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Welcome to the ATTA-Travelife Sustainable Tourism Standard

Travelife for Tour operators

Operating your business in a socially and environmentally friendly manner has never been
more important for your business. Both consumer and business demand for responsible
products is growing. The public and partners want to know how you manage your business.

Companies working towards sustainability can increase your customer satisfaction, staff
motivation and business efficiency, save money and become more competitive.

Travelife for Tour Operators helps tour operators and travel agencies to manage and
improve social and environmental impacts, by following sustainability criteria.

Ultimately, when your company meets the requirements, it will receive a Travelife award.

The Travelife for Tour Operators standard is your key to European B2B Market Access. It has
high recognition among European tour operator associations and tour operators seeking
professional and sustainable partners in destinations around the world, including Thailand.

The Travelife tools can help you to become more sustainable and successful.

The Association of Thai Travel Agents (ATTA) Travelife Partnership

The Association of Thai Travel Agents (ATTA) is the oldest and biggest tour operator and
travel agent association in Thailand.

ATTA and Travelife share a strong commitment to a more sustainable Thai travel sector.

On December 23", 2021, ATTA and Travelife signed an MOU on ‘the Introduction of a
sustainability training, management and award programme among Thai tour operators and
travel agents.’

Since then, ATTA and Travelife have developed an ATTA-Travelife Branded online
sustainability training, planning and reporting platform for ATTA members.

The ATTA Travelife standard is equivalent to the Travelife Thailand Partner award level.

The standard has been kept relatively simple, to encourage more ATTA members to adopt a
more systematic approach towards sustainability in their operations and supply chains.

ATTA members wishing to move further will be able to continue working towards the GSTC
recognised Travelife Certified level standard, with the support of Travelife coaches.

The time is now. The opportunity is here. Good luck.


https://atta.travelife.info/index_new.php?menu=home_atta&lang=en
https://atta.travelife.info/index_new.php?menu=home_atta&lang=en
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Who is this manual for?

This Handbook is for Thai tour operators, which have joined the ATTA-Travelife
Sustainability Management Program, 2023.

We will refer to this manual during monthly trainings in 2023.

What is this manual?

This manual has been written, to support you to easily and quickly understand the criteria in
the ATTA-Travelife online system.

The manual provides a quick and simple explanation of each criteria, showing what you
need to do, to comply with the criteria. Examples and best practices are also provided.

You still need to use the online system to report your progress for each criteria.
Tour operators can find the whole standard, and each criteria, with guidelines and best

practices, online at the ATTA-Travelife platform:
https://atta.travelife.info/index new.php?menu=home atta&lang=en

How to use this manual?

Use this manual to get a quick description of each criteria, and how to comply.

If you need to clarify the criteria, make an appointment to ask your coach, or ask during the
monthly training sessions.


https://atta.travelife.info/index_new.php?menu=home_atta&lang=en
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Theme 1: Sustainability management and legal compliance (10 mandatory
criteria)

Overview

The first theme of the ATTA-Travelife standard is sustainability management and legal
compliance.

There are 10 criteria, representing actions and systems which you need to put in place.

These criteria are the foundations for your company to become more sustainable. Taking
these actions moves your company from individual good actions to a systematic approach.

Sustainability will become part of how you operate your company from day to day.

System means that you will ‘Plan, Do, Check and Act” (PDCA).

You will build a sustainability team, make a plan, take action, check your progress
(achievements and obstacles), and you take corrective action to solve problems.

The 10 criteria are:

Engagement of company

1.1 Sustainability Coordinator

1.2 Mission Statement

1.3 Trained sustainability coordinator / team

Baseline Assessment
1.4 Baseline assessment

Policy
1.5 Sustainability Policy
1.6 Communication

Action Plan
1.7 Action Plan
1.8 Staff Involvement

Monitoring and evaluation

1.9 Monitoring and evaluation
1.10 Staff communication

The next section explains how to put these criteria into practice.
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Subtheme: Engagement of company

Criterion 1.1: Sustainability coordinator

Description: A sustainability/CSR coordinator is appointed and his/her role and activities are
defined (corporate level).

1) Guidance

Your sustainability journey begins by appointing a Sustainability Coordinator. Your
Sustainability Coordinator will lead, coordinate and report on your sustainability work. In
smaller companies, this role can be combined with another job. He / she must have a job
description, including at least:

e Ensure a general understanding of sustainability and related policies among all staff.

e Design the company’s sustainability action plan with input and support from
colleagues.

e Improve the sustainability of the company’s product offerings and partners (supply
chain).

e Coordinate Travelife reporting.

e Report regularly on sustainability progress and challenges to the top management
team.

e Supportinternal and external communication regarding sustainability policies and
actions.

To be effective, the Sustainability Coordinator can’t work alone. They must work directly
with senior management; and work as a team with all departments, to put sustainability
into practice.

2) Best practice(s)

Go Vacation in Sri Lanka defined a clear Job Description (JD) for their
GOVacation sustainability manager. This includes setting short and long term goals,
Sl anka increasing understanding and building agreement of the importance of
sustainable operations, updating the Action Plan and Sustainability

Policy, highlighting achievements, keeping management and staff
informed and updating the Travelife website. Other key responsibilities
defined in the Job Description are to promote water and energy

conservation, recycle, buy green products and minimize waste.
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Criteria 1.2 Mission statement

A sustainability mission statement is defined and published on the company’s website(s).

1) Guidance

A mission statement is a short, inspiring statement from the company’s leadership that
contains the values, principles, and intentions of the organization. The mission statement
should answer three key questions:

e What is the company’s purpose? What is its reason for existence/being?
e What is the nature of its business?

e What are the company’s values (including sustainability)?

The statement should be as brief and concise as possible. It should be at least in Thai and
English.

If your company already has a mission statement, then you need to add sustainability
commitments.

If your company does not have a mission statement, then you need to write a new one
including sustainability commitments.

2) Best practice(s)

Vision and mission

It is our mission to grow Khiri Travel to be the leading brand in quality

tourism in Asia — and the champion of the triple bottom line: peop

le,

planet, profit.
K I I I I z I Khiri’s vision of “Sharing our Passion for Discovery” encompasses the

company’s collective inspiration, outlook, and culture.

We have a Code of Conduct to define the principles of our Core Values
and to provide a base for our corporate culture.

10
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Criteria 1.3: Trained Sustainability Coordinator and team

The sustainability coordinator (or team, in case of larger companies) has successfully
completed the basic Travelife Sustainability training and exam.

1) Guidance

To implement Travelife's criteria effectively, the sustainability coordinator must successfully
complete the Travelife basic training, consisting of 1) Tour Operators and sustainability and
2) Sustainability management.

This training covers sustainability topics relevant to the Travelife sustainability standard and
to sustainable tourism in general.

The content of the Travelife trainings is higher than the ATTA-Travelife standard. This will
give you a broad overview of important sustainability issues. However, your company only
needs to report your progress on the ATTA-Travelife criteria.

2) Best practice(s)

Sustainability is the Future - MPM Travel Xs Pvt Ltd

There is no doubt Sustainability is the key to the future. It will become a mandatory criterion
in many of the companies and industries. As the first step, our internal teams are trained on
Travelife Sustainability Policy and complete certifications. We are also looking other options
to further upgrade them through various certification course, workshops and practices.

12
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Criteria 1.4: Baseline assessment

The company has conducted a baseline assessment regarding its compliance with a
sustainability best practice standard (e.g. by completing this report).

1) Guidance

By carefully answering all criteria in this report, you automatically comply with this criterion.

This “baseline assessment” gives insight about the strengths and weaknesses of your
policies and will enable you to prepare a suitable action plan.

Please complete the report carefully and be completely honest. This will help you to see

exactly ‘where you are now,” understand ‘where you need to reach,” and make a useful plan
to get there.

14
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Subtheme: Policy

Criteria 1.5: Sustainability policy

The company has a written sustainability policy which reflects the company structure and
activities and is supported by top-management. The policy aims for a reduction of the
negative social, cultural, economic and environmental impacts of the company’s activities,
and includes employee related health & safety aspects.

1) Guidance

Customers, partners and investors increasingly want to understand your company’s
sustainability aims and practices, so that they can make decisions to use your services.

Your company’s sustainability policy is the foundation of your sustainability activities.

Your sustainability policy informs the public about the goals and commitments which your
company is making for sustainability. Your policy provides direction and guidance for your
staff. Your policy must state your goals for the medium term of 2-5 years.

You define a policy based on your mission statement and the results of your baseline
assessment. It should be clear and comprehensive with specific targets to work towards.

The most important areas to include in your policy are:

e Internal management

e Social policy and human rights

e Environment and community relations
o Key suppliers

e Destinations

e (Customers

2) Best practice(s)

Sampan Travel in Myanmar have developed a sustainability policy

which covers issues broadly and deeply. Their policy includes
commitments to design tour programmes to minimise
- ;n__ environmental and cultural damage; tackle climate change and

SAMPAN TRAVEL

promote low carbon travel; reduce and recycle waste and promote

Tt s e o the ethical treatment of captive and wild animals. A policy highlight

is strong social commitments, including protecting workers’ rights and offering equal
opportunities and supporting local enterprises and programmes that help the under
privileged. Clients are also targeted, to behave responsibly and ethically.

16
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Criteria 1.6: Communication

The sustainability policy is accessible to all employees, suppliers and the general public via
the corporate website(s) (where no website exists, via other means).

1) Guidance

To be effective, your sustainability policy must be easily located and accessible to your staff,
suppliers and customers. The policy must be written (at least) in English and Thai. You must
inform your staff, suppliers and customers about the policy. A good way to do this is to pin
the policy on an information board, and share it on your website. Other channels you can
use to communicate are:

e Internal: staff training, staff manual, newsletters, staff/management/stakeholder
meetings.
o External: website, booklets, newsletters, magazine, emails, social medias, blogs.

¢ Your full sustainability policy must be actively distributed to your staff.
¢ You can prepare a summary of your policies and targets for suppliers and customers.

It is recommended to communicate regularly with your stakeholders, to keep them up to
date with progress, and engage them in your sustainability activities.

2) Best practice(s)

Online communication of responsible tourism policies and values - EXO Myanmar

EXO have detailed their responsible tourism ethics, mission and
actions on their public website. Key policy documents and links to all

their responsible tourism activities are online. For full details visit
http://www.exotravel.com/exotravel/story/responsible-travel/
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Criteria 1.7: Action plan

The company has a sustainability action plan (with targets, actions, measures,
responsibilities and time planning).

1) Guidance

Once you have set your sustainability targets, your action plan will enable you to achieve
them. Your action plan must indicate your targets, the actions required to reach the
targets, who will be responsible, and what resources (e.g., budget, staff time,) will be
available to achieve each task.

Your action plan should span about two years. Each task needs a specified completion date.
We recommend that you use the Travelife action-planning tool. It is an easy online tool to
develop your action plan in a systematic way. It corresponds to the Travelife sustainability
criteria. Your Action Plan can be found in the left-hand column in the Planning & Reporting
main page.

To use the Action Plan tool, within each criterion, choose the “Action Plan” tab, and then

click on “Add New Tasks.” Each new task that you enter will be automatically added to your
Action Plan.

2) Best practice(s)

Example of the structure of a good action plan:

. responsible Cost Benefits
ROl Target Sitpec action of the articipates Deadline (€/workin| expected
Objective € considered 7 P P 2 g P 2
action time) (€/working }
M. X -
I_ 2 Buy paper waste bin Building |- 01/04/2012|
emission
Recycle mng
Optimize 100% of Contract with yyy inorderto M. X-
paper used have a weekly pick-up of Building |- 01/04/2012)
a or recieved paper waste
recyding R Paper waste uLl
inthe o e
elimination = = - M. X and M. |Head of
office. Train cleaning ladies to " )
e ol Sustainabili |cleaning  |02/04/02012
¥ ne ty manager. |ladies team

“The best way to implement our company's sustainability policy is
through the Action Plan. We adopted the Travelife Action Plan tool. It
helped our company to create new tasks for each category, so we were

able to implement, monitor and provide necessary solutions wherever
problems arose.”
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Criteria 1.8: Staff involvement

The management involves employees in the development and implementation of the action
plan and acknowledges them as a driving force for successful and continuous sustainability
improvements.

1) Guidance

Staff participation is essential to achieve your sustainability policy and action plan. Your
Sustainability Coordinator should invite staff from across departments to join a Green Team.

The Green team will work to put your sustainability policy into practice. They will help to
define and to share responsibility for implementing the action plan. This is a powerful team
building process, which can motivate your staff, and save you money by increasing job
satisfaction and staff retention.

Your action plan must contain a clear description of how tasks and responsibilities are
divided within your team, what support is needed (e.g., training), and required budgets.
Keep meeting notes, photographs or other evidences, to demonstrate staff participation
throughout the year.

Possible actions:

e Establish a sustainability team from across departments, including management and
staff.

¢ Include sustainability tasks in staff job descriptions, onboarding, training and
evaluation;

¢ Delegate leadership to the most appropriate departments (e.g., waste management
to operations, staff welfare to HR, green funding to finance, communications to
marketing).

¢ Include sustainability and the progress of the action plan in leadership meeting
agendas.

o Keep records, such as Green Team meeting notes, photographs, newsletters etc.

e Conduct a survey asking employees what sustainability-related themes or causes are
most important to them, or if they have ideas on how the company can do better.

e Organize webinars, workshops, sustainability thematic days, competitions, and other
events to help your team to understand the sustainability policy and actions they can
take;

o Integrate the Travelife action plan with central office systems, such as Tourplan.

o Staff should also actively communicate the sustainability policy to suppliers and
clients (e.g., during meetings of suppliers with your local agents and your personnel).

e Reward staff who are committed to sustainability and help you to succeed.
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2) Best practice(s)

Under their Sustainability Coordinator, Panorama Indonesia
\/’——, have appointed one member of staff from every department

to be responsible for that department’s operational

sustainability. This includes HR, Products, Marketing and
Communications, Finance, Contracting, Office Management and Housekeeping, Guides and
Local Representatives and Transport. This ensures that the entire company is committed to
sustainability and is moving in the same direction in a coordinated way.
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Criteria 1.9: Monitoring and evaluation

The company has documented procedures in place to monitor and evaluate the
implementation of the sustainability policy, objectives and targets.

1) Guidance

You must monitor progress towards your sustainability targets. Carefully monitoring the
progress of the tasks in your action plan will show what you are achieving, which actions are
working, and what must be improved. When you encounter delays and obstacles, you need
to adjust your plan.

There must be a documented procedure describing how, how often, by whom the
sustainability objectives, targets and tasks are followed-up. You can simply include
Monitoring in your Action Plan.

Recommended actions:

¢ Monitoring is part of the Sustainability Coordinator’s job description and
responsibilities.

e Use the Travelife Action Planning tool to help keep track of when/if an action has
been completed. You can easily produce an overview, which shows your progress
compared to your original planning. Based on this, you can adjust and/or update
your planning.

¢ Monitor data. E.g.: waste, paper use, electricity and water consumption and CO;
emissions.

e Keep arecord of training/event attendees.

e Monitor and highlight responsible suppliers, distribution of code of conducts, etc.

¢ Monitor feedback from customers, suppliers, employees and inspection trips and ask
for suggestions on how to improve.

2) Best practice(s)

@ exo d LIS Where adventure begins

Weekly reporting - Exodus (UK)
To ensure effective implementation of the policy, reporting on initiatives and general
updates, when relevant, occur at weekly departmental meetings, attended by the

Responsible Travel Manager which helps setting updated actions.
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Criteria 1.10: Staff Communication

Staff members are regularly updated on the company’s sustainability policy, activities,
results and related developments via newsletters, intranet or other internal communication
channels used by the company.

1) Guidance

To successfully implement a company’s sustainability policy, all staff must be engaged and
informed regularly about the company’s sustainability practices and progress. You need to
excite them!

Share regular updates/reminders/targets relating to the sustainability policy and
achievements with all staff members. E.g. through regular newsletters, social media,
intranet and meetings.

It is recommended to organize at least one formal event during the year to share the

company’s sustainability successes and celebrate staff achievements. Show your team that
you care.

2) Best practice(s)

DESTINATIQN ASTA

JESTINATION MANAGEMENT OR ASIA'S TRAVEL CONNOISSEURS
Sustainability Wall - Destination Asia Indonesia
Destinations Asia introduced a sustainability concept for their staff which is communicated
via a “Sustainability Wall”. These info boards are located at several spots throughout the
Destination Asia office, highlighting the company’s sustainability efforts and displaying photos
of each supporting team member. Upcoming sustainability projects are communicated not
only via email, but also though posts on the sustainability wall. The wall has been created with

recycled materials to showcase the motto of reduce-reuse-recycle.
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Theme 2: Internal management: social policy & human rights (7
mandatory criteria)

Sustainability is not only about the environment.

Labour conditions, which create a healthy and happy place to work, are a core part of
sustainability. The principle of ‘Decent Work’ (SDG Goal 8) is highly important to
international buyers, including European markets.

The ATTA-Travelife standard includes 7 criteria, related to labour rights and working
conditions. At certified level, there are more criteria.

Many of these criteria are already included in Thai labour law. However, you still need to
report your actions on the Travelife online system.

2.1 No forced labour

2.2 Living wage

2.3 Maternity

2.4 Holiday / Annual leave
2.5 Health and Safety

2.6 Equal Opportunities
2.7 Child Labour

The next section explains how to put these criteria into practice.

30



unil 2: MUINIAM I TnaIAns nlauraa naInNLAENDARBETY (7 LNMATLIAL)

AN I LN EILEL LI TDINURILIAR NI T FATNNITYINIT R ILTINUAFTFDIUN
° Aa = ' o @ o A @ Aa . A
awnauaziugaiidusuwdraguatanubiaiis wanmszes undemd’ (SDG iwhnaned

8) fiaifludsddyetundanguddarilanuiisaaaylal

V193319 ATTA-Travelife U3znauaiginmsiiny 7 ToMnuTaInuENSUIINULATENIWATS
o v AN v et a 6 o A & = [ W] ' & a v
9u lagluszaunlasunissusasazfinositnuanuindu Fanmaians g wai Snanude
Muaglungrnanoussnuaasnoud udetslanany qudidainsanunIduinnuagmiim

T:UUaaW lUad Travelife

2.1 laifinnsusaulauseany

2.2 ddgiiiadia (Living Wage)
2.3 MIANARBAYAT

2.4 Twngauaziwawneaulszdnd
2.5 gunWLAzANURaan

2.6 lonafiinfigumii

2.7 MIMTLTINWLAN

wa

¥
1 [ a o o o 1 1 a
aalddwnisasunaisnsiinaiig ﬂnmmfﬁﬂgmsﬂgnm

31



Social policy and human rights

Criteria 2.1: No forced labour

Employees are free to enter or leave their employment through their own choice without
penalty (in accordance with their contract).

1) Guidance

Forced labour is work that is performed involuntarily and under the menace of any penalty.

It refers to situations in which persons are coerced to work through the use of violence,
extortion, or intimidation, or by more subtle means such as retention of pay or identity
papers, manipulated debt, or threats of denunciation to immigration authorities.

All people should be free to choose where and when they begin and end their job.

Employees should have a written contract clearly mentioning the process to follow when
the employee wants to terminate the employment contract. This termination clause should
not contain any adverse effect on the payment of work/hours done prior to actual
termination of contract. Possible actions include:

e Employment contracts must include the guarantee that “Employment can be ended
by the employee with a minimum notice period in accordance with national labour
law.”

e Forbid withholding identity papers from employees.

e Forbid managers to use menace of any penalty to force someone to work.

2) Best practice(s)

At international level, the ILO (International Labour Office) defined ILO Indicators of Forced
Labour. In Thailand, regulations relevant to forced labour are covered in Labour Protection
Act B.E.2541 (Thai version / English version (1998), and revision 2019 version in English) and
the The Anti-Human Trafficking Act B.E 2551 Thai version / English version (2008), and revision
2019 version in English.) The Anti-Human Trafficking Act indicates that any person commits

the offence of forced labour or service when that person compels another person to work or
to provide services by one of the following means:

e Threatening to cause injury to life, body, liberty, reputation, or property of the person
threatened or any other person.

e Intimidating or using force.

e Confiscating identification documents;

e Using debt burden incurred by such person or any other person as he unlawful
obligation.

e Using any other means similar to the above acts.
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Criteria 2.2: Living wage

The company pays employees at least a living wage which is equal to or above the legal
minimum.

1) Guidance

A living wage is the remuneration a worker receives for a standard workweek. This amount
should be sufficient to allow a decent standard of living for the worker and their family.

Elements of a decent standard of living include food, water, housing, education, health care,
transportation, clothing, and other essential needs, including provision for unexpected
events. The living wage is often a legal requirement, redefined each year. It can be increased
by companies to ensure their employees will earn enough to live, based on the real cost of
living in their locality. In employment contracts, the salary/wage must be mentioned and be
at least the legal minimum wage. The employment contract should include the acceptable
rate of salary/wage regarding the minimum/living wage of Thailand.

The minimum daily wage varies in different provinces.

For more information about the official minimum wage per province by the Ministry of
Labour, please visit Thai version / English version.
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Criteria 2.3: Maternity

The company offers schemes for pregnancy and maternity leave for all employees.

1) Guidance

Mothers need special protection to take care of themselves and their babies, while
preparing for childbirth, giving birth, recovering from childbirth and bonding with their
children. They also need protection to be sure they will not lose their jobs due to absence
related to pregnancy or maternity.

e Ensure you are following national legislation on pregnancy and maternity leave and
clearly communicate these conditions in your HR policy and in employment
contracts,

¢ You can choose to offer more than the minimum legal requirements. E.g. extended
rights for parental leaves, flexible working hours for expectant mothers, safe areas
for breastfeeding / expressing milk, etc.

e Consider leave needs for new fathers and adoptive parents.

Keep up to date with pregnancy and maternity leave requirements in current Thai
legislation. New parent policies should be explicitly stated in the employment contract/HR

policy.

Provide at least the minimum legal requirements for maternity leave, preferably more and
offer as much flexibility in working hours as your business allows.

2) Best practice(s)

ILO Convention No. 183 provides for 14 weeks of maternity leave to women (Article 4.1).
Article 6 indicates that women who are on maternity leave shall be entitled to a cash
benefit, to maintain a suitable standard of living conditions, which shall be no less than
two-thirds of previous earnings.

The Convention also states that when returning to work after maternity leave, women must
be returned to the same or equivalent position, receiving the same pay rate. The
Convention gives a woman the right to one or more daily breaks or a daily reduction of
work hours to nurse her child.

In Thailand, according to the new Labour Protection Act B.E.2562 (2019 Thai version / English
version), employees can take up to 98 days for maternity leave and are entitled to receive full

payment up to 45 days. This should be explicitly stated in the employment contract and/or
HR policy.
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Criteria 2.4: Holiday / Annual leave

The employees have the right to a fixed yearly paid holiday (at least in compliance with the
legal requirements).

1) Guidance

The opportunity to take a rest is essential to staff’s physical and mental health, motivation
to work and ability to do good quality work.

Paid leave is the number of days per year which workers take time away from their work,
while continuing to receive an income and, to be entitled to social protection.

Employees can take a specified number of working days or weeks of paid leave per year.
Paid leave is in addition to public holidays, sick leave, maternity and parental leave, etc.

At a minimum, all employees must receive, in addition to all recognised public holidays, paid
leave at least equal to that required by law.

Paid leave must be included in the employment contract and/or HR policy.

2) Best practice(s)

ILO Convention No. 132 recommends in Article 3.3 that “the holiday shall in no case be less
than three working weeks for one year of service.”

According to the Thai Ministry of Labour, an employee is entitled to paid holidays as follows

e Paid public holiday of not less than 13 days per year, including the National Labour
Day. For certain industries such as hotels and restaurants, the company may agree
with employees to work on that holiday and compensate them with money or a (later)
day off for the employees.

e Annual vacation of not less than 6 working days per year for employees who have

worked consecutively for 1 year. The company and employees may agree in advance
whether the annual vacation can be accumulated and postponed to the coming years.

e More, official information about holiday/annual leave in Thailand
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Criteria 2.5: Health and safety

The company has a health, safety and crisis management policy for employees, which
complies to legal standards/best practices. Accidents and incidents are investigated and
corrective measures are taken. First aid kits and trained staff is available at all relevant
locations.

1) Guidance

Employers have responsibilities for the health and safety of their employees. You must have
a Health and Safety Policy which follows Thai law and keep documents to show you are
following this policy. You must keep a history of accidents. Below are some mandatory
basic requirements.

e Make the workplace safe and prevent risks to your employees’ health.

e Ensure safe working practices are documented and implemented.

e Provide adequate first aid facilities.

¢ Make sure that all materials are handled, stored, and used safely.

e Prevent or control exposure to substances (e.g., chemicals) that may be a health
hazard.

¢ Inform employees about any potential hazards of the job, and provide adequate
information, instructions, training, and supervision to safely perform the job.

e Set up emergency plans

e Regularly check that equipment is being used as intended and is well-maintained

e Provide health supervision as needed

¢ Provide protective clothing or equipment for employees

o Display warning and health and safety posters appropriately

¢ Ensure that ventilation, temperature, lighting, toilet, washing and rest facilities all
meet health, safety, and welfare requirements

e Take precautions particularly when using or in proximity to flammable or explosive
materials, electrical equipment, noise, and radiation

e Avoid potentially dangerous work involving manual handling (and when this work is
absolutely necessary, take precautions to reduce the risk of injury)

e Report and record accidents, injuries, diseases, and dangerous occurrences

More examples are available on the ATTA-Travelife platform.

According to the Thai Ministry of Labour, health and safety of employee in the work place is
covered in the Labour Protection Act B.E.2541 (1998 Thai version / English version, and

revision 2019 version in English) and in the Occupational Safety, Health, and Environment Act

B.E. 2554 (A.D. 2011 visit Thai version / English version). Regulations include that employers

must inform employees of work-related dangers; distribute a work manual to every employee
before commencing work, changing work or workplace; provide an occupational safety,
health and environment training; post warning symbols and occupational safety, health and
environment signs; and post a statement on the legal rights and duties of the Employer and
an Employee in a conspicuous location at an establishment. Other legal responsibilities
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include hazard assessment, conducting a study on working conditions which could effect
employees, and preparing an operation plan on occupational safety, health and environment.

More information about regulations in relation to occupational safety, health, and
environment

2) Best practice(s)

You can use the template provided in the Travelife training

Nutty’s Adventures has created a set of documents that cover the most important aspects
of health and safety:

e Health and Safety Policy - in the Office and in the Field

e Procedures in the Event of an Emergency

e Health and Safety as Individuals

e Health and Safety Checklist for Hotels and Transport

e Transport Safety Policy

e Health and Safety is a topic covered in all of the company’s training sessions, usually
held at least twice a year and there is also

e always one first-aid training course per year for both office staff and guides.
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Criteria 2.6: Equal opportunities

The company ensures that people are not discriminated in regards to recruitment,
conditions of employment, access to training and senior positions, advancement in terms of
residentship, gender, race, age, disability, ethnicity, religion/beliefs, sexual orientation or in
any other way.

1) Guidance

Equal opportunity is making sure that employees and others are treated with dignity and
respect.

The company ensures equal opportunities for employment and advancement at work, and
prevents discrimination and harassment, based on racial/ethnic background,
ability/disability, faith/religion, gender identity/expression, sexual orientation, age, or
marital status.

Companies must have an equal opportunity policy, and work to prevent discrimination and
foster an inclusive workplace. For example, an employee cannot refuse to work with a
colleague or client, or refuse to provide a service to a customer, because of their race,
religion, sexual orientation, etc. On the other hand, employees must be protected from any
form of harassment, bullying or other offensive behaviour.

Possible actions:

e Develop and implement a strong equal employment opportunity policy;

e Include a diverse set of perspectives in decision-making processes.

e Conduct regular trainings - including bias and harassment trainings - for all levels of
employees, particularly recruitment and managerial staff.

® Provide clear channels of communication for feedback; and regularly solicit
feedback.

o Be flexible in making reasonable adjustments for employees to undertake job duties.

o Keep up to date regarding labour laws; know which groups are protected.

e When a complaint arises, investigate immediately.

An equal opportunity policy may be included in an HR policy and/or contract, and include

The companies’ commitment to equal opportunity.

Employee recruitment.

Fair and consistent pay and benefits, and other terms and conditions of employment
Training and development, evaluation and promotion

Discipline, complaints, and feedback

Harassment

Termination and off-boarding

2) Best practice(s) You can use the template provided in the Travelife training.
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Criteria 2.7: Child labour

The company does not employ children (14 year or younger) to complete work which is
normally undertaken by adults. And, there are special working times and conditions for
children working within the business in accordance with national regulations and the UN
Convention on the Rights of the Child, whichever provides most protection incorporating
the exceptions under the ILO convention 138.

1) Guidance

Child labour is illegal.

Child labour is “work that deprives children of their childhood, their potential, and their
dignity, and that is harmful to physical and mental development.” It refers to work that:

1. is mentally, physically, socially, or morally dangerous and harmful to children; and/or

2. interferes with their schooling by depriving them of the opportunity to attend
school; obliging them to leave school prematurely; or requiring them to attempt to
combine school attendance with excessively long and heavy work.

e Do not employ children under the age 14 for jobs normally performed by adults.

e Adhere to minimum age provisions of national labour laws and regulations and,
where national law is insufficient, consider international standards.

¢ Use adequate and valid mechanisms for age verification upon recruitment.

e Exercise influence on subcontractors, suppliers and other business partners to
combat child labour.

¢ Consider training suppliers about child labour and protection.

2) Best practice(s)

Two ILO Conventions, the Minimum Age Convention No. 138 and the Worst Forms of Child
Labour Convention No. 182 , provide the framework for national laws to define what is
acceptable and what is not. This minimum age should not be less than 15 years (or 18 years
for hazardous work) According to the Thai Ministry of Labour, the employment of a child
under 15 years old is prohibited.

In case of the employment of a young worker under 18 years old, the employer must notify
a Labour Inspector within 15 days of the young worker commencing work. The employer must
provide a rest period of at least 1 hour, after the young worker has worked not more than 4
hours. Young workers cannot be required to work overtime or on a holiday, and usually
cannot work between 22.00 and 06.00. Security deposits are forbidden. Particular ‘dangerous
works’ are prohibited. These would not usually be expected in a tourism role. Young workers
are entitled to take leave for attending meetings or seminars, obtaining education or training.
For more information, see the Labour Protection Act B.E.2541 (1998), please visit Thai version
/ English version, and revision 2019 version in English.
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https://safetyhubs.com/wp-content/uploads/2019/08/labour-protect-act-2541-safetyhubs.pdf
https://www.ilo.org/dyn/natlex/docs/ELECTRONIC/49727/125954/F-1924487677/THA49727%20Eng.pdf
http://www.cpg-online.de/wp-content/uploads/2019/04/LABOUR-PROTECTION-ACT_No7_amended.pdf

Theme 3: Internal management: environment and community
relations (16 mandatory criteria)

These criteria will help you to run your office sustainably, by taking concrete actions
including training, purchasing, energy and water reduction, and waste management.

There are 16 criteria in the ATTA-Travelife Partner Standard

3.1 Office paper: type

3.2 Office paper: printing

3.3 Energy reduction policy

3.4 Equipment switch off policy

3.5 Light switch off policy

3.6 Low energy equipment

3.7 Efficiency mode

3.8 Water reduction policy

3.9 Waste legislation

3.10 Plastic water bottles

3.11 Reuse / recycling of waste
3.12 Pollution reduction policy

3.13 Noise, light, erosion and ozone
3.14 well maintained cars

3.15 Staff environmental training and information

3.16 Land use and construction
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Criteria 3.1: Procurement

Office paper: type More than 90% of office paper use (internal and administrative use) has
proven sustainability credentials (recycled, FSC or sustainably produced), when such options
are locally available.

1) Guidance

The paper industry is one of the most energy-intensive sectors. You cannot eliminate
printing completely but need to keep printing to a minimum. When buying office paper, you
should pay close attention to the different types of sustainability labels. There are 3 main
choices:

1. The best purchase option is recycled paper There are many national labels indicating
that a brand or type of paper is recycled. FSC Recycle is the only global label that
contains a minimum of 85% of post-consumer paper, including materials from
magazines, newspapers, and wrapping.

2. Paper produced from well-managed forests. The Forest Stewardship Council

promotes sustainable forestry. The FSC label can be found on wood, copy paper,
letter paper, envelopes, and toilet paper. For paper, the FSC label is available in two
versions:

- FSC 100%: all fibre comes from sustainable forests.
- FSC-Mixed: at least 70% of the fibres come from sustainable forests.

3. Paper from environmentally friendly factories: ISO 14001 is the global
environmental management standard, which is relevant for production factories
using a lot of natural resources.

2) Best practice(s)

Over 100 paper companies in Thailand are certified as sustainable paper from both domestic
and international organisations, you can search for certified companies from certified
organisations:

e Thai Green Label is an environmental label for specific products, such as paper,
printers, office supplies, electronic devices, construction materials, motors, and other
consumer products. Another search option is the Environmentally Friendly Product
and Service Database
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http://www.fsc.org/
http://www.iso.org/iso/iso14000
http://www.tei.or.th/greenlabel/
http://gp.pcd.go.th/home
http://gp.pcd.go.th/home

SCG Idea Green paper in Thailand,
promotes CS Superflute, which is an
environmental-friendly  corrugated
paper, which reduces the use of pulp,
and which works in accordance with
the ISO 14021 standard for

UaVHIAUanuni CPFM

8+100%
=& CPFM

environmental labels and self-declared environmental claims.

Interested to learn more? You can use the FSC (Forest Stewardship Council) Certified
Database or the PEFC Certified Database to search for credible green labels in

Thailand.
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https://www.scg.com/greenchoice/product/%E0%B8%81%E0%B8%A3%E0%B8%B0%E0%B8%94%E0%B8%B2%E0%B8%A9%E0%B8%96%E0%B9%88%E0%B8%B2%E0%B8%A2%E0%B9%80%E0%B8%AD%E0%B8%81%E0%B8%AA%E0%B8%B2%E0%B8%A3-idea-green/
https://connect.fsc.org/fsc-public-certificate-search
https://connect.fsc.org/fsc-public-certificate-search
https://www.pefc.org/find-certified
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https://www.scg.com/greenchoice/product/%E0%B8%81%E0%B8%A3%E0%B8%B0%E0%B8%94%E0%B8%B2%E0%B8%A9%E0%B8%96%E0%B9%88%E0%B8%B2%E0%B8%A2%E0%B9%80%E0%B8%AD%E0%B8%81%E0%B8%AA%E0%B8%B2%E0%B8%A3-idea-green/
https://connect.fsc.org/fsc-public-certificate-search
https://connect.fsc.org/fsc-public-certificate-search
https://www.pefc.org/find-certified

Criteria 3.2: Office paper: printing

Copy and printing machines are set by default to double-sided printing (duplex) or other
forms of paper saving modes.

1) Guidance

If your company has printers which enable double sided printing, this function should be
switched on, and your staff must know how to use the function. If your printers do not have
this function, then purchasing newer models should be included in your action plan.

This criterion can also be met by taking meaningful actions to save paper and use recycled
paper:

e Reduce printing. Make digital documents the automatic first choice.

e All paper has two sides, wherever possible, use both sides of all paper in the office.
e Set up clear points in the office where staff can leave / find recycled office paper.

e Install central printers instead individual ones to monitor and control paper use.

e Set all printers by default to double-sided and black and white printing.

e Use online software to enable electronic signature/invoicing (e.g. for accounting)

e Use technology. E.g. tablets for note taking, time tracking, ticketing, scheduling, etc.
e Change your company official font to an eco-font size (e.g.: Calibri, 11pt)
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Energy

Criteria 3.3: Energy reduction policy

The company has an active commitment to reduce energy consumption, which is monitored
and implemented. All measurements, with a reasonable return on investment, are planned
and implemented.

1) Guidance

An energy management policy sets out your company’s goals concerning energy use and
management. It does not have to be long and complicated. Keeping it simple will make it
easier to communicate and follow effectively. This written policy enables you to define clear
energy reduction targets and set timeframes for implementation. You need to show that
you implement the policy.

Start by measuring your present level of electricity consumption, then you can set goals for
reducing consumption which are measurable. Measure electric consumption, not only
electricity costs.

2) Best practice(s)

Consider the ideas below for your policy. Please see the ATTA-Travelife website for
additional tips

Tips for saving energy on heating and ventilation:

¢ switch off all unnecessary electrical equipment at night and at weekends.

e Air-conditioning can account for around 80% of your energy bill. Set A/C no lower
than 25C.

e Switch off A/C 30 minutes before the office closes; both at lunchtime and the end of
the day.

e If renting, ask the owner/landlord if there is an energy meter and seek support for
your energy saving measures. This can raise awareness, stimulate action and save
money.

Tips for saving energy with lighting:

¢ Make use of daylight. E.g., setting up chairs near to windows and keeping windows
clean.

e Replace conventional light bulbs with energy-saving ones, such as compact
fluorescent lights and LED lights, which use up to 80% less energy. Minimise use of
halogen lights.

e Use dimmers for lights, and do not use light absorbing light covers.

e Manage light and energy using timers and light sensors for evening lights, stairways,
etc.
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Tips for saving energy with technical equipment:

When purchasing computers and printers, look for energy labels and compare
energy usage.

Set screens to automatically go on stand-by after not being used for approx. 10
minutes.

Set printers to be switched off at night and outside office hours.

Pre-set all equipment to energy-saving mode; it can save about 40W.

Set coffee machines to be switched on only when necessary.

Prefer a fridge without freezer and put the fridge in a cool spot, away from windows.

Tips for saving energy with emails: Emails are more than 50% more energy efficient than
paper mail. However, they do use energy. Keep emails “short and simple,” use links and
shared folders instead of sending heavy attachments.
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Criteria 3.4: Equipment “switch-off” policy

Equipment’s (including aircon) are switched off after office hours or during lunch breaks
(and, not on sleep modes), whenever feasible.

1) Guidance

Implement a policy to switch off equipment during breaks, after work and whenever
feasible.

Even sleep modes use a considerable amount of energy. If you aren’t using it, turn if off.

Recommended actions:

e Avoid putting equipment on standby modes whenever possible. Unplug unused
chargers.

e Instruct staff to switch-off all equipment (e.g., computer monitors) when they leave
their desks for an extended period of time.

e Open windows instead of switching on the air conditioning whenever possible.

e Set atime (e.g., every night at 8om) when all equipment is shut down.

® Assign a person to go around to check equipment after office hours or during lunch
breaks (can be the last person to leave).

e Air conditioning should be switch off 30 minutes before the office closes; both
lunchtime and at the end of the day.

e Make sure equipment is unplugged at the end of a workday and sockets are
switched off (e.g., chargers consume energy even when no devices are plugged in).

To raise awareness:
O Put tags or signs next to equipment you wish to have switched off.
o Organise a meeting to instruct your employees about switching off
equipment.
o Remind staff of the policy on a regular basis and share when recruiting new
staff.

2) Best practice(s)

el LAST ONE OUT
EELEL! PLEASE SWITCH

OFF THE
PLEASE CLOSE LIGHTS & AC

THE DOOR

WHEN AIRI C(())ll\\TTDITIONING el

Make a free poster here: https://edit.org/blog/air-conditioner-posters
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Criteria 3.5: Light “switch-off” policy
Office lights are switched off after office hours.

1) Guidance

Another simple and effective way to reduce energy usage is to implement a “light switch
off” policy, especially when closing the office for the day or weekend.

Consistently turning off lights can make a significant impact on both energy bills, and
environment.

Use natural light whenever possible. Sit near windows. Turn lights off when there is
sufficient natural light.

Turning lights off can be done automatically with timer switches, and can also be done
manually, by staff - including cleaning staff - at the end of the workday.

1) Best practice(s)

e Use a surge protector or automatic system to switch-off all lights simultaneously.
¢ Instruct staff to switch-off lights when they leave their desks.
e Assign a person to check lights after office hours or during lunch breaks

¢ Set atime (e.g., every night at 8pm) when all equipment and lights are shut down.

¢ Make sure equipment is unplugged at the end of a workday and sockets are
switched off
e Put tags or signage next to lights, train and remind staff.

Exceptions can be made for security lighting.
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Criteria 3.6: Low energy equipment

When buying new equipment, the company gives preference to low energy equipment,
based on highest local available standards (taking into account return on investment and
quality).

1) Guidance

When purchasing new equipment, always consider and compare energy use.

Look for green labels for energy efficiency and choose the most efficient option which you
can afford.

Recommended actions:

e Consider that laptops can consume 80% less energy than desktop computers.

o Utilise fans; they are recommended for cooling and circulation in addition to or
instead of a central air conditioning system.

e Assess whether replacing existing equipment (still working) for a new one may be
beneficial. For example, a modern energy efficient refrigerator can save up a lot of
money compared to older models.

2) Best practice(s)

In 1993, the Electricity Generating Authority of Thailand (EGAT) launched the Electricity

Saving Label No. 5 to encourage the economical and efficient use of electricity among the

public, as well as to promote the manufacture and import of high-performance electrical
appliances with reasonable prices among manufacturers and importers. The Electricity Saving
Label No. 5 is a label that indicates

e The level of energy efficiency (1-3 stars) with the maximum efficiency of 3 stars

e The type of product certified

e The electricity cost per year which can be used for comparing and estimating the cost

e The efficiency which can be used in comparison with other similar products

e The information of the product: brand, model name, and size for the preliminary
examination

e The website of the Electricity Saving Label No. 5

Currently, there are 22 types of appliances certified by the Electricity Saving Label No. 5 such
as refrigerator, LED bulb, air conditioner, washing machine, and water dispenser. For more
formation, please visit the Electricity Saving Label No. 5 certified products.

In addition to Label No. 5, energy-efficient equipment in Thailand can also be certified by
Energy Star. For more information, please visit Energy Star
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Criteria 3.7: Efficiency mode

Where applicable, equipment is set by default to the energy-saving mode.

1) Guidance

Many appliances have energy-saving modes, such as switching themselves off when not in
use, allowing them to conserve their energy. Be sure to activate the energy-saving modes on
all your devices. Pay particular attention to computers and monitors.

2) Best practice(s)

Use the power saving recommendations in ‘Power and Battery’ Windows 11

System > Power & battery > Energy recommendations

Nicely done—you applied all recommendations!
Apply energy saving recommendations to lower your carbion footprint
Learn more

Set the power mode for best energy efficiency

Set the screen brightness for best energy efficiency
Put my device to sleep after 10 minutes

Turn off my screen after 3 minutes

Help improve battery by optimizing the content shown and brightness

Turn off my screen saver
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Windows 11

System > Power & battery > Energy recommendations

Nicely done—you applied all recommendations!
Apply energy saving recommendations to lower your carbon footprint
Learn more

@  5et the power mode for best energy efficiency

@  Set the screen brightness for best energy efficiency

©  Put my device to sieep after 10 minutes

@  Tum off my screen after 3 minutes

@  Help improve battery by optimizing the content shown and brightness

©  Turnoff my screen saver
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Water

Criteria 3.8: Water reduction policy

The company has implemented a policy with specific goals to reduce its water consumption,
which is monitored and based on a water risk assessment. In areas of high water risk,
context-based water stewardship goals are identified/pursued.

1) Guidance

Only 3% of all the water on Earth is fresh water; the remaining 97% is salt water. Only 1/3 of
fresh water is drinkable, the remaining 2/3 are locked in ice caps and glaciers.

Limited water and growing populations make it essential to preserve and conserve water.
Even in Thailand localized droughts are becoming more common.

Your water reduction policy should define clear water reduction targets and set
timeframes for implementation.

Start by measuring your present level of water consumption, then you can set goals for
reducing consumption which are measurable. Set smart goals by analysing your water
consumption to find out where and when you use most water; and identify where
reductions might be possible.

Generally, in offices, toilets use the most water. Using water saving toilets is a key priority
action.

2) Best practice(s)

Below are some ideas for your policy. For more ideas, see the ATTA-Travelife online
platform.

Taps:
¢ Install water-efficient taps with a flow restrictor or aerators.
o Fix leaking taps and pipes. Even a slow dripping tap can waste 10,000L in a year.
¢ Avoid washing up under running taps.

Toilets:
e Replace single-flush toilets with dual-flush.
o Fix leaking toilets immediately.
o Install toilets with smart controls to reduce unnecessary flushing.

Plants:
e Install rainwater tanks/rain catchments.
e Use drought-tolerant plants and / or native species that are hardier to local climate.
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o Water the plants early in the mornings or in the evenings.

Make your staff water wise:
e Include water saving policies and procedures in staff inductions.
o Discuss efficient water use during meetings and report on water consumption.
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Criteria 3.9: Waste management: Waste legislation

The company complies with national laws concerning waste disposal. Any residual waste
disposal has no adverse effect on the local population and the environment.

1) Guidance

In general, it is the responsibility of local governments to offer proper waste disposal
infrastructure. You need to comply with Thai laws regarding the safe disposal of all waste.

Before general waste is collected, always separate out all recyclable waste so it can be
sorted and sent for recycling.

Where possible, support better, local solutions, such as private recycling companies, waste
management projects, NGOs or community organisations seeking donations (e.g. old
computers).

2) Best practice(s)

Aside from government waste separation, there are many initiatives for private waste
recycling. E.g.:

e Thai Plastic Recycle

e Green Waste Gold

e E-Waste with AIS

e GEPP

e Examples of waste dropping and recycling platforms and
e Examples of plastic recycling points in Thailand.

72


https://www.thaiplasticrecycle.com/
http://www.greenwastegold.com/
https://ewastethailand.com/drop-point/
https://www.facebook.com/geppthailand
https://www.scg.com/sustainability/circular-economy/interesting/7-waste-droppoint/
https://www.nostramap.com/2019/11/20/12-poi-plastic-recycle-thailand-2/

6 [ a
LN 3.9 NTIANIIVBILAE

NHNNIYNITIANIIVDILEY
v3EnUfidaungnansvasdssinaisanunsiiseveads lagnsmsavesfonanaadesla
sanaLfndeguTuLazfiadanlanoy

1) UBINS

lagnald sgunaviasdiudniszanusuievevlunissaniuazanasslasiassduginlunismae
Pz fingudasidedjifaungninevasineiiisidasiumaiidaveionn

Jyzinnagianinzaukazlaaans

ﬁauﬁ'a:i’;m’smmw""'avl,ﬂmiﬁﬂﬁﬂ”@Lmﬂmﬂzﬁmmm%'vlémﬁavlﬁaaﬂﬁamﬁiaﬁﬁ"lﬂzjm:mumi
dolufmanzay nai miaﬁfuagumdLﬁaﬂﬁadﬁmauammﬂuvlﬂ"l@” WU USENS boLAaLenoi
1A39MIIIANIIVILEY BIANITUINANATY vﬁaaaﬁmqwuﬁﬂ@{uu%mﬁwao aENILTY
ABNWILABSTLAN

e

a { & a
2) wwanslianidwiae

UANIINNIAAKLNVLLVBINATIUN Bafianfadisuununluns3lafsvuzesnaansu

NIWARINRAN ElIﬂidﬂ’]i 2N

o lnuwarz@ns kmaansi

o nIuRYlnaalaruyw ALY

o lavimInIiauszdilannIafing E-WASTE lag AIS

o yuUIaNITTaNATLLlatLaWALATYS GEPP

(o 1 6 =) a
® ¢ ILNAANATNIANITY EJZLLaziVL"IiLﬂa LS

Qs 1 e A a a
® (1881990 TUS LELARTEEWANEAN L TEIne Ing

73


https://www.thaiplasticrecycle.com/
http://www.greenwastegold.com/
https://ewastethailand.com/drop-point/
https://www.facebook.com/geppthailand
https://www.scg.com/sustainability/circular-economy/interesting/7-waste-droppoint/
https://www.nostramap.com/2019/11/20/12-poi-plastic-recycle-thailand-2/

Criteria 3.10: Plastic water bottles

The business takes action to reduce the amount of (non-refillable) plastic bottles it
consumes. This criterion is related to drinking water for office use.

1) Guidance

You should be aiming to completely eliminate single-use plastic in your office and your tour
operations. This means no disposable drinking water bottles, knives, forks, spoons or plates.

This criteria focuses on serious action to reduce plastic waster bottles as much as possible.

Install water filtering devices in the office so you can safely drink tap water. More information
about water filter system in Thailand.

If water must sometimes be bought in bottles, give preference to the large 10-20 litres
refillable containers over small-size disposable bottles. For health and safety reasons, it is
recommended to select BPA-free (and not PET) containers. You can also provide each staff
member with their own reusable water bottle to avoid the use of disposable bottles.

For clients, encourage them to bring their own bottles or provide reusable ones upon arrival.
Work with business partners to set up water refill stations in vehicles, accommodations,
attractions, restaurants, and shops in convenient locations.

2) Best practice(s)

Water Gallon refill on Group tours - Happy Trails
Indonesia

Happy Trails provides a water gallon and pump in

the bus/car during all group tour travel. Instead of

buying bottled water during the tour our guests can
refill their bottle. We believe that this reduces the
amount of plastic bottles being bought by 1,000s.

t Plastic fee - Easia Travel - Cambodia
CASIA B tvavel - e | -
— In our offices since 2019, we started the "plastic fee" - itis a

e R small fee of 0,105 that must be paid by everyone who brings
any plastic materials in our office. E.g.: plastic bottles, cups or

bags. Money collected was used to buy some plants for the office. In our offices, we
strongly reduce the plastic consumption also by providing to all our employees reusable
bottles, straws and also within the office they can use reusable boxes and cups to buy their

food and drinks.
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https://www.baanlaesuan.com/176354/maintenance/water-filter-system

Criteria 3.11: Reuse / recycling of waste

The business demonstrates that it separates all materials which can be recycled or reused
(including glass, paper, metal, organic waste plastics and hazardous waste). It organizes
collection and proper disposal, whenever locally feasible, if collection is not provided by the
local authorities.

1) Guidance

70% of office waste can be recycled to reduce the demand for raw materials and
CO; emissions.

For effective recycling, waste should be separated as soon as possible. Place well-labelled
recycling bins in central locations (e.g., kitchen) where staff can easily bring waste.

This is particularly important for paper, as it enables the reverse side of many documents to
be used as note pads. Make sure staff are trained to understand the reasons for changes in
office rules.

Separate waste by:
e Recyclable: Paper and cardboard, glass, plastic.
e Other solid waste: non-recyclable materials.
e QOrganic: left-over food etc.

e Hazardous: chemical waste, such as batteries, colourants, and cleaning materials.

All recyclable waste should be sold on for effective recycling.

Even more important than recycling is to reduce the amount of waste your company
produces.

Once you have a sorting system in place you should start to measure the monthly quantities
of different types of waste and measure your progress. Reduce waste wherever possible.

2) Best practice(s)

Separate waste - Happy Trails, Bali

Happy Trails separate waste in the office. Paper is separated from glass, metal and plastic.
We work together with Eco Bali waste management to recycle as much as possible. Sachets
are collected separately to make shopping bags from this. We take the weight of our waste
that is collected. We have a “Waste Challenge” in the company for 3 months, to lower
amount of waste for a period of 3 months, where our staff will be rewarded if they succeed.
After 3 months of being conscious about reducing waste, we hope it becomes a habit.
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Reducing pollution

Criteria 3.12: Pollution reduction policy

The company has a policy to minimize and substitute the use of harmful substances,
including pesticides, paints, and cleaning materials, by harmless products and processes. All
storage, handling and disposal of chemicals is properly managed.

1) Guidance

How to implement a pollution reduction policy?

STEP 1: Assess processes in your business that may generate waste or pollutants. Tour the
office premises, check every procedure and consider the environmental impacts (i.e., energy,
water, hazardous waste production).

STEP 2: Identify opportunities to reduce pollution and take action.
o Eliminate unnecessary processes that generate waste.
o Identify recycling opportunities, such as reusing spent rinse water.
e Substitute a nontoxic or less-toxic material for a toxic one.
e Purchase materials made of recycled material or materials that can be reused or
recycled and buy only what is needed.
e Segregate different waste streams to increase reuse and recycling opportunities.

o Identify energy and water conservation opportunities.

One of the best ways to minimise chemical or polluting products is to choose eco-friendly
and/or Green Label products. See eco-friendly fertilisers, cleaning materials, and paints in
Thailand here:

Environmentally Friendly Product and Service Database
Green Label Database (Thailand Environment Institute)
Thai Eco products

Thai Carbon Label Certified Database
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http://gp.pcd.go.th/home
http://www.tei.or.th/greenlabel/index.html
https://www.thaiecoproducts.com/
http://thaicarbonlabel.tgo.or.th/index.php?lang=TH&mod=WTJGMFlXeHZadz09

2) Best practice(s)

Organic cleaning materials - Destination Asia —

A \ C Thailand Part hip with "Me Chan", riend
DESTINATION AST [ e

DESTINAT NAGEMENT FOR ASIA'S TRAY

ML dclivery service in Bangkok, Thailand. The products
(dish washing and hand washing detergents) are made from Effective Micro-organisms from
fruits (Bergamot Orange, Pineapple, Pomelo and Salt) mixed with bio-degradable plant-
based substances such as Alkyl glucoside. They also offer the product in the biggest size
(3,800 ml.) and when we finish it, we can get THB15 discount for returning the container.
The products can be ordered online through http://mechanshop.com/default.aspx
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http://mechanshop.com/default.aspx
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Criteria 3.13: Noise, light, erosion and ozone

If the company is a source of pollution, it implements practices to minimise pollution from
noise, electric generators, light, runoff, erosion, ozone-depleting compounds; and air, water
and soil contaminants from its buildings (as far as being able to control by the company).

1) Guidance

How to reduce light pollution:

Think twice before you turn on a light.

Take a tour in your building to identify unnecessary indoor/outdoor lighting.

Invest in low lighting equipment, such as light bulbs, movement sensors and timers.

Make sure to turn off lights after business hours, during lunch time, or when leaving an
empty room.

How to reduce ozone pollution:

All refrigeration and air conditioning systems should have a label showing what type of
refrigerant (commonly HFC) is being used. This is a type of type of greenhouse gas with a
high Global Warning Potential (GWP). It is extremely damaging to the environment;
therefore, it is essential to seek equipment that functions with less harm or impact, such as:

HFCs with lower GWP such as R32;
Hydrofluoroolefins (HFOs);

HFC-HFO blends.

2) Best practice(s)

For more awareness and examples about how to select the least harmful refrigerants, please
visit:

e R32 refrigerant by Thai Air Care

e Selecting non-harmful refrigerant by Harn Engineering

e More environmentally friendly refrigerants by Chiang Mai Air Care

e R32 refrigerants to save the energy and environment by NewKee Engineering
e R32 refrigerant by Daikin Thailand

e Ozone-depleting Compounds by the Exercise Department
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https://www.thaiaircare.com/article/5870/
https://www.harn.co.th/articles/choosing-environmentally-safe-refrigerant-for-air-conditioning/
https://www.chiangmaiaircare.com/%E0%B8%99%E0%B9%89%E0%B8%B3%E0%B8%A2%E0%B8%B2%E0%B9%81%E0%B8%AD%E0%B8%A3%E0%B9%8C%E0%B8%AA%E0%B8%A1%E0%B8%B1%E0%B8%A2%E0%B8%99%E0%B8%B5%E0%B9%89-%E0%B8%95%E0%B9%89%E0%B8%AD%E0%B8%87%E0%B9%84%E0%B8%A1%E0%B9%88%E0%B8%97%E0%B8%B3%E0%B8%A5%E0%B8%B2%E0%B8%A2%E0%B8%8A%E0%B8%B1%E0%B9%89%E0%B8%99%E0%B8%9A%E0%B8%A3%E0%B8%A3%E0%B8%A2%E0%B8%B2%E0%B8%81%E0%B8%B2%E0%B8%A8-%E0%B9%81%E0%B8%A5%E0%B8%B0%E0%B8%AA%E0%B8%B4%E0%B9%88%E0%B8%87%E0%B9%81%E0%B8%A7%E0%B8%94%E0%B8%A5%E0%B9%89%E0%B8%AD%E0%B8%A1/
https://newkee-engineering.com/article/detail/22
https://www.daikin.co.th/service-knowledge/r32-refrigerant/
https://www.excise.go.th/cs/groups/public/documents/document/mjaw/mdm4/~edisp/webportal16200038346.pdf

6 = >
LN 3.13 LAYITUNIW LLSY ﬂ’liﬂﬂL‘ﬁ’lzLLﬂzTﬂTﬁi%

Ad A v i o A Ae o A A wa A a A
Tunsminuisniduwunasiiiauaniiz vsEndasduwimsdfifiiiasanan1izainidss ta3es
SR WA was v lnasu (runoff) MINInasveswingu asdszneufvinaoTulalan

= 3 1 g’ a ] d' U,
Mufssstwdannnaansllgemea i wazdiu (rifisansaaiuguld)

1) WWINII

S5aANANIIZINUES
o  Wasonagredoiunawlals W
. & A . Y e
° amnmmwaaqmmmﬂuua:mmuaﬂ LNDPIGLAUIRANT I T a e LW baid1Tl e

& ¥ ! < 6 [ A o o
® amuluqﬂmmm@mﬂmma LT ma@"l‘vxl L‘ﬁ%L‘EBi@]i’)'ﬂ'ﬂUﬂ'\iLﬂﬂﬂuvL%’] LLRSAIIY

LINT

v 1 1 kX e o et Q/ A dl v
® ﬂiﬁﬁlﬁaﬂi‘ﬁLL%IE]’J’]VL@‘LJ@]VLW%ENL’Ja’]‘ﬂ’lﬂ'ﬁ FIRTANNARNNIW BIatdaaanlatniad

v
"]

- 4
Asaananznawlalaw

TUUNAM UL BULAZIZUULTUaNMANIRNAAIT TR N LRAIUIELANV IR TN AN NL AW LT
) = & e A A . @ ° v a
Tasnald@daans HEC GsnaiduwmaSaunszandszinnuianiaiananiwlunisvinliinianizlan

Jaug9 (Global Warning Potential W32 GWP) uazifuduanuosafiuindanatninin aimiuis

P 1%

fﬁ’]Lﬂuaﬂ"mﬁammaamqﬂmniﬁmNaé’um’mﬁaiﬁwammuﬁamh %))
® HFC 7§l GWP é1ni 1w s13vhaiuin R32
o lalawigaalslawnflud (HFOs)
® N1INRU HFC-HFO

A wad G a
2) wwanslianidwiae

mm‘mmﬂ”a;&aL'ﬁuLauLLa:@Taaﬂ'nLﬁmﬁ'u?‘ﬁ'mnﬁanmw‘hmwmﬁuﬁf]ué’umﬂmta ﬂﬁg@vlﬁﬁ

o yvheutdn R32 laglnauasuas

A ¥ ea = o & aa a < ¢
® ﬂWSLﬂaﬂu’]ﬁqLLaiﬂlelLﬂ%a%@]'i']UI@UVIF]UJ LOWILUEII I‘]jmma

o & A& a A Y a . & f§ & adA a
® mi‘ﬂﬁﬂmmﬂumﬂumﬁ@laaun@maui@f;lL%QGI%NLLmLLﬂiLam}Lum\‘]

° = A o o o a o A A & ad a
® R1INIMNULYW R32 ‘Yl"Ij’JUﬂiz%ﬂ@WﬂN’]uLLa:iﬂH’m\‘]LL’J(ﬂﬂmJI@&I‘Wm LA ILEIY

o yvheutdn R32 laglanu Usznelneg

o yvnaunvhanaTuusIsnnalalaulasnsuasIngda

83


https://www.thaiaircare.com/article/5870/
https://www.harn.co.th/articles/choosing-environmentally-safe-refrigerant-for-air-conditioning/
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https://newkee-engineering.com/article/detail/22
https://www.daikin.co.th/service-knowledge/r32-refrigerant/
https://www.excise.go.th/cs/groups/public/documents/document/mjaw/mdm4/~edisp/webportal16200038346.pdf

Criteria 3.14: Mobility: Well-maintained cars

Motorised company vehicles are well maintained and checked regularly to reduce emissions
and energy use. They comply with the legal emission standards.

1) Guidance

Car maintenance helps you keep your car longer, saves money and helps to ensure
passengers’ safety.

You must ensure your cars are well maintained, with regular servicing. Keep records of this.

Car servicing must be undertaken by a professional and in accordance with the
manufacturer’s recommendations. Regular maintenance prevents malfunctioning of car and
increases fuel efficiency.

For manual transmission vehicles, newer cars tell you when to change gear. If you are driving
an older vehicle, check rpm. Change up before 2,500 rpm (petrol) and 2,000 rpm (diesel).
Check your tyre pressures regularly. Under-inflated tyres are dangerous and increase fuel
consumption by up to 3%.

2) Best practice(s)
Gradually, we must move towards more eco-friendly cars, such as Electric Vehicles (EV).
The Thai government have developed an eco-rating for environmentally friendly cars. See

here:
https://www.car.go.th/landing-page?page=1&row=30&search=&sort=

' Y ? - - ; . @ NI 0

steers towards

S0)

'Emission
Vehicle

Half of EVs sold in Thailand
in2030are set to be locally
produced
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https://www.car.go.th/landing-page?page=1&row=30&search=&sort=
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Sustainability training and awareness raising

Criteria 3.15: Staff environmental training and information

All staff members (including field staff) receive periodic guidance, training and/or
information about their roles and responsibilities with respect to environmental practices,
including water, energy saving, paper, and waste issues.

1) Guidance

Offering training will increase staff knowledge, and skills, productivity and team spirit, as well
as the profitability of your company. It will also help to improve the organisational culture,
effectiveness, and quality of work. Integrating sustainability topics into staff trainings will
reinforce your organisation’s commitment to sustainable practices and help to keep your
employees motivated and onboard.

Tips to help you organise training:

e Identify who should give the training.

e Identify the topics you wish to cover. What is relevant to your organisation?
e Share your sustainability vision, mission and action plan with all employees.
e At the end of the training, provide additional information/references.

e Make a point of who to contact within the organisation (the sustainability

coordinator) to learn more.

e Make sure every new employee is engaged with sustainability values, include a

sustainability training as part of the induction process.

As a Travelife member, you also have access to all of the online training on topics such as staff
engagement, but also internal environmental management, animal welfare, and child
protection, and more. We invite you to share this content with all staff. All our trainings can
be found on our web platform, under the Learning tab.

2) Best practice(s)

Environmental training in Thailand is offered by many public and private organisations. For
example:

e DEQP (The Department Of Environmental Quality Promotion)

e ADEQ (Association for the Development of Environmental Quality)
e TEl (Thailand Environment Institute)

e WEIS (Water and Environment Institute for Sustainability)
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https://datacenter.deqp.go.th/
https://adeq.or.th/
http://www.tei.or.th/
https://weis.fti.or.th/
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Land use and community relations

Criteria 3.16: Land use and construction

Planning, land use, siting, design, construction, renovation, operation and demolition are in
compliance with zoning requirements, with laws related to protected and sensitive areas,
and to heritage considerations.

1) Guidance

Land ownership and use is a hot topic. If your company owns any buildings, you need to
describe how you have considered the land when purchasing and occupying your spaces.

Be sure to include relevant licenses and evidence of compliance to local policies in your
reporting. If you rent your space, please note this, and indicate N/A, or describe
communications with your landlord on this topic.

Land use in Thailand is regulated through the Town Planning Act B.E.2518 (1975) and its
updated version in 1982, 1992, and 2015. However, in 2019, a new Town Planning Act
B.E.2562 (2019) was launched. Any land use activities since 2019 must comply with this new
Town Planning Act B.E.2562.

Each city has its own town planning regulations, known as the Ministerial Regulations of the

General Town Planning which specifies land use of all cities. It categorises land into different

codes and colours according to its defined use. When proceeding with the design,
construction, and renovation of buildings, the process should comply with the Building
Control Act B.E.2522 (1979), as well as its updated version in 1992, 2000, 2007, and 2015. It
is recommended to review the most recent version of regulations regarding land use and
building in your area before proceeding with your construction.

For the full version of the Town Planning Act B.E.2518 (1975), and updated versions, please
visit Thai version / English version. For the full version of the Town Planning Act B.E.2562

(2019), please visit Thai version / English version

2) Best practice(s)

Support colonial architecture - Khiri Travel

K H I R I Khiri Yangon are one of the leading businesses in Yangon that are actively
pursuing the colonial conservation of Yangon's unique heritage. The
effects of their preservation work is already encouraging neighbours start
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their own conservation efforts themselves, thus spreading the message of heritage
preservation. This is a difficult undertaking in Yangon given township development policies.
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Theme 4: Partner agencies (2 mandatory criteria)

Criteria 4.1: Inbound partner agencies

Partner agency policy Based on an inventory of its inbound key partner agencies, the
company has developed and implemented a policy to improve the sustainability of its
partner agencies. It should include the motivation of existing partner agents, as well as the
selection of new partner agents.

1) Guidance

A core part of the ATTA-Travelife system is encouraging your partners to become more
sustainable. For example, through awareness raising, training, sharing best practices, and
contractual agreements.

When our partners make sustainable choices, the positive impacts are multiplied by every
customer.

Partner agencies operate tours in destinations for you. They are not accommodations or
excursion providers. They provide full tour services, including transport, accommodation and
activities. It is essential for your company to develop a policy which clearly states selection
criteria for your partner agencies. This must including sustainability related topics such as
values, working conditions, environmental management, etc. The objective of this policy is to
help your partners understand your requirements/expectations, and encourage them to keep
improving their own sustainability practices.

You should start by identifying the key partners that represent a significant part of your
business. These key partner agencies should be listed in your reporting in the Travelife
platform.

In your policy, some statements you may include are that you:

o Prefer to work with organisations that have a written sustainability statement as an
integral part of their business policy and with a clear sustainability policy in place.

o Expect partners to work towards Travelife’s sustainability requirements.

e Recommend partners to adopt good environmental practices and to minimise carbon
footprint.

o Will regularly evaluate sustainability claims to ensure practices are aligned with your
policies.
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2) Best practice(s)

Moving suppliers towards sustainability - Tribes Travel Tribes Travel

' sends a responsible suppliers’ questionnaire to a supplier it wants to

\‘ collaborate with in order to evaluate its commitment regarding its
- ’ sustainable tourism management before deciding to work with them.
This allows them to pick up on any ways of working which are not

responsible and give suggestions as to how to change this. Simply by

asking the right questions Tribes are able to make suppliers think about their practices in areas

they may not have otherwise considered.
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Criteria 4.2: Communication to partners

The key partners agencies are informed about the company's sustainability policy and are
expected to comply with it and/or communicate it to final customers (where relevant).

1) Guidance

By openly discussing sustainability topics with partners and suppliers, you set expectations
about how you do business and what your expectations from your partners are. These
discussions can influence their sustainability practices, and practices in the broader
community and tourism supply chain. You may need to take a step-by-step approach:

e First explain about your commitment to sustainability, and send you partner agencies
detailed Best Practices for sustainable operations, so they understand the goals.

e Later you can ask them to sign Sustainability Agreements whereby they agree to work
towards achieving these goals as soon as is practicably possible.

e Lastly, ask them to complete regular self-assessments so you can monitor their
progress and give help and advice on those areas where you think it is needed.

2) Best practice(s)

Communication to partners and customer - Tribes

AL TRIBES tovel 0k

TAILORMADE TRAVEL

Tribes Travel sends responsible tourism questionnaires by email or post to all their suppliers.
This includes questions on local people and customs, local economy, natural resources and
pollution, and wildlife, flora and fauna. The suppliers' response to each of these questions is
available to clients on the tour information area of the company website. This emphasizes the
company's commitment to sustainability, and actively demonstrates the importance of the
information to suppliers. Any problems are discussed with the supplier by telephone.
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Theme 5: Transport (7 mandatory criteria)

Carbon Footprint of Global Tourism
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Transport emissions represent almost half of tourism’s global carbon footprint.

These criteria will help you and your partners to reduce your environmental impact.

5.1 Vehicle selection

5.2 Drivers’ training

5.3 Drivers’ practices

5.4 Minimizing idling

5.5 Air Conditioning

5.6 Transport to destinations
5.7 Code of Conduct for Drivers
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Criteria 5.1: Executing transport services

Vehicle selection

The vehicle is appropriate to the type of excursion and size of the group.

1) Guidance

Generally, bigger vehicles use more

fuel than smaller vehicles. ﬁ

Nevertheless, it is common to see

small groups of only 2 or 3 tourists

traveling in a minivan designed for ‘_‘-
12-14 passengers. Likewise, it is

wasteful to use a 50+ seat coach for an excursion for 10 people.

If the excursion is not off-road, then a two-wheel-drive
vehicle should be selected instead of a thirstier four-
wheel-drive equivalent.

Tour operators should use the smallest and most
efficient vehicles possible for the size of the group.

You need to show that your company consistently

choses the type of vehicle based on the number of
passengers.

2) Best practice(s)

When planning travel routes, try to replace sections of
the itinerary with cycling or walking. Short journeys of
a few km can add an additional experience to the
excursion.

When choosing a vehicle, consider:

e Size of vehicle
e Year of production (the newer the better)
e Type of fuel and mileage
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Criteria 5.2: Drivers training

The driver has received training on sustainable driving techniques.

1) Guidance

Drivers should be trained in the following techniques:
Before Setting Out
e Always choose most fuel-efficient route when planning a trip.

e Keep tyres properly inflated. Properly inflated tyres are safer, last longer, and can

improve your gas mileage by more than 3%.

e Use the recommended grade of motor oil. You can improve fuel consumption by 1-

2% by using the manufacturer’s recommended grade of motor oil.
e Keep the engine properly tuned, this can reduce fuel consumption by up to 4%.

e Check and replace air filters regularly. Replacing a clogged or dirty air filter can

improve fuel consumption by as much as 10%.

When driving

e Start the engine only when you’re ready to leave.

Observe the speed limit and save fuel.

e Avoid excessive idling. Switch off the engine when you can.

e Brake gently and timely by anticipating the traffic.

e Change gear at the optimum RPM.

e Take advantage of cruise control, if you have, this will generally save fuel.

e Ifit looks like traffic is not going to move for three minutes or more then switch off

your engine to save fuel.

An experiment in the UK found that a sample of 50 drivers “saved an average 10% on their
weekly fuel bills, with the best achieving an incredible 33% saving” by such techniques.
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Criteria 5.3: Driving practices

The driver is complying with key sustainable driving practices.

1) Guidance

All drivers need to be instructed to employ sustainable driving practices:

Before Setting Out
e Always chose the most fuel-efficient route when planning a trip.

e Keep tyres properly inflated. Properly inflated tyres are safer, last longer, and can

improve your gas mileage by more than 3%.

e Use the recommended grade of motor oil. You can improve fuel consumption by 1-

2% by using the manufacturer’s recommended grade of motor oil.
e Keep the engine properly tuned, this can reduce fuel consumption by up to 4%.

e Check and replace air filters regularly. Replacing a clogged or dirty air filter can

improve fuel consumption by as much as 10%.

When driving
e Start the engine only when you’re ready to leave
e Observe the speed limit and save fuel.
e Avoid excessive idling. Switch off the engine when you can.
e Brake gently and timely by anticipating the traffic.
e Change gear at the optimum RPM.
e Take advantage of cruise control, if you have, this will generally save fuel.

e Ifit looks like traffic is not going to move for three minutes or more then switch off

your engine to save fuel.
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Criteria 5.4: Minimize Idling

Company minimizes the time that motorized vehicles (including cars, trucks, vans, and
ocean vessels) are left idling.

1) Guidance

All drivers are instructed to minimise idling time.

Criteria 5.5: Air Conditioning

Air conditioning is used economically.

1) Guidance

Running the air conditioning consumes
more fuel. The driver should monitor the
temperature requirements of his/her
passengers. Passengers from colder
countries feel comfortable between 20-24
degrees.

Remember visitors from colder countries

visit warmer countries don’t want to be
confronted with temperatures which are
colder than in their own private houses.

If the vehicle is stationary with no passengers, then it’s advised to switch off the engine

completely as air conditioning only takes a few minutes to cool the air down and can be turned
on about 5 minutes before passengers are ready to board.
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Criteria 5.6: Selecting transport suppliers

Transport to destination
In selecting transport options to the destination, a policy is followed to select the most
sustainable options (considering price and comfort arguments).

1) Guidance

When creating your sustainable transport policy, use the following criteria with transport

contractors:

e Most efficient route (e.g., preference for direct flights and avoidance of layovers)
for both time and carbon efficiency.

e Consider rail or bus for short haul travel (e.g., regional trains).

e Use public transportation as much as possible, (e.g., BTS/MRT) including for airport
transfers and city tours.

e Use an appropriate vehicle for the size of the group (i.e., do not use a 50-passenger
coach for 15 customers).

e Use/purchase/lease of newest and most efficient motorized vehicles (e.g.: hybrid,
eco-fuel etc.).

o Preference for longer stays at destination, especially for long haul travel.

e Option to compensate the remaining carbon emissions.

If you do not offer transport to the destination, you can still advise your clients about most
sustainable travel options. You can inform them about the carbon footprint of their trip by
creating an infographic per destination and/or you can also inform them about the
CO2 footprint of different flight options.
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Criteria 5.7: Code of conduct for drivers

Transport providers are provided with codes of conduct and guidance regarding sustainable
driving techniques.

1) Guidance

Eco-driving is the driver’s application of techniques that reduce fuel consumption and
CO2 emissions without necessarily upgrading the vehicle’s technology. In addition to certain
circumstances such as weather, road conditions, and congestion, driving behaviour can
considerably influence vehicles fuel consumption. Adopting eco-driving habits can save a
significant amount of fuel (10-20% with professional training) while simultaneously
increasing road safety.

Additionally, eco-driving has the following benefits:

o Ability to travel longer distances with the same amount of fuel.

e Less stress, wear, and tear, on the vehicle, resulting in fewer and less (costly)
repairs.

o Safer driving, fewer accidents.

o Less fuel use resulting in less CO2 emissions, and less air pollution.

You should create an eco-driving code for drivers to follow (see below):
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2) Best practice(s)

e Check your route before leaving to avoid traffic and avoid getting lost.

e Only start the engine when vehicles are occupied by [

customers. =
e Drive at the designated speed limit (w

e Moving gently and quickly into higher gears saves carbon

emissions.

e Use a defensive driving style, view ahead to avoid sudden
stops (e.g., traffic jams or red lights) and brake gently.

e Do not rev the engine or drive aggressively.

e Do not idle. switch the engine off when you anticipate a
long wait (e.g., railroad tracks, checkpoints, etc.).

e Save fuel by removing the roof-rack or any other

unnecessary, heavy accessories when not in use.

e Check tire pressure before leaving.
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Theme 6: Accommodations (5 mandatory criteria)

As a tour operator, hotels are one of your most important suppliers. As a buyer, you can
significantly motivate more sustainable practices by hotels.

The criteria in this section of the standard will help you to build understanding with partner
hotels about your sustainability mission; and to motivate and support hotels to reach and
comply with minimum sustainability standards.

In the ATTA-Travelife standard, there are only 5 criteria related to your policies and
practices working with hotels. At certified level, there are more criteria. This allows you to
initiate a systematic approach to raising hotel performance.

6.1 Sustainable accommodations policy

6.2 Accommodation communication

6.3 Child and compulsory labour

6.4 Locally produced souvenirs

6.5 Accommodations respecting and featuring local architecture, settings and cultural
heritage

The next section explains how to put these criteria into practice.
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Sub-theme: Accommodations

Criteria 6.1: Sustainable accommodations policy

The company has developed and implemented a long term strategy (with targets and
timelines) to improve the sustainability of its contracted accommodations.

1) Guidance

Accommodation is a core component of your tour products. Identifying and selecting
sustainable / certified hotels, and encouraging your existing hotel partners to become
more sustainable, must be important parts of your companies’ sustainability policy. To
achieve a pass in this criteria, the sustainable accommodation policy needs to be being
implemented. It cannot be only a document.

To comply with the Travelife standard:

1. Create a sustainable accommodations policy, with measurable targets and timelines.

2. Communicate your sustainability commitments to your main accommodation
providers.

3. Require accommodations to sign an agreement to work towards greater
sustainability.

4. Require them to complete annual self-assessments, so you may track their progress.

5. Assist accommodation providers to put sustainability actions into their operations.

Example of sustainable accommodations policy statement:

“We prioritize relationships with accommodation suppliers that do not harm the
environment nor local communities. Preference is given to accommodations that work with
internationally acknowledged, GSTC recognised or accredited certifications, such as
Travelife, taking into account price and comfort criteria. Contracted accommodations that
jeopardize the local community’s access to basic services (e.g., food, water, energy, or
healthcare) to local communities) or that jeopardize the integrity of such services may face a
termination of our partnership.” Download a Sample Accommodation Policy here.

115


https://atta.travelife.info/includes/download_manager.php?module=reporting&file=46047

2) Best practice(s)

e Demonstrate preference for locally owned and managed accommodations, that
employ members of the local community.

e Demand that accommodation partners comply with all relevant local and national
laws protecting the rights of employees.

e Work with accommodations and restaurants that incorporate elements of local
art, architecture, or cultural heritage, while respecting the intellectual property
rights of local communities.

e Select partner accommodations with up-to-date internationally recognised
sustainability certification (e.g., Travelife or other GSTC recognised or accredited
labels).

e Join forces with accommodation partners in local CSR and community
empowerment activities.

e Ensure accommodations respect children’s rights and are not complicit in sexual
exploitation.

e If contracted accommodations jeopardise access to basic resources and services
such as food, water, energy, healthcare, or soil to the local community, terminate

cooperation immediately.
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Criteria 6.2: Accommodation communication

The company is clearly and actively communicating its sustainability objectives and
requirements regarding accommodations to contracted and other relevant
accommodations.

1) Guidance

To encourage your accommodation suppliers to work more sustainably, you must
communicate your sustainability policy and targets clearly and regularly. If you do not
contract accommodations directly, make sure that your local agents are informed of your
expectations and your example.

Mandatory steps to improve your sustainable accommodation offering (Year 1 and 2):

e Contact your accommodation suppliers, and explain to them about your companies’
sustainability commitment and policy. Let hotels know you are committed to
supporting your existing partners, but you also expect them to work to raise their
sustainability performance.

e Send your sustainable accommodations policy to your (priority) partner hotels.

e Send recommended best practices to your main accommodation providers.

Mandatory steps to improve your sustainable accommodation offering (Year 3 onwards):

e Require accommodations to sign an agreement to work towards greater
sustainability.

e Include a sustainability clause in their contracts;

e Send partners a simple self-assessment, to share their sustainability actions.

e Require them to complete annual self-assessments so you may track their progress.

e Organise or inform hotels about training in sustainable practices where required.

119



2) Best practice(s)

Green and Sustainability Policy
Adventure International Trekking have signed a contract with the

hotels regarding our Green and Sustainability Policy. Mandatory

ADVENTURE conditions to work with us include: child protection & sexual

lll‘:'TEFT[:?'&‘Tlmﬁlarll“ exploitation, community value, local supplies, human care and

biodiversity care. Conditions to be met before a deadline: No plastic
policy, energy efficiency, water efficiency.

Extra steps you can take to incentivise your partners:

e Send a responsible practices code of conduct to your accommodation suppliers.

e Highlight (e.g., use an icon) sustainable accommodations in your marketing
materials.

e Organise a marketing campaign dedicated to your accommodation providers to
promote their responsible practices and reward their efforts.
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Criteria 6.3: Child and compulsory labour

The business ensures that, through its accommodation supply chain, the rights of children
are respected and safeguarded. If the supplier employs children below the age of 14, the
business should ensure that there are special working conditions put in place to safeguard
them.

1) Guidance

Employees in your partner accommodation have the same rights as your own employees.
Children must not be forced to work and must be above the legal minimum age to work.
Note that not all work done by children classifies as “child labour.” E.g. helping parents
around the home, assisting the family business, or earning pocket money outside school
hours and during school holidays does not normally constitute as child labour. The ILO
defines child labour as work that:

“Deprives children of their childhood, their potential and their dignity, and that is harmful to
physical and mental development. It refers to work that: is mentally, physically, socially or
morally dangerous and harmful to children; and/or interferes with their schooling by:
depriving them of the opportunity to attend school; obliging them to leave school
prematurely; or requiring them to attempt to combine school attendance with excessively
long and heavy work” (ILO).

To meet this criterion, you may require your partners to:
e Show compliance with national labour laws and regulations, statutory licenses and
insurances.
e Have a clause in contracts throughout the supply chain stating a zero-tolerance
policy of sexual exploitation of children and child labour.

Child labour clause example:

“The business does not contract accommodations, directly or indirectly that are involved in
compulsory labour, or that employ children to complete work that is normally undertaken by
adults.
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2) Best practice(s)

Child protection - hotels, drivers, porters, guides, entertainment -

Sawadee (NL) Sawadee works according to the guidelines of the International

Labour Organisation (ILO). Not all work done by children should be classified as

child labour that is to be targeted for elimination. Children's or adolescents'

participation in work that does not affect their health and personal
development or interfere with their schooling, is generally regarded as being something positive.
Forms of child labour, Sawadee wants to eliminate are 1) Children below 18 years driving cars; 2)
Children below 16 years that work as porters (heavy loads); 3) Children that work many hours in
bars, hotels, restaurants; 4) Children that work on a (almost) daily basis in the entertainment

industry (dancing, singing etc.) and 5) Children that are working as guides on a (almost) daily basis.
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Criteria 6.4: Locally produced souvenirs

Accommodations are stimulated to offer locally and/or sustainably produced souvenirs that
are based on the area's history and culture.

1) Guidance

Buying locally produced souvenirs benefits the local economy by keeping money in the
community. Locally produced goods can also stimulate interest in traditional and
contemporary arts and crafts. For local artisans, souvenirs can often be produced in the low
season and then sold in high season. This helps to create employment opportunities all year.

What you need to do:

¢ Communicate the benefits of locally produced souvenirs with partners.

e Encourage your accommodations to sell locally and/or sustainably produced
souvenirs.

¢ Include language about locally produced souvenirs in your Code of Conducts.

e Encourage partners to check/ask the origin of souvenirs and teach guests to do
the same.

Examples of ‘sustainable ‘ souvenirs can be handmade, organic, Fairtrade, locally produced
and/or from social enterprises or charities. Be sure to not promote souvenirs that threaten
flora and fauna, as indicated in the CITES treaty and the IUCN Red List. Try to also minimise
the amount of packaging used for displaying and taking home souvenirs.

2) Best practice(s)

Reorganisation of the pottery production (Indonesia) -
The island of Lombok in Indonesia is well known for its handicrafts and traditional craft work, in

particular pottery, basket-making, and weaving. A New Zealand-based NGO worked with local
pottery producers on the island of Lombok to use their traditional skills to make pottery artefacts
which were more attractive to tourists, for instance small items such as soap-dishes and ornaments.
The products were marketed in tourist hotels and also exported. The overall goal was to put the
potters in control of their own commercial fortunes and enable them to use the profits to improve
living and working conditions in the villages.
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Criteria 6.5: Accommodations respecting and featuring local architecture,
settings and cultural heritage.

The company prefers accommodations and restaurants that incorporates elements of local
art, architecture or cultural heritage; while respecting the intellectual property rights of
local communities (taken into account price, comfort and other selection criteria).

1) Guidance

Your company should give preference to accommodations and restaurants that make use
of local arts and crafts, and protect local architecture.

‘Give preference’ means that your company checks if hotels do this, and that you have a
process to prefer hotels which are taking these actions. For example, by providing Preferred
Partner status.

You can check if accommodation partners meet this criterion during an onsite visit. This can
also be specified in contracts, policies, codes of conduct, handbooks, and via
product/contract managers.

Accommodation providers can help by:

e Featuring local art, crafts, music, decoration and architecture.

e Providing information and advice to guests about local customs and traditions.

e Featuring traditional local dishes and beverages on menus.

o Utilising menus to explain the history and significance of local dishes.

e Utilising menus to explain and inform about sustainability initiatives.

e Supporting initiatives dedicated to protecting local culture and traditions.

e Ensuring day-to-day operations do not negatively impact the local traditional way
of life.

e Ensuring that renovation or construction work does not negatively impact the

traditional way of life or the community (e.g., access to fishing or farming).

Depending on your destination, it is best practice to consult with leaders or representatives
from local community groups to ensure that traditions, art, food, and culture are properly
interpreted.

2) Best practice(s)
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Sub-theme: Activities

Tour operator also have a very important role designing activities and working with activity
providers. The criteria in this chapter encourage you to design and support safe, enjoyable
excursions which conserve the environment, support skilled guides, create benefits for local
communities, and protect wildlife.

The criteria in this section of the standard will help you to build understanding with
excursion partners about your sustainability mission; and to motivate and support hotels to
reach and comply with minimum sustainability standards.

7.1 Sustainable excursion policy

7.2 Suppliers’ communication

7.3 Wildlife featuring

7.4 Wildlife harvesting

7.5 Skilled guides

7.6 Supporting local communities

7.7 Supporting environmental and biodiversity protection
7.8 Minimising single use plastics

7.9 Emergency response certifications

7.10 Emergency contacts

7.11 Safety equipment
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Criteria 7.1: Sustainable excursion policy

The company has developed and implemented a policy to improve the sustainability of its
excursion base.

1) Guidance

Activities can create a range of positive benefits and negative impacts. Your company needs
to develop a policy to improve the sustainability of your excursions / activities. The policy
needs to include excursions/activities offered both directly and indirectly by your company.

Indirectly means that the activities are organised for you, by a local agent / ground handler.

The policy must include the intention to evaluate the sustainability of excursions,
particularly those that are deemed “sensitive.” For “sensitive” activities, the policy must
include a written commitment to distribute relevant codes of conduct, as well as offer
trainings to raise awareness and advise on sustainable practices to your suppliers. This can
include letting your suppliers know about useful trainings which are already being organised
by external organisations (Government / NGO).

Some examples of sensitive excursions in Thailand include:

e Culture based activities: ‘tangible’ attractions. E.g.: archaeological sites, monuments,
religious buildings; and ‘intangible” attractions, such as artisan workshops, traditional
performance;

e Community-based activities: Visiting local communities, homestays, indigenous
people, etc; and visiting and volunteering at sensitive locations such as schools,
orphanages, shelters, etc;

e Nature-based activities. E.g.: Hiking/ trekking (including visiting national parks and
cave tours), rafting, mountain biking and climbing, camping, etc;

¢ Freshwater and marine-based activities. E.g. Snorkelling and scuba diving, fishing
trips, boat/cruise tours (including island tours), canoe/ kayak trips, jet skiing,
parasailing, banana boat riding, etc.)

e Animal-related activities. E.g., Captive animals (zoos, aquariums, etc.); working
animals (elephant interactions, camel tours, horse riding, etc.); safari tours and
wildlife watching (e.g., bird/whales).

Make sure that your product managers, operations, tour guides, and partners understand
the policy, and any relevant codes of conduct. Travelife can share good examples of codes of
conduct with you.

To create great experiences for guests and local people, is recommended to confer with
community members when developing your excursion / activity policy, and when
developing new excursions.
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Sustainable excursion policy model:

“Preference is given to excursions that operate on the basis of sustainability standards,
particularly those that demonstrate respect to local traditions, animal welfare, and the
environment. Contracted companies do not offer products or services that harm humans,
animals, plants, natural resources (e.g., water/energy), or products that may be considered
socially/culturally unacceptable. Its products and services provide economic benefits to local
communities, including a fair and equitable working environment for local employees. The
contracted company does not offer activities where captive wildlife is held, except for
properly regulated activities in compliance with local, national, and international law.
Excursions, which include interactions with wildlife, comply with relevant codes of conduct.
Any disturbance of natural ecosystems is minimized.”

Find a model sustainable excursion policy here.

2) Best practice(s)

Set clear guidelines for your teams and/or partners. For example, a tour should be:
Respectful of local traditions:

e Consult with locals to share information about local history, culture, religions,
architecture traditions, etc. and to ask for guidance on how guests should behave
(do’s and don’ts).

e Enable respectful exchange with local people

e Include visits to local arts and crafts venues.

e Include food which reflects the region’s cuisine.

e Always ask before taking photos

Respectful of the environment:

e Comply with regulations of protected areas (e.g., national parks)

e Give preference to slow, non-motorized means of transport (e.g., hiking, bicycling,
walking)

e Recommend small group sizes in order to respect the carrying capacity of the visited
site.

e Reduce single use / disposable waste, and make sure that no rubbish is left on-site.

e Offer the possibility to refill water and eat/purchase snacks such as local fruits, etc.

e Hire locals and specialists to educate travellers on local flora, fauna and do’s and
don’ts.
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Respectful of animal welfare:

e Avoid excursions involving the trade, consumption, close contact, or performances
of animals (e.g.: dolphinariums, whale shows, primate performances, etc.)
e Ensure distance between guests and wildlife, and do not allow any animal feeding.

Support the local economy:

e Encourage purchase of locally made arts and crafts.

e Dine at locally owned restaurants that support local farmers.

e Hire local workers and guides.

e Work to ensure a maximum economic benefit from your tourism activities.

When working with an excursion provider, consider including the following into contracts:

e Activity providers should be locally owned and be based in the community.

e Activity providers with internationally recognised sustainability certification(s) are
preferred.

e Activity providers provide a fair working environment for their employees (including
guides).

e Activity providers offer educational/training/professional development opportunities
to their employees and tour guides (topics may include sustainability, child
protection, first aid, etc.).

e Activity providers ensure children’s rights are respected. People under 14 are not
employed.

e Activity providers do not impede on the provision of basic services for local
communities, and do not impact locals’ access to natural/cultural resources.

e Activity providers limit their negative effects on the environment and biodiversity.

e Activity providers give preference to local guides that are appropriately trained and
qualified, especially in culturally sensitive sites, heritage sites, and ecologically
sensitive destinations.
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Criteria 7.2: Suppliers communication

The company is communicating (directly or indirectly) its sustainability objectives and
requirements to contracted and other relevant excursion providers.

1) Guidance

To encourage excursion providers to operate more sustainably, it is important

to communicate your company’s policy and targets clearly. If you do not contract
excursions, make sure your local agents are well informed about your sustainability
expectations.

Recommended actions:

Communicate your sustainability commitments to your main excursion providers and help
them integrate sustainability into their operations.

Channels to communicate your sustainability with providers include:

e Your sustainable excursion policy

e A sustainability checklist,

e Newsletters and other digital marketing initiatives

e Contract clauses

e Dialogue with product development /contracting/purchasing managers (who can
discuss your sustainability principles during sales negotiations)

e Training

e Stakeholder meetings

e Marketing campaigns

During the first year, if communication has been limited, use the action plan to show how
this communication will be increased in the coming year. The sustainability coordinator
should keep a running record or folder for such communications to keep track of progress.

2) Best practice(s)
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Specific criteria
Criteria 7.3: Wildlife featuring

Excursions and attractions in which captive wildlife is held are not offered, except for
properly regulated activities in compliance with local, national and international law. In case
of living specimens of protected and wildlife species these are only kept by those authorized
and suitably equipped to house and care for them humanely.

1) Guidance

At least, you need to guarantee that contracted or sub-contracted excursions involving
wildlife in captivity takes place in legally established facilities, including sanitary and
animal well-being.

Certain activities are widely recognised as having a negative impact on animal welfare and
biodiversity. These activities have been classified as ‘unacceptable’ by experts and scientists.
Your company must avoid offering these types of wildlife featuring activities:

1. Captive animal facilities

e Animal breeding or commercial trade in sanctuaries and orphanages.

Tourist petting/holding/photo opportunities with wild animals, where the animal

does not have the choice of terminating the interaction or moving away.

e Performances or tourist interactions involving animals where training involves
punishment or food deprivation, causes the animal fear, injury, or distress, or
when tasks are not based on normal behaviour.

e Elephant/primates/marine animals’ shows or performances for tourists.

e Tourists contact and/or feeding of wild cats, orca, crocodiles or alligators, great
apes

e Unlicensed zoos and aquaria.

e Acquisition of any CITES Appendix |, Il or Il listed species except for

demonstrable conservation or rescue/rehabilitation purposes.

2. Animals in events and activities
¢ Animals used for begging (e.g., dancing bears, snake charming, primates).
e Bear pits, bear-bile farms, tiger farms.

e Any animal fighting, whether against humans or other animals.
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3. Free-roaming animals in the wild
e Unregulated animal and plant collection from the wild.
¢ Human-initiated contact with or feeding of animals in the wild.
e Trade and sale of endangered wildlife products.

e Trophy hunting.

Thailand is famous for its animal attractions, including elephant camps, tiger zoos, and
crocodile farms.

In some cases, animal welfare is taken into account, while in other cases, animals are living in
harsh conditions. When selecting an attraction involving captive wildlife, you should ensure
that the attraction follows the animal-related legislation of Thailand, especially the Wildlife
Preservation and Protection Act B.E.2562 (2019) and Cruelty Prevention And Welfare Of
Animal Act, B.E 2557 (2014).

The attraction should also follow the zoo management guidelines from the Zoological Park
Organization of Thailand (ZPOT). ZPOT works with the World Association for Zoos and
Aquariums (WAZA) and the Southeast Asian Zoos and Aquariums Association (SEAZA) to

ensure standardised management and animal welfare in animal attractions. When selecting
an elephant facility, you can review Good Animal Practices For Elephant Facilities by the
Ministry of Agriculture and Cooperatives. More information about animal-related national

legislation by Asian Elephant Foundation of Thailand

Example paragraph for a sustainable excursion policy:

“Excursions and attractions in which captive wildlife is held are not offered, except for
activities that are properly regulated and are in compliance with local, national, and
international laws. Excursions that include interactions with wildlife, comply with relevant
codes of conduct. Any disturbance of natural ecosystems is minimized.”

When in doubt, and if a partner provides a captive wildlife experience, ask questions about
where the animals came from, how close guests are able to be to animals, if the venue
offers animal shows/performances, what contribution the partner makes to conservation,
how they educate guests about animals and conversation, etc.

For more information, take our online course on animal welfare. If you are member of a
travel association, check if they provide any animal welfare guidelines (e.g., ABTA in the UK).
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Criteria 7.4: Wildlife harvesting

Wildlife species are not harvested, consumed, displayed, sold, or traded, except as part of a
regulated activity that ensures that their utilisation is sustainable and in compliance with
local, national and international law.

1) Guidance

It is important to ensure your excursion providers safeguard wildlife while guiding travelers
in nature. This includes not harming, removing from habitat, or harvesting in an unregulated
manner.

You can include specific language in your contracts/training materials /codes of conduct or
other relevant guidance you might share with them.

An example of such language may be:

“Wildlife species are not harvested, consumed, displayed, sold, or traded, except as part of a
requlated activity that ensures that their utilization is sustainable and in compliance with
local, national and international law. The supplier does not promote souvenirs or food that
contain threatened flora and fauna species as indicated in the CITES treaty and the IUCN
‘Red List’. Should any such criminal behaviour come to light, [the company] reserves the right
to terminate the contract without notice.”

2) Best practice(s)
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Criteria 7.5: Skilled Guides

In sensitive cultural sites (e.g. indigenous villages), heritage sites or ecologically sensitive
destinations, guests will be guided by skilled and/or certified guides.

1) Guidance

Guides are the bridge between travellers, locals, and excursion providers. Overall, your
tours must all be guided by certified/licensed local tour guides. This can include using
trained, local community guides in an established community-based tourism (CBT) tour. The
tour guides must understand basic sustainability practices and standards and be
comfortable sharing this knowledge with your guests.

To pass this criterion, you must also be able to show that yo have reviewed and identified
‘sensitive cultural sites’, and you are taking action to use specialist, skilled guides for tours
to these sites.

Recommended actions:

Your local guides, in sensitive cultural sites, should:

e Have deep knowledge of the area in which they work (e.g., they grew up in the
region, they belong to the local ethnic groups, or they have a deep understanding
of the area).

e Have a deep knowledge of the place in which the tour takes place, including local
nature (e.g., geography, flora, fauna) and culture (e.g., heritage sites, local
communities, traditions).

e Speak the local languages/dialects.

e Have a licence for guiding awarded by the local government, national tourism
council, tourist board, official guides associations, or any other respected
organisation.

e Are skilled and licenced to lead any specialised activities (e.g., trekking, biking,

mountaineering, rock climbing, kayaking), where applicable.

147



2) Best practice(s)

Set standards for your company:

Use existing CBT programs, and / or offer training to host community residents to
become local experts and accompany licensed tour guides whenever possible.
Create a handbook dedicated to your guides with guidelines on tour operation.

Share codes of conduct, guidelines, and sustainability policies with all your guides.

Develop a sustainability training presentation for new guides and a refresher
course for existing guides.

Organise learning and experience exchange between senior and junior guides.
Support or organise interactive activities with local communities, that include
topics such as local history, archaeology, culture, and spirituality.
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Criteria 7.6: Supporting local communities

The company includes in packages or promotes to clients excursions and activities which
directly involve and support local communities (by purchasing services or goods, traditional
crafts and local (food) production methods, visiting social projects).

1) Guidance

Tourism uses local resources, while local people often receive few economic benefits from
tourism. This often leads to the degradation of local resources, and can lead to resentment
by local people.

‘Tourism leakage’ occurs when income from tourism activities does not stay in the local
community. Leakage is particularly evident through international corporations such as
hotels, imported food and beverages, airlines, which do not necessarily directly support
local suppliers. Travelife expects you to contribute to local economies and make sure that
your tours benefit local communities.

This criterion requires your company to carefully identify, select and recommend local
excursions or activities, with the aim to increase cooperation with local businesses and
improve local income.

It is very important to work with locally owned suppliers, including excursion providers,
accommodations, restaurants, etc., who also hire locally and purchase goods and services
locally.

You can also join community initiatives or meetings around tourism development and
tourism management. You (or your guests) can contribute in cash and in kind towards local
projects, in education, healthcare, etc. Sometimes, visits to projects can be included in your
tour programs.
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2) Best practice(s)

e Include local activities in your packages. E.g. community based tourism, farms, markets.

e Include local businesses: accommodations, transport, restaurants, gift stores, etc.

e Employ local guides or staff.

e Look for social projects to visit/support during the excursions.

e Create a map of your itineraries, highlighting nearby local activities.

e Ask your guides to promote local highlights throughout their tours.

e Plan stops at local markets/restaurants/souvenir shops.

e Send out information about local culture prior to guest arrival.

e Donate a portion of profits made from tours to local communities/villages visited (in
addition to any pre-determined payment and entry fees).

e Suggest travellers give to causes during their travels. Suggest your customers donate to local
projects, when purchasing a tour, in line with the destination visited.

e Partner with a locally owned business. E.g., set up a water refill station, and bring guests.
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Criteria 7.7: Supporting environmental and biodiversity protection

The company includes into packages or promotes to clients, excursions and activities which

support local environment and biodiversity (e.g. visiting protected areas, visiting
environmental protection projects).

1) Guidance

Tourism can be an excellent way to provide funds for conservation and natural resource

management.

Some ways to support environmental and biodiversity protection via your
activities/excursions:

Show clearly how your company is working to protect the environment in its
destinations.

Include conservation activities in your packages. E.g., visit a national park
(entrance fee), protected zone for biodiversity, animal rehabilitation centre,
nature reserve or UNESCO site.

Provide your clients with a list of Dos and Don’ts for environmentally friendly
behaviour, such as not leaving rubbish on visited sites or not stepping outside the
trails.

Visit information centres (e.g., national parks) for guests to receive information
on fauna/flora, listen ranger talks, purchase souvenirs supporting conservation,
and make donations, etc.

Create a map of your itineraries, highlighting nearby biodiversity sites, UNESCO
sites, etc.

Ask guides to give facts about fauna/flora and environmental issues of the area
visited.

Make sure that the excursions are in line with the CITES convention and the IUCN
Red List.

Donate a portion of profits to local environmental/conservation projects.
Suggest customers make a donation to local conservation projects, when
purchasing a tour.

Suggest travellers give to good environmental causes they encounter during their
travels.

Encourage guests to continue learning about biodiversity and conservation of the
areas visited even after their travels and share their learnings with friends and

family.
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e Support community-based ecotourism. When community and conservation are
linked, supporting local communities can also help to relieve some stress on the

local environment.

2) Best practice(s)
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Restaurants selection

Criteria 7.8: Minimizing single-use items by vendors

Restaurants are selected which have taken steps to minimize the use of single-use
disposable items (e.g. polystyrene food containers, straws, plastic bottles water, etc.).

1) Guidance

Your sustainability policy and Best Practices need to include the requirement that all your suppliers
work actively to eliminate the use of all single-use plastic from their services. This provision includes
plastic water bottles, cups, cutlery, plates and food containers and disposable plastic bags.

Restaurants and cafes are particularly important to reducing single use and plastic waste.
Recommended actions:

e Use and recommend only restaurants, coffee shops, etc. that provide reusable utensils.

e Provide clients with re-fillable water bottles if they do not have their own. Make stops to
refill bottles from water purifying machines, or water containers carried on board your
transport.

e Carry reusable bags or containers on board your transport if you will be shopping for food,
or other commodities while travelling.

e Prefer to purchase food in bio-degradable natural packaging, such as banana leaves.

2) Best practice(s)
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Risk management

Criteria 7.9: Emergency Response Certifications

Every tour includes at least one guide who is certified in First Aid and in CPR/AED

1) Guidance

Every tour should include at least one guide who is certified / trained in first aid.

Introduce a policy of regular first aid training, not only for your guides but also your office
staff, ideally including CPR/AED. Ensure that all

vehicles/guides carry a first aid kit while on tour.

2) Best practice(s)
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Criteria 7.10: Emergency Contacts

Company maintains a contact lists of critical emergency numbers and ensures these are
easily accessible to guides and clients.

1) Guidance

All guides and drivers should know who to call in the event of any emergency and clients
should be able to contact your office at any time, 24 hours a day.

Create a list of emergency numbers, for each tour program. At the start, prioritise your most
popular tours. Then, gradually increase to cover all of your tour programs.

2) Best practice(s)
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Criteria 7.11: Safety equipment

Safety and emergency equipment is checked, reviewed, and maintained on a regular basis

1) Guidance

All safety equipment for road vehicles, bicycles, boats, canoes or any other transport or
activity must be checked prior to use each time and serviced on a regular basis.

You need to keep a record of communications with your team and service providers and be
able to access a log of the servicing history.

2) Best practice(s)
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Theme 8: Tour leaders, local representatives, and guides (10 mandatory
criteria)

Tour guides are often freelance workers. This can put them in a vulnerable situation, with
limited job security, training and welfare.

This chapter introduces a small number of minimum criteria for how your company
manages guides. These criteria need to be followed for full time and part-time / freelance
guides.

8.1 Preference for local tour leaders / representatives
8.2 Employment conditions

8.3 Living wage

8.4 Qualification and training

8.5 First Aid

8.6 Sustainability policy

8.7 Sustainability knowledge

8.8 Destination knowledge

8.9 Customer communication

8.10 Sexual exploitation of children — staff training
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Tour leaders, local representatives and guides

Criteria 8.1: Preference local tour leaders/ representatives

In case of equal qualification, the company prefers to employ local tour leaders,
representatives, tour guides, porters, drivers, cooks and other local staff (including
management positions), and provides training as required.

1) Guidance

Local tour leaders and guides often have deep knowledge of the area, local customs, history,
culture, norms, etc. Local guides can also forge a great connection between travellers and
local people. Your company must provide job opportunities to local tour guides in
destinations where you operate tours.

To comply with the Travelife standard, your sustainability policy and your recruitment
process must give preference to suitably qualified, local tour guides and staff.

Some benefits of hiring locally:
e Local staff have a deep and intimate knowledge of the area:
e This provides travellers with an authentic local experience.
e Local staff speak the local language(s) or dialect(s).
e Local staff understand what is culturally acceptable.
e Local employment creates economic benefits for local communities.

e Your company will get insight about communities’ needs and preference.

2) Best practice(s)
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Criteria 8.2: Employment conditions

The business ensures that tour leaders, representatives, guides and other locally active staff,
contracted by the company, understand the terms and conditions of their employment,
including remuneration.

1) Guidance

Like your own employees, tour leaders, representatives, and guides should be formally
hired, offering them the benefits, rights, and protections granted to workers by local

/international labour laws.

Define guide / representative duties and benefits in written contracts or agreements, even if
they are only working as freelancers. Importantly, contracts not only protect the

guides, but they also protect the company by laying out all expectations and responsibilities
of both parties.

Create a template explaining the terms and conditions of employment, in compliance with
local laws, and written in the local language. In addition to the written contract, set up a
formal meeting with your tour leaders/guides to carefully examine each contract
condition/clause to explain and clarify their job roles and responsibilities. Both parties
should keep a copy of the signed contract.

You may use the Employment Contract Template below and adapt it to the needs of your
organisation.

8.2. Template Employment conditions.docx

2) Best practice(s)
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Criteria 8.3: Living wage

Tour leaders, local representatives, guides, porters and other local staff, contracted by the
company, are paid at least a living wage that is equal to or above the legal minimum or
relevant industry standard.

1) Guidance

Tour leaders, local representatives, guides, porters and other local staff, contracted by the
company, must be paid at least a living wage that is equal to or above the legal minimum
wage in Thailand.

This must be implemented for full time, part time and casual staff.

A living wage is the remuneration a worker receives for a standard workweek. This amount
should be sufficient to allow a decent standard of living for the worker and their family.

Elements of a decent standard of living include food, water, housing, education, health care,
transportation, clothing, and other essential needs, including provision for unexpected
events.

The living wage is often a legal requirement, redefined each year. It can be increased by
companies to ensure their employees will earn enough to live, based on the real cost of
living in their locality.

In employment contracts, the salary/wage must be mentioned and be at least the legal
minimum wage.

The employment contract should include the acceptable rate of salary/wage regarding the
minimum/living wage of Thailand.

The minimum daily wage varies in different provinces.

For more information about the official minimum wage per province by the Ministry of
Labour, please visit Thai version / English version.

2) Best practice(s)
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https://www.mol.go.th/en/minimum-wage/

Criteria 8.4: Qualification and training

Key tour leaders, local representatives and guides, contracted by the company, are
appropriately qualified and are trained regularly.

1) Guidance

When engaging new guides, you must ensure that they are licenced and have experience of
the areas in which you expect to employ them. Consider their knowledge of local culture
and history, safety considerations, appropriate behaviours, sustainability, etc. Any gaps in
knowledge should be developed through additional training. the Travelife platform may be a
helpful starting point.

In-house training should also provide additional knowledge about:
¢ Your company’s culture, policies, uniqueness, and expectations.

¢ Very detailed information about your products.
e Other relevant topics such as local biodiversity, storytelling, etc.

2) Best practice(s)

CASIA P tvavet

Weu muke Asxin Euny for You

External training - Easia Travel - Laos
We sent our tour guides to a specific training held by The traditional arts and ethnology
centre in Luang Prabang for improving awareness

and understanding of Laos’ ethnic diversity and cultural heritage within local communities.
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Criteria 8.5: First aid

Guides have a first aid qualification.

1) Guidance

You should hold regular first aid training course for all of your guides, conducted by a
qualified instructor and your guides/vehicles must always carry a first aid kit when on tour.

You should keep copies of your guides’ first aid qualifications, and ensure they are up to
date.

2) Best practice(s)
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Criteria 8.6: Sustainability policy

Tour leaders, local representatives and guides are informed on the relevant aspects of the
companies’ sustainability policy and are expected to comply with it.

1) Guidance

All of your tour guides must understand your company’s sustainability policy, and be
familiar with the basic principles of sustainability, in particular environmental and
cultural protection.

You can inform your guides though newsletters, references or supplements to contracts,
emails or training and information sessions. This should be done in a structured manner.
Your policy and other key training documents must be translated into Thai.

2) Best practice(s)
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Criteria 8.7: Sustainability knowledge

Tour leaders and local representatives have been trained on general tourism sustainability
principles.

1) Guidance

Giving preference to local tour leaders and guides should ensure that your guides have
insightful knowledge about the destination. They will understand local culture and
etiquette, local language.

Your company should provide additional information and sustainability training, related to
your sustainability policy and products.

You should keep records of training dates, training content, numbers of participants and
namelists.

2) Best practice(s)
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Criteria 8.8: Destination knowledge

Tour leaders and local representatives are knowledgeable regarding the destination
including relevant sustainability aspects.

1) Guidance

Local guides will often have a good understanding of serious threats to the local
environment and cultures.

However, there are often complex, local sustainability issues, for which additional training is
required.

The company should hold regular training for all guides covering all aspects of your
sustainability policy, focusing on environment and culture, both generally and for key issues
in the specific locations in which they work.

You should keep records of training dates, training content, numbers of participants and
namelists.

It is also a good idea to collect customer feedback on sustainability and interpretation.

2) Best practice(s)
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Criteria 8.9: Customer communication

Tour leaders, local representatives and guides provide information and interpretation to
clients on relevant sustainability matters in the destination (e.g. protection of flora, fauna,
and cultural heritage, resource use), social norms and values (e.g. tips, dressing code and
photography) and human rights (e.g. sexual exploitation).

1) Guidance

Your company must ensure that tour leaders/guides will deliver appropriate advice to
travellers.

This can be done before, during and even after the end of a tour:

Before the tour:

e Produce short, useful information for tour guides, including sustainability issues;

e Hold an orientation / welcome meeting to share advice and guidelines with
travellers;

¢ Inform travelers about eco-friendly means of transportation in the destination
city and provide detailed directions to the meeting point (when applicable).

¢ Inform clients about dress codes, especially if visiting culturally or religious
sensitive sites.

¢ Encourage clients to use their own reusable water bottle.

¢ Advise to ask people before taking pictures, and sites where photographs are not

allowed.

During the tour:

e Inform your travellers about highly important environmental and social issues in
the destination.

e Give good advice, to help guests travel responsibly: E.g., illegal souvenirs to avoid
purchasing)

¢ Inform your guests about risks and precautions related to health and safety in
your destination.

e Suggest how to support local communities in the country and after returning
home (e.g., donating to non-profit organizations, supporting responsible shops
and restaurants).

e Teach a few words of local languages.

e Discourage buying endangered flora and fauna products that may be offered for

sale.
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e Prohibit guide / passenger participation in commercial sexual activities and/or
illegal drug use.

e Provide tips on how to minimise waste, in your city, where to refill water bottles,
etc.

e Provide site interpretation when visiting natural areas or cultural heritage sites.

After the tour:

o Ask for constructive feedback, including questions about responsible travel;
e Do what you promised (e.g., send photos you promised to send, restaurant
recommendations).

o Keep the traveller informed about how money was spent (e.g., donations or
carbon offsetting).

2) Best practice(s)
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Criteria 8.10: Sexual exploitation of children: staff training

Tour leaders and local representatives, contracted by the company, receive relevant
information and/or training on the avoidance of sexual exploitation of children.

1) Guidance

You are ultimately responsible for providing information — and preferably training - for the
tour leaders and guides you work with. Several organisations offer training on the topic of
the sexual exploitation of children, including Travelife via the Travelife online learning
platform. Due to the seriousness of this topic, you may wish to make this training
mandatory for your guides.

Guides need to notice any interaction with local children, sexual or otherwise, that would be
a risk to childrens’ wellbeing. Tourists and tour guides should never be along, one on one,
with children met during the trip. Be alert and notice for inappropriate behaviour such as
over familiarity and inappropriate physical contact with children; giving children sweets and
little presents.

For more in-depth information, in-person training, or other training options, please contact:
The Code

e ECPACT

e Child Safe network

e UNICEF

2) Best practice(s)

Childsafe training - Easia Travel - Laos

e/asio\}%wa Annually we send our guides to Child Protection training workshop

We make Asia Easy for You

held by Childsafe Movement organisation. The training covers:

(1) Identify a child at risk situation.
(2) Responding and taking action to protect the child.
(3) Practicing positive behaviour to protect children from all forms of abuse.

(4) Advocating the Childsafe principles through promoting campaign messages.

189



¢ a [ ¢ [
tnawen 8.10 ﬂ’liﬁﬂﬂﬂi&d LﬂEI'Jﬂﬂﬂﬂillﬂ')dﬁﬂﬂig‘[ﬂﬁ%‘n’]dL‘Wﬁ'fil'lﬂl,ﬂﬂ

AIRB NN L ILRZE? LL‘Y]%IW(T?Nﬁuﬁﬂ’]{m%ﬁ:ﬂ’j’l{f’h‘]{Uﬂi’mﬂ’aHﬂﬁLﬁU?ﬁﬂﬂ%%ﬂ%ﬁﬁJﬂ’]i

HnauTuLALINUNNIIRANLALINITLRIIWIU T LTI N1 NAR LA

1) LWINTI

amdiwihfisufiaTave smgdqmel,umﬂﬁ‘iaﬂa Tagawizatngin1sinausy TrnAnIniniLne?

@ e |a wa & A o o & &
LL@ZN@QLWﬂﬂ‘ﬂﬂQU@N’]% V\ﬂ’]ﬂﬂ\‘]ﬂﬂi&lﬂ’]iaﬂﬂ'UisJFLuV\’JTaﬂ’]itLﬁaﬂﬁ’]ﬂizIUTu‘ﬂ’NL‘Wﬂﬁ]"lﬂla@ﬂ

U Travelife I@]ElB»i']%”ﬁﬂdﬂ’ﬁﬂ’]it%ﬂ%iaa%v[aﬁm6\1 Travelife QmaﬂﬂitulﬁLﬂ%ﬂﬁiﬁﬂaU‘iN

mﬂﬂ'dﬂ”ua%m%’uﬁ'ﬂqLﬂﬂﬁnﬂﬂuLﬁadﬁlﬂﬂLﬂuﬁ'ﬁaﬁmuﬂiaﬂﬂ’ﬂ LRZDIII

o & v Y Alar o fo & A A ' 1 A A A =
daqunaridasnasndudananfiu jauwusnuanluiui lddnzdumananisdug neradu

duanudasiaaninuedn inveunuuazdagman insadasnuuuudidadanudng 7

WULRB L UIERINMITARNY AUAIARAIAILALFINANGANTINN lArNzaY 1T AUFHLAL

naudnduuarnMIsuRETINM oA lMaNzaunuIan NMINOUIBULAZVAITIWLEN Y toe g

Tvnuian

windain1stayaliiiin nineusuuuuddada niadudannsinausnang tada 1

Anga

® TheCode.org

a a

afifiNa@nsuarsmdselosinawaannién (ECPAT)

q

[ J
[otad

o yalSanuazuTUALaAAY (ChildSafe)

® asdmIyisw (UNICEF)

wa

a | & A
2) wwanwiguaniiluwiae

P - o [ .
nTHnausNINaaMNUaaanyvastan - Easia Travel -

CASIA P tvavel

We make Asia Easy for You

a a wva v ¥

a1s1sawigiszanslaslseriruany indnnssaiaqunanaaa

& do X .
le]ﬂﬂalei&lLﬁdﬂgﬂ@]@’]%ﬂ’]iﬂwﬂia\‘]L(ﬂﬂﬁﬁ](ﬂ“ﬂui(ﬂﬂa\‘]ﬁ(ﬂi Childsafe

Movement 1n¢) T lasnsnausuasauagy it

1) msszqéﬁLﬁﬂﬁagluamumirﬂl,ﬁ'm
2) MInaUEKILAzM ISRl nTasn
3)
)

(
(
(3) m3tnwadnsaudivaniedndaddnannisgnmymnssunnzluuy
(

4) NMIFILRINNANNTT Childsafe I@]Ulﬁ/ﬂﬂﬁaﬁﬂﬁk}uﬂﬂﬁﬂiﬁnUﬂ/ﬂﬂ’l’]&lﬁi"ﬁﬁ’]%%’ﬂimidﬁ

190



Theme 9: Destinations (2 mandatory criteria)

9.1 Compliance with local planning.
9.2 Forbidden souvenirs
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Local projects and initiatives

Criteria 9.1: Compliance with local planning.

The activities of the company are in compliance with legally based spatial planning,
protected area and heritage regulations and destination management strategies of local,
regional and national authorities.

1) Guidance

This criterion relates to awareness of city/regional planning as it relates to the destinations
in which you operate. Compliance means that your company and its activities operate in a
way that respects local land laws and does not hinder the implementation of
municipal/regional/destination plans.

If you have provided updated destinations files and evidence of destination monitoring
processes your company has implemented, you may declare:

“The activities of the company are in compliance with legally based spatial planning,
protected area and heritage regulations and destination management strategies of local,
regional and national authorities.”

2) Best practice(s)

193



Tassmauazarnansianlunosnn

e 9.1 NMsUPTAMINAINeHILNDINDIDN

12 ]
=) =)

fanswpassisniduldanungnansdadisuludunisndades dedsduiuiiayinduaziui

a s

y3an LLazﬂaqnﬁmﬁ@mmmd@ﬁmLﬁm"uamﬂamm’[mm"’uﬁaoﬁu 2AUNANA UAZIZALTE

U

1) LWINII

1 c?{' v & K > v e A a ~ a d‘pcj ¥ et 3
inusilusntuaaaliiduinsiuinmedudeyninie desannaeibisidasnuunss
riaaneen g fgudnisdufiunsey mydjudaumansanuiishuazianswluoishes
amaniwnslnanrazilasnnguansiinwlunasin uazlddarnimsduivmanuunm

mﬂmamuﬁmﬂ/l,mdwiaaLﬁm

WINA 4 A90LaT8NTaY AR AT IULRAINBINBILAZRANZIUINNNIZLIUMNIATIVFALURAY

ViaaLﬁmﬁu’%ﬁmaoqmvlﬁmsﬁ%ﬁumi Ama1ILIEMAin

‘fanssuvassiEniduldaimnisnaunwdiiunaungnany TatsauduniayinduazAuiusan

LLa:ﬂaqw%mi?ﬁ'@mnmddﬁaaLﬁmmamm B9 IZAUTTI D1 iz@"’ugﬁmﬂ LRZIZAUTIA”

A wad & a
2) uwanwilguaniduiae

194



Criteria 9.2: Forbidden souvenirs

The company and its direct service providers do not promote souvenirs which contain
threatened flora and fauna species as indicated in the CITES treaty and the IUCN ‘Red List’;
historic and archaeological artefacts (except as permitted by law).

1) Guidance

Your sustainability policy must indicate that the company does not allow the purchase of
forbidden souvenirs including but not limited to threatened flora and fauna species, any
historic or archaeological artefacts that have been illegally removed, and any illegal
substances (e.g., drugs).

In your sustainability policy, you can state that:

“We do not allow the purchase of souvenirs containing threatened flora and fauna species,
any illegally obtained historic/archaeological artefacts, drugs or illegal substances, and
abide by local and international laws in place to prevent this.”

Your company is expected to share this commitment with suppliers, clients, and other

relevant stakeholders. This information can also be displayed on your website, in your policy
documents, and shared with guests prior to travel.

2) Best practice(s)
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Theme 10: Customer communication and protection (15 mandatory criteria)

This chapter related to protecting customers, and techniques for engaging customers, so
they support your sustainability policy and products.

10.1 Customer Relationship Management (CRM
10.2 Customer privacy

10.3 Promotion and communication

10.4 Product information

10.5 Group number

10.6 Destination information and interpretation
10.7 Destination Do’s and Don’ts

10.8 Health and safety

10.9 Destination contact person

10.10 Sexual exploitation

10.11 lllegal souvenirs

10.12 Local services and goods

10.13 Sustainable transport options

10.14 Donations

10.15 Complaints
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Prior to booking

CRM
Criteria 10.1: A Customer Relationship Management system is available
(CRM)

1) Guidance

CRM (Customer Relationship Management) refers to strategies, techniques, tools, and
technologies used to reach and keep customers. Having a CRM system and strategy enables
your company to manage interactions with existing and potential customers.

Some companies purchase dedicated software that automatically compiles information
(e.g., contact details, website, profile, dates and contents of meetings, personal/company
preferences).

If your company does not utilise CRM software, you may simply explain how you keep

record of your interactions with customers/travelers and manage data collected. Call, logs,
for example.

2) Best practice(s)
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Criteria 10.2: Customer privacy

The company ensures that customer privacy is not compromised.

1) Guidance

Most countries have some kinds of privacy laws. You need to be able to show / explain how

you manage your customer data to ensure it is kept confidential before, during, and after

their travels.

A privacy policy is a critical document that offers your company and customers important

protections.

In developing a privacy policy, some questions to ask include:

What are the local relevant laws relating to privacy?

What information are we collecting, and why do we need it?

Is the information we are collecting necessary for delivering the product/service?
How do we intend to collect and to use this information?

Who will have access to this information?

How will we ensure that only authorized, trained staff will have access to personal
data?

What steps have we taken to protect customer information internally and
externally?

How will users be informed of the policy, and if the policy changes?

The Constitution of the Kingdom of Thailand B.E2560 (2017) states that a person shall have
privacy rights. In addition, any action that violates or affects the person’s rights, or any use of

personal data shall not be permitted, except under the law. A person is also protected under
relevant laws such as the Electronic Transactions Act B.E. 2544 (2001) and the National Health
Act B.E. 2550 (2007). In 2019, Thailand launched the Personal Data Protection Act B.E. 2562

(2019) that covers the data controller and the data processor (collection, use, or disclosure)

of personal data both from in and outside the country. Under the act, tour operators can be

considered as both data controller and data processor.

1. Data controller must: provide security measures; prevent others from wrongful use or

disclosure of personal information; provide a monitoring system that can remove or
destroy personal information; inform about the violation of personal information
within 72 hours from the moment of acknowledgment; appoint a representative
within the Kingdom in the case of a foreign data controller; and make a record (see
section 39)
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https://www.tot.co.th/docs/default-source/default-document-library/statute/statute_10.pdf?sfvrsn=55490946_2
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http://www.thaihealthconsumer.org/images/mydata/doc/law/HealthPro/2007-NationalHealthAct.pdf

2. Data processor must: Follow instructions given by the data controller only; provide
security measures; notify the data controller of the personal data violation that
occurred; create and maintain an inventory of personal data processing activities. The
data collecting process covers both personal data (name, address, email, etc.) and
sensitive personal data (nationality, religion, etc.). The collection shall be kept
necessarily for legal purposes. The data subject must be notified about the purpose of
privacy data collection. When changing the purpose of processing, the data subject
must be notified and give consent on the new purpose.

Example of privacy statement:
Your privacy and protection are important to us. Sensitive information is stored
electronically within our database, which is secured and only accessible by accredited staff
who follow strictly privacy procedures. If any documents containing personal date are
printed for internal purposes, they are kept in a filing system in our office that is only
accessible by our most trusted employees. If documents are no longer applicable, they are
shredded before disposal.
e Personal data is only collected if relevant / necessary for us to provide the
services sold.
o All personal data is kept for maximum 1 year.
e Our customers are informed on how we store data and where. They always have
the option to be deleted from our database.
¢ We are committed to protecting the privacy of all of our guests and users and
assure you that all of the information you provide us with is kept strictly private
and confidential.

2) Best practice(s)
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Criteria 10.3: Promotion and communication

Promotion materials and marketing communication comply with relevant standards and

voluntary codes of conduct, are transparent and accurate and do not promise more than is

being delivered.

1) Guidance

Promotion must not promise more than we can deliver.

Deceptive advertising not only harms the customer, but it can hurt the company’s

reputation when customers expectations are not met, and they feel disappointment or even

betrayal.

There are laws in place in Thailand to protect consumers’ rights. Your company is expected

to provide communication materials that are true to the product. Please provide

evidence/examples of your marketing and communications materials that depict your

product to consumers.

You may also include in your sustainability policy a statement such as:

“Our company ensures that no marketing and advertisement document, statement, or
other publication, shall contain misleading information, over advertise and under deliver.
We guarantee that all our staff are aware of and ensure that what is offered can be

delivered to our clients with ease.”

Any advertisement and/or communication written and released will clearly state when

relevant:

e Exact itinerary (with distances and times)

e Exact price with dates of validity

e Included services

¢ Insurance details

e Exclusions (and surcharges if applicable)

e Detailed destination information

e Indication of sustainable options

e Dress code/ethical instructions where needed
e Accurate photos and visual materials

e Personal data protection

e Complaints instructions

e Company contacts including emergency contacts
e GDPR consent if applicable
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Criteria 10.4: Product information

Product and price information is clear, complete and accurate with regard to the company
and its products and services, including sustainability claims.

1) Guidance

Promotion and information should be attractive to the customer but must provide accurate
product information reflecting real life conditions and sustainability related details.

This will enable the customer to understand your offer, and make informed choices.

Images shown in marketing communications should be professional and accurate and
respectful of intellectual property.

Information must be up-to-date and consistent, with environmental and cultural impacts
indicated.

Claims about sustainability should be truthful.

2) Best practice(s)
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Criteria 10.5: Group numbers

In case of group travel, the minimum and maximum number of participants is
communicated.

1) Guidance

In case of group travel, the minimum and maximum number of participants that can take
part in the excursion/itinerary must be clearly communicated.

This criterion is important for several reasons:

¢ To manage expectations of groups; some guests may prefer smaller groups, some
may wish to book for a large group such as an incentive, group of friends, or
intergenerational travel.

e To protect sensitive areas by respecting the carrying capacity of the
destinations/sites visited.

e To define a group number that is appropriate for the size/capacity of the vehicle,
in order to manage the environmental footprint.

2) Best practice(s)
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After booking and during holidays

Criteria 10.6: Destination information and interpretation

Information is provided to consumers about the natural surroundings, local culture and
cultural heritage in the holiday destination.

1) Guidance

To help travellers prepare for their trip, it is the company’s responsibility to provide
accurate, up to date, balanced, and factual information. Before and during the tour, the
company is also encouraged to communicate the following information:

e Transport options to/within the destination (ranking based on their sustainability)
e Cultural and historical information about the destination and its people

o Geography, weather, natural surroundings

e Currency, important local traits

e Health and safety advise

e Dosanddon’ts

e Local food and restaurant recommendations (locally owned, sustainable options)
e Basic vocabulary and information on languages/ dialects

e Local souvenirs to buy and information on illegal souvenirs

e Local festivals and dates if relevant

e Stops/sites visited on the tour

2) Best practice(s)

s\ WM TRIBES

TAILORMADE TRAVEL

2-way communication - Tribes Travel (UK)
Tribes Travel sends responsible tourism questionnaires by email or post to all their suppliers
(accommodation or ground agents). This includes questions on local people and customs,

local economy, natural resources and pollution, and wildlife, flora and fauna. The suppliers'
response to each of these questions is available to clients on the tour information area

of the company website. This procedure emphasizes the company's commitment to
sustainability in 2 directions, and actively demonstrates the importance of the information
to both suppliers as well as to customers.
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Criteria 10.7: Destination dos and don'ts

Customers are informed about key sustainability aspects and issues in the destination and

receive recommendations on how to make a positive contribution (e.g. limitation of
resource use, waste, illegal souvenirs, cultural habits, dress code, initiatives to be
supported).

1) Guidance

For a better experience and more responsible trip, your company should share traveller dos

and don’ts with clients before departure and/or upon arrival. This knowledge helps to

prevent misunderstandings, allows travellers to understand and respect local customs, and

minimize their socio-cultural and environmental footprints. The information provided can

be both generic and specific; it can apply to a country and/or a specific area.

Considerations for inclusion on the dos and don’ts list:

e Behaviour towards local communities, indigenous and other marginalised groups

¢ Limitations on resource use (e.g., showers should last no longer than 7 minutes)

¢ Waste management (e.g., recycling and composting)

e lllegal souvenirs (e.g., threatened flora/fauna, drugs)

e Dress code, and cultural habits (e.g., coverings shoulders or removing shoes)
e Photography etiquette

o Traffic flows and pedestrian rules (e.g., standing to the right on an escalator)

¢ Smoking regulations (e.g., no smoking within 10m of an entrance to a building)

How to give donations (e.g., do not give money or candy to children on the street)
Restaurant and cuisine recommendations, dining etiquette (e.g. tip culture)

Health and safety (e.g., if tap water is safe to drink / pickpocketing is common)

Information on destination dos and don’ts can be displayed in a specific booklet, online, on

a blog, via social media, on a travel app, included in pre-trip documentation, etc.

2) Best practice(s)
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Criteria 10.8: Health and Safety

Customers are informed regarding risks and precautions related to health and safety
matters in the destination.

1) Guidance

The health and safety of travellers must be a top priority. Health and safety guidance should
be given in a specific booklet, online, on a travel app, or included in pre-trip informational
packages.

It should include at least the following information:
e Existing prevalence of dangerous diseases
e Potential dangers stemming from local flora and fauna
¢ Emergency contacts
¢ Name and reputability of local medical facilities
e Potential food and water risks
o Safety on the road
e The company’s health and safety protocols

This list is non-exhaustive and serves only as guideline.

Health and Safety Consumer Tips for Scooter renting.pdf

2) Best practice(s)
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Criteria 10.9: Destination contact person

A contact person and permanently reachable telephone number is available for emergency
situations.

1) Guidance

The company should maintain emergency contacts for all destinations in which it operates.
The contact(s) are permanently reachable telephone numbers with a live person on the
receiving end. This person must be qualified to know what initial actions need to be taken in
any circumstances. For companies that are only operating seasonally, it is acceptable for
destination contacts to be available only during office hours during the off-season.

The details for the destination contact person for emergency situations should be given to
travellers before and/or upon arrival and can be easily found in pre-departure packets and
online communications.

2) Best practice(s)
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Criteria 10.10: Sexual exploitation

Customers are informed about commercial, sexual or any other form of exploitation and
harassment, particularly of children and adolescents.

1) Guidance

Sexual exploitation happens in some form or other in every country. Even though you do
not see it, it does not mean it does not exist. No country or business is immune from risk,
and we all have a role to play in stopping this crime. It's not just a job for law enforcement
and NGOs.

Set a good example for your business, staff, community, and customers by implementing
child protection mechanisms and empowering your staff and customers to report suspicions
of child sexual exploitation. Begin by ensuring that customers are informed of such issues,
and that they are empowered to identify suspicious behaviors and report them accordingly.

TheCode.org, ChildSafe, UNICEF, and ECPAT all offer resources to address sexual
exploitation — particularly of children.

2) Best practice(s)

KHIRI

Published information on website & flyers - Khiri Travel Vietnam

We published child-safe tourism information on our website:
http://khiri.com/sustainability/responsible-travel/child-safe-tourism/ Also, we put the
attached flyers in welcome packs for travellers.
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Criteria 10.11: lllegal souvenirs

Clients are informed about applicable legislation concerning the purchasing, sales, in- and
export of historic or religious artefacts and articles containing materials of threatened flora
and/or fauna in the destination (e.g. CITES).

1) Guidance

You should provide information to clients on laws concerning the purchasing, sale, import
and export of illegal souvenirs including, but not limited to, illegal substances, historic or
religious artefacts, and articles containing materials from threatened flora and/or fauna in
the destination (e.g., CITES). You need to develop a clear list of illegal souvenirs for Thailand
that can be used by clients, and for product development and staff training materials.

Thai Customs Department has listed prohibited and restricted goods for import and export

as follows.

Prohibited Goods - are goods for which either the import into or export out of Thailand are
prohibited. E.g.: Narcotics, pornographic materials, counterfeit trademark goods and IPR
infringing goods, fake notes or coins, reserved animals or CITES-listed wildlife.

Restricted goods - are goods of which the imports and exports are restricted by law and
therefore require a permit from related government agencies. Examples of restricted goods
include:
e Buddha image, artefact/objects, antique (more information at Fine Arts Department)
e Plants and their parts (more information at Department of Agriculture)
e Living animals and carcass (more information at Department of Livestock
Development)
e (Cigarettes, tobacco, and alcoholic beverages (more information at Excise Department)
e Communication Radio Devices and telecommunications equipment (more
information at Office of The National Broadcasting and Telecommunications
Commission)

Learn more about the reason not to buy animal-related products such as coral and seashells,

ivory, and turtles and the top 10 most wanted endangered species in the market of the Golden
Triangle.

The Ministry of Natural Resources and Environment (MNRE) has announced the latest CITES

list announcement from the Ministry of Natural Resources and Environment in 2017 that

consists of 1,019 wildlife species (including products and remains) that are prohibited to
import into and export out of Thailand. Besides, MNRE has also identified 1,316 protected
species in The Ministerial Regulations Identifying Protected Wildlife B.E.2546. Moreover,
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https://www.customs.go.th/cont_strc_simple.php?ini_content=individual_160426_01&lang=en&left_menu=menu_individual_submenu_03_01
http://nsw.finearts.go.th/
http://www.doa.go.th/
http://www.dld.go.th/
http://www.dld.go.th/
http://www.excise.go.th/
http://www.nbtc.go.th/
http://www.nbtc.go.th/
https://www.responsibletravel.com/copy/about-to-go-on-holiday-think-twice-about-your-souvenirs
https://www.responsibletravel.com/copy/about-to-go-on-holiday-think-twice-about-your-souvenirs
https://wwfasia.awsassets.panda.org/downloads/top_ten_report_7.pdf
https://wwfasia.awsassets.panda.org/downloads/top_ten_report_7.pdf
http://www.fio.co.th/fio/human/611214-law-2.pdf
http://www.fio.co.th/fio/human/611214-law-2.pdf
https://www4.fisheries.go.th/local/file_document/20200410114550_new.pdf

Thailand has also revised its Wildlife Preservation and Protection Act B.E.2562 (2019) that
includes updated endangered species in the preserved wildlife list. And has included the
improvement of penalties if that rules are violated in the National Parks Act B.E.2562 (2019)
(see the comparison of the 2019 Act to the 1961 Act).

2) Best practice(s)

Beware! - Sawadee (NL)

Sawadee tell their guests: Be aware of goods that may be manufactured through child
labour and local laws regarding purchase and export of antiquities. Do not buy items derived
from endangered/fragile species (flora and fauna). Be aware of which goods are made from
forbidden animals or plants. It is forbidden to take such souvenirs out of the country, and

you risk a big fine.

Here is a list of examples of products/materials that are forbidden: any type of coral and
products made of corals all big shells ivory and products made of ivory, cactuses

or orchids (e.g., rain sticks are made of cactuses and are forbidden) Chinese medicines and
plasters and any products made of the skins of tortoises, crocodiles, snakes, big cats,

butterflies and parrots.
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Criteria 10.12 Local services and goods

Clients are motivated to use local restaurants and shops (where appropriate).

1) Guidance

You must promote the support of local businesses, by communicating and recommending
local goods and services (e.g. local restaurants and shops) clearly to your clients.

Also try to recommend projects with a social or environmental mission. For example,
supporting local vocational training restaurants and/or charity shops.

2) Best practice(s)
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Encouragement to use local restaurants - Expert Africa (UK)

Clients are encouraged to purchase local goods rather than imported products, be
adventurous and dine in local restaurants and cafés. This helps to support the local
economy rather than increasing leakage to other countries through international chains.
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Criteria 10.13: Sustainable transport options

Where feasible clients are informed on sustainable transport options in destinations. For
example, by providing information on public transport.

1) Guidance

You must offer practical information regarding sustainable transport options in the
destination.

This may include sharing public transportation maps and instructions, timetables, etc. It may
also include information on electric cars or bike share programs and apps.

2) Best practice(s)
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Criteria 10.14: Donations

Clients are encouraged to donate (e.g. through travel company supported charities) to local
charity and sustainable initiatives (e.g. nature conservation, cultural and social projects).

1) Guidance

Giving donations to local charitable organisations can be one way to contribute to the
sustainability of a destination. As a company, you are encouraged to support relevant non-
profit organisations, or you may even set up your own foundation.

Some clients may be so inspired by their travels that they also wish to donate money, in
which case, you can advise them on reputable organisations, possibly linked to your tours.

These organisations need to be carefully selected and must be able to provide transparent
reporting. In order to find the right partners, do your research by joining philanthropic

networks, visiting projects with your employees, and ask lots of questions. Arguably the best
guestion to ask of such organisations is what they need the most.

2) Best practice(s)
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After holidays

Criteria 10.15: Complaints

The company has clear procedures in case of complaints from clients.

1) Guidance

Complaints not only offer businesses an opportunity to correct immediate problems, they
also frequently provide constructive ideas for improving products, adapting marketing
practices, upgrading services, or modifying promotional material and product information.

Feedback should be taken seriously and be seen as an opportunity for improvement.

To pass this criterion, your company must have a written procedure to collect, analyse and
take action based on complaints.

Resolving complaints quickly will help to recover a client’s confidence about your company
and its services. It can also help prevent further escalation of the complaint, and bad
reviews.

2) Best practice(s)
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