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FOREWORD 
 
 
This Malaysian Standard was developed by the Technical Committee on Tourism and 
Related Services under the authority of the Industry Standards Committee on Tourism, 
Exhibition and Hospitality Services. 
 
Compliance with a Malaysian Standard does not of itself confer immunity from legal 
obligations. 
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Accommodation premise - Classification -  
Criteria and requirements for hotels 

 
 
0 Introduction 
 
The growth in accommodation sector in the hospitality enterprises is becoming increasingly 
competitive and travelers are noticeably more discerning in making decision on the choice of 
place to stay. The physical and personal comfort experienced by visitors is of key importance 
in influencing the selection of accommodation premises. 
 
Generally, hotels are similar in its modus operandi. The establishment of a standard hotel 
classification is an important feature in distinguishing the different level of quality services and 
range of facilities provided by hotels. A recognised hotel classification standard presents a 
valuable tool for service operators or any hospitality enterprises to benchmark with, and to 
improve their quality efforts. 
 
The more common hotel classification standard is the 'star-rating' system. The star-rating 
system involves activities to demonstrate the fulfillment of specified requirements by service 
operators. A higher star-rating signifies more luxury, increase in the level of services and 
range of facilities provided. 
 
 
1 Scope 
 
This Malaysian Standard specifies general criteria and set of requirements for the standard of 
hotel classification using the 'star-rating' system. This standard is intended to be used by 
relevant authoritative body as well as interested parties that are engaged in the hospitality 
industry to determine the star-rating for hotels. 
 
This standard does not cover the hotel apartments, orchid-rated hotels and boutique hotels. 
 
 
2 Terms and definitions 
 
For the purposes of this standard, the following terms and definitions apply. 
 
2.1 authoritative body 
 
Administrative entity that has legal powers and rights. 
 
2.2 accommodation rating 
 
System providing an assessment of the quality standards and provision of facilities and/or 
services of tourist accommodation. 
 
NOTE.  Typically within five categories, often indicated by one to five symbols. 
 
2.3 accommodation premise 
 
A premise that provides at least sleeping and sanitary facilities. 
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2.4 category 
 
A specifically defined division in a rating system. 
 
2.5 criteria 
 
A set of quality areas of requirement on which evaluation and decisions can be based. 
 
2.6 hotel 
 
Establishment with reception, services and additional facilities where accommodation and in 
most cases meals are available and registered by an authoritative body. 
 
 
3 Prerequisite entry requirements 
 
In order for accommodation premises to qualify for rating, an operator shall have to fulfill all 
statutory obligations, relating to: 
 
a) licensing and registration; 
 
b) fire prevention and safety; 
 
c) food safety and hygiene; 
 
d) health and safety; and 
 
e) facilities for the physically challenge. 
 
An operator shall provide evidence of fulfillment of the above requirements to the relevant 
authoritative body. 
 
 
4 Assessment criteria 
 
Each ‘star’ rating system has one to five stars. The assessment criteria that is used to 
determine star-rating evaluates six different quality areas, which include common areas, 
qualitative and aesthetic requirements, room requirements, services, safety and hygiene and 
staff. 
 
Minimum requirements for each of the respective quality areas are given in Annex A. 
 
 
5 Determining star-rating points 
 
Points in the star-rating for each criterion under the quality areas are based on a scale of one 
to ten. The scale is intended to guide the authoritative body in the evaluation of each criteria 
and the set of requirement for the different levels of quality services and facilities as 
demonstrated by the accommodation premise. 
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Based on the assessment of the accommodation premises, the range of quality score points 
will be awarded in accordance with Table 1. The total of all these scores will define the 
specific star-rating of the accommodation premise. 
 

Table 1.  Quality score 
 

Assessment
 

Points

Excellent 
 

9 to 10 

Very good 
 

7 to 8 

Good 
 

5 to 6 

Fair 
 

3 to 4 

Poor 
 

1 to 2 

 
 
An important aspect to consider in the assessment of quality of services and facilities is the 
consistency in judgement. In order to assure that assessment is consistent across the 
establishment, the following description on assessment terms apply: 
 
a) excellent means achieves highest quality level; 
 
b) very good means exceeds high quality requirements most of the time; 
 
c) good means exceeds minimum quality requirements; 
 
d) fair means meeting minimum quality requirements; and 
 
e) poor means not meeting minimum quality requirements. 
 
The number of requirements, total maximum points and weightings in percentage for each 
quality area is given in Table 2. 
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Table 2.  Calculation on the percentage of points to obtain star-rating 
 

Quality areas 
 

No of 
requirements

 

Total 
maximum 

points  
 

Weightings 
(%) 

 

Calculation 

Qualitative and aesthetic 
requirements 
 

2 20 10 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Common area 
 

15 150 20 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Room requirement  
 

18 180 20 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Services 
 

13 130 25 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Safety and hygiene 
 

8 80 10 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Staff 
 

12 120 15 
⎟
⎠
⎞

⎜
⎝
⎛

100 
250

x

Total   100 
 

 

 
The level of star-rating will be awarded based on the scoring of the total weightings expressed 
in percentage, as given in Table 3. 
 
 

Table 3. Level of star-rating by weightings in percentage 
 

Weightings 
(%) 

 

Star-rating 

90 to 100 
 

5 

75 to 89 
 

4 

60 to 74 
 

3 

46 to 59 
 

2 

31 to 45 
 

1 

30 and below 
 

 

 
Under the star-rating system, the minimum requirement for each quality area varies according 
to the different quality standards and provision of facilities and/or services. Detailed 
information on these differences is given in Annex A. 
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6 Compliance 
 
Accommodation premises found conforming to the requirements of this Malaysian Standard 
at the time of inspection shall be deemed to comply with this standard. 
 
 
7 Certification 
 
The accommodation premise shall be awarded with the appropriate star-rating upon approval 
by the authoritative body in Malaysia, provided it conforms to the requirements of this 
standard.  
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Annex A 

(normative) 
 
 

Minimum requirements for star-rating of hotels  
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
1. QUALITATIVE AND AESTHETIC REQUIREMENTS 

 
(The function and aesthetic are based on all equipment i.e. 
furniture, soft furnishing, decoration and bathroom, sanitary 
ware and fitting). 
 

 

 

 
Safe, functional. 
Standard quality and 
well maintained (see 
notes). 

 
Safe, functional, 
good quality and 
well maintained 
(see notes). 
 

 
Safe functional, very 
good quality and well 
maintained and of 
good taste (see 
notes). 
 
Local and appropriate 
decoration in 
common areas (see 
notes). 

 
Safe, functional, 
excellent quality and 
taste and well 
maintained (see notes). 
 
 
Local appropriate 
decoration in common 
areas (see notes). 
 
Local decoration in 
bedrooms (see notes). 
 

 
Safe, functional, highest 
quality and taste and 
well maintained (see 
notes). 
 
 
Local appropriate 
decoration in common 
areas (see notes). 
 
Local decoration in 
bedrooms (see notes). 
 

NOTES: 
 
1. Safe refers to all the legal requirements for safety e.g. Certificate of fitness. 
 
2. Function refers to use of space, seating, capability, traffic flow, operational needs. 
 
3. Aesthetic refers to style character emphasis (design feature). 
 
4. Ambience refers to creating aesthetically pleasing environment and condition which encourage a suitable atmosphere complementary to style of service. 
 
5. Colour refers to reflection and use of lights, colour scheme and combination. 
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Minimum requirements for star-rating of hotels (continued) 
  

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

 
2. 

 
COMMON AREAS 
 
2.1 Reception area (hall, lounge. lobby) main 
entrance, facilities for the disabled 

 
 
 
1. Reception area is 

one with sitting 
facilities for at 
least 2 persons. 

 
 
 
 
2. Facilities for the 

disabled. 
 
 
 

 
 
 
1. Reception  

Area is one with 
sitting facilities for 
at least 2 persons. 

 
 
 
 
2. Facilities for the 

disabled. 
 
 
 
 

 
 
 
1. Well appointed 

reception 
hall/lounge, 
commensurate to 
the size of hotel.  

 
2. Suitable main 

entrance with 
special provisions 
for the disabled. 

 
 

 
 
 
1. Well appointed and 

well decorated 
spacious 
lobby/lounge, 
commensurate to 
the size of hotel with 
sitting facilities. 

 
2. Suitable main 

entrance with special 
provision for the 
disabled. 

 
 
 
 

 
 
 
1. Well appointed and 

well decorated 
spacious lobby 
lounge reading and 
writing area, 
commensurate to 
the size of hotel. 

 
2. Having a suitable  

main entrance  
with special  
provisions for the 
disabled. 

   
 

 
2.2  Bar 
 
 
 
 

NOTE.  Not applicable for a compliance hotels. 
 
 

 
Not compulsory. 

 
Not compulsory. 

 
Wherever permissible 
by law, there should 
be a bar. 

 
Wherever permissible 
by law, there should be 
a separate bar with an 
atmosphere of comfort. 

 
Wherever permissible 
by law, there should be 
an elegant separate bar 
with an atmosphere of 
comfort and luxury. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
2.3   Fine dining 
( room/restaurant/breakfast room) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

 
Not compulsory. 

 
Not compulsory. 

 
Clean, well equipped and well 
maintained dining room/ 
restaurant, size in proportion to 
hotel capacity serving breakfast, 
lunch and dinner. 

 
1. Clean, well equipped 

and well maintained 
dining 
room/restaurant; 

 
2. Breakfast, lunch and 

dinner served with 
varied choice of 
beverages; 

 
3. High standard of local 

decoration, furniture 
and service; 

 
 
 
 
 
4.  Good quality of  

F and B Linen; 
     - napkin; 
     - table cloth; 
     - table skirting; and 
     - green felt. 
 
If there are recycled 
materials, evaluator will 
consider giving better 
marks. 

 
1. Dining room/ 

restaurant with 
capacity to serve all 
hotel guests as and 
when required; 

 
2. Specialty restaurant 

and private dining 
rooms available; 

 
3. Excellent standard 

with regards to 
cuisine (quality and 
variety) choice of 
wines and other 
beverages, decor, 
furniture and service; 

 
4. Good quality of  

F and B Linen; 
     - napkin; 
     - table cloth;   
     - table skirting; and 
     - green felt. 
 
If there are recycled 
materials, evaluator will 
consider giving better 
marks. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

      
5.   F and B Items: 

     - glass ware; 
     - cutlery/flatware; 
     - table seating ; 
     - China ware. 

 
5.   F and B Items: 
     - glass ware; 
     - cutlery/flatware; 
     - table seating ; 
     - China ware. 
 

  
2.4   Banquet/conference hall 

 
Not compulsory. 

 
Not compulsory. 

 
Meeting rooms facility available for 
at least 20 people.  Prayer room 
available. 
 
 
 
 

 
Banquet/conference hall 
with adequate conference 
facilities and services.  
Prayer room available. 

 
Banquet/conference hall 
with complete conference 
facilities of international 
standards.  Prayer room 
available. 
 

  
2.5   Restaurants 

 
All categories:  
 

1.  Restaurants serving halal and non-halal food - separate kitchen, storage facilities, washing facilities, utensils and  equipments. 
 
2.  Subject to JAKIM’s requirement/Department of Health or Hygiene.  

 
  

2.6   Outdoor area/indoor area 
 
Not compulsory. 

 
Not compulsory. 

 
  At least a well appointed 
relaxation area for hotel guests. 

 
A common outdoor area 
or a spacious common 
terrace to create an 
atmosphere of comfort. 
 

 
  A common outdoor area 
such as garden, a roof 
garden or a spacious 
common terrace to 
create an atmosphere of 
comfort. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 

 

THREE-STAR FOUR-STAR FIVE-STAR 

  
2.7   Entertainments/recreation/sports 

 
At least a Radio/TV in common areas. 

 
Music and TV 
made available 
and a corner for 
indoor games 
facilities. 

 
1. Swimming pool for adult 

and children. 
 
2. Swimming pool is 

attended by qualified life 
guard for pools (more 
than 4.5 ft) and pool 
attendant for shallow 
pool. 

 
3. Recreation - health club 

gymnasium/sauna and 
facilities (outdoor and 
indoor). 

 
4. Creation of activities in 

promoting culture and 
traditional performance 
and local ways of life 
are to be encouraged.  

 
5. Local artists are to be 

given priority to perform 
in the hotel. 

 

 
1. Swimming pool for adult 

and children. 
 
2. Swimming pool is 

attended by qualified life 
guard for pools (more 
than 4.5 ft) and pool 
attendant for shallow 
pool. 

 
3. Recreation - health club 

gymnasium/sauna and 
facilities (outdoor and 
indoor). 

 
4. Creation of activities in 

promoting culture and 
traditional performances 
and local ways of life are 
to be encouraged. 

 
5. Local artists are to be 

given priority to perform 
in the hotel.  

 
 

  
 
 
 
 
 
 

 

 

M
S 2446:2012

 

©
 S

TA
N

D
A

R
D

S
 M

A
LA

Y
S

IA
 2012 - A

ll rights reserved
10 



MS 2446:2012 

28  © STANDARDS MALAYSIA 2012 - All rights reserved 

 
 
 

Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

  
2.8   Sanitary installation for common areas 

 
1. Public toilets (separate for ladies and gentlemen) for guests near 

common areas.   
 
2. Should be clean and in good running order, have washing facilities. 
 
 
3. Sufficient supply of toilet paper, clean towels and hot air drier. 
 
4. Public toilets should be labeled according to gender. 
 

 
1. Public toilets (separate for ladies and 

gentlemen) for guests near common areas. 
 
2.  Should be clean and in good running order, have 

washing facilities with water saving technique. 
 
3.  The use of press (water-saving) water hose. 
 
4. Sufficient supply of toilet paper (made from 

recycled material), clean towels and automatic 
hot air drier. 

 
5.  Advisable to use bio-degradable liquid dispenser 

shampoo.  
 
6.  Sanitary paper towel disposal facility. 
 
7.  Public toilets to be labeled. 
 

  
2.8.1  Public toilets for the disabled (OKU) 

 
All categories:  Public toilets for the disabled should be provided. 
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Minimum requirements for star- rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 

 

THREE-STAR FOUR-STAR FIVE-STAR 

  
2.9   Dustbins 

 
All categories:  
 

1.   No dry liquid refuse or filth of any sort shall be permitted to be deposited in any part of the hotel except in approved 
pattern dustbins provided for that purpose. 

2.   Adequate number of bins with lids to be provided. 
3.   All bins to be lined with plastic bags before dumping refuse into them.  
4.  All bins to be placed at suitable area so as to prevent contamination to foodstuff. 
5.   Bins used for food waste to be covered and placed at suitable location. 

 
     

 2.10 Fan thermal conditions for common areas 
 
Fan(s) for the 
ventilation in public 
rooms. 

 
Fan(s) for the 
ventilation in public 
rooms. 

 
1. Air conditioning 

guaranteeing 
thermal comfort in 
public rooms 
depending on 
location and 
situation. 

 

 
1. Central air 

conditioning 
guaranteeing 
thermal comfort 
depending on 
location and 
situation.  

 
1. Central air 

conditioning 
guaranteeing 
thermal comfort 
depending on 
location and 
situation. 

  
2.11 Public telephone 

 
Provide sufficient telephone facility 
for guests use located at the common areas 
/reception area and/or nearby. 

 
Provide sufficient 
telephone facility 
for guests use located 
at the reception at the 
lobby or nearby. 

 
Provide sufficient 
telephone facility 
for guests use located 
at the reception area 
and/or nearby. 
 

 
Provide sufficient 
telephone facility 
for guests use located 
at the reception area 
and/or nearby. 
 

 
 

 
2.12  Lifts 

 
Lifts are to be 
provided for rooms 
situated five floors or 
60 ft and above. 

 
Lifts are to be 
provided for rooms 
situated five floors or 
60 ft and above. 

 
1. Lifts are provided 

where there are 
more than five 
floors or 60 ft, 
including ground 
and basement if 

 
1. Lifts are provided 

where there are 
more than five 
floors or 60ft, 
including ground 
and basement if 

 
1. Lifts are provided 

where there are 
more than five 
floors or 60 ft, 
including ground 
and basement if  
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 

 

THREE-STAR FOUR-STAR FIVE-STAR 

  
 
 
 
 
 

  public facilities are 
located in the 
latter. 
 

2.  Lift capacity in 
proportion to the 
room capacity. 

 

public facilities are 
located in the 
latter. 

 
2. Lift capacity in 

proportion to the 
room capacity. 

 
3. Separate service 

lift. 
 

public facilities are 
located in the latter. 

 
 

2. Lift capacity in 
proportion to the 
room capacity. 

 
 3. Separate lift for 

staff, service and 
luggage. 

  
2.13   Corridors 
 
 

 
All categories: Corridors or other spaces outside guest room should be covered with noise absorbing material and material used 
should be of “fire-proof”/ should have a fire retardant treatment. 

  
2.14   Corridors Precautions 

 
All categories: 

 
1. Corridors heading to guest rooms should be illuminated 24 h and should be wide enough for emergency situations. 

Materials used should be of “fire-proof”/should have a fire retardant treatment. 
2. Fire safety requirements to be adhered to.  
3. Equipped with communication system/overriding paging system.                             
 

 
3. 

 
BEDROOMS REQUIREMENTS 
 
3.1 Minimum size of bedroom 

 
              Minimum standard requirement:   
      

a. Size        : 8 sq m 
b. Height   :  2.5 m 

            (excluding bathroom and balcony). 
 

 
 
 
 
 
Single        Double 
 
8 sq m       10 sq m 
2.5M          2.5 m 
 
 

 
 
 
 
 
Single        Double 
 
8 sq m       10 sq m 
2.5 m          2.5 m 

 
 
 
 
 
Single        Double 
 
10 sq m     12 sq m 
2.5 m          2.5 m 

 
 
 
 
 
Single          Double 
 
12 sq m       14 sq m 
2.5M            2.5mm 

 
 
 
 
 
Single         Double 
 
13 sq m      16 sq m 
2.5M           2.5 m 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
3.2   Bedrooms furniture and fittings  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1. Beds with clean linen, blankets, clean pillows and mattresses;  
 

 
2. Curtains; 
 
3. Night table; 
 
4. Writing table; 

 
5.  Cupboard/wardrobe with hangers and 

shelves (or drawers); 
 
6.   Mirrors; and 
 
7.   Waste basket. 
 
 
 
 
 

 
2. Curtains; 
 
3. Night table; 
 
4. Writing table; 
 
5. One chair and one 

armchair per room; 
 
6. Cupboard/ 

wardrobe with 
hangers and 
shelves (or 
drawers); 

 
7. Mirrors; 
 
8. Waste basket; 
 
9. Luggage rack; 
 
10. Fridge (local 

brand products 
/food and 
beverages) to be 
made available; 
and 

 
11. All bedrooms 

furnishings to be 
of good quality, 
and taste and well 

      maintained. 

 
2. Curtains; 
 
3. One Night table; 
 
4. One table; 
 
5. One chair and one armchair per room; 
 
 
6. Cupboard/wardrobe with hangers and shelves (or 
drawers); 
 
 
 
7. Mirrors; 
 
8. Waste basket; 
 
9. Luggage rack; 
 

 10.Fridge (local brand product/food and beverages) 
to be made available; 

 
 
 
 
11. Extra bed upon request; 
 
12. Hair dryer upon request; and 
 
13.All bedroom furnishings to be of excellent quality 

and taste perfectly maintained. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

  Encourage use of the elements of Malaysian Batik and local decorations. 
 

 3.2.1 Kiblat sign in bedroom All categories: Kiblat Sign to be displayed clearly on the ceiling of every room. 
 

  Ashtray upon request in designated smoking room/area only. 
 

  
3.3   Electrical equipment 

 
At least one electric 
socket with indication 
of voltage in each 
room. 
 

 
1. Electric socket with 

indication of 
voltage in each 
room. 

 
2. Independent light 

for ceiling (in room 
without private 
bathroom) and 
bedside reading 
light for each 
guest. 

 
 

 
1. Electric socket 

with indication of 
voltage in each 
room. 

 
2. Independent light 

for ceiling and 
bedside reading 
light for each 
guest. 

 
3. Reading lamp 

beside one 
armchair and 
beside table. 

 
4. Electronic door 

Key System to be 
provided in every 
room.  

 
1. Electric socket with 

indication of voltage 
in each room. 

 
 
2. Independent light for 

ceiling and bedside 
reading light for 
each guest. 

 
 
3. Reading lamp 

beside one armchair 
and beside table. 

 
 
4. Electronic door Key 

System to be 
provided in every 
room.  

 

 
1. Electric socket with 

indication of voltage 
in each room. 

 
 
2. Independent light for 

ceiling and bedside 
reading light for each 
guest. 

 
 
3. Good lighting beside 

an armchair and 
besides writing 
table/dressing table.  

 
4. Electronic door Key 

System to be 
provided in every 
room. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR 
 

THREE-STAR FOUR-STAR FIVE-STAR 

 
 

3.4   Bedroom windows All categories:  To adhere to building code set by the appropriate authority for equipment or appliances. 

 
 

 
3.5.  Bedroom doors 

 
All categories should have: 
 
1) lockable doors with key and latch/double locked from inside as additional security; 
 
2) each room shall be numbered or otherwise marked for easy identification; 
 
3) shall indicate the position of the room in relation to the hotel; and 
 
4) materials used should be “fire resistant” (min. ½ hr). 
 

  
3.6   Thermal conditions in bedroom 

 
Fan(s) for ventilation 
in all rooms. 

 
Fan(s) for ventilation 
in all rooms. 

 
Air conditioning 
system in all 
bedrooms 
guaranteeing 
thermal comfort, 
depending on 
location and 
situation.  

 
 

 
Air conditioning 
guaranteeing 
thermal comfort in all 
bedrooms and 
designed so that the 
guests can regulate 
the room 
temperature in each 
room. 

 

 
Air conditioning 
guaranteeing 
thermal comfort in all 
bedrooms and 
designed so that the 
guests can regulate 
the room 
temperature in each 
room. 

 
   

Regular monitoring and maintenance of air conditioning system to ensure the quality of air. 
 

  
3.7   Ventilation in rooms 

 
All categories: Each room shall be capable of being naturally ventilated by means which can be controlled by the room 
occupants.  
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Minimum requirements for star-rating of hotels (continued) 

 
NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 

 
 
 
 
 

 
3.8   Bedroom communication system 
 
 

 

 
Communication 
system to be provided 
in every room. 

 
Communication 
system to be provided 
in every room. 

 
Communication 
system to be provided 
in every room. 

 
Telephone with IDD 
facilities is made 
available in all rooms. 

 
Telephone with IDD 
facilities is made 
available in all rooms. 

 3.9   Audio-visual installations in all categories 
bedrooms 

 

Radio, TV and central music system in each 
bedroom which can be controlled by the guest. 
 

Radio, TV and central 
music system in each 
bedroom which can 
be controlled by the 
guest. 
 

1. Radio in each 
bedroom which can 
be controlled by the 
guest.   

 
2. Satellite TV   with 

min. of 4 channels:- 
 

i) children 
programme; 

ii) Sports 
programme; 

iii) min. 2 news 
programme 

iv)  movie channel 
 
 
3. Internet broadband 

services (all floors to 
be provided).                

 

1. Radio in each 
bedroom which 
can be controlled 
by the guest. 
 

2. Satellite TV with 
min. of 6 
channels:- 

 
i) children 

programme; 
ii) Sports 

programme; 
iii) min. 2 news 

programme 
iv)  movie channel 

 
3. Internet 

broadband 
services (all floors 
to be provided).        

 
 

3.10  Drinking water in bedrooms 
 Water dispenser provided on each floor.          Drinking water and glasses provided in each bedroom. 

 3.11  Information material in bedroom All categories :  
 
 1. Room tariffs, and other services provided by hotel shall be prominently displayed in each room; and 

   2. Information on fire exit guidelines, emergency, house rules for guests, meal hours and charges are to be displayed where 
applicable. 

 
 3.12  Stationery in bedrooms 

 
Not compulsory. Not compulsory. Writing materials to be provided. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

  
3.13.  Sound-proofing bedroom 

 
All categories: To adhere to the local authority standard. 

 
  

3.14  Suite 
 
Not compulsory. 

 
Not compulsory. 

 
Not compulsory. 

 
Adequate number of 
rooms that can be 
connected and thus 
converted into a suite 
(with bedroom, sitting 
room, private dining 
room, etc). 
 

 
Adequate number of 
rooms that can be 
connected and thus 
converted into a suite 
(with bedroom, sitting 
room, private dining 
room, etc). 
 

  
3.15  Sanitary installation for bedrooms 

 
1. All rooms to have running water (24 h) 

with washbasin;  
 
2. At least one common bathroom and 

toilet for every six rooms without 
private bathroom/hotel; 

 
3. Two toilets  (one for ladies and one for 

gentlemen) to be provided on every 
floor; 

 
4. The bathroom/toilet for ladies and 

gentlemen clearly labeled. 
 

 
1. All rooms with 

complete private 
bathrooms 
(washbasin, 
shower and bath 
and toilet); 

 
2. Bathtub with 

showerhead 
/shower and 
running hot and 
cold water.  
Rooms should 
have a dry and wet 
bathroom area. 

 
1. All rooms with 

complete 
private 
bathrooms 
(washbasin, 
shower and 
bath and 
toilet); 

 
2. Bathtub with 

showerhead 
/shower and 
running hot 
and cold 
water.  All 
rooms should 
have a dry and 
wet bathroom 
area; 

 
3. Bathroom 

fitting to be of 
good quality. 

 
1. All rooms with 

complete 
private 
bathrooms 
(washbasin, 
shower and 
bath and toilet); 

 
2. Bathtub with 

showerhead/ 
shower and 
running hot and 
cold water.  All 
rooms should 
have a dry and 
wet bathroom 
area; 

 
3. Bathroom fitting 

to be of highest 
quality. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

  
3.16  Water hose 

 
All categories:  Water hose/bidet or other alternatives (ladle) to be provided for ablutions. 
                            

 3.17  Bed linen, towels  
1. Bed linen and towels should be changed for every new guest; 

  
3.18  Room for the disabled (OKU) 

 
All categories:    At least one room with facilities for the disabled (e.g. Lower bed, shelf, table, ramps, etc) to be provided In accordance 
to OKU Act 2007. 
 
 

 
4 
 
 
 
 

 
 SERVICES 
 
4.1   Food and beverage service 
 
 
 

1. Where there are 
no restaurants 
available a 
breakfast room is 
to be provided; 
and 

 
2. Room service is 

not mandatory. 

1. Where there are 
no restaurants 
available a 
breakfast room 
is to be 
provided; and 

 
2. Room service is 

not mandatory. 
 

1. Where there are no 
restaurants available 
a breakfast room is 
to be provided; 

 
2. Local brand food 

and beverages 
service is provided; 
and 

 
3. Room service to be 

provided. 
 

1. Breakfast served in  
rooms and in dining 
room/ restaurant; 

 
2. Local brand food and 

beverages service to be 
provided; 

 
3. Restaurants/coffee 

house offering food of 
local and international 
fare to be made 
available; and 

 
4. Room service to be 

provided. 

1. Breakfast served in 
rooms and in dining 
room/restaurant; 

 
2. Local brand food and 

beverages service to be 
provided; 

 
3. 24-h room service shall 

be provided; 
 
4. At least one outlet to 

operate minimum of 18 
h;  

 
5. Restaurants/coffee 

house offering food of 
local and international 
fare to be made 
available; and 

 
6. Quality crockery, 

cutlery, glassware to be 
used. 
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Minimum requirements for star-rating of hotels (continued) 

 
NO CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 

 
  

4.2  Front desk service 
 
Front desk service 
available. 

 
Front desk service 
available. 
 
 

 
1. Reception area with 

24 h. front desk 
service;  

 
2. Paging, valet and 

luggage service 
available ; and 

 
3. Messages delivered 

to hotel guests; 
 

 
 

 
1. Reception area with 24 h. 

front desk service; 
 
2. Paging, valet and 

luggage service 
available ; 

 
3. Messages delivered to 

hotel guests; and 
 
4. Front office staff to be 

proficient in at least the 
English language. 

 

 
1. Reception area with 24 h 

front desk service; 
 
2. Paging, valet and luggage 

service available; 
 
3. Messages delivered to 

hotel guests; 
 
4. Front office staff to be 

proficient in at least  
English as an International 
language; 

 
5. Limousine service is   

made available; and 
 
6. Hotel’s international 

procedures might specify 
that the bellboy 
accompanies the guest to 
his/her room. 

  
4.2.1  Safety deposit box 

 
Not compulsory. 

 
Provided at 

reception/front 
office. 

 
1. Provided at 

reception/Front 
office.  

  
2. Guests have private 

access to boxes, like 
in a bank. 

 

 
1. Individual safety deposit 

system provided at the 
reception/front office. 

 
2. Should provide Individual 

safety deposit 
box/system in room. 

 
1. Individual safety deposit 

system provided at the  
      reception/front office. 
 
 
2. Should provide Individual 

safety deposit box/system 
in rooms. 

 
 

 
4.2.2  Left-luggage facilities 

 
Not compulsory. 

 
Not compulsory. 

 
    Left-luggage facilities 

provided. 

 
Left-luggage facilities in 
designated room. 

 
Left-luggage facilities in 
designated room with proper 
luggage service provided. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

  
4.2.3  Foreign exchange 

 
Not compulsory. 

 
Not compulsory. 

 
Money exchange 
service provided. 
 

 
Money exchange service 
provided.  Exchange of at 
least 5 major foreign 
currencies. 
 

 
Money exchange service 
provided.  Exchange of all 
major foreign currencies. 

  
4.2.4  Business centre 

 
Not compulsory. 

 
Not compulsory. 

 
Secretarial services 
provided in a common 
office. 

 
Secretarial services 
provided in a common 
office. 
 

 
Secretarial services 
provided in a designated 
premise. 
 

  
4.2.5  Internet access services 
 

 
Compulsory. 

 
 
 

 
4.2.6  Credit card facilities 

 
Not compulsory. 

 
Not compulsory. 

 
Credit card facilities 
available - acceptance 
of at least 5 major 
international Credit/ 
charge cards. 

 

 
Credit card facilities 
available: 
 
i) Acceptance of major 

international 
Credit/charge cards. 

ii) Guaranteed 
reservation. 

iii) Express check-out 
and express check-In 
for VIP guest. 

 
Credit card facilities 
available: 
 
i) Acceptance of all major 

international 
Credit/charge cards. 

ii) Guaranteed reservation. 
iii) Express check-out and 

express check-In for 
VIP guest. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

  
4.2.7  Tourism service 

 

 
A rack for brochures 
provided. 

 
A rack for brochures 
and contact with tour 
operators provided. 

 
  Information service 
concerning 
transport, hotel, 
excursions and 
entertainment 
available. 

 

 
  Information service 
concerning transport, 
hotel, excursions and 
entertainment plus 
tourism service (travel 
tours, hotel booking 
etc) provided and has 
concierge service. 

 
Information service 
concerning transport, 
hotel, excursions and 
entertainment plus 
tourism service (travel 
tours, hotel booking etc) 
provided and has 
concierge service. 
 

  
4.3   Shopping arcade 
 

 
Not compulsory. 

 
Not compulsory. 

 

 
Convenience shop. 

 

 
Convenience shop. 

 
 

 
1. Convenience Shop; 

and 
 
2. A hairdressing and 

beauty salon are 
available within the 
hotel premises. 

 
  

4.4   Laundry and valet service 
 
 
 
 
 

 

 
Not compulsory. 

 
 
 
 
 

 
Laundry service 
provided. 
 
 
 
 
 

 
Laundry service 
provided. 
 
 
 
 
 

 
1. Laundry same day 

service provided; 
and 

 
2. Valet service 

available. 
 

 
1. Laundry same day 

service provided; 
and 

 
2. Valet service 

available. 
 
 
 

  
4.5   Medical service 

 
All categories:  Medical practitioner available on call. 
 

  
4.6   First aid facilities 

 
All categories:  Provision of first aid box at front office and kitchen containing medicine, ointment, bandages etc. (to be replenished, 
to observe the expiry date of the content and should be checked from time to time). 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

 
5. 

 
SAFETY STANDARDS AND HYGIENE 
 
5.1 Fire, electricity and other safety facilities; 

security 
 

 
1. Fire Fighting facilities and guidelines shall be established and clearly indicated: 

 
• “Mimic diagram” of the escape route to be displayed at the lobby and the rooms; 
• Exit sign lighting at stairways and other areas; 
• Emergency lighting at corridors, lobby and stairways; 
• Control room at main entrance; and 
• Liquid Petroleum Gas (LPG) piping and fitting. 

 
2. Adequate fire-fighting equipment (any of these) 

 
• Sprinkler/detector; 
• Wet riser/dry riser with hose and nozzle; 
• Hose reel with nozzle; 
• Break glass; and 
• Kitchen hood protection - Carbon dioxide system/Wet chemical etc.  

 
3. In accordance with local fire -fighting and fire prevention laws- Uniform Building By - Laws 1984. 
 
4. All electrical facilities shall be installed and maintained according to local electrical safety laws. 

 
5. Adequate security shall be provided on a 24 h basis. 

 
6. Provision of safety monitoring device at critical areas (common areas including parking area) - e. g .CCTV.  

 
 
NOTE.  Subject to the Fire and Rescue Department's requirements. 
 
 
 
 
 
 
 
 

 
5.2 Emergency power supply 
 

 
 
 
 

 
Rooms have battery lamps 
(torch light) in the event of 
power failure. 
 
 
 

 
Rooms have battery 
lamps (torch light) in 
the event of power 
failure. 
 
 

 
Standby generator 
available to provide 
basic light and power 
in emergency cases.  

 
Standby generator 
sufficient to generate 
power to operate 
corridor and public room 
lights and emergency 
lift. 

 
Standby generator 
sufficient to generate 
power to operate 
corridor and public room 
lights and emergency 
lift. 
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

  
5.3 Kitchen 

 
All categories :  
 

1. Food prepared within hotel shall comply with the hygiene requirements of the Health Authorities; 
2. Kitchen pantry and cold storage to be in accordance with the requirements of the health authorities; 
3. Separate cooking, washing, storage area and utensils for halal and non halal food. 
4. Provision of clear signs for toxic substance; 
5. Regular inspection, cleaning and maintenance for storage in order to avoid leakage of toxic gas chemical substances; and 
6. Food storage should be labeled accordingly. 
 

      
5.4 Separate compartment 

 
All categories :  Where food stuff is stored, correct temperature should be maintained and there should be  
separate compartments for the storage at all category storage compartments (halal and non halal.)  
 

         
5.5 Food protection 

 
1. Proper rat-proof store room; 
 
2. Rack for food stuffs to be placed above the floor level and to be labeled accordingly; 
 
3. Cooked and raw food should be covered from dust and vermin at all  times; and 
 
4. The premise should be free from insects and vermin at all times. 

 
          

5.6 Refuse 
 
All categories:  All refuse and garbage shall be disposed off daily from the hotel premises. The refuse area and containers shall be 
kept in sanitary condition.  
 

  
5.7  Insect and pest control 

 

 
All categories:  Good and effective insect and pest control system in all areas of hotel.  
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Minimum requirements for star-rating of hotels (continued) 
 

NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 
 

 
6. 
 

 
STAFF 
 
6.1 Number of staff 
 
6.2 Employment 

 

 
All categories:   
 
1. Adequate number of staffs in accordance with expected service in each category. 

 
2. Only Malaysian citizens are allowed to work as frontliners. Foreign workers are allowed to work at the back of the house only.  
 

 
 
 
 

 
6.3 Qualification of the staff 
 
6.3.1 General Qualification 

 

 
 
All categories: Hotel employees who work for business service and technical departments should be professionally qualified, as 
required by hotel and/or government policy regulation. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
6.3.2   Language 
 

 
 
 
 
 
 
 
 

 
Bilingual receptionist 
(Bahasa Melayu/ 
English). 
 
 
 
 
 
 
 
 

 
Bilingual receptionist 
(Bahasa Melayu/ 
English). 
 
 
 
 
 
 
 
 
 

 
Main staff 
(management, 
reception staff, head 
waiters 
housekeepers) 
should be at least 
proficient in English 
and a language that 
corresponds to the 
predominant foreign 
clientele. 
 
 
 

 
Main staff 
(management, reception 
staff, headwaiters 
housekeepers) should 
be proficient in English 
and in a language that 
corresponds to the 
predominant foreign 
clientele. 
 
 

 
Main staff 
(management, reception 
staff, headwaiters 
housekeepers) should 
be proficient in English 
and in a language that 
corresponds to the 
predominant foreign 
clientele. 
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Minimum requirements for star-rating of hotels (concluded) 

 
NO. CRITERIA ONE-STAR TWO-STAR THREE-STAR FOUR-STAR FIVE-STAR 

 
  

6.3.3  Mode of greeting 
 

 

 
Staff should greet guests using any form of greetings for example according to local/national cultures - Malaysian way of greetings. 
 

  
6.4 Staff uniform 
 

 

 
Not Compulsory. 

 
 
 
 

 
Not Compulsory. 

 
Frontline staff in hotels/resorts should wear clean, comfortable and practical 
uniforms that reflect designs of the local/Malaysian culture and tradition and 
requirements of the hotel in line or consistent with international standards. 

      
6.5 Medical examination 

 

 
All categories:  Staff to be medically examined periodically as required by the health authority. 
 

 
 
 
 

        
6.6 Staff facilities 
 
6.5.1  Sanitary installations 
 

 
All categories:  Separate, adequate and hygienic sanitary installation for staff (e.g. toilet, wash-basin, shower, bathroom).  

  
6.5.2 Rest area and changing rooms 
 

Separate rest room and changing room for male/female. 

  
6.5.3 Staff canteen 
 
 

Not Compulsory. Not Compulsory. 

 
Staff pantry is to be 
provided. 

 
Staff canteen is 
provided. 
 

 
Staff canteen is 
provided. 
 

 
 
 
 

 
6.7 Surau i.e. prayer room and the indication of  
        Kiblat 

 
All categories:  Every hotel is expected to provide a facility to pray/common prayer room (separate for ladies and gentleman) and in 
each room the direction of “Kiblat” should be clearly indicated. 

  
6.8   Staff training 

 

 
All categories:  All staff shall be sent for continuous hospitality training with certification under the human development resource 
fund. 
 

 
7. 

 
MINIMUM ROOM RATES  

Not Applicable 

 
Min. USD 80.00 Nett, at 
prevailing exchange 
rate. 
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Annex B 
(informative) 

 
 

Guidance on sustainable best practice 
 
Green practices are included to encourage service providers to improve on the sustainable 
performance of the business enterprises.  These practices are not part of the requirement but are 
recommended if the enterprises wish to make a positive impact on the environment, adopt 
energy conservation and potentially save resources and financial revenue. 
 

Areas of Quality Sustainable best practice 
 

Qualitative and 
aesthetic 
requirements 
 

The use of local and environmentally friendly products for hotel operations e.g. Handicraft. 
 

Common area 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Green/Environment awareness message - Posters/pamphlets on environmental awareness to be 
displayed. 
 
Smoking area(s) to be made available. 
 
Recyclable material placemat in place of table cloth (of suitable quality of material) where 
possible. 
 
Encourage to implement Gray Water Policy to water gardens and landscapes. The water supply 
is sourced from recycled waste water such as from the kitchen, bathrooms, etc., where only non-
polluting, biodegradable soaps are used. 
 
Encourage the practice of noise control program. 
 
Sanitary installation with water saving technique. 
 
The use of press (water-saving) water hose. 
 
Toilet paper made from recycled material. 
 
Encourage the use of biodegradable liquid dispenser shampoo. 
 

  
Use of separate waste bins (Brown/ Blue/ Orange) with labels for recycling purpose. 
 
Regular monitoring and maintenance of the fan and air-condition to ensure the air quality. 
 
For 5 star hotel, installation of Smart - lift (Energy- saving) is encouraged. 
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Guidance on sustainable best practice (continued) 
 
 

Areas of Quality Sustainable best practice 
 

Room 
requirements. 
 

Encourage the practice of bed linen reuse programme.  
 
Encourage to provide a special waste bag with different colors or different labels for recycling 
purposes and separate waste bins with labels for recycling purpose.  
 
Use of energy- saving equipments or appliances. 
 
Regular monitoring and maintenance of the fan and air-condition to ensure the air quality. 
 
Use of recycled materials in stationeries. 
 
Use of water saving technique e.g. sensor water hose / press water hose in bathroom. 
 
Encourage the practice of towel reuse programme.  

Services. 
 

Organic food products to be made available in food and beverage services. 
 
Encourage transportation arrangements - Shuttle Services using NGV. 
 
Encourage use of environmentally friendly and less hazardous chemicals for cleaning agents 
and disinfectants. 
 

Safety and 
hygiene. 
 

Installation of meters/equipment to monitor and control energy consumption for the fire, electrical 
and other safety facilities.  
 
Green or Environment Awareness Message, posters, pamphlets to be displayed in the kitchen. 
 
Use of separate waste bin in refuse areas for recycle purposes. 
 
Encourage the use of botanically-based pest control system and environmental pest system to 
eliminate insects and pests. 
 

Staff Staff training. All staff should be sent to attend environmental awareness training on a continually 
basis, with evidence of attendance.   
 

Management 
 

Establish environmental management policy and objectives  
 
Provide training programme on environmental awareness to all levels of staff: 

 
1. Educate both guests and staffs looking at their website about the green actions they 

take and why those actions are important, as well as encouraging others to take their 
own green actions; and 

2. Encourage to organise monthly campaign on environmental awareness program (waste 
reduction, reuse, recycling, waste separation and compositing program). 
 

Make a corporate donation in cash and kinds to local, environmental or educational charity. 
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