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[bookmark: _Hlk37253373]1. Forced labour / Illegal Labour
	Stakeholder
	Workers

	Social Topic
	Working Conditions

	Indicator
	Forced labour / Illegal labour

	Definition
	The extent to which forced labour and/or illegal labour is occurring and the mechanisms to prevent this. Forced labour is all work or service which is exacted from any person under the threat of any penalty and for which the person has not offered him- or herself voluntarily. Illegal labour includes recruitment through deception about the content or legality of the work contract including either the offering of an unlawful contract which fails to respect national labour laws, or that the contract is not signed/issued/respected in the destination place/country.

	Rationale
	Workers should be free to leave the workplace and manage their own time while not on duty, without interference or intimidation from management or security guards. If workers choose to leave their jobs, they should be free to do so, provided they have fulfilled their agreed obligations under a recognised employment contract. No respect of/non-compliance to labour laws or of the contract signed is also an indicator of exploitation. This includes cases where the individual was forced to work without a contract, where there was no respect to the contract signed, where the contract provided was unlawful or where the recruitment of the individual was illegal.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	The company or facility has a plan process in place to raise awareness of issues associated with forced labour and illegal labour. The commitments, performance, progress and effectiveness of programmes are reported publicly.
	1-4 AND 6-7

	+1
	The company or facility has a plan process in place to raise awareness of issues associated with forced labour and illegal labour.
	1-4 AND 6 OR 7

	0
	The company or facility has a system in place to implement the policy prohibiting retention of all or part of a worker’s salary, benefits, property or original documents and there is evidence of no forced labour. The company or facility has a system in place to implement the policy prohibiting no respect of/non-compliance to labour laws or of the contract signed and there is evidence of no illegal labour.
	4

	-1
	Incidents of forced labour and/or illegal labour have been discovered within the company or facility and a corrective action plan with a clear timeline for completion has been developed.
	5

	-2
	Incidents of forced labour and/or illegal labour have been discovered within the company or facility and a corrective action plan with a clear timeline for completion has not been developed OR no data is available.
	-




	Performance indicators

	PI1.
	The company or facility has a policy which prohibits retention of all or part of a worker’s salary, benefits, property or original documents.

	PI2.
	The company or facility has a policy which prohibits recruitment through deception about the content or legality of the work contract.

	PI3.
	The company or facility has a system in place which prohibits retention of all or part of a worker’s salary, benefits, property or original documents and recruitment through deception about the content or legality of the work contract.
Examples of evidence:
· All workers are employed under reasonable and documented terms which include their right to early termination of employment.
· Other monitoring mechanisms are in place.

	PI4.
	Evidence that there is no forced labour and/or illegal labour.
Examples of evidence: 
· Providing transparency on procedures.
· The absence of credible claims that there is forced labour and/or illegal labour.

	PI5.
	If incidents of forced labour and/or illegal labour have been discovered, the company or facility has developed a corrective action plan with a clear timeline for completion.

	PI6.
	The company or facility has a plan in place to raise awareness of issues associated with forced labour and illegal labour.

	PI7.
	The company or facility publicly reports its commitments, performance, progress and effectiveness of programmes.



PI1. The company or facility has a policy which prohibits retention of all or part of a worker’s salary, benefits, property or original documents.
States are obliged to protect people against forced labour. Companies are accountable under national law when infringing the law concerning forced labour. Having a policy which prohibits retention of all or part of a worker’s salary, benefits, property or original documents enforces publicly the commitment of the company against forced labour. 
Means of verification: Check that the company or facility has a policy document specifying the rules, guidelines, regulations to be followed, values and ethics regarding forced labour. 
PI2. The company or facility has a policy which prohibits recruitment through deception about the content or legality of the work contract.
That a company does not have all its workers working under a legal contract is a serious crime. Having a policy which prohibits recruitment through deception about the content or legality of the work contract enforces publicly the commitment of the company against illegal labour. 
Means of verification: Check that the company or facility has a policy document specifying the rules, guidelines, regulations to be followed, values and ethics regarding illegal labour. 
PI3. The company or facility has a system in place which prohibits retention of all or part of a worker’s salary, benefits, property or original documents and recruitment through deception about the content or legality of the work contract.
Means of verification: That the company or facility has a system that works against forced labour and illegal labour can be verified by checking that all workers are working under a reasonable contract and that they are free to resign from work even if the contract has not ended. 
PI4. Evidence that there is no forced labour and/or illegal labour.
[bookmark: _Hlk41995704][bookmark: _Hlk41995715]Examples: Some common examples of such violations of the law are having workers without a contract or workers who work longer hours than those stipulated in the contract. However, there may be many more different situations in which forced or illegal labour occurs. 
Means of verification: In order to check that the law is being complied, it is necessary to check that all workers have a legal contract and also ask them if they consider that at some point they have experienced forced labour or illegal labour in the company or facility. 
PI5. If incidents of forced labour and/or illegal labour have been discovered, the company or facility has developed a corrective action plan with a clear timeline for completion.
Examples: A situation of illegal labour that often occurs at companies or facilities is that a person hired part-time works full time, and although she or he is paid for the hours worked it is considered illegal work as is not working fully under a contract. 
Means of verification: In order to check if corrective actions have been developed for incidents of forced and/or illegal labour, the corrective action plan can be request or, failing that, an explanation of the planned solutions for the detected problems.  
PI6. The company or facility has a plan in place to raise awareness of issues associated with forced labour and illegal labour.
To raise awareness of issues associated with forced and illegal labour means spreading knowledge of this problem. Awareness can be raised through employees, stakeholders and/or the public in general. 
Examples: There are many means by which a company or facility can raise awareness, such as Social Media, press releases, events, giving advice to others, brochures, campaigns, etc. 
Means of verification: In order to verify that the company or facility raises awareness about forced and illegal labour, it can show how and by which means. 
PI7. The company or facility publicly reports its commitments, performance, progress and effectiveness of programmes.
Examples: Publicly demonstrating commitment against forced and illegal labour can be done in a number of ways, such as a statement on the website, sending this commitment directly to stakeholders, the document physically present somewhere visible in the company’s space, and so on.  
Means of verification: In order to verify that the commitment is public, the company or facility must show how has made it public and through which channels. 





2. % of jobs in tourism that are seasonal
	Stakeholder
	Workers

	Social Topic
	Working Conditions

	Indicator
	% of jobs in tourism that are seasonal

	Definition
	
The reference scale has been compiled based on the analysis of the temporality of the jobs in the tourism sector for several countries. The numbers have been calculated looking for the global average and adjusting the data to a normal distribution, so that most countries would be between +1 and -1 on the reference scale.

	Rationale
	Seasonal work is the work or employment which comes only in certain seasons, and the employment does not continue the whole year but it occurs again and again in a cycle. Workers also will be employed only during that particular season. What makes the problem of seasonal employment harder to resolve is that the structural nature of such sectors is such that employment throughout the year is economically not feasible.



	Reference scale
	Reference scale description

	+2
	<15% OR that the average contract length exceeds 10 month/year.

	+1
	15-25% OR that the average contract length does not exceed 9 month/year.

	0
	25-35% OR that the average contract length does not exceed 7 month/year.

	-1
	35-45% OR that the average contract length does not exceed 5 month/year.

	-2
	>45% OR that the average contract length does not exceed 3 month/year OR no data is available.



Means of verification: Calculate the % of jobs that are seasonal or the average contract length with the data obtained by checking the employees’ contracts specifications.








3. Working hours / Overtime
	[bookmark: _Hlk37253434]Stakeholder
	Workers

	Social Topic
	Working Conditions

	Indicator
	Working hours / Overtime

	Definition
	The extent to which a company or facility recognises workers overtime and adjusts and compensates it.

	Rationale
	In many countries there is a maximum regular working day. All worked hours that exceed this maximum regular working day are considered overtime and there is a maximum of overtime a year established by law. Overtime is paid according to collective agreement or individual contract, but the amount will never be less than the value of the regular hour. That is, overtime should be better paid than a regular hour. Overtime is sometimes compensated by rest days. Finally, it is also important to know that overtime is voluntary, unless there is a previous agreement in the collective agreement or in the individual employment contract.



	[bookmark: _Hlk135833832]Reference scale
	Reference scale description
	Relevant PIs

	+2
	The company or facility recognises working time adjustments and overtime is completely voluntary. Compensation exists: Teleworking, parental leave, arrangement per hours, and if the compensation is economic is proved to be better than an ordinary hour. This information is checked and changes occur in the organization based on the results.
	2-5

	+1
	The company or facility does not exceed the maximum overtime a year stipulated by the national legislation. The price paid for overtime in the company or facility is higher than an ordinary hour.
	2-4

	0
	Overtime does not exceed the maximum stipulated by law.
	2 

	-1
	Employees are required to work more extra hours than the maximum prescribed by law, but a corrective action plan with a clear timeline for completion has been developed.
	1

	-2
	The company or facility does not comply with overtime legislative requirements and no corrective action plan exists OR no data available.
	-



	Performance indicators

	PI1.
	The company or facility has a corrective action plan with a clear timeline for completion for improving its overtime performance.

	PI2.
	The company or facility complies with overtime legislation (maximum number of hours, compensation, voluntariness, etc.).

	PI3.
	If overtime is not voluntary by law, the company or facility lets workers choose if they want to do or not overtime.

	PI4.
	When overtime is compensated with money it is paid better than an ordinary hour.

	PI5.
	The company or facility lets workers choose whether overtime is offset by time or money.




PI1. The company or facility has a corrective action plan with a clear timeline for completion for improving its overtime performance.
A corrective action plan is a step-by-step plan that’s put in place to address specific shortcomings or errors in the operation of a company or facility. In the case of overtime, if the company does not comply with overtime legislation it should have a corrective plan to fulfil it. The plan may have different measures for the different problems that make the legislation unenforceable. 
Examples: If overtime is not voluntary in a company or facility due to the high volume of work, the corrective action plan should include a concrete solution for this, that could be for example the increasement of the workforce to cover overwork. 
Means of verification: In order to check if corrective actions have been developed, the corrective action plan can be requested or, failing that, an explanation of the planned solutions for the detected problems.  
PI2. The company or facility complies with overtime legislation (maximum number of hours, compensation, voluntariness, etc.).
Means of verification: To find out if the company or facility complies with overtime legislation, parameters like overtime hours a year per worker, the voluntariness and the price paid can be compared with the stipulated by law that can be found in Table 1. 
PI3. If overtime is not voluntary by law, the company or facility lets workers choose if they want to do or not overtime.
Many times, unless in an exceptional situation (the meaning of “exceptional situation” is also stipulated in the legislation), the law states that overtime is voluntary, and the company or facility cannot force workers to do so. 
Means of verification: The best way to check that a company or facility is not forcing workers to work overtime is by asking this information to workers. 
PI4. When overtime is compensated with money it is paid better than an ordinary hour.
The minimum price at which overtime must be paid is stipulated by law. In any case, it is positively valued that overtime, as it is voluntary, is paid better than ordinary hours. 
Means of verification: This information can be extracted by comparing the price paid to workers overtime with the price paid to them during normal hours.  
PI5. The company or facility lets workers choose whether overtime is offset by time or money.
Usually, the regulations allow to compensate overtime financially or with free time. Since overtime is voluntary, having the company let employees choose how they prefer overtime to be compensated is valued positively. 
Means of verification: The best way to check if the company or facility allows workers to choose the way they want to be compensated for overtime is asking workers about it. 

Table 1 Overtime legislation by country.
	Country
	Weekly working hours
	Maximum overtime a year
	Compulsory overtime
	Overtime price in the tourism sector
	Legislation

	Albania
	40
	200 (maximum 48 hours per week)
	-
	-
	All the sectors work based on the Work Code Nr. 7961, date 12.7.1995, changed with the law nr. 8085 date 13.3.1996, changed with the law nr. 9125, date 29.7.2013

	Croatia
	40
	250 (maximum10 hours per week)
	Overtime will only be mandatory in case of major force.
	Equal to that of an ordinary hour. 
	Zakon o radu (Employment and Labour Law) – reguliranje prekovremenog rada (Regulation of overtime work) NN 93/14, 127/17, 98/19, from 01.01.2020 (New version is coming)
https://www.zakon.hr/z/307/Zakon-o-radu


	France
	35
	220
	Collective agreement or individual contract.
	At least 10% more than an ordinary hours.
	Labor Code
Collective tourism agreement - IDCC 1909

	Greece
	40


















	120 (maximum 5 hours per week for the employees working 5 days a week and maximum 8 hours per week for the employees working 6 days a week) 
	Overtime is compulsory when the employer asks for it.

	At least 40% more than an ordinary hours.
	Νόμος 3863/2010 (ΦΕΚ 115/Α/15-07-2010) «Νέο Ασφαλιστικό Σύστημα και συναφείς διατάξεις, ρυθμίσεις στις εργασιακές σχέσεις»
https://www.taxheaven.gr/law/3863/2010 


	Italy
	In most cases 40
	250


	In general it will be mandatory in case of particular and unpredictable events, such as the absence of multiple workers at the same time, production needs occurred  and major force situations.
	Foreseen by the collective contracts. 
	Art. 3 del D.L gs. 66/2003
Main reference to be found in the collective labour agreement for the sector that applies in each specific case to the enterprise and worker. See https://www.cnel.it/Archivio-Contratti for a list of collective labour agreements, for most operators one of the collective labour agreements for the tourism sectors or for trade sectors are applied (but others may also be relevant, e.g. transportation sector for drivers, etc.).

	Spain
	40
	80
	Overtime will only be mandatory when there is a need to repair claims or other
extraordinary and urgent damage.
	Equal to that of an ordinary hour.
	- Resolución TSF/510/2018 de febrero, por la que se dispone la inscripción y la publicación del Convenio colectivo interprovincial del sector de la industria de hostelería y turismo de Cataluña (código de convenio núm. 79000275011992)
http://noticias.juridicas.com/base_datos/CCAA/617988-convenio-colectivo-interprovincial-del-sector-de-la-industria-de-hosteleria.html
- Real Decreto Legislativo 2/2015, de 23 de octubre, por el que se aprueba el texto refundido de la Ley del Estatuto de los Trabajadores
https://www.boe.es/buscar/pdf/2015/BOE-A-2015-11430-consolidado.pdf
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	Stakeholder
	Workers

	Social Topic
	Working Conditions

	Indicator
	Fair salary

	Definition
	The extent to which a company or facility compensates fairly the workers.

	Rationale
	Normally workers are remunerated with wages. Wages paid for a normal working week should meet at least the minimum national wage levels, established by law, collective bargaining agreement or industry standard. Living wage means that wages received by a worker for a standard working week should be sufficient to provide a decent local standard of living for the worker and his or her family.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	All workers are paid better than the living wage. Workers receive additional social benefits on top of what is provided by the government.
	3 AND 5-6 OR 4 AND 6

	+1
	All workers are paid a living wage.
	3 AND 6

	0
	All workers are paid the legal or industry minimum wage and there is no gender wage gap.
	2 AND 6

	-1
	Not all workers are being paid the legal or industry minimum wage but the company or facility has a corrective action plan with a clear timeline for completion for improving its salaries performance.
	1

	-2
	Not all workers are being paid the legal or industry minimum wage OR no data is available.
	-



	Performance indicators

	PI1.
	The company or facility has a corrective action plan with a clear timeline for completion for improving its salaries performance.

	PI2.
	All workers are paid the legal or industry minimum wage.

	PI3.
	All workers are paid the sector wage by range.

	PI4.
	All workers are paid better than the sector wage by range.

	PI5.
	All workers receive additional social benefits on top of what is provided by the government.

	PI6.
	There is no wage gap between man and women in the same working category.



PI1. The company or facility has a corrective action plan with a clear timeline for completion for improving its salaries performance.
Reviewing the company’s wages information, the legislation and the sectors’ information is important to detect possible mismatches, problems and errors that may be occurring. 
Examples: A restaurant reviews the salary information and realizes that the salary paid to its waiters is lower from that stipulated by the sectors’ collective agreement, to solve this mismatch the restaurant modifies the salary of the waiters in order to comply with the sectors’ collective agreement. 
Means of verification: To find out if the company or facility is reviewing the issue of salaries, some questions can be asked, such as if they review salary information, if so, how often, if they have detected problems and what have they done to correct them, and so on. 
PI2. All workers are paid the legal or industry minimum wage.
Many times countries and sectors indicate the minimum wage to be paid to the workers according. 
Means of verification: Information of a companies’ compliance with the wages can be obtained by comparing the wages the company pays to its workers with the country or tourism sector wage stipulated minimum wages that can be found in Table 2. 
PI3. All workers are paid the sector wage by range.
Many times the collective agreements of the sectors indicate the minimum wage to be paid to the workers according to the position they occupy. Compliance with collective agreements is important as it is part of the legislation. 
Means of verification: Information of a companies’ compliance with the wages can be obtained by comparing the wages the company pays to its workers with the tourism sector wage by range indicated by collective agreement that can be found in Table 2. 
PI4. All workers are paid the sector wage by range.
Paying more than stipulated in the sector’s collective agreement to workers shows that the company or facility is not limited to compensating workers for working hours, but also gives great value to the work they do. 
Means of verification: Information of a companies’ paying better wages can be obtained by comparing the wages the company pays to its workers with the tourism sector wage by range indicated by collective agreement that can be found in Table 2. 
PI5. All workers receive additional social benefits on top of what is provided by the government.
Providing benefits to the workers outside they salary shows that the employer is proactively trying to improve the well-being of employees. There are many different types of benefits as for example extended maternity and paternity leave, more holidays, schedule flexibility, among others.
Means of verification: To verify this, workers can be asked which social benefits, besides their wage, they receive as another type of compensation for their work. 
PI6. There is no wage gap between man and women in the same working category.
That two people working in the same position have the same base salary is an initial good indicator that there is no wage gap, because depending on variable facts such as seniority, the final salary could change between people doing the same job. It is also important to check that aside of the base salary, the workers perceive the same salary supplements in case that belong to them. 
Means of verification: In order to verify that there is no wage gap it is necessary to compare the salaries of people doing the same work and check that are the same. 
Table 2 Wages information per country.
	Country
	Minimum annual wage 
	Average annual wage
	Tourism sector wage by range
	Reference documents

	Albania 
	312 Lekë (2522,23€)
	618’372 Lekë (4998,96 €)
	-
	http://www.instat.gov.al/al/temat/tregu-i-pun%C3%ABs-dhe-arsimi/pagat/publikimet/2019/statistikat-e-pagave-t1-2019/

	Croatia
	6.500€ 
(40h/week)

	14025,6€
(40h/week)
	Varying by the type of the work the standard average goes from 6072€ net/year to 12641,6€ net/year 
	Zakon o minimalnoj plaći (Minimum Wage Act) NN 118/18
from 01.01.2020
https://www.zakon.hr/z/400/Zakon-o-minimalnoj-pla%C4%87i 
Uredba o visini minimalne plaće (Decree on the amount of the minimum wage) NN 106/2019 (from 01.01.2020) 
https://narodne-novine.nn.hr/clanci/sluzbeni/full/2019_11_106_2114.html
Average annual wage 2019 https://narodne-novine.nn.hr/clanci/sluzbeni/2020_03_24_587.html
Average annual wage in Tourism (no available detailed statistics): https://www.mojaplaca.hr/placa/turizam-i-ugostiteljstvo 

	France
	14435€ net
	29304€  net
	-
	Collective agreement for hotels, cafes and restaurants (HCR) - Brochure JO 3292 - IDCC code 1979


	Greece
	7800€ 
(40 hours/week)













	13937€
	-
	Απόφαση οίκ. 49825/2686/2018 (ΦΕΚ 4419/Β/4-10-2018) «Κήρυξη γενικώς υποχρεωτικής της από 27.3.2018 Συλλογικής Σύμβασης Εργασίας για τους όρους αμοιβής και εργασίας των εργαζομένων στις ξενοδοχειακές επιχειρήσεις όλης της χώρας»
https://www.taxheaven.gr/circulars/29542/49825-2686-2018

	Italy
	No minimum annual salary exists. Also, there is no hourly wage set by law, minimum wages are established by collective labour agreements.
	-
	-
	Regulated by the National collective labour agreements
https://www.lavoro.gov.it/temi-e-priorita/rapporti-di-lavoro-e-relazioni-industriali/focus-on/Contrattazione-collettiva/Pagine/default.aspx

Main reference to be found in the collective labour agreement for the sector that applies in each specific case to the enterprise and worker. See 
https://www.cnel.it/Archivio-Contratti 
for a list of collective labour agreements, for most operators one of the collective labour agreements for the tourism sectors or for trade sectors are applied (but others may also be relevant, e.g. transportation sector for drivers, etc.).


	Spain
	13299,6€
(40 hours/week)
	27537€
	Section C of the annex of the reference document.
	Resolución TSF/510/2018 de febrero, por la que se dispone la inscripción y la publicación del Convenio colectivo interprovincial del sector de la industria de hostelería y turismo de Cataluña (código de convenio núm. 79000275011992)
http://noticias.juridicas.com/base_datos/CCAA/617988-convenio-colectivo-interprovincial-del-sector-de-la-industria-de-hosteleria.html
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5. Presence of a formal policy concerning health and safety
	Stakeholder
	Workers

	Social Topic
	Health & Safety

	Indicator
	Presence of a formal policy concerning health and safety

	Definition
	The extent to which the management maintains or improves the safety and overall health status of the workers, not only within the company, but also along the supply chain. The term health, in relation to work, indicates not merely the absence of disease or infirmity but also includes the physical and mental elements affecting health, which are directly related to safety and hygiene at work. This social topic assesses both the rate of incidents and the status of prevention measures and management practices.

	Rationale
	The purpose of occupational health is promoting and maintaining the highest degree of physical health of workers in all occupations; preventing workers from leaving their jobs on the grounds of ill health caused by their working conditions; protecting workers from harm incurred at work as a result of factors detrimental to health; placing and retaining workers in an occupational environment adapted to their physiological and psychological capabilities; taking gender differences into account.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	The company or facility has a plan-do-check-act process in place to pro-actively protect workers’ health and safety. (Beyond compliance with local laws). Results show yearly improvements.
	1-2, 4-5

	+1
	The company or facility has a plan-do-check-act model in place to pro-actively protect workers’ health and safety. (Beyond compliance with local laws).
	1-2 AND 4

	0
	Sufficient evidence indicates compliance with health and safety standards or local laws and workers have access to all the required personal protective equipment.
	1-2

	-1
	Evidence indicates that the company does not comply with health and safety standards, and a corrective action plan with a clear timeline for completion has been developed. 
	3

	-2
	Evidence indicate that the company or facility does not comply with health and safety standards or local laws but a corrective action plan with a clear timeline for completion has not been developed OR no data is available. 
	-









	Performance indicators

	PI1.
	The company or facility complies with health and safety standards or local laws.
Type of evidence required: 
· Licence to operate, certification schemes/standards on health and safety, audits, etc.
· The company or facility has conducted health and safety risk assessment. 

	PI2.
	Workers have access to all the required personal protective equipment.

	PI3.
	In a case of non-compliance with health and safety standards or local laws, the company or facility has developed a corrective action plan with clear timeline for completion.

	PI4.
	Preventive measures and emergency protocols exist, beyond compliance with local laws.

	PI5.
	Company or facility data shows that there is an improvement year after year.



PI1. The company or facility complies with health and safety standards or local laws.
Complying with health and safety regulations is important for the well-being of employers, visitors and customers. 
Means of verification: The type of evidence that can be displayed to check if regulations are being met are the following: 
- Licence to operate: It is a grant of permission to undertake a trade or carry out a business activity, subject to regulation or supervision by the licensing authority. 
- Audits: A health and safety audit is an expert assessment of an organisation’s health and safety policies, systems and procedures. A health and safety audit is not mandatory but is highly recommended. Can be internal, that require at least one team member with the right training and qualifications, or external, an independent assessment of your health and safety management systems, that is an opportunity to benchmark your organisation using recognised standards such as OHSAS 18011 or ISO 45002
- Risk assessment: Risk assessments are part of the risk management process and are included in the Management of Health and Safety at Work Regulation. A risk assessment is the process of identifying what hazards currently exist or may appear in the workplace. A risk assessment defines which workplace hazards are likely to cause harm to employees and visitors. Risks need to be considered in all aspects of the working environment. Here are some examples of the things that should be included in a risk assessment: 
· Hazards: electrical safety, fire safety, manual handling, hazardous substances, risk factors for repetitive strain injury, stress, violence, etc. 
· Tasks: cleaning with chemical substance, maintenance work or dealing with the public, etc.
· Organisational factors: staffing policies, systems of work, equipment purchasing policies, consultation and participation, management techniques or working hours, shift patterns, lone working, etc.


PI2. Workers have access to all the required personal protective equipment.
Personal protective equipment is equipment that will protect the user against health or safety risks at work.
Examples: Depending on the tasks to be performed the protective material will be different, however some examples may be safety helmets, gloves, eye protection, high-visibility clothing, safety footwear, etc. 
Means of verification: The best way to check if workers have access to all the required personal protective equipment is by asking this information to workers.
PI3. In a case of non-compliance with health and safety standards or local laws, the company or facility has developed a corrective action plan with clear timeline for completion.
Non-compliance with health and safety legislations can lead to accidents, injuries, large financial penalties, inspections and audits, etc. Therefore, if health and safety regulations are not complied with is important to set up a corrective action plan to comply fully with the law as otherwise it can lead to serious problems. 
Examples: An example of a situation of non-compliance could be that at the facilities is detected to be a lower amount of fire extinguishers than the indicated by the regulations, then it is necessary to set up a corrective action plan to comply with the regulations by putting the necessary fire extinguishers where appropriate because in the case of accident this kind of issues can lead to serious health and security problems. 
Means of verification: In order to check if corrective actions, in the case of non-compliance, have been developed, the corrective action plan can be request or, failing that, an explanation of the planned solutions for the detected problems.
PI4. Preventive measures and emergency protocols exist, beyond compliance with local laws.
Preventive measures are effective controls that protect workers from workplace hazards; help avoid injuries, illnesses, and incidents; minimize or eliminate safety and health risks; and help employers provide workers with safe and healthful working conditions. 
Emergency protocols are the best way to prepare to respond to an emergency before it happens. Few people can think clearly and logically in a crisis, so it is important to do so in advance, when you have a time to be thorough. An emergency action plan covers designated actions employers and employees must take to ensure employee safety from fire and other emergencies. 
Examples: At a minimum, an emergency action plan must include the following:
· A preferred method for reporting fires and other emergencies.
· An evaluation policy and procedure.
· Emergency escape procedures and route assignments, such as floor plans workplace maps, and safe or refuge areas.
· Names, titles, departments, and telephone numbers of individuals both withing and outside your company to contact for additional information or explanation of duties and responsibilities under the emergency plan.
· Procedures for employees who remain to perform or shut down critical plant operations, operate fire extinguishers or perform other essential services that cannot be shut down for every emergency alarm before evacuating. 
· Rescue and medical duties for any workers designated to perform them. 
Means of verification: Check that the company or facility has preventive measures and emergency protocols and verify that these are complete enough.
PI5. Company or facility data show that there is an improvement year after year.
Means of verification: To check the effectiveness of health and safety policies a good indicator is the reduction year after year of the severity and number of accidents and health problems of workers arising from work. 
 




















[bookmark: _Toc135757060]3. Training
6. Training hours per year
	[bookmark: _Hlk37253669]Stakeholder
	Workers

	Social Topic
	Training

	Indicator
	Training hours per year

	Definition
	The extent to which a company or facility provides staff with the proper amount and adequateness of training to increase the knowledge and skills of employees for doing specific jobs and development in other general aspects.

	Rationale
	Training is the process of enhancing the skills, capabilities and knowledge of employees for doing a particular job. Training process moulds the thinking of employees and leads to quality performance of employees. Training is crucial for organizational development and success. It is fruitful to both employers and employees of an organization. An employee will become more efficient and productive if he is trained well. A total number of hours a year for training are stipulated by law.



	Reference scale
	Reference scale description

	+2
	>30 hours of training for all workers (if there is no legal or industry minimum training hours) OR more than the legal or industry minimum training hours, AND specific sustainability training.  

	+1
	20,1-30 hours of training for all workers (if there is no legal or industry minimum training hours) OR more than the legal or industry minimum training hours.

	0
	20 hours of training for all workers (if there is no legal or industry minimum training hours) OR the legal or industry minimum training hours.

	-1
	10,1-19,9 hours of training for all workers (if there is no legal or industry minimum training hours) OR less than the legal or industry minimum training hours.

	-2
	<10 hours of training for all workers (if there is no legal or industry minimum training hours) OR no training OR no data available.












Table 3 Training information per country.
	Country
	Minimum training hours per worker per year
	Document

	Albania 
	-
	There is not a specific number of training hours and this is decided internally be every institution or business.

	Croatia
	Individually agreed in each company.
	Zakon o radu (Employment and Labour Law) – reguliranje prekovremenog rada (Regulation of overtime work) NN 93/14, 127/17, 98/19, from 01.01.2020 (New version is coming)
https://www.zakon.hr/z/307/Zakon-o-radu

	France
	30
	“Professional future” law of September 5, 2018

	Greece
	-
	There is not a specific number of training hours.

	Italy
	For health and safety 4 hours minimum and for other topics it depends on the specific sector.
	articolo 37 D.Lgs. del n. 81/2008
Health and safety training is foreseen for each worker but no further training is expected. In some cases the matter may be defined in collective labour agreements. 

	Spain
	20
	Real Decreto 694/2017, de 3 de julio, por el que se desarrolla la Ley 30/2015, de 9 de septiembre por la que se regula el Sistema de Formación Profesional para el Empleo en el ámbito laboral. 
https://www.boe.es/buscar/act.php?id=BOE-A-2017-7769&p=20170705&tn=2



Means of verification: Timesheets of training and other proofs of training can be ask to managers, and in its absence it can be ask to workers. 
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[bookmark: _Toc135757062]4. Local capacity building
7. Partnerships involving the local community 
	[bookmark: _Hlk37253732]Stakeholder
	Local community

	Social Topic
	Local capacity building

	Indicator
	Partnerships involving the local community

	Definition
	The extent to which the company or facility dialogues, partnerships and develops projects with the local community.

	Rationale
	Community involvement is the power to bring positive, measurable change to both the communities in which you operate and to your business. Community involvement examples include in-kind and financial donations, employee volunteer days, enduring non-profit partnerships, and more. In fact, the benefits of corporate community involvement are two-fold, providing positive returns to local charitable organizations and neighbourhoods and boosting company performance indicators, such as reputation and employee engagement. Corporate community involvement programs can provide your company with a platform for showcasing products, employee competencies, and your firm’s values.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	Partnership and projects are robust implemented and running since the last 3 years. Dialogue is an activity with a defined frequency (>1 time per year). The company has concrete plans for helping on the promotion of local events or local entrepreneurships and small businesses.
	3-6

	+1
	Some activity is already implemented and in place. Dialogue exists. Results of dialogue are recorded and are part of the management decisions. The company participates somehow on the promotion of local events or local entrepreneurships and small businesses.
	3-4 AND 5 OR 6

	0
	Some activity is already implemented and in place. Dialogue exists.
	2-3

	-1
	Some partnership and/or project is planned but not implemented.
	1

	-2
	No information is available about the company or facility involvement with the local community.
	-



	Performance indicators

	PI1.
	Information is available about the company or facility plans for involvement with local community.

	PI2.
	There is evidence that dialogue exists between the company or facility and the local community.

	PI3.
	Some activity is already implemented or being implemented at that moment.

	PI4.
	Regularity has been established for the dialogue between the company or facility and the local community.

	PI5.
	The company or facility is involved in the promotion of local small businesses or entrepreneurship.

	PI6.
	There is evidence that the partnerships and projects implemented are solid and long lasting.



PI1. Information is available about the company or facility plans for involvement with local community.
Examples: An example that prove that the company or facility has plans for involvement with local community could be the existence of some dialogue with local businesses for possible partnerships or the attendance of the company or facility to some local events to engage with the local community and local organisations. 
Means of verification: It would be enough any evidence that can show that the company or facility is making movements in the direction of starting to collaborate with the local community. 
PI2. There is evidence that dialogue exists between the company or facility and the local community.
Means of verification: Evidence that there is dialogue between the local community and the company or facility can be asked to the company along several questions that can be for example: Who they have a relationship with, when they meet, in which projects they are working on or want to work on together, etc.
PI3. Some activity is already implemented or being implemented at that moment. 
Examples: 
- Tour Operator: The tour operator can offer information leaflets regarding local businesses.  
- Accommodations and Food & Drinks: Partnership  with local community can be done through the promotion of local products. In the event that the production of olive oil was an activity that characterizes the community, a restaurant can have exposed an oil bottle produced locally and with the possibility for tourists to buy it there or to have more information about it. 
- Mobility & Transfer: Public transport often carries various advertising and one way to collaborate with the local community could be to try to reach agreements so that the advertising they carry was from local companies or organizations.
Means of verification: Ask for information about the activities the company or facility has implemented or is implementing to collaborate with the local community.
PI4. Regularity has been established for the dialogue between the company or facility and the local community.
The company or facility with local community agents and/or businesses has established a certain regularity to dialogue and this does not preclude them from speaking as many times as necessary. 
Example: An example of regularity could be meeting once a month, once a quarter or any periodicity stipulated between parties.  
Means of verification: In order to check this aspect it is necessary to ask the company or facility if they have a frequency set for the meetings and if so what is this frequency. 


PI5. The company or facility is involved in the promotion of local small businesses or entrepreneurships. 
Examples: The company or facility can offer information about local businesses through explanations, information in form of a brochure given to visitors, offering business cards from these small businesses, etc. 
Means of verification: In order to verify that the company is making efforts to promote these businesses, they can show the system they use to do so. 
PI6. There is evidence that the partnerships and projects implemented are solid and long lasting. 
Example: For three years now, the company or facility has been offering information leaflets about other local businesses and organizations to customers. 
Means of verification: The information to be obtained in this section is whether the collaborations with the local community last over time and are not only sporadic. To find out, the best way is asking the company about the duration of the different actions carried out and if they have any proof of this. 


















[bookmark: _Toc135757063]5. Local employment
8. % of workforce hired locally
	[bookmark: _Hlk37253759]Stakeholder
	Local community

	Social Topic
	Local employment

	Indicator
	% of workforce hired locally

	Definition
	

	Rationale
	Hiring from your local talent pool signals to your customers and clients that you’re a true citizen of your area. You’re investing in its growth, the well-being of its citizens and the health of local economy, enabling communities to help themselves. Your company may also benefit from incentives. Finally local professionals have contextual and cultural knowledge of the region and are able to speak the local language, which are key assets to give a good service.



	Reference scale
	Reference scale description

	+2
	≥95% and the company has publicly committed to grow local employment or at least keep the workforce stable in the long term.

	+1
	95-80% and the company actively contributes to skill development in connection to its future needs for staffing.

	0
	95-80% and no strategy for improvement is in place.

	-1
	50-79,9%.

	-2
	<50% OR no data available.



Examples of strategies and actions implemented for improvement:
- Prioritize candidates who, with equal or similar job skills, are local residents.
- Offer internships to local students. 
- Attend business fairs in higher education centres, universities, etc. of regional scope. Although at the specific time of the event the company does not need workers, this type of event allows you to create a portfolio of qualified local people for different jobs that may be needed in the future. 
- A commitment document in which the company undertakes to promote the hiring of people in the area.
- The company helps financially or otherwise the job training of local young people in activities related to the local context, with the aim that this knowledge allow them to stay.
Means of verification: In order to verify if the company or facility has implemented any strategy and/or has carried out actions in order to improve the hiring of local staff, it would be necessary to ask them what they are doing in this aspect. 



9. % of spending on locally based suppliers
	[bookmark: _Hlk37253809]Stakeholder
	Local community

	Social Topic
	Local employment

	Indicator
	% of spending on locally based suppliers

	Definition
	

	Rationale
	By supporting local suppliers, an organization can indirectly attract additional investment to the local economy. Local sourcing can be a strategy to help ensure supply, support a stable local economy, and maintain community relations. 



	Reference scale
	Reference scale description

	+2
	≥75%, and strategy for maintenance and improvement is in place and some actions implemented.  

	+1
	≥75% and no strategy for improvement is in place.

	0
	50-75% and a strategy for improvement is in place.

	-1
	<50% and a strategy for improvement is in place.

	-2
	<50% and no strategy or action exists for improvement.



Examples of strategies and actions implemented for improvement:
- A strategy to be adopted may include that, as long as there is the option and the quality is the desired one, the local supplier is chosen.
- A commitment document in which the company undertakes to promote spending on locally based suppliers.
- Have a list of the different local suppliers, depending on the products that the company requires, with the necessary information to compare it with other suppliers. 
Means of verification: In order to verify if the company or facility has implemented any strategy and/or has carried out actions in order to improve the spending on local suppliers, it would be necessary to ask them what they are doing in this aspect. 









[bookmark: _Toc135757064]6. Well being 
10. Residents' perception of tourism impacts
	[bookmark: _Hlk37253848]Stakeholder
	Local community

	Social Topic
	Well being

	Indicator
	Residents’ perception of tourism impacts

	Definition
	The extent to which the company or facility has a system in place to know and to monitor the perception of the residents in front of the tourism activity that develops.  

	Rationale
	Many communities perceive that with tourism comes a range of negative impacts on their community and culture. At the same time, tourism may be an important source of benefits for a community. The social, cultural and economic impacts on a host community are inextricably linked. There may be beneficial synergies or inverse relationships amongst the three impact areas and differing opinions amongst several community groups and individuals as to what constitutes a benefit and what is negative for the community. Accepting economic development often means accepting the cultural changes that accompany tourism development. This may happen without the opportunity for communities to decide whether they actually want change or not. If community-based tourism is to be sustainable, there need to be common goals, possibly developed by some type of committee and with community support.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	A monitoring system exists and information is collected, actions based on the residents’ perception on tourism are planned and implemented. Actions taken and follow-up show continuous reduction of complaints.
	2-4

	+1
	A monitoring system exists and information is collected, actions based on the residents’ perception on tourism are planned but not implemented.
	2-3

	0
	A monitoring system exists and information is collected but no action is planned/or implemented.
	2

	-1
	No system for monitoring the perception of the residents exists but is planned to have it soon.
	1

	-2
	No system for monitoring the perception of the residents exists OR no data available.
	-



	Performance indicators

	PI1.
	The company or facility has a commitment to place a system to monitor the resident’s perception.

	PI2.
	The company or facility already has a system to monitor the resident’s perception on tourism.

	PI3.
	The company or facility is committed to take action with the conclusions extracted from the monitoring system of residents’ perception on tourism.

	PI4.
	A reduction of the residents’ complains due to the actions taken for improvement is visible.



PI1. The company or facility has a commitment to place a system to monitor the resident’s perception.
Means of verification: In order to know if the company or facility intends to put in place a system to monitor the perception of the residents it is necessary to ask them when they intend to do so, if they have sought information on what options are available when collecting this information, what system do they think they will use, and so on.
PI2. The company or facility already has a system to monitor the resident’s perception on tourism.
Examples: Some systems that allow to collect the perception of the residents can be surveys, questionnaires, through the web page, through contact with associations of neighbours, through the set of complaints received directly to the company, etc. 
Means of verification: The best way to check if the company has a system in place to monitor the resident’s perception on tourism is to ask them to show it, if so. 
PI3. The company or facility is committed to take action with the conclusions extracted from the monitoring system of residents’ perception on tourism.
Examples: 
- That they keep these answers obtained during some time to be able to analyse the evolution.
- If they have a document that shows that an analysis is made with the answers obtained.
- If they can tell a problem they have detected with the residents’ perception monitoring system and how they have solved it, and if there is evidences if they can show it.
Means of verification: In order to check if the company or facility has taken action with the conclusions extracted from the monitoring system of residents’ perception on tourism  they can be asked which actions they have taken and whether they have perceived improvements after implementing them. 
PI4. A reduction of the residents’ complains due to the actions taken for improvement is visible.
Means of verification: This information can be obtained by comparing the perception of the residents’ from one year to the previous one. The idea is to increase positive opinions and decrease complaints year after year. 





[bookmark: _Toc135757065]7. Tourism
11. The service favour local tourism/residents
	Stakeholder
	Local community

	Social Topic
	Tourism

	Indicator
	The service favour local tourism/residents

	Definition
	The extent to which a company or facility integrates in its products some tourism products for local residents.

	Rationale
	Tourism does not always have to mean traveling out of place of residence. Sustainable tourism also includes what it’s called local tourism. To make this possible, local authorities and tourism companies need to develop strategies in order to provide quality tourism services for locals.  



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	Those activities are maintained over the time. Company is involved in the promotion and dissemination of the offer aimed at local tourists.  
	2-6

	+1
	Projects are planned and implemente. Access to tourist sites and activities is facilitated for local tourists. The local language is also used in tourist places an activities.
	2, 4 AND 5

	0
	Projects are planned and implemented OR access to tourist sites and activities is facilitated for local tourists OR the company or facility can use the local language.
	2 OR 4 OR 5

	-1
	A strategy is in place but projects are neither planned nor implemented.
	1

	-2
	No strategy or projects exists OR no data is available.
	-



	Performance indicators

	PI1.
	The company or facility has a strategy to integrate in its tourism products, tourism attractions for local residents.  

	PI2.
	The company or facility has implemented projects to integrate in its tourism products, attractions for local residents.  

	PI3.
	There is evidence that those activities are maintained over the time and that are not punctual.

	PI4.
	The company or facility facilitates the access of local tourists to tourist places and activities.

	PI5.
	The company or facility can use the local language in tourist activities and places.

	PI6.
	The company or facility promotes local tourism and communicates the offers for local tourists.







PI1. The company or facility has a strategy to integrate in its tourism products, tourism attractions for local residents.  
Means of verification: In this case it is necessary to check that the company has planned or implemented tourist products for local residents. 
PI2. The company or facility has implemented projects to integrate in its tourism products, attractions for local residents.  
Examples: In order to integrate tourist attractions for locals, many different actions can be carried out, such as modifying rates for residents, promoting tourist attractions in local establishments, adapting the explanations of a tourist route to the knowledge of local people, tasting of local products, etc. 
Means of verification: To find out that efforts are being made to create a space for local tourism, it is necessary to ask if there is currently an offer for this target, if so, which are these activities.  
PI3. There is evidence that those activities are maintained over the time and that are not punctual.
Means of verification: It is necessary to check that the activities that are carried out for the local inhabitants are not sporadic, but that some of them are permanent (e.g. modification of prices for the residents) or that they are done with a certain regularity (e.g. once a month there is a wine tasting for locals). 
PI4. The company or facility facilitates the access of local tourists to tourist places and activities.
Examples: There are several ways to facilitate the access of the local inhabitants to the activities and tourist places as it can be the reduction of the prices of the entrance, days reserved for the exclusive access of the residents, etc. 
Means of verification: In order to verify this, it is necessary to ask if they have implemented strategies to facilitate the access to the local inhabitants and if so which ones. 
PI5. The company or facility also uses the local language in tourist activities and places.
Native language not only allows people to communicate and connect with one another, but it allows to understand and appreciate the history and culture of a place. It is for all of this and more that is important to keep the local language present in public and private spaces, even if it coexists with other languages. 
Examples: When we talk about the use of the local language, reference is made to having the option of having information in this language such as the menu of restaurants and bars, tourist information panels, museums information, information brochures, labels, that workers can communicate in the local language, and so on.  
Means of verification: It is necessary to check that all the information provided by the company or facility, regardless of whether the medium is written or oral, is given or can be given also in the local language. 

PI6. The company or facility promotes local tourism and communicates the offers for local tourists.
Examples: To reach the locals it is necessary to use communication channels used by them such as billboards in local shops, creation of a specific newsletter with information on local tourism, promotion at local fairs, social networks where local information is shared, local radio and television, etc. 
Means of verification: The best way to check if the company promotes local tourism is by asking them to show the promotions made for local tourists in order to verify that it has been carried out. 
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[bookmark: _Toc135757067]8. Integration of sustainability on supply chain
12. Environmental/social criteria for supplier selection
	[bookmark: _Hlk37254097][bookmark: _Hlk37254030]Stakeholder
	Value Chain

	Social Topic
	Integration of sustainability on supply chain

	Indicator
	Environmental/social criteria for supplier selection

	Definition
	The extent to which a company or facility takes into account the performance on environmental/social aspects for selecting its suppliers.

	Rationale
	Supplier selection in procurement is one of the most studied problems in supply chain management. Many criteria have been identified in supplier evaluation and selection for a supply chain. In general, the supplier selection problem involves multiple criteria including attractive price, high quality, in time delivery, perfect post-sale service and so on. Different companies have their own ways in carrying out the supplier selection process that aligns with their corporate strategy. With the increasing awareness of corporate social responsibility and environmental responsibility, corporations have been paying more attention in selecting suppliers that are capable of adhering to the practice of sustainability.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	Suppliers selection is continuously being monitored. It is valued that the suppliers have a sustainability report and/or certifications evaluating the sustainability performance (e.g. EMAS). Company share initiatives/good practices with supply chain actors.
	2-6

	+1
	Criteria exists for supplier selection based on environmental issues and on social issues and is continuously monitored and applied. Company knows what suppliers/partners are doing and takes it into account. The company has the criteria for selecting suppliers set out in a document and supplier information is also documented.
	2-4

	0
	Criteria exists for supplier selection based on environmental issues and on social issues.
	2

	-1
	The selection criteria for suppliers is being elaborate.
	1

	-2
	No criteria exists OR no data available.
	-



	Performance indicators

	PI1.
	The selection criteria for suppliers is being elaborated.

	PI2.
	The company or facility has a selection criterion for suppliers based on its environmental/social performance.

	PI3.
	The selection criteria is continuously being monitored.

	PI4.
	The company or facility has the criteria for selecting suppliers set out in a document. The information about the suppliers performance is well documented.

	PI5.
	The company or facility is proactive in the way that provides help to improve the environmental and social performance of the supply chain.

	PI6.
	The company or facility takes into account, in a positive way, the suppliers having sustainability reports and/or certifications evaluating the sustainability performance.




PI1. The selection criteria for suppliers is being elaborated.
Means of verification: By asking if they have started to develop the criteria for selecting suppliers and if so, what steps they have taken and at what point in the elaboration process they are.
PI2. The company or facility has a selection criteria for suppliers based on its environmental/social performance.
The company or facility has a criteria that takes into account the good environmental and social practices when selecting suppliers. 
Examples: Some criteria that can be taken into account when selecting suppliers could be for example that most of the products used by the supplier are organically produced, that it has a certification that verifies good practices in some aspect or in general in terms of sustainability, that all the energy used by the supplier comes from renewables, etc. 
Means of verification: In order to verify that the company has a selection criteria for suppliers based on its environmental/social performance they can show the document where they have developed the criteria or, if not written, they can explain it. 
PI3. The selection criteria is continuously being monitored. 
The selection criteria is a document that is being improved and modified as the times goes by and new legislations, proposals and concerning about environmental and social aspects emerge.
Means of verification: To find out if the selection criteria is continuously being monitored it is necessary to ask which changes have been applied in the selection of suppliers over time.
PI4. The company or facility has the criteria for selecting suppliers set out in a document. The information about the suppliers performance is well documented.
Means of verification: When you ask the company for the supplier criteria they can show you a document with the criteria well described. The information about suppliers performance is also well documented and can contain information like having or not sustainability and/or environmental certifications, having or not a sustainability report, the different measures the suppliers take for being more sustainable with regards for example water, energy, CO2, family reconciliation, carbon footprint, etc.
PI5. The company or facility is proactive in the way that provides help to improve the environmental and social performance of the supply chain.
When the company detects that some supplier can do a better performance with regards some environmental and/or social aspects the company helps the supplier on this improvement. 
Examples: In the event that a company perceives that a supplier is no making a good work, for example, in promoting family reconciliation and the company has experience in that field, it gives advice, tips, techniques to the supplier for improvement.  Another example could be when a company uses a system to reduce water consumption it passes the information to its suppliers so then they can also learn how to reduce water consumption. 
Means of verification: A good way to know if the company is proactive with its suppliers is by asking the company if helps its suppliers to improve in terms of environmental and social performance and, if so, how does it help them. 

PI6. The company or facility takes into account, in a positive way, the suppliers having sustainability reports and/or certifications evaluating the sustainability performance.
That the supplier has certifications in terms of sustainability is important as they demonstrate an involvement in this area and also from these certifications you can know a lot of information about what is being done.
Examples: In order to be able to assess suppliers according to certifications and/or sustainability reports the company may have for example a database where can be found the information about its suppliers sustainability certifications and reports. The selection criteria may also include priority for working with those suppliers who, under similar conditions to others, have certifications and/or reports with regards sustainability. 
Means of verification: That the company takes into account positively the suppliers having sustainability reports and/or certifications with regards to sustainability can be verified by asking the company if they value positively those suppliers with certifications and sustainability reports, and if so, if they can indicate or show that they are aware of the certifications of their suppliers and that they have their suppliers sustainability reports. 


















[bookmark: _Toc135757068]9. Supplier Relationships
13. Payments on time to suppliers
	[bookmark: _Hlk37254172][bookmark: _Hlk46400769]Stakeholder
	Value Chain

	Social Topic
	Supplier Relationships

	Indicator
	Payments on time to suppliers

	Definition
	The extent to which a company or facility pays to its suppliers as agreed with them and is in compliance with the law.

	Rationale
	Paying suppliers on time is beneficial for suppliers but also for the company or facility. A commitment to prompt payments is likely to:
-	Help the company’s relation with suppliers.
-	Make suppliers keen to work with the company.
-	Increase suppliers’ confidence in the company as a business partner.
-	Help the company to avoid late-payment interest charges.
-             Enable the company to negotiate better deals.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	Most (>85%) payments are made within the period agreed with the supplier. The company or facilit has a payment management system implemented.
	1 AND 3-4

	+1
	Most (>85%) payments are made within the period agreed with the suppliers. The company is in compliance with the agreements made with suppliers.
	1 AND 3

	0
	Most (>85%) payments to suppliers are made within the period established by law.
	1

	-1
	Some payments are made after the deadline established by law but the company or facility has plans to comply fully with this deadlines.
	2

	-2
	Most payments to suppliers are made after the deadline established by law. 
	-



	Performance indicators

	PI1.
	The company or facility is in compliance with the law regarding payments to suppliers.

	PI2.
	In a case of non-compliance with supplier payments laws, the company or facility has developed a corrective action plan with a clear timeline for completion.

	PI3.
	The company or facility is in compliance with the agreements made with suppliers regarding payments.

	PI4.
	The company or facility has a payment management system implemented.








PI1. The company or facility is in compliance with the law regarding payments to suppliers.
Most European countries have specific legislation for payments to suppliers which usually indicates the maximum period of time you have to pay suppliers. 
Means of verification: To find out if a company or facility complies with payment to suppliers regulations, the time it takes the company to pay suppliers can be compared to the maximum stipulated by law, that can be found in Table 4.
Table 4 Payments to suppliers information by country.
	Country
	Deadline of payment (days)
	Document

	Albania 
	To be paid at maximum by the date 5 of the next month.
	Work Code Nr. 7961, date 12.7.1995, changed with the law nr. 8085 date 13.3.1996, changed with the law nr. 9125, date 29.7.2013	

	Croatia
	30 days if they have not set a payment date with the supplier with maximum extension up to 60 days if agreed, or due to major force.
	Zakon o financijskom poslovanju i predstečajnoj nagodbi (Law on Financial Operations and Pre-Bankruptcy Settlement) NN 108/12, 144/12, 81/13, 112/13, 71/15, 78/15, from 01.09.2015 
https://www.zakon.hr/z/543/Zakon-o-financijskom-poslovanju-i-predste%C4%8Dajnoj-nagodbi

	France
	30th day following receipt of the goods or performance of the service. This period can go beyond 30 days, without exceeding 60 days from invoicing (or 45 days end of month) if it is specified in the contract.
	Commercial code: articles L441-10 to L441-16
Payment deadlines and administrative sanction
Commercial code: articles L470-1 to L470-2
Sanctions
General Tax Code: Articles 275 to 277 A
Payment deadline for VAT-free purchases
Order of June 15, 2020 relating to the setting of the legal interest rate


	Greece
	30 days or up to 60 days, if the supplier has agreed differently with the company.
	Νόμος 4152/2013 (ΦΕΚ 107/Α/09-05-2013) παράγραφος Ζ’ «Καταπολέμηση καθυστερήσεων πληρωμών στις εμπορικές συναλλαγές»
https://www.taxheaven.gr/circulars/16483/arora

	Italy
	For Public Administration deadline is 30 days. In all cases where a longer deadline is justified by the nature of the service and granted by the parties, within the maximum limit of 60 days.
	Direttiva UE 7/2011 (recepita con decreto legislativo n. 192 del 2012 https://www.gazzettaufficiale.it/eli/id/2012/11/15/012G0215/sg).

	Spain
	30 days if they have not set a payment date with the supplier and 60 days if they have set a date.
	Ley 15/2010, de 5 de julio, de modificación de la Ley 3/2004, de 29 de diciembre, por la que se establecen medidas de lucha contra la morosidad en las operaciones comerciales. 
https://www.boe.es/buscar/doc.php?id=BOE-A-2010-10708



PI2. In a case of non-compliance with payments to suppliers laws, the company or facility has developed a corrective action plan with a clear timeline for completion.
The delay in the payment of invoices is one of the main problems that many small and medium-sized enterprises (SMEs) have to deal with, especially when the time comes to settle the invoices issued to the Treasury and they cannot wait for their effective collection. In these cases, there is usually a liquidity problem that can lead many SMEs to serious situations. For this reason, laws have been drafted to combat late payment, although most companies do not comply with it. 
Means of verification: In order to check if corrective actions have been developed, the corrective action plan can be request or, failing that, an explanation of the planned solutions for the detected problems.  

PI3. The company or facility is in compliance with the agreements made with suppliers regarding payments.
Sometimes a company has contracts with suppliers where payments deadlines are indicated. In many cases the legislation makes the deadlines stipulated by contract with the supplier prevail over the deadline stipulated by law. 
Means of verification: It is necessary to check that, in the event that there are contracts with the suppliers where the deadline for payment of the invoices is stipulates, the invoices are paid on time.
PI4. The company or facility has a payment management system implemented.
Example: Examples of a suppliers payment management system can be an Excel-like database, an specific software, and so on. 
Means of verification: In this case it is necessary to make sure that the company or facility has a system to manage payments to suppliers. 
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14. Accessibility to people with disabilities 
	Stakeholder
	Customer/Tourist

	Social Topic
	Quality of the service

	Indicator
	Accessibility to people with disabilities

	Definition
	The extent to which the products and services supplied by a company or facility are accessible to people with disabilities.

	Rationale
	Accessibility can be defined as the “ability to access” the functionality, and possible benefit, of some system or entity and is used to describe the degree to which a product such as a device, service, environment is accessible by as many people as possible. The World Health Organization (WHO) states that 15 per cent of world population are with disabilities and meanwhile accessibility is often used to describe facilities or amenities to assist people with disabilities, as in “wheelchair accessible”, the term can extend to Braille signage, wheelchair ramps, elevators, audio signals at pedestrian crossings, walkway contours, website design, and so on.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	Most of the company or facility products are accessible to people with disability. The accessibility plans and projects are robust implemented. The company or facility offers alternatives to those activities that cannot be adapted.
	2-5

	+1
	The company or facility offers alternatives to those activities that cannot be adapted.
	1, 3 AND 5

	0
	The minimum adaptations required by law are met.
	3

	-1
	Most of the company or facility products are not accessible to people with disabilities but there are plans to reverse this situation.
	1

	-2
	Most of the company or facility products are not accessible to people with disabilities OR no data available.
	-



	Performance indicators

	PI1.
	There are plans to improve the performance in terms of accessibility to people with disability.

	PI2.
	Most of the products are accessible to people with disability.

	PI3.
	The minimum adaptations required by law are met.

	PI4.
	A robust plan has been implement in terms of accessibility to people with disability.

	PI5.
	The company or facility offers alternatives to those activities that cannot be adapted.







PI1. There are plans to improve the performance in terms of accessibility to people with disability.
Means of verification: It would be enough any evidence that the company or facility is making movements in the direction of improving the performance in terms of accessibility either by adapting the space, activities, etc. 
PI2. Most of the products are accessible to people with disability.
Means of verification: Check that more than half of the products and/or activities offered by the company are accessible to people with disabilities. 
PI3. The minimum adaptations required by law are met.
Many countries have laws that indicate the minimum requirements that certain spaces must meet to ensure the accessibility of people with disabilities. 
Means of verification: Check that the company or facility complies with the accessibility regulations indicated in Table 6.
Table 6 Accessibility regulations by country.
	Country
	Document

	Albania 
	Law Nr. 93/2014 “For involving and the access of people with disabilities”

	Croatia
	Zakona o prostornom uređenju i gradnji (Physical Planning and Construction Act) (NN 76/07, 38/09, 55/11, 90/11 and 50/12): Pravilnik o osiguranju pristupačnosti građevina osobama s invaliditetom i smanjene pokretljivosti (Rules on Accessibility for people with disabilities and reduced mobility) 
https://narodne-novine.nn.hr/clanci/sluzbeni/2013_06_78_1615.html

	France
	Law n ° 2005-102 of February 11, 2005 for equal rights and opportunities, participation and citizenship of people with disabilities

	Greece
	Νόμος 2831/2000 (ΦΕΚ 140/Α/13-06-2000) «Τροποποίηση των διατάξεων του Ν. 1577 (1985 «Γενικός Οικοδομικός Κανονισμός» και άλλες πολεοδομικές διατάξεις»

	Italy
	Decreto del Presidente della Repubblica 380/2001, Testo unico delle disposizioni legislative e regolamentari in materia edilizia
https://www.gazzettaufficiale.it/eli/id/2001/11/15/01A12340/sg negli articoli da 77 a 82 sono confluite queste leggi, che attualmente sono comunque ancora in vigore:

Legge 13/1989, Disposizioni per favorire il superamento e l'eliminazione delle barriere architettoniche negli edifici privati
https://www.gazzettaufficiale.it/eli/id/1989/06/23/089G2547/sg 

Decreto Ministeriale 236/1989, Prescrizioni tecniche necessarie a garantire l'accessibilità, l'adattabilità e la visitabilità degli edifici privati e di edilizia residenziale pubblica sovvenzionata e agevolata, ai fini del superamento e dell'eliminazione delle barriere architettoniche. https://www.gazzettaufficiale.it/eli/id/1989/06/23/089G0298/sg

Legge 104/1992, Legge-quadro per l'assistenza, l'integrazione sociale e i diritti delle persone handicappate – art.23,24,26 https://www.gazzettaufficiale.it/eli/id/1992/02/17/092G0108/sg

Decreto del Presidente della Repubblica 503/1996, Regolamento recante norme per l'eliminazione delle barriere architettoniche negli edifici, spazi e servizi pubblici
https://www.gazzettaufficiale.it/eli/id/1996/09/27/096G0512/sg 


	Spain
	Ley 13/2014, de 30 de octubre, de accesibilidad.
https://www.boe.es/buscar/doc.php?id=BOE-A-2014-11992



PI5. A robust plan has been implemented in terms of accessibility to people with disability.
When we talk about implementing a robust plan it is indicating that it is going a step further than usual. In this case the company has achieved a fairly deep adaptation of both the physical space and the activities and products it offers.
Examples: When we talk about “what is usual” we are referring to the adaptation of the accesses to the building and bathrooms for people with reduced mobility and information panels in braille, as other types of adaptations are rarely implemented 
Means of verification: In this case is important to check that the adaptations go beyond what is usual.
PI6. The company or facility offers alternatives to those activities that cannot be adapted.
Examples: There are many ways to adapt different activities to different disabilities. For example, in the case of an inaccessible mountain excursion for people with reduced mobility, it can be changed to a visit to an accessible lake or beach. Adapting an activity does not mean having to completely change the concept of it, if an activity is in nature it must be adapted for another activity also in nature so that everyone can enjoy it.
Means of verification: That the company or facility offers alternatives to those activities that cannot be adapted can be verified by asking them to show what activities and/or products they have adapted and how.
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15. Risk management plan
	Stakeholder
	Customer/Tourist

	Social Topic
	Health & Safety

	Indicator
	Risk management plan

	Definition
	The extent to which a company or facility has a risk management plan and monitors it.

	Rationale
	Accidents and trauma account for around 25% of mortality in overseas travellers, and at a rate of 2-3 times higher for 25-44 year old compared to rates at home. Fatalities are most commonly due to traffic or swimming accidents, with alcohol frequently a contributing factor. Accidents are the most common form of health problem for travellers. The industry and individual operators need to ensure appropriate training, standards, facilities and monitoring that are routinely maintained.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	There is evidence of continuous improvement of the risk management performance.
	2-4

	+1
	A risk management plan is in place and periodically reviewed.
	2-3

	0
	A risk management plan is in place.
	2

	-1
	No risk management plan exists but is going to be developed in the near future.
	1

	-2
	No risk management plan exists OR no data available.
	-



	Performance indicators

	PI1.
	The company or facility has plans for the implementation of the risk management plan.

	PI2.
	The company or facility has a risk management plan.

	PI3.
	The risk management plan is periodically reviewed.

	PI4.
	Results of plans and/or projects implemented for the improvement of the risk management performance are traced and get better as time goes on.



PI1. The company or facility has plans for the implementation of the risk management plan.
Means of verification: In the event that they have a risk management document but have not implemented it, it is necessary to check that they have a plan to implement it soon.
PI2. The company or facility has a risk management plan.
A risk management plan is a document to foresee risks, estimate impacts, and define responses to risks. The risk management plan contains all the risk assessment, analysis, tolerance, and mitigation considerations.
Means of verification: Check that the company has a documented risk management plan. 
PI3. The risk management plan is periodically reviewed.
Means of verification: Check that the various actions, activities, systems... included in the risk management plan are periodically reviewed. Ask the frequency of the review, recent changes made, etc.
PI4. Results of plans and/or projects implemented for the improvement of the risk management performance are traced and get better as time goes on.
Means of verification: It can be seen that year after year accidents and incidences decrease in number and severity thanks to the actions implemented within the framework of the risk management plan.
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16. Presence of a mechanism for customers to provide feedback
	[bookmark: _Hlk37254817]Stakeholder
	Customer/Tourist

	Social Topic
	Feedback mechanism

	Indicator
	Presence of a mechanism for customers to provide feedback

	Definition
	The extent to which the company or facility has mechanisms for customers to provide feedback and monitors it to improve its performance.

	Rationale
	Customer feedback is input relayed from your customers about their experience and satisfaction levels regarding your product or service. Customer feedback can come in from a variety of channels (email, social media, etc.) or other tools. Is important to have customer feedback for future product development, improving the customer experience and overall customer satisfaction levels. Proper analysis provides a company or facility with a better view of what it has to change and improve on to help increase customer loyalty and reduce customer support cases.



	Reference scale
	Reference scale description
	Relevant PIs

	+2
	A feedback mechanism exists and information is collected, actions are planned and implemented. Results of the customers perception are traced and show a better perception as time goes on.
	2 AND 4-5

	+1
	 A feedback mechanism exists and information is collected, actions are planned but not implemented.
	2-3

	0
	A feedback mechanism exists and information is collected but no action is planned/or implemented.
	2

	-1
	No feedback mechanism exists but it is planned to have it soon.
	1

	-2
	No feedback mechanism exists OR no data is available.
	-



	Performance indicators

	PI1.
	The company or facility has plans to have a feedback mechanism soon.

	PI2.
	The company or facility has a feedback mechanism for customers.

	PI3.
	The company or facility has plans for improvement based on the information gathered through the feedback mechanism.

	PI4.
	The company or facility has implemented the plans.

	PI5.
	Results of plans and/or projects implemented for the improvement of the customers perception are traced and get better as time goes on.












PI1. The company or facility has plans to have a feedback mechanism soon.
Means of verification: Check that the company has started thinking about setting up a feedback mechanism for customers by asking them things like with what feedback mechanisms have they been thinking for implementation, when they are going to implement it, and so on.
PI2. The company or facility has a feedback mechanism for customers.
Examples: There are many possible mechanisms for customers to give feedback such as complaint forms, surveys, rating on the company's own website, evaluation on other websites, etc.
Means of verification: Check that the company has a system so that customers can give their opinion of the company's services and/or products.
PI3. The company or facility has plans for improvement based on the information gathered through the feedback mechanism.
Examples: For example, in the case of a restaurant, it is detected that several customers consider that the supply of dishes suitable for vegetarians is scarce, then the company accordingly decides to expand the menu for the next season and add more variety of dishes suitable for vegetarians. 
Means of verification: It is important that the company analyses the comments received by customers through the feedback mechanism and that that proposes solutions to the problems detected and enhance those positive points. They can be asked what plans they have in mind and what problems would be solved with its implementation.
PI4. The company or facility has implemented the plans. 
Means of verification: It is necessary to check that the plans for improvement based on the information extracted from the feedback mechanism are implemented. They can be asked to explain examples of improvements made from some information extracted from customers.
PI5. Results of plans and/or projects implemented for the improvement of the customers perception are traced and get better as time goes on.
Means of verification: It can be seen, as the company keeps customer feedback from other years for a while, that as time goes on negative ratings decrease and positive ones increase.
2

