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Media Release




Tuesday 31 August

New Zealand Hotels release new Qualmark assessment standards

The New Zealand Hotel Council and other representatives of the hotel sector today announced their updated assessment criteria to make Qualmark quality assurance assessments more consistent and valuable for licence holders, and in line with visitor expectations.  
“The review of the Qualmark rating system is all about ensuring that our industry is providing a level of accommodation and service expected on the world stage.  It’s been a collective approach to a difficult task and I believe that both the industry and our international visitors will benefit from the changes,” Zayne Boon, Regional General Manager Accor Hospitality said today.  
“It was essential for us to work in partnership with the hotel sector to make sure the updated criteria were relevant given the feedback we’ve been receiving, and changes to the industry over the last eight years.” David Wilks, outgoing Qualmark Chairman said. “We’re grateful to the sector for the enthusiastic support they have given to the update process.”  
Jennie Langley, Chair of the New Zealand Hotel Council and a member of the Hotel Sector Steering Group said the development of the new criteria had been a thorough process over a number of months and that hotels were pleased with the overall outcome.
TIA Chief Executive Tim Cossar said it was important the new criteria placed more emphasis on aspects of the visitor experience like customer service and online presence which are particularly relevant in the run-up to the Rugby World Cup 2011.  “I am confident the new criteria will assist the hotel sector with better informing the travelling public by giving more accurate definitions of the levels of service and facilities to expect."
The 2009/10 review was the first time the criteria have been reviewed since 2002. Following suggestions from the hotel industry and the results of customer research, some of the criteria have simply been updated, while others have been redeveloped or deleted entirely. Among those that have changed include; a new restaurant service section has been added and overall customer service criteria have been strengthened. The criteria around reservations have been updated and the emphasis given to the bedroom sections has been reduced. Also suggested by the industry was the strengthening of the list of ‘minimum requirements' for five-star properties along with introduction of a Mystery Shopper component to their rating. 

At the request of the industry, Qualmark’s Enviro responsible tourism awards process will be simplified and separated from the general assessments. Licence holders will still see minimum requirements for environmental sustainability in the main awards process but the Enviro Award score will have no bearing on a licence holder’s star grading.  Hotels that wish to apply for Enviro Award status will be able to do so separately. 
Qualmark assessors have been piloting and testing the criteria and as a result there may be some changes in current scores and grades. However hoteliers will have 12 months from the date of their next assessment or until November 2011, whichever comes later, to take on the recommendations in their report.  This takes the timing of the Rugby World Cup into consideration.   
Qualmark assessors will be using the revised criteria immediately and these are available to licence holders by logging into Qualmark’s website www.qualmark.co.nz 

 “It is Qualmark’s responsibility to help the industry preserve and maintain its world class standards, and that is what we will be doing as we implement the new criteria, developed by the industry, for the industry,” David Wilks said. 
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For further information, please contact:
Jennie Langley, Chair, Hotel Council of New Zealand

Ph 021 730 387 or jennie.langley@paradise.net.nz
Cathy Wood, Qualmark Communications 

Ph 021 304540 or communications@qualmark.co.nz
About Qualmark:  
Qualmark is New Zealand tourism’s official quality accreditation agency and the Qualmark logo identifies businesses that have been through rigorous and independent onsite assessments using a set of national quality standards developed with the industry. 
Qualmark NZ is a joint venture company held in 60% ownership by Tourism New Zealand (TNZ) and 40% by the Automobile Association (AA).  They’ve been funding the scheme since its inception in 1993. 
Currently 2,300 businesses are Qualmark licenced and nearly 600 have received Enviro sustainability awards.  
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