnished apartments, as well as furnished houses and mansions, as tourist accom-
modation. 

Classes: All hotel accommodation, rooms and apartments to let are subject to a rating system, 
determined by the Greek National Tourism Organization and their classification is based on a star 
rating: 1 to 5 stars.

Facilities: Facilities such as spas, health clubs, gyms, swimming pools etc. are not obligatory 
in the secondary accommodation. Yet, these services are obligatory in the primary accommoda-
tion depending on their category. 

Basic classification criteria: Areas and dimensions of the bedrooms, facilities provided, serv-
ices offered, apartments, public areas close to the establishment, number of bedrooms etc. 

Compulsory information at check in: The hotel is obliged to display clearly the regulation of Rela-
tion Policy between hoteliers and customers, as well as the revised room prices inside each room.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. It is 

advisable to contact the hotelier first. 
 As a matter of rule, all other taxes are not always incorporated in the hotel rates. It 

depends on the category of the hotel establishment and the provided services. VAT is always 
included.
 Some existing establishments in Greece provide facilities for the disabled, but this is not 

obligatory. Hotels that are being built now are however obliged to have such establishments. For 
further information consumers may contact the Hellenic Chamber of Hotels. 
 For complaints, consumers can contact the Hellenic National Tourism Organization and 

the Tourist Police. All information regarding accommodation establishments can be found in the 
Hellenic Chamber of Hotels’ official website at http://www.grhotels.gr/ 
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HUNGARY 

Classification system: In Hungary there is a national compulsory hotel classification system. 

Responsible authority: The Hungarian Trade Licensing Office (Magyar Kereskedelmi 
Engedelyezesi Hivatal), Budapest, 1024 Margit krt.85., PO Box 1537 Budapest Pf. 345, + 336 7300, 
mkeh@mkeh.gov.hu. 

Categories: Hotels, convalescence hotels, wellness hotels, flophouses, apartment hotels, 
motels, camping, holiday resorts, tourist hotels and youth hostels.

Classes: 1 to 5 stars.

Facilities: 1 star hotel: a hall, a bathroom for every ten beds, hot/cold water in every room, re-
strooms for ladies and gents, a lift in case there are more than 3 floors in the hotel, garage, fridge. 2 star 
hotel: the above-plus at least 1/3 of the rooms are to have a bathroom, a telephone in the hall, a TV in 
50% of the rooms upon the request of the guest, fax, and facultative service equivalent to 25 extra points 
at least. 3 star hotel: the above – plus a hall, at least one restaurant and a maintenance unit; every 
room is to have a telephone and 75% of the rooms are to have bathrooms; 24-hour reception; change 
of bed sheets twice a week and change of towels every second day; room service during the opening 
hours of the restaurant, photocopying, postal services at reception, providing of cultural/tourist informa-
tion at the reception; facultative service equivalent to 90 extra points at least. 4 star hotel: the above plus 
at least one extra hall/conference room, minibars, TVs, stationery and telecommunication facilities and 
bathrooms in all rooms, a lift, a 24-hour reception where 3 languages are spoken, bed sheets changes 
every third day; laundry service, room service, safes in every room, availability of international news-
papers, facultative service equivalent to 130 extra points at least. 5 star hotel: the above plus 24-hour 
bellboy service, a restaurant and at least two maintenance units, air conditioning in all rooms, change of 
bed sheets every second day, facultative service equivalent to 130 extra points at least. 

  
Basic classification criteria: Size of bedrooms, equipments of bedrooms, number of bath-

rooms and equipment of bathrooms, number of restaurants and halls/public areas, lift, reception 
services etc. 

Compulsory information at check in: The name, type and classification of the accom-
modation establishments need to be clearly indicated at places where consumers can easily see them. The 
consumers also have to be informed about prices and the service provided.

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate.
 As a matter of rule, all other taxes are not always incorporated in the hotel rates. 
 When applying for classification, hotels can attain extra points by providing facilities for the 

disabled. 
 For complaints, consumers can contact the Hungarian Trade Licensing Office (see con-

tact details above).
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ICELAND 

Classification system: In Iceland there is a national voluntary hotel classification system. 

Responsible authority: The Icelandic Tourist Board (Feroamalastofa), Laekjararkata 3, 101 
Reykjavik, + 354 535 5500 and fax +354 535 5501, info@icetourist.is, http://visiticeland.com.

Categories: Hotel, hotel apartments, motels, rooming house/hostel, summerhouses and bed 
and breakfast.

Classes: The classification is based on the classification system from the association of res-
taurants and hotels in Denmark (HORESTRA). The system is made up of stars system and the 
hotels have classes from 1 to 5 stars, depending on which facilities are provided.

Facilities: 1 star hotel: washbasin in every room, at least one bathroom for every ten rooms, ac-
cess to public phone and breakfast. 2 star hotel: the above plus a telephone booth, a bar or a counter 
where it is possible to buy light refreshments, dining room for breakfast and other meals. 3 star hotel: 
room with own bathroom, work desk, TV and radio, access to a phone and computer with internet ac-
cess, elevator if the building is at least four stories high, double rooms at least 17m2 and single rooms at 
least 14 m2.4 star hotel: general interior decoration is of a high standard, recliner in all rooms, rooms 
contain a mini-bar or room service 24 hours a day and TV, phone and internet access in every room, a 
restaurant, laundry service, breakfast at rooms, elevator, double rooms at least 20m2 and single rooms at 
least 16m2. 5 star hotel: The above plus a luxurious interior, safety box in every room, bathrobes and “turn 
down” service, staffed gym or indoor swimming pool, gift shop, porters, double rooms at least 26m2 and 
single rooms at least 18m2.

Basic classification criteria: Hotels: Accommodation with reception open 24 hours a day 
and where breakfast is served. There is usually fully rigged washroom with every room, but is allowed to 
make exceptions from that rule for part of the rooms. Rooming house/hostel: has an accommodation 
with more limited service than hotels, but has a night patrol at the establishment. They can either have 
accommodations for sleeping bags, regular beds or a lodge. Bed and breakfast: Accommodation at 
the trader’s own house, separate apartment or summer house. They often offer breakfast, but usually 
they don’t have any other services. 

Compulsory information at check in: All prices must include taxes and therefore the given 
price, either the hotel rate, rates for special service or sold goods, must contain the total price. 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 The Icelandic Tourist Board has done a compilation of information on which hotels provide 

facilities for the disabled.
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the Icelandic Tourist Board (see contact details above).
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IRELAND 

Classification system: In Ireland there is a national compulsory hotel classification system.
 
Responsible authority: Failte Ireland is the State body that regulates the tourism sector 

in Ireland. The section of Failte Ireland responsible for the registration and renewal of registration 
regulations is the Tourist Accommodation Management Services Ltd (TAMS), 56 Drury Street, 
Dublin 2, email: info@tams.ie. 

Categories: Hotels, guesthouses, holiday hostels, youth hostels, holiday camps, caravan 
and camping sites, holiday cottages, holiday apartments (http://failtereland.ie/Developing-En-
terprises/Quality---Standards?Approved-Accomodation, http://www.failteireland.ie/Developing-
Enterprises/Quality---Standards/Approved-Accommodation. 

Classes: There are five levels of classification ranging from one to five stars in the hotel 
sector. There are four levels of classification ranging from one to four stars in the Guesthouse 
sector.

Facilities: Failte Ireland provides a Hotel and Guesthouse Classification Scheme Ma-
trix with a full checklist for all the requirements that hotels and guesthouses are expected to 
meet to obtain their appropriate star rating. For details see Hotels: http://www.failteireland.ie/
getdoc/9b853f29-455d-4724-954b-466b791ef63b/Hotel-Classification-Matrix, Guesthouses: 
http://www.failteireland.ie/getdoc/9a6a18b2-623e-4794-ae61-96d216e793eb/Guest-House-
Classification-Matrix. 

Basic classification criteria: All the criteria are specified in the Hotel and Guesthouse 
Classification Scheme Matrix and cover criteria such as Areas and dimensions of bedrooms, 
apartments and other public areas, facilities provided, services offered etc. 

Compulsory information at check in: Under the terms of the Tourist Traffic Act, the 
price of the hotel room must be displayed in ever bedroom in the hotel, giving details of the mini-
mum and maximum prices. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. Breakfast 

is generally included so, in the case of the contrary, it is specifically stated when the booking is 
made that breakfast is not included.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 Failte Ireland, the State Tourist Board has developed a scheme for the validation and pro-

vision of information on registered and approved accommodation that provides for people with 
special needs. This is VAS, Validated Accessible Scheme (http://www.discoverireland.ie/where-
tostay/vas.aspx. VAS establishments are graded in terms of their accessibility for people with a 
variety of levels of physical impairment, with four categories of access, ranging from ambulant 
people to wheelchair users (infom@failteireland.ie) 
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact Failte Ireland (see contact details above).

22 | ECC -Net



22 | ECC -Net  ECC -Net | 23

ITALY 

Classification system: In Italy there is a regional compulsory hotel classification system. 

Responsible authority: Within Italy, there is not any national authority responsible for the hotel 
classification; every region (or Autonomous Province), being competent on the matter, desig-
nates a local public body responsible for both the classification and the monitoring, as well as 
the reception and handling of complaints. 

Categories: The different types of accommodation establishments are included in four 
macro-categories (1.hotel establishments (hotels and residences), 2.non-hotel establishments 
(such as bed and breakfast, youth hostels, private homes or alpine shelters) and 3. open air 
establishments (touristic villages, camping). However, it should be taken into account that such 
classification may change from region to region.

Classes: Most of the Italian regions have adopted a star rating system basically based on 
6 different levels of classification (from 1 Star to 5 Star Deluxe), each one connected to a spe-
cific score which every hotel has to reach in order to obtain the desired level of classification. 
However, in 1990s a new system of classification has been created, which integrates the above 
rating system, adopting a set of basic compulsory standards for each level of classification. Cur-
rently 10 Italian Regions (plus 2 Autonomous Provinces) are using such method. 

Facilities: 1 star hotel: change sheets once a week, one common bathroom every 8 rooms, 
one common area with TV. 2 star hotel: change sheets twice a week, at least 60% of rooms 
must have private bathroom, breakfast service. 3 star hotel: change sheets every other day, 
provide a bath and shower gel, each room supplied with a phone for external calls 4 star hotel: 
change sheets every day, every room with a private bathroom, including hairdryer, laundry serv-
ice. 5 star hotel: reception service 24/24 h, baggage transport service, suites 9at least 10% of 
the total number of the rooms), free transfer service for clients and baggage.

Basic classification criteria: The dimension and the type of the rooms (singles or doubles, 
with or without the bathroom), the numbers of employees, the availability of a restaurant room, the 
existence of a café or, at least, the usability of a mini bar inside the room, the number of rooms with TV 
and telephone, the availability of heater and air conditioner, the possibility to park the car, to use the lift, 
to store the baggage or to use a safe deposit box, the number of languages spoken by internal staff, 
the rooms’ cleaning service, as well as the change of sheets and bath towels. 

Compulsory information at check in: Accommodation establishments must provide con-
sumers with a price list, with their license to operate and with some basic rules on safety (what to do 
in case of fire, where are located the emergency exits). 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 In Italy lots of accommodations provide specific facilities for disabled people. 
 For complaints and requests for information regarding accommodation establishments, consumers 

can contact the local public body designated in each Region (or Autonomous Province). 
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LATVIA 

Classification system: In Latvia there is a national voluntary hotel classification system. 
Responsible authority: LLC “Hotel and restaurant centre” (founded by the Association of Hotels and 

Restaurants of Latvia), A. Caka str. 55-222, Riga, LV 1011, Latvia, + 37167014131, + 37167014132, 
info@hotel.lv. 

Categories: Hotels, Guest Houses, Motels.

Classes: 1-5 star classification system for hotels, including spa hotels; I-IV category clas-
sification system for Guest Houses and motels; I-III category classification system for campsites 
and youth hostels. 

Facilities: 1 star hotel: cold breakfast, car park, TV, telephone communications in re-
ception; 2 star hotel: 75% of rooms have a toilet, wash-hand basin and shower, restaurant or 
cafeteria, cold breakfast, parking, TV, telephone communications in reception, room service; 3 
star hotel: restaurant, parking, TV and telephone in rooms, room service, hairdressing service, 
children’s playrooms or playgrounds, laundry, ironing and dry cleaning services, tourist informa-
tion, car rental information; 4 star hotel: gym or health club, sauna, indoor swimming pool in 
spa hotels, restaurant, bar, parking, TV and telephone in rooms, room service, first aid service, 
hairdressing saloon, laundry, ironing and dry cleaning services, travel agency, car rental ; 5 star 
hotel: spa, gym or health club, sauna, indoor swimming pool in spa hotels, several restaurants, 
bar, parking, TV and telephone in rooms, room service, first aid service, hairdressing saloon, 
laundry, ironing and dry cleaning services, travel agency, car rental; 

Basic classification criteria: The compliance of the building, the eligibility of the norma-
tive acts, areas and dimensions of bedrooms, facilities provided and additional services offered. 

Compulsory information at check in: Pricelist

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. It is a 

compulsory criterion for 3-5 star hotels.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 In Latvia, there are accommodation establishments (especially hotels), which provide 

facilities for the disabled (further information at www. hotel.lv). 
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the LLC “Hotel and restaurant centre” (see contact details above).
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LITHUANIA 

Classification system: In Lithuania there is a national compulsory hotel classification system. 

Responsible authority: The Commission of the Classification of Accommodation Services under 
the Lithuanian State Department of Tourism at the Ministry of Economy, Svitrigailos str. 11M, 10a., LT-03228, 
Vilnius, tel (+37085) 210 87 96, fax (+37085) 210 87 53, vtd@tourism.lt, www.tourism.lt). 

Categories: Hotels, Motels, Guesthouses, Other (camping, rest houses, sanatorium, health 
sanatorium centers, tourist centers, leisure homes, youth hostels). 

Classes: 1-5 star classification system for hotels, whereas guesthouses are rated on the scale 
of four stars (1-4 stars).

Facilities: 1 star hotel: a TV-set for an additional fee; 2 star hotel: a TV set for an addi-
tional fee; 3 star hotel: restaurant or a café, a car parking, a TV-set in all rooms and information 
and entertainment channels in at least 2 languages; 4 star hotel: currency exchange, internet 
service, training room, sauna, showers, rooms for people with disability, room service, a restau-
rant, a car parking, a TV-set in all rooms and information and entertainment channels; 5 star 
hotel: Travel agency services, child care, currency exchange, internet service, beauty saloon 
services, training room, sauna, showers, a pool, dog sitting service, rooms for people with dis-
ability, room service 24/24 h, a restaurant and a bar or a café, parking place, lobby bar, a TV-set 
in all rooms and information and entertainment channels.

Basic classification criteria: Dimension of rooms (singles and doubles), dimension of dining 
room, availability of rooms for people with disability. 

Compulsory information at check in: The place, the class of the accommodation, serv-
ices and price.

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. If breakfast is not 

included in the price of accommodation, this should be clearly stated at the time of booking. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 In Lithuania, the common requirement for disabled access is: as much as possible, paths for 

people with disability should be arranged in all hotels (motels, guesthouses). 5 star and 4 star accommoda-
tion establishments must provide facilities for the disabled (at least one room). 
 For complaints and requests for information regarding accommodation establishments, consum-

ers can contact the State Consumer Protection Authority (Vilniaus str. 25, 01402, Vilnius, tel. (+37085) 
262 67 51, fax. (85) 279 14 66, el.ptarnyba@nvtat.lt, www.vartotojoteises.lt). 
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LUXEMBOURG 

Classification system: In Luxembourg there is a national voluntary hotel classification system 
(Benelux Hotel Classification, applicable in Belgium, the Netherlands and Luxembourg). 

Responsible authority: Ministry of Tourism, 6, boulevard Royal, L-2449 Luxembourg, tel: 
00352 247-84751, fax: 00352 474011, info@mdt.public.lu, www.mdt.public.lu 

Categories: Hotels and hotel apartments. 

Classes: 1-5 star classification system.

Facilities: 5 star hotel (but not for less than a 5 star hotel) : air conditioning, internet, recep-
tion service and room service 24/24, shoe cleaning service, possibility to buy newspapers, maga-
zines, toiletry ant gifts, luggage service, parking service, dry cleaners, hair dresser, secretariat 
service, availability of suites, a la carte restaurant etc. 

Basic classification criteria: Bedrooms, sanitary equipment in the public spaces, serv-
ices and public spaces and general (cleanliness and facultative norms). 

Compulsory information at check in: Offered services, only for establishments of the 
category 3, 4 and 5 stars.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are not always incorporated in the hotel rates. 
 In Luxembourg there are accommodation establishments, which provide facilities for the 

disabled (Ministry of Tourism, 6 Boulevard Royal, L-2449 Luxembourg, tel: + 352 247-84751, fax: + 
352 474011, info@mdt.public.lu, http://www.mdt.public.lu , Info Handicap, 65, Avenue de la Gare, 
L-1611 Luxembourg, tel: + 352 366 466-1, fax: + 352 360 885, www.info-handicap.lu, www.wel-
come.lu ).
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the Ministry of Tourism (see contact details above).
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MALTA

Classification system: In Malta there is a national compulsory hotel classification system. 

Responsible authority: Malta Tourism Authority, Auberge D’ Italie, Merchants Street, Val-
letta VLT 1170, Malta, tel. (356) 22915000, fax: (356) 22915394, email: info@visitmalta.com, www.
visitmalta.com 

Categories: Hotels, Aparthotels, Tourist villages, Guesthouses, Hostels, Bed and Breakfast 
establishments. 

Classes: Hotels (2 to 5 star), Aparthotels (2 to 5 star), Tourist villages (2 to 5 star), Guesthouses 
(standard or comfort), Hostels (standard), Bed & Breakfast establishment (2 or 3 star). 

Facilities: Hotels, aparthotels and tourist villages are assessed under 16 main categories, 
with a list of requirements under each category. These requirements can either be compulsory, 
and if they are not and the hotel provides them, bonus points are awarded. It is the same with 
guesthouses and hostels but which, however, are assessed under 13 main categories. The fa-
cilities covered include those in the guest room such as room services, complimentary items etc, 
restaurant and bar facilities, shops and entertainment, pool and other sport facilities etc. 

Basic classification criteria: Dimensions of bedrooms, beds, change of sheets, fur-
niture and comfort, additional services (music, TV, safe box, mini bar etc), cleaning and general 
state of bedroom, sanitary facilities, bath/shower, complementary and miscellaneous, kitchen, 
reception services, facilities and services, breakfast, bar, restaurant, fire safety system etc.  

Compulsory information at check in: Menus, price lists and other charges shall 
be prominently displayed and shown on demand to any guest or other person making use of, 
or intending to make use of, any part of the premises or of any amenities or services available 
within the premises. Accommodation establishment tariffs shall also be prominently displayed 
and shown on demand to any guest or other person, or to any person intending to take up ac-
commodation in the same establishment.

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. Nonethe-

less, it depends what the hotel indicates with the rate it is providing when a reservation is made 
i.e. If the rate is for “room only” or on “bed and breakfast basis”. 
 As a matter of rule, all taxes are normally incorporated in the hotel rates. 
 In Malta there are accommodation establishments, which provide facilities for the disabled, 

more information can be obtained from the hotel or from the National Commission Persons with 
Disability (Kummissjoni Nazzjonali Persuni b’Dizabilita) Centru Hidma Socjali, Sta. Venera HMR 
18, Malta, tel. 21487789, text telephone 21446536, and fax. 21484609 email: helpdesk@knpd.org, 
www.knpd.org. 
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the Malta Tourism Authority (see contact details above).
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THE NETHERLANDS 

Classification system: In the Netherlands there is a national compulsory hotel classifica-
tion system (Dutch Hotel Classification NHC). 

Responsible authority: The Dutch Hotel and Catering Associated Companies, Het Bedrijfschap 
Horeca en Catering t.a.v. afdeling NHC, postbus 121, 2700 AC Zoetermeer. 

Categories: Hotels, camping and bungalow parks. 

Classes: 1-5 star classification system for hotels.

Facilities: Spa: optional standards for 2, 3, 4 and 5 star; Gym centre; optional standards for 2, 
3, 4 and 5 star; Indoor swimming pools: optional standards for 2, 3, 4 and 5 star; Outdoor swim-
ming pools: optional standards for 2, 3, 4 and 5 star.

Basic classification criteria: Bedrooms, service condition, quality aspects, functionality of 
the standards and hotel room equipment. 

Compulsory information at check in: Hotels are obliged to transmit the correct number 
of stars to the public. They have to ensure the visibility of the category of stars by hanging a sign-
board outside at the door. If certain standards prescribe a specific service, it is important that the 
consumer is made aware of the availability of that facility. Certain information has to be given in the 
room and other details have to be provided at the reception. 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. All stars have 

to offer the possibility to a breakfast, but it does not have to be included in the booking. 
 As a matter of rule, all other taxes are not always incorporated in the hotel rates. It is not man-

datory, most traders include it and some don’t. 
 In the Netherlands, there are accommodation establishments, which provide facilities for 

the disabled. It is optional for 2, 3 and 4 star hotels. They have the optional standard: entrance 
accessible to wheelchair users, adapted toilet and room for wheelchair users, parking spaces 
reserved for wheelchair users. A 5star hotel has to offer the basic standard of an entrance acces-
sible to wheelchairs and an adapted toilet. Room and parking space is voluntarily (Nederlandse 
Branchevereniging Aangepaste Vakanties NBAV, Regentesselaan 20-26, 1217 EG Hilversum, tel. 
088 33 55 700, fax. 088 33 55 777, info@nbav.nl.) 
 For complaints and requests for information regarding accommodation establishments, con-

sumers can contact the Dutch Hotel and Catering Associated Companies (see contact details above).
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NORWAY 

Classification system: In Norway there is a national voluntary hotel classification system. 

Responsible authority: Norskhotellklassifisering (Norwegian Hotel Classification), http://
www.klassifisering.no/. Norsk hotellklassifisering have put together a group who handles complaints.

Categories: Hotels, Apartments, Cabins, Hostels, Motels. 

Classes: 1-5 star classification system.

Facilities: 1 star hotel: simple standard, shared bathroom; 2 star hotel: simple standard, 
50% of the rooms with own bathroom; 3 star hotel: good standard, TV, phone, own bathroom 
with shower and serving of meals, 4 star hotel: a full service hotel with very good standards, 
a la carte dinner restaurant and internet access; 5 star hotel: a full service luxurious hotel with 
a la carte lunch and dinner restaurant, 24 hour room service/reception service, swimming pool, 
fitness centre, suites available. 

Basic classification criteria: Dimensions/size of rooms, facilities (bathrooms/shower), 
Services provided, dining facilities.

Compulsory information at check in: Hotels are obliged to transmit the correct 
number of stars to the public. They have to ensure the visibility of the category of stars by hang-
ing a signboard outside at the door. If certain standards prescribe a specific service, it is impor-
tant that the consumer is made aware of the availability of that facility. Certain information has to 
be given in the room and other details have to be provided at the reception. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 In Norway, there are accommodation establishments, which provide facilities for the disabled (the 

Norwegian Association of Disabled (http://www.nhf.no/index.asp?id=32977, Schweigaardsgt.12, Postboks 
9217 Gronland, 0134 Oslo, tel.: + 4724 10 24 00, fax: + 4724 10 24 99, nhf@nhf.no). 
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the European Consumer Center of Norway, the service provider directly 
or “Visit Norway webpage” at http://www.visitnorway.com. 
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POLAND 

Classification system: In Poland there is a national compulsory hotel classification system. 

Responsible authority: Marszalek Wojewodztwa (Marshal of Voivodeship) in Warsaw, 
Jagiellonske Street 26, 03-719 Warsaw, tel. (+48 22) 5979 – 100, fax (+48 22) 5979 290, urzad_
marszalkowski@mazovia.pl, or the Ministry of Tourism, turystyka@msport.gov.pl, tel.: (022) 
2443 172, fax: (022) 2443 171. 

Categories: Hotels, Motels, Pension/Guest Houses, Camping, Houses for tourists, Youth 
hostels, Hostels, Bivouac. 

 Classes: hotel, motel, pension – from 1 to 5 stars; camping – from one to four stars; houses 
for tourists/guests houses and youth hostels – from one to three category, which are indicated in 
Roman numeral. 

Facilities: Hotel, motel and pension: In all cases there has to a separate building with safety 
and hygienic conditions and separate entrance to check in hall, cold/hot water, appropriate light-
ing, heating, a public refreshing area with separate toilet, brochures in all rooms about services 
and safety of the building, basic bathroom equipment, compulsory set of bedrooms equipment, 
awaking and luggage room. 

Basic classification criteria: Environment outside the building, technical installation and equip-
ment, “user friendly” building, part of the hotel devoted directly for clients (rooms).

Compulsory information at check in: Hotels have to indicate in visible place, inside the 
building the following information: name and address of the hotel, category of the hotel, scope of 
services, information about basic prices, information about facilitation for disabled. If the hotel has 
it own its own terms and conditions concerning safety of clients and general rules, it should also 
be available for clients in visible place. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate.
 As a matter of rule, all other taxes are always incorporated in the hotel rates. The price 

should incorporate all necessary taxes and charges. The hotels are obligated to provide infor-
mation about all additional charges, which depend on facilities chosen by the consumers. 
 In Poland, there are accommodation establishments, which provide facilities for the disa-

bled. Hotels are obligated to provide information about facilities fro disabled. Information should 
be indicated outside the hotel (similar like stars categorization) and also in visible place outside 
the hotel (similar like prices). 
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the European Consumer Center of Norway, the service provider directly 
or “Visit Norway webpage” at http://www.visitnorway.com. 
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PORTUGAL 

Classification system: In Portugal there is a national compulsory hotel classification system. 

Responsible authority: Tourism of Portugal, I.P., under the Ministry of Economy and Innova-
tion, Rua Ivone Silva, Lote 6, 1050-124 Lisbon, Turismo de Portugal, I.P., tel. + 351 211 140 200, fax + 
351 211 140 830, info@turismodeportugal.pt, www.turismodeportugal.pt. 

Categories: Hotels, hotel apartments, Inns, Touristic (holiday) villages, Touristic (holiday) 
apartments, resorts, holiday villas, rural tourism, camping and caravans. 

Classes: Hotels are classified in categories from 1 to 5 stars. The Inns set up in national monu-
ment or buildings of public interest should comply as the 4 stars hotels. The Inns set up in buildings of 
regional or local interest or with historic or architectural value should comply as the 3 stars hotels. 

Facilities: 1 star hotel: basic equipment in the room with active or passive cooling, as the bathroom, 
acceptance of credit cards; 2 star hotel: bilingual reception service with the Portuguese and English, ac-
ceptance of credit cards; 3 star hotel: the common parts must have health facilities, the reception service 
should run for 16 hours, luggage room, wake up and internet service; 4 star hotel: all the above plus air con-
ditioning in common areas, garage of vehicles (for 20% of the rooms), higher equipment in rooms, bathroom 
must have shampoo, hair cap and towels and bed sheets must be changed daily; 5 star hotel: all the above 
plus safe box, hairdryer, bathrobe, internet access in rooms, 24/h room service, breakfast, 24/h reception 
service, transportation of baggage and laundry service. 

Basic classification criteria: Premises: accessibilities, common areas, service areas, ac-
commodation unities and parking; Furniture: rooms, living rooms, dining rooms, kitchen and kitchenette 
equipment, equipment and accessories of bath rooms, audio and video systems, telecommunications and 
complements, check-out and hotel premises and equipments; Service: cleaning of accommodation uni-
ties, food and drink, breakfast reception, laundry and iron and other services such as wake up, acceptance 
of credit cards, post mail and fax, babysitter, private transport; Leisure: equipments and premises, 
quality certificates and other facilities; Urban and environmental quality: localization, green areas for 
collective use, environmental certificate and other items.

Compulsory information at check in: Complaints book, price information, safety 
rules, fire safety, building rules and those related to the equipments, including certification re-
quirements. It is mandatory to display in a visible manner the prices of the services, as well as 
other additional requirements, related to each category. Time and place of breakfast, as well as 
the check-out time, is always provided. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
 In Portugal, all touristic business should offer premises, equipments and at least one ac-

commodation unit to be used by customers with conditioned mobility. The exception applies to 
Holiday Villas and rural tourism, other than rural hotels. Anyone can get this information on the 
website of the hotel. 
 For complaints and requests for information regarding accommodation establishments, con-

sumers can contact the Tourism of Portugal (see contact details above).
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ROMANIA 

Classification system: In Romania there is a national compulsory hotel classification system. 

Responsible authority: Ministry of Tourism, 38, Dinicu Golescu Bvd., Sector 1, Bucharest, 
tel.: +4(021)20.70.723, fax: + 4 (021) 20.70.721, relatiipublice@turism.gov.ro, www.turism.gov.ro). 

Categories: Hotels, hotel apartments, motels, hostels, villas, chalets, bungalows, holiday 
villages, camping, apartments or rooms for rent, river and sea ships, guesthouses for tourism 
and agro tourism. 

Classes: 1-5 star classification system for hotels, hotel apartments, villas, guesthouses for 
tourism, river and sea ships, 1-3 stars fro motels, hostels, chalets, bungalows, apartments and 
rooms fro rent, 1-4 stars for holiday villages) and the flowers system (1-5 daisies for guesthouses 
for agro tourism). 

Facilities: Guarded parking space (5 stars), air conditioner/acclimatization system (5 and 4 stars), 
hair dryer (5 and 4 stars), bathrobe (5 and 4 stars), single use slippers (5 and 4 stars), sockets fro compu-
ter and internet (or wireless system) (5 and 4 stars), safe in the room (5 and 4 stars), at least one of the fol-
lowing: massage service, fitness, sauna (5 and 4 stars), rent-a-car (5 stars), room service (5 and 4 stars), 
restaurant (5 and 4 stars), bar (5 and 4 stars), parking according the number of rooms (1-5 stars), TV (2-5 
stars), telephone in room (3-5 stars) and mini bar (3-5 stars). 

Basic classification criteria: General building state, organization of spaces and the afferent serv-
ices (reception, administration etc), installations (air conditioner, elevator etc), minimum room surface (without 
bathroom), minimum bathroom surface, room height, maximum number of beds in a room, sanitary equip-
ment, furniture, bedclothes and other object sin rooms, safe, alimentation space, bar, conference rooms, 
massage, fitness, sauna services, space with computers and internet etc. 

Compulsory information at check in: The accommodation structures must display at the 
reception or in the lobby the classification certificate (issued by the Ministry of Tourism), along with the 
phone numbers of the Ministry of Tourism and the National Authority for Consumers’ Protection and 
the maximal prices in Euro per type of room and period (under the form of attestation certificates is-
sued by the Ministry of Tourism). 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates. The tourism op-

erators have the obligation to show to the pubic the final tariff, all taxes included. 
 In Romania, every hotel must have (legal obligation) at least one room adapted fro a disabled per-

son using a wheelchair. Also every hotel must mark by tactile paving or rugs the entrance in the hotel, the 
reception and detain a tactile map of the hotel. The elevators must have tactile signs and buttons (National 
Authority for People with Disabilities, www.anph.ro, registratura@anph.ro). 
 For complaints and requests for information regarding accommodation establishments, con-

sumers can contact a. The European Consumer Center of Romania, b. The National Authority for 
Consumers’ Protection - + 40.21.312.12.75, office@anpc.ro., www.anpc.gov.ro c. The Ministry of 
Tourism - + 40.21.207.07.23, relatiipublice@turim.gov.ro, www.turism.gov.ro. 
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SLOVAKIA 

Classification system: In Slovakia there is a national compulsory hotel classification system.
 
Responsible authority: Ministry of Economy 

Categories: Hotels (different categories), Boatel, Guest House, Apartment House, Tourist 
hostel, Holiday village, Campground, Campsite, Private accommodation.

Classes: 1-5 star classification system.

Facilities: In general, most of the bigger 4 or 5 star hotels are equipped with such facilities as 
spa, gym center, sauna etc. However, these are not always mandatory criteria for high star hotels. 
There are a number of facilities, depending on the grading (stars) of the hotel. 

Basic classification criteria: Entrance area, dining establishments, accommodation 
premises (rooms’ equipment and furnishings), sanitary facilities, changing of line, social rooms, 
facultative characteristics. 

Compulsory information at check in: The accommodation structures must display at the 
reception or in the lobby the classification certificate (issued by the Ministry of Tourism), along with the phone 
numbers of the Ministry of Tourism and the National Authority for Consumers’ Protection and the maximal 
prices in Euro per type of room and period (under the form of attestation certificates issued by the Ministry 
of Tourism). 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates.
 In Slovakia, 1 % of hotel rooms must meet the conditions of use by a disabled person. 
 For complaints and requests for information regarding accommodation establishments, con-

sumers can contact the Slovak Commercial Inspection. 
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SLOVENIA 

Classification system: In Slovenia there is a national compulsory hotel classification system. 

Responsible authority: Slovenian Tourist Board (Slovenska turisticna organizacija) on 
behalf of the Ministry of Economy, Dunajska 156, SI-1000 Ljubljana, tel. + 386 1 589 1840, fax: + 
386 1 589 18 41, info@slovenia.info, www.slovenia.info/board. 

Categories: Hotels, Motels, Pensions, Inns, Camps, Apartments, Holiday Flat, Holiday houses, 
Private rooms, Farm House Accommodation, Marinas. 

Classes: Hotels (1 to 5 stars), Camps (1 to 5 stars), Motels, Pensions, Inn, Holiday flats, Holi-
day Houses, Private rooms (1 to 4 stars), Farm House Accommodation (1 to 4 apples).

Facilities: 1 star hotel: change sheets once a week and towels every second day, I common bath-
room every 5 rooms, ensure breakfast; 2 star hotel: change sheets once a week and towels every second 
day, at least the 30% of rooms with private bathroom and toilette, must provide soap in the bathroom, must 
provide breakfast ; 3 star hotel: change sheets every second day, towels every day, must supply shower 
gel and shampoo, TV in the room, hair dryer, telephone in each room, internet corner in the hotel, accept 
credit card, breakfast.; 4 star hotel: change sheets every second day and towels every day, furniture of 
higher quality, safety box in each room, separated reception with seats, 24/7 reception service available, a 
laundry service, 30% of the room must have bath tub, air condition, room service, mini bar in each room; 
5 star hotel: exclusive furniture and equipment, private parking, 50% of the rooms have to be equipped 
with bath tube, bath coat, slippers, internet access in each room, 24/7 porter service, breakfast, 24/7 room 
service, baggage service.

 Basic classification criteria: Room space, furniture, room equipment (towel sheets, frequency 
of cleaning of the room, possibility to pay with credit cards, etc) services available for guests. 

Compulsory information at check in: No information provided. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates. 
Service charge and VAT is included.
 In Slovenia, minimum standards for the facilities for disabled as provided by law. Accom-

modation establishments, which have rooms and bathrooms for disabled have special informa-
tion (leaflets, information on the web page etc) about this service (Further information at the 
Slovene Tourist Organization).
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the Consumer Protection Office of the republic of Slovenia, Urad RS ZA 
Varstvo Potrosnikov, Kotnikova 28, 1000 Ljubljana, (www. uvp.si) or the Market Inspectorate of 
the republic of Slovenia (www.tirs.si). 
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SPAIN
 
Classification system: In Spain there is a regional compulsory hotel classification system. 

Responsible authority: Each region (Comunidad Autonoma) establishes its own criteria for the 
hotel classification depending on the local legislation.

Categories: Camping, hostels, hotels, hotel apartments condominium, private rooms, cruises, 
garni hotels, shelters, spas, holiday resorts, guest houses, motels botels, rotels, boarding houses, 
rural houses. 

Classes: The classification system is the 1 to 5 star system, although in certain regions a “superior 
class” is included stating a higher level than a 5 stars hotel. 

Facilities: 5-star hotels can provide facilities such as – restaurant, bar, indoor and outdoor swimming 
pool, terrace, playground, spa, gym centre, tennis courts, shops, bike and car rental, wi-fi, 24 hour room 
service, TV and telephone in rooms, parking, health and beauty centers, ticket selling, hairdresser’s, Jacuzzi, 
garden, laundry service, baby-sitting, money exchange, meeting room, golf court, shoe-shine boy/girl, busi-
ness centre, central heating, air conditioning, lift, safety deposit box. 

Basic classification criteria: Areas and dimensions of the bedrooms, facilities pro-
vided, services offered, apartments and other public areas, number of bedrooms, number of 
employees. 

Compulsory information at check in: No compulsory information that consumer 
should be provided with when checking in. 

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate. It de-

pends on the category of the hotel and how the reservation is made. 
 As a matter of rule, all other taxes are always incorporated in the hotel rates (Tax applied 

7% VAT). 
 In Spain, there are many hotels that provide facilities for the disabled and many others 

are working on adapting their installations to the needs of these people (PREDIF, (www. predif.
org). or ONCE (www.once.es).
 For complaints and requests for information regarding accommodation establishments, 

consumers can contact the Tourist Information Offices.
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SWEDEN

Classification system: In Sweden there is a national voluntary hotel classification system. 
Responsible authority: The Classification Committee (Klassificeringsnamnden) (Hosted by 

the Swedish Hotel and Restaurant Association (SHR) (trade organization), Klassificeringsnam-
nden, c/o SHR, Box 1158, 111 81 Stockholm. 

Categories: Hotel, and Hotel Garni. 

Classes: The classification system is the 1 to 5 star system. 

Facilities: 1 star hotel: shared toilet and bath/shower equal to 10% of the rooms, basin with hot and 
cold water in the rooms, central heating, serving breakfast, access around the clock; 2 star hotel: at least 
40% of the rooms must have private toilets and bath/shower, possibility to purchase refreshments; 3 star 
hotel: private bathroom in every room, telephone and TV in every room, access to guest PC, staff avail-
able during office hours, elevator, smoke free rooms; 4 star hotel: restaurant serving a la carte, minibar/
room service, staff available around the clock, international TV-channels, at least 50% of the rooms have 
internet access, copy machine available, laundry service, interior design of comfort standard; 5 star ho-
tel: pool and/or gym with staff, and/or sauna and relax with staff, air conditioning, internet access in every 
room, safe box in room, exclusive interior design, suites. 

Basic classification criteria: General (ex. “Standard of maintenance corresponding to the 
star rating”), General Areas and facilities (Meals, Technical facilities available to guests, areas available to 
guests, admittance to the hotel, other facilities available to the guests), Guest rooms (General (ex. sound-
proof windows, if required)), ventilation, furnishings, sanitary equipment, electrical installations, temperature 
control, radio, TV and telephone, room size). 

Compulsory information at check in: Classified hotels obtain a sign, which should be 
displayed with a clear view for the guests, for example in the entrance. 

Useful information:
 When a hotel booking is made, breakfast is normally included in the hotel rate. Compli-

mentary breakfast may however not always be included if a room is booked using a third party 
booking agent.
 As a matter of rule, all other taxes are always incorporated in the hotel rates.
 In Sweden, there are accommodation establishments, which provide facilities for the 

disabled (Further information, The Swedish Hotel and Restaurant Association (SHR), Sveava-
gen 25, 111 34 Stockholm, tel.: 08-762 74 00, info@shr.se ).
 For complaints and requests for information regarding accommodation establishments, con-

sumers can contact the Swedish Hotel and Restaurant Association (see contact details above). 
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UNITED KINGDOM 

Classification system: In the UK there is a national voluntary hotel classification system. 

Responsible authority: English Tourist Board Scheme- Quality in Tourism, Farncombe 
House, Broadway, Worcestershire WR12 7 LJ, UK , AA Hotel Services, 15th floor, Fanum House, 
Basingview, Basingstoke RG21 4EA, UK.

Categories: Hotels which include Country House Hotel, Small Hotel, Town House Hotel, metro Hotel; 
Guest Accommodation includes Bed and Breakfast, Guest house, Farmhouse, Inn, Restaurant with rooms; 
Campus; Hostels includes Group Hostel, Activity Accommodation, Bunkhouse, Camping Barn, Self Cater-
ing includes Serviced Apartments, Approved Caravan Holiday Home, Boats includes Narrow boat, Cruiser, 
Hotel Boat, Holiday Parks includes Tourist Park, Camping and Holiday Villages. 

Classes: Most of the systems that operate in the UK are based on a star system. Facilities: 1 
star hotel: all rooms ensuite or private; 2 star hotel: dinner usually available every evening; 3 star 
hotel: all rooms ensuite, room service also available; 4 star hotel: 24-hour room service and 50% of 
rooms have a bath and a shower; 5 star hotel: a number of permanent suites and enhanced services 
e.g. Concierge, full afternoon tea. 

Basic classification criteria: No information provided.

Compulsory information at check in: The business name and address must be displayed. 
Prices of the rooms must be displayed (including all charges). All goods sold by the Hotel must display 
prices to the consumer.

Useful information:
 When a hotel booking is made, breakfast is normally not included in the hotel rate.
 As a matter of rule, all other taxes are always incorporated in the hotel rates.
 In the UK, there are accommodation establishments, which provide facilities for the disa-

bled. Since October 1999 businesses have been obliged to make “reasonable adjustments” to 
enable disabled people to have greater access to services. Businesses have a duty to develop 
and implement policies, practices and procedures in relation to all equal opportunities legisla-
tion, including disabled rights. Auxiliary aids and/or services must be provided where these 
would help disabled people access information, goods or services. 
 For complaints and requests for information regarding accommodation establishments, consumers 

can contact the English Tourist Board or the AA Hotel Services (see contact details above).
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In 2008, ECC-Net registered 891 complaints regarding “hotels and accommodation services”. 
As ECC-Net only handles cross-border complaints, a different country for the trader and for the 
consumer in each complaint, is discerned.

Table I shows that Spain and France share the first place with 131 complaints against traders 
from their country. The UK comes third with 125 complaints, followed by Germany (88 complaints) 
and Italy (75 complaints).

Table II presents the complaints received by ECC -Net. Most complaints sumbitted by consumers about 
hotels and accommodation services in another country were received as follows: the UK (133 complaints), 
Ireland (117 complaints), Belgium (79 complaints), Spain (76 complaints) and Sweden (53 complaints).
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The purpose of this report is to provide a description of the 29 different systems of hotel categorisa-
tion in each Member State. Our survey indicates that classification systems already exist at a national 
and regional level in most Member States. Hotel grading is, for the most part, either legislated and 
enforced by government-appointed officials, or managed by national hotel associations, as is the case 
in Northern and Central Europe. Where the state assumes responsibility for classification, grading is 
generally obligatory (with the exception of France) and the criteria tend to be basic. Where hotel asso-
ciations are involved, the criteria are more detailed and service-oriented, reflecting a higher proportion 
of business travellers in the hotel market of those countries. The current national hotel classification 
and grading systems already give an indication of the level of standard offered by hotel estab-
lishments in each Member State, enabling consumers to make an informed choice.

Within the hotel industry, the debate continues as to whether formal classification is in fact 
necessary or not, while at the same time, there are currently attempts to establish some form of 
a European harmonised system.

As a result, the question of how hotel ratings compare across Europe is periodically raised 
by various public and private-sector interests. What does a grade of three-four or five-star really 
mean? What levels of service and comfort do grading designations guarantee to the prospective 
client? Sometimes, guests are disappointed with their stay in a particular hotel because their 
expectations are not met. These expectations may derive from experiences obtained in another 
hotel with the same number of stars. Although different hotel establishments may have the same 
star rating, this does not guarantee that the facilities and services will be equivalent, because ac-
cording to the current grading systems only a minimum level of compliance is requested in order 
for a hotel to be included in one of the classification categories. Thus it is up to the individual 
hotels to meet this minimum standard or exceed it.

Attempts by agencies and relevant associations to set up some form of European classification 
for the hotel industry crop up periodically, generally prompted by a desire to ensure better consumer 
information and to provide some basis for comparison of hotel establishments across Europe.

However, based on the findings of this project, setting up a European hotel classification 
scheme may be considered an unfeasible and ill-founded task. Hard and fast quantitative cri-
teria (e.g. room size, height of ceiling, construction standards, language proficiency etc) vary 
from one country to another and even more so from one geographic region to another. Differ-
ences in culture and geographical situations explain the variation in the criteria and methodol-
ogy of the systems of classification currently in force in the European countries. Questions 
about when the systems were developed, by whom (industry or public authorities or both) and 
whether they are made mandatory by law, also add major elements to the diversity.

The proliferation of different national grading standards across Europe represents just one 
more challenge to the establishment of a single market in goods and services-one of the prin-
cipal goals of European integration. It is arguable whether the overall competitiveness of the 
hotel industry in Europe could be significantly boosted by a universal classification system, 
which would facilitate the task of booking for cross-border intra-European trips.

According to the findings of this Report, in 96.60% of the EU countries an official hotel 
classification system exists (see figure 1), while in 62% of the EU countries this system is 
compulsory (official classification) (see figure 2).

Conclusions6 |
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1. Does an official hotel classification system exist in your country?

(Figure 1)

2. Is the hotel classification system voluntary (self-regulated) 
or compulsory (official classification)?

(Figure 2)

This report is a useful tool for consumers within the EU because it provides relevant information 
on the classification of hotel establishments within the EU and in particular, information on the 
responsible authorities and their contact details, the categories, classes and facilities offered the 
basic classification criteria, the compulsory information at check in and other practical details.
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ECC- Net JOINT PROJECT
“CLASSIFICATION OF HOTEL ESTABLISHMENTS 

WITHIN THE EU”
Questionnaire

ECC:……………………..

1. Does an official hotel classification system exist in your country? 

 YES
 NO

2. If yes, at what level? (i.e. national, regional, local etc). 

 NATIONAL
 REGIONAL
 LOCAL
 OTHER  

3. Is the hotel classification system voluntary (self-regulated) or compulsory 
(official classification)?

 VOLUNTARY
 COMPULSORY

4. Which authority in your country is responsible for the classification and 
monitoring of hotel establishments? Please provide its contact details.  Where 
can one complain about the facilities and services offered? 

.....................................................................................................................................................................

5. The official hotel classification system in your country:
5.1 Specify the different  categories of accommodation establishments 
(i.e. hotels, hotel apartments, hostels etc). Please provide a brief definition of each category stated and 
its original name in your respective language.

.....................................................................................................................................................................

5.2 Specify the different classes (i.e. stars system 1 to 5- stars, A, B, C, Deluxe etc).

.....................................................................................................................................................................

5.3 Give information on certain facilities provided such as spa, gym centre, in-
door and outdoor swimming pools etc (for every category)  
(i.e. 5-star hotel provides facilities  such as – spa, gym centre, tennis court, indoor and outdoor swimming 
pool, restaurant, café, bar, shops, parking,  tv and tel. in rooms, 24 hours room service etc)

.....................................................................................................................................................................
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6. What are the basic criteria used for the classification of the accommodation 
establishments? (Areas and dimensions of bedrooms, apartments and other public areas, 
facilities provided, services offered and so on)

.....................................................................................................................................................................

7.  As a matter of rule (established practice), when a hotel booking is 
made, is breakfast included in the hotel rate?
 YES
 NO

Comments:

.....................................................................................................................................................................

8. As a matter of rule, are all other taxes incorporated in the hotel rates?
 YES
 NO

Comments:

.....................................................................................................................................................................

9. Are there accommodation establishments in your country which pro-
vide facilities for the disabled? Where can one apply in order to obtain 
more information? Please provide relevant contact details.

.....................................................................................................................................................................

10. Where can one apply in order to submit a complaint or request information 
regarding accommodation establishments in your country?

.....................................................................................................................................................................

11. Is there any compulsory information which must be given to consum-
ers (by display in the accommodation establishment or given directly) when 
checking in? Please exemplify.

.....................................................................................................................................................................

12. Any other useful additional information or comments:

.....................................................................................................................................................................



42 | ECC -Net  ECC -Net | 43 ECC -Net | 43



44 | ECC -Net  ECC -Net | 4544 | ECC -Net

AUSTRIA
EUROPEAN CONSUMER CENTRE AUSTRIA
EUROPÄISCHES 
VERBRAUCHERZENTRUM
Director: Georg Mentschl
Mariahilfer Straße 81
1060 Wien
 + 43/1 588 77 0 (general line)
Europa-Hotline 0810 - 810 225 
(only available in Austria)
 + 43/1 588 77 71
 info@europakonsument.at
 www.europakonsument.at

BELGIUM
EUROPEAN CONSUMER CENTRE BELGIUM
EUROPEES CENTRUM VOOR 
DE CONSUMENT CENTRE EUROPEEN 
DES CONSOMMATEURS
Director: Edith Appelmans
Hollandstraat 13 / rue de Hollande 13
1060 Brussel/Bruxelles
 +32/2 542 33 46 (NL)/ +32/2 542 33 89 (FR)
 +32/2 542 32 43
 info@eccbelgium.be
 www.eccbelgium.be

BULGARIA
EUROPEAN CONSUMER CENTRE 
BULGARIA
Director: Albena Palpurina
Bacho Kiro street No14
Bg-1000 Sofia
 +359/ 298 676 72
 +359/ 298 755 08
 ecc.bulgaria@kzp.bg
 http://ecc.kzp.bg/

CYPRUS
EUROPEAN CONSUMER CENTRE CYPRUS
Ευρωπαϊκό Κέντρο Καταναλωτή Κύπρου
Director: Phrosso Hadjiluca
c/o Competition and Consumers Protection Service 
(CCPS), Ministry of Commerce, Industry 
and Tourism
6, Andreas Araouzos
1421 Nicosia
 +357/2286 7100
 +357/22 375120
 ecccyprus@mcit.gov.cy
 www.ecccyprus.org

CZECH REPUBLIC
EUROPEAN CONSUMER CENTRE 
OF THE CZECH REPUBLIC
EVROPSKÉ SPOTŘEBITELSKÉ CENTRUM
Director: Tomáš Večl
Štěpánská 15
120 00 Prague
 +420/296 366 155
 esc@coi.cz
 www.coi.cz | www.coi.cz/esc

DENMARK
EUROPEAN CONSUMER CENTRE DENMARK
FORBRUGER EUROPA
Director: Peter Fogh Knudsen
Amagerfaelledvej 56
DK-2300 Copenhagen S
 +45/32 66 90 00
 +45/32 66 91 00
 info@forbrugereuropa.dk
 www.forbrugereuropa.dk

ESTONIA
EUROPEAN CONSUMER CENTRE ESTONIA
EUROOPA LIIDU TARBIJA 
NÕUSTAMISKESKUS
Director: Silvia Ustav
Kiriku 4
15071 Tallinn
 +372/6201 708
 +372/6201 701
 consumer@consumer.ee
 www.consumer.ee

FINLAND
EUROPEAN CONSUMER CENTRE FINLAND
EUROOPAN KULUTTAJAKESKUS
Director: Leena Lindström
P.O. BOX 5
Box 5
00531 Helsinki
 +358 10 19 46 76
 +358/9 8764 398
 ekk@kuluttajavirasto.fi
 www.ecc.fi

FRANCE
EUROPEAN CONSUMER CENTRE 
FRANCE CENTRE EUROPEEN 
DES CONSOMMATEURS
Director: Bianca Schulz
c/o Euro-Info-Verbraucher e.V.
Rehfusplatz 11
D-77694 Kehl
 +49/78 51 991 48 0
0820/200 999 (only accessible from France)
 +49/78 51 991 48 11
 info@euroinfo-kehl.eu
 www.euroinfo-kehl.eu
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GERMANY
EUROPEAN CONSUMER CENTRE 
GERMANY
EUROPÄISCHES VERBRAUCHERZENTRUM 
DEUTSCHLAND

GREECE
EUROPEAN CONSUMER CENTRE GREECE
Ευρωπαϊκό Κέντρο Καταναλωτή
c/o Hellenic Ministry of Development
Director:
Kanigos Square
GR - 10 181 Athens
 +30/210 3847253
 +30/210 3847106
 infoecc@efpolis.gr
 www.eccefpolis.gr

HUNGARY
EUROPEAN CONSUMER CENTRE HUNGARY
EURÓPAI FOGYASZTÓI KÖZPONT
Director: György Morvay
Logodi u. 22-24
1012 Budapest
 +36/1 473 0338
 +36/1 331 7386
 info@efk.hu
 www.efk.hu

ICELAND
EUROPEAN CONSUMER CENTRE ICELAND
EVRÓPSKA NEYTENDAAÐSTOÐIN
ENA – ECC ICELAND
Director: Hildigunnur Hafsteinsdóttir
Hverfisgata 105
101 Reykjavik
 +354/ 545 1200
 +354/ 545 1212
 ena@ena.is
 www.ena.is

IRELAND
EUROPEAN CONSUMER CENTRE DUBLIN
Director: Ann Neville
13a Upper O’Connell Street
Dublin 1
 +353/1 809 06 00
 +353/1 809 06 01
 info@eccireland.ie
 www.eccireland

ITALY 
EUROPEAN CONSUMER CENTRE ITALY
CENTRO EUROPEO CONSUMATORI
Director: Federico Vicari
Via G.M. Lancisi 31
00161 Roma
 +39/06 442 38 090
 +39/06 441 18 348
 info@ecc-netitalia.it
 www.ecc-netitalia.it

LATVIA
EUROPEAN CONSUMER CENTRE LATVIA
EIROPAS PATĒRĒTĀJU INFORMĒŠANAS CENTRS
c/o Patērētāju Tiesību Aizsardzības Centrs-
Consumer Rights Protection Centre
Director: Aija Gulbe
Kr. Valdemara Street 157-228
1013 Riga
 +371/738 8625
 +371/738 8625
 info@ecclatvia.lv
 www.ecclatvia.lv

LITHUANIA
EUROPEAN CONSUMER CENTRE 
LITHUANIA
EUROPOS VARTOTOJŲ CENTRAS
Director: Viktorija Ostrauskiene
J. Basanavičiaus st. 20-11
LT 03224 Lithuania
 +370/5/2650368
 +370/5/2623123
 info@ecc.lt
 www.ecc.lt

LUXEMBOURG
EUROPEAN CONSUMER CENTRE 
LUXEMBOURG
CENTRE EUROPEEN 
DES CONSOMMATEURS-GIE LUXEMBOURG
Director: Karin Basenach
55 rue des Bruyères
L-1274 Howald
 +352 26 84 641
 +352 26 84 57 61
 info@cecluxembourg.lu
 www.cecluxembourg.lu

MALTA
EUROPEAN CONSUMER CENTRE MALTA
Director: Claude Sammut
Annex to Consumer & Competition Division
47A, South Street,
Valletta, Malta
 +356 21 22 19 01
 +356 21 22 19 02
 ecc.malta@gov.mt
 www.eccnetmalta.gov.mt

Director :
c/o Euro-Info-Verbraucher e.V.
Rehfusplatz 11
D-77694 Kehl
 +49/7851 991 48 0
 +49/7851 991 48 11
 info@euroinfo-kehl.eu
 www.euroinfo-kehl.eu

Address 2: Kiel office
Andreas-Gayk-Straße 15
D-24103 Kiel
 +49/431 590 99 50
 +49/431 590 99 77
 evz@evz.de
 www.evz.de
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THE NETHERLANDS
EUROPEAN CONSUMER CENTRE 
NETHERLANDS
EUROPEES CONSUMENTEN CENTRUM 
Director: Patricia de Bont
Catharijnesingel 55, 5th floor
3511 GD Utrecht
P.O. Box 487
3500 AL Utrecht, the Netherlands
 +31/(0) 30 232 64 40
 +31/(0)30 234 2727
 info@eccnl.eu
 www.eccnl.eu

NORWAY
EUROPEAN CONSUMER CENTRE NORWAY
FORBRUKER EUROPA
Director: Elisabeth van Riessen
P.O.Box 4594 Nydalen
0404 Oslo
 +47 23 400 500
 +47 23 400 501
 post@forbrukereuropa.no
 www.forbrukereuropa.no

POLAND
EUROPEAN CONSUMER CENTRE 
POLAND
EUROPEJSKIE CENTRUM KONSUMENCKIE
Director: Piotr Stańczak
Plac Powstańców Warszawy 1
00 950 Warsaw
 +48/22 55 60 118
 +48/22 55 60 359
 info@konsument.gov.pl
 www.konsument.gov.pl

PORTUGAL
EUROPEAN CONSUMER CENTRE 
PORTUGAL
CENTRO EUROPEU DO CONSUMIDOR
Director: Maria do Céu Costa
Praça Duque de Saldanha, 31-1°
1069-013 Lisboa
 +351/21 356 47 50
 +351/21 356 47 19
 euroconsumo@dg.consumidor.pt
 http://cec.consumidor.pt

ROMANIA
EUROPEAN CONSUMER CENTRE 
ROMANIA
CENTRUL EUROPEAN AL 
CONSUMATORILOR ROMANIA
Director: Razvan Resmerita
Bd. Nicolae Balcescu nr. 32-34, etaj 4, cam. 16
Sector 1, Bucharest,
RO-010055
 + 40/ 21 3157149
 + 40/ 21 3157149
 + 40/ 21 3110242
 office@eccromania.ro
 www.eccromania.ro

SLOVAKIA
EUROPEAN CONSUMER CENTRE SLOVAKIA
EURÓPSKE SPOTREBITEL'SKÉ CENTRUM
Director: Dženšίda Veliová
Mierová 19
827 15 Bratislava
 00421/2 4854 2019
 00421/2 4854 1627
 ecc@economy.gov.sk
 www.economy.gov.sk/ecc

SLOVENIA
EUROPEAN CONSUMER CENTRE SLOVENIA
EVROPSKI POTROŠNIŠKI CENTER
Director: Jana Huč Uršič
1000 Ljubljana
Frankopanska 5
 +386 1 432 30 35
 +386 1 433 33 71
 epc@epc.si
 www.epc.si

SPAIN
EUROPEAN CONSUMER CENTRE SPAIN
CENTRO EUROPEO DEL CONSUMIDOR
Director: José Maria Tamames Rivera
Principe de Vergara 54
28006 Madrid
 +34/ 91 822 45 55
 +34/ 91 822 45 62
 cec@consumo-inc.es
 http://cec.consumo-inc.es

SWEDEN
EUROPEAN CONSUMER CENTRE SWEDEN
KONSUMENT EUROPA
Director: Jolanda Girzl
Lagergrens gata 8
Box 48
65102 Karlstad
 +46/54 - 19 41 50
 +46/54 - 19 41 59
 info@konsumenteuropa.se
 www.konsumenteuropa.se

UNITED KINGDOM
EUROPEAN CONSUMER CENTRE UK
Director: Jediah Mayatt
1 Sylvan Court, Sylvan Way,
Southfields Business Park
BASILDON Essex UK SS15 6TH
 +44 (0)8456 04 05 03 
(Monday to Friday: 10:00am to 3:00pm)
 +44 (0)8456 08 96 00
 ecc@tsi.org.uk
 www.ukecc.net




