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PURPOSE AND SCOPE

The purpose of this policy is to uphold the integrity of Travalyst’s public list of
certification schemes (certification schemes or schemes) that have declared
compliance with the EU Empowering Consumers for the Green Transition
Directive (the ECGT)' (the Travalyst List) by establishing clear guidelines and
procedures for the inclusion, monitoring and removal of certification schemes
from the Travalyst List.

This policy applies to certification schemes which are currently included or are
applying to be included on the Travalyst List, specifically non-public schemes
self-declaring compliance by meeting the four ECGT Criteria®. This policy does
not apply to EU Public Authority Schemes (schemes established by the EU or
National or Regional schemes recognised by EU Member States).

This policy is designed to address complaints relating to the ECGT compliance of
schemes on the Travalyst List. All complaints should be directed to and handled
by Travalyst, rather than to individual organisations (such as booking platforms)
making use of the Travalyst List.

Please note, wherever possible, Travalyst will aim to adhere to the timeframes
outlined in this policy. In some exceptional circumstances, additional time may be
required to complete certain steps, and this will be communicated to relevant
stakeholders accordingly.

MINIMUM CRITERIA FOR INCLUSION ON THE TRAVALYST LIST

Certification schemes that are seeking inclusion on the Travalyst List (or that wish
to remain on the Travalyst List) must submit a Declaration Form to Travalyst,
confirming that they meet the following four criteria of the ECGT (the ECGT
Criteria):

(a) Open terms: The scheme is open under transparent, fair, and
non-discriminatory terms to all accommodation providers willing and able
to comply with the scheme’s requirements;

(b) Expert consultation: The scheme’s requirements are developed by the
scheme owner in consultation with relevant experts and stakeholders;

! Directive (EU) 2024/825 of the European Parliament and of the Council of 28 February 2024
amending Directives 2005/29/EC and 2011/83/EU as regards empowering consumers for the green
transition through better protection against unfair practices and through better information.

2 Please refer to the graphic on Travalyst’s Certifications webpage for further details.
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() Non-compliance procedures: The scheme sets out procedures for
dealing with non-compliance with the scheme’s requirements and
provides for the withdrawal or suspension of the use of the sustainability
label by the accommodation provider in case of hon-compliance with the
scheme’s requirements; and

(d) Compliance monitoring: The monitoring of an accommodation provider’s
compliance with the scheme’s requirements is subject to an objective
procedure and is carried out by a third party whose competence and
independence from both the scheme owner and the accommodation
provider are based on international, Union or national standards and
procedures®.

Further guidance in respect of the ECGT Criteria is available on the Travalyst
website.*

PROCEDURES FOR NON-COMPLIANCE
Definition of “non-compliance”

In this policy, “non-compliance” means a certification scheme’s failure to
maintain the standards declared in their submission (in other words, a
certification scheme’s failure to meet any of the limbs of the EGCT Criteria) or a
certification scheme’s failure to meet the evolving requirements of the ECGT".

Identification of suspected non-compliance
Findings of non-compliance may be identified through:

(a) External reports: Substantiated complaints submitted by external parties,
including but not limited to industry actors, consumers, non—profits,
academics or regulatory bodies. Travalyst will ensure that the
confidentiality of a complainant is protected.

(b) Regulatory changes: Any updates to the ECGT or directly relevant laws
that render a scheme’s current processes insufficient.

(©) Periodic reviews: Travalyst intends to conduct periodic reviews of a
select number of schemes on an annual basis®. Schemes will be informed
of further details in due course.

* As per the European Commission’s Questions & Answers document, “compliance with the
provisions of the ECGT Directive can only be achieved if the scheme owner and the third party are
legally separated, i.e. there are two different legal entities.”

4 https://travalyst.org/work/certifications-initiative/

5 Travalyst intends to keep stakeholders informed of any such evolving requirements as further clarity
around implementation emerges.
¢ Travalyst has no obligation to carry out such reviews, but may choose to do so at its discretion.
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(d) Self-reported by the certification scheme: A certification scheme may
choose to self-report at any time. This may relate to a change in company
structure or business model meaning the scheme becomes
non-compliant.

Categorisation of complaints

3.3 The following table summarises how incoming complaints will be categorised and
handled by Travalyst:

CATEGORY DEFINITION LIKELY OUTCOME
First-time First-time complaints 15 business days (3 weeks)
complaints received about a scheme’s | to re-confirm compliance,

non-compliance in relation after which the scheme is
to a specific ECGT criterion | notified of delisting if
re-confirmation is not
provided
Recurring Two or more complaints 30 business days (6 weeks)
complaints received from distinct, to provide requested
unaffiliated entities, which Evidence (see 4.8(b)), after
relate to the same issue of a | which the scheme is
scheme’s non-compliance notified of delisting if
(i.e. the same ECGT Evidence is not provided
Criterion)
Critical Evidence of significant Scheme is notified it will be

non-compliance or
structural loss of scheme
credibility, including but not
limited to:

e Public findings of
greenwashing,
fraudulent declarations,
or lack of an audit
process; and

e Severe governance
failures, criminal
convictions, or unlawful
activity involving
scheme leadership or
ownership, relating to
compliance with ECGT
criteria;

as determined by a
recognised national or
international authority, court
of law, regulatory body, law

delisted in 30 business
days (6 weeks), with the
option to formally appeal
this outcome within the first
15 business days (3 weeks)
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CATEGORY DEFINITION LIKELY OUTCOME

enforcement agency, or
other such public findings
of considerable repute
relating to compliance with
ECGT criteria

Other Specific cases being taken into consideration; outcomes

to be determined on a case-by-case basis

Complaints review process

Any complaint should be substantiated with clear evidence (such as web links,
official documentation, or screenshots) that directly supports the complaint.

The Travalyst Certifications Team, in collaboration with the IAG and external legal
team (where required), will review the contents of the complaint to confirm it
meets the requirements for complaints. Travalyst reserves the right to review and
verify any supporting evidence provided with a complaint.

If the submitted evidence or details are insufficient or outside the scope of this
policy, the complaint may be dismissed or deemed resolved at Travalyst's sole
discretion without further action. The complainant will be informed by the
Travalyst team of such outcome, to ensure transparency of process.

Out of scope complaints

The following examples illustrate the types of complaints which would be
considered out of the scope of this policy:

(a) Complaints regarding an individual certified accommodation.
(b) Commercial disputes between organisations.

(©) Complaints which are not directly relevant to compliance with at least one
of the four ECGT Ciriteria.

(d) Customer service issues or contractual disputes involving certification
scheme operators.

THE “NOTICE AND ACTION” PROCEDURE
First-time complaints

Where a certification scheme is flagged for potential non-compliance relating to a
specific ECGT criterion for the first time, Travalyst will take the following steps:
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Notification: Within five (5) business days (1 week) of being notified of any
potential event of non-compliance, Travalyst will issue a notice to the
scheme owner via its registered contact email. The notice will include
anonymised details and substantiation of the suspected non-compliance
as shared in the complaint, and will invite a response from the notified
scheme in line with the requirements set out at paragraph 4.1(b-c) below.

Request to re-confirm Compliance: The scheme owner will have fifteen
(15) business days (3 weeks) to either: (i) re-confirm that the scheme
remains compliant with the ECGT Criteria; or (i) confirm any specific
deficiencies or instances of non-compliance where the scheme fails to
satisfy any or all of the ECGT Criteria.

Schemes will be required to share the following information when
re-confirming compliance:

(1) A written response addressing the specific allegation;
(i1) Confirmation that the complaint has been investigated internally;

(ii1))  An explanation of how the relevant ECGT criterion continues to be
met; and

(iv)  Details of any preventative actions implemented, where applicable.

Clarification round: Travalyst will review and, where required, request
further clarifications from the scheme owner a maximum of one time, after
which the scheme’s response will be deemed final. The scheme owner will
have 5 business days (1 week) to respond to this clarification request.

In the event that the scheme owner fails to respond to Travalyst’s notice
within 15 business days, Travalyst reserves the right to proceed directly to
the ‘Outcome’ phase, as set out in paragraph 4.2 below.

4.2 Outcome:

(@)

(b)

Resolution: If the scheme responds as required to the request to
re-confirm compliance with the ECGT Ciriteria, the scheme will remain on
the Travalyst List’.

Notice of Delisting: If the scheme does not meet the request, or confirms
it is not compliant, they will be given notice of their removal from the
Travalyst List in 30 business days (6 weeks), unless they choose to submit
an appeal (as set out in paragraph 5). Once the appeal window has
passed, this will be reflected on the Travalyst List to allow time for
stakeholders making use of the List to prepare for the upcoming delisting.

" This Resolution will remain valid for 3 months from the date of submission for any future complaints
arising on this material topic.
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Once an outcome has been reached, the complainant will be notified of the
outcome by Travalyst in a timely manner.

Travalyst is not involved in the front-end display of certification information on
consumer-facing platforms. Following a scheme’s delisting, please contact the
respective Travalyst partner(s) or stakeholder(s) directly for more information
about display on online platforms.

Recurring complaints

In the event of recurring complaints relating to the same issue of suspected
non-compliance, or where Travalyst identifies any concerns regarding a
certification scheme’s compliance with the ECGT Criteria, Travalyst reserves the
right to request Evidence (as defined below) from the relevant scheme owner, and
/ or make Recommendations (as defined below).

Recurring complaints are two or more complaints that relate to the same issue of
non-compliance (i.e. the same ECGT Criterion), and which originate from at least
two distinct, unaffiliated entities.

Where multiple complaints are submitted for one scheme, but each relate to a
different ECGT Criterion, these will each be treated as First-time Complaints as
per paragraph 4.1.

Where multiple complaints are received from distinct entities relating to the same
scheme and ECGT Ciriterion, Travalyst reserves the right to determine whether
these will be treated as First-time or Recurring complaints. Relevant parties will
be duly informed.

Where recurring complaints relating to the same issue have been received,
Travalyst will take the following steps:

(a) Notification: Within five (5) business days (1 week) of being notified of any
potential event of non-compliance, Travalyst will issue a notice to the
scheme owner via its registered contact email. The notice will include
anonymised details and substantiation of the suspected non-compliance
as shared in the complaint, and will request Evidence and / or make
Recommendations, defined as follows.

(b) “Evidence” means formal written documentation from a reputable third
party such as a legal entity, external auditor of compliance, or EU
Competent Authority®, which confirms that the relevant certification
scheme is compliant with the ECGT Criteria. A scheme may already be in
possession of this Evidence, however if they do not have suitable
documentation it will need to be sought specifically for this purpose within

8 National authorities in individual EU countries which are responsible for the enforcement of EU
consumer protection laws, as per
https://commission.europa.eu/topics/consumers/consumer-rights-and-complaints/enforcement-con

sumer-protection/consumer-protection-cooperation-network_en
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a mutually agreed-upon timeframe to be determined during consultation
(see paragraph 4.8(d)).

Examples of acceptable Evidence include:

(1) A legal opinion from a lawyer, in the form of a letter or email which
may be shared with Travalyst on a confidential and non-reliance
basis

(i1) A report or executive summary from an external compliance
auditor

(ii1) A letter from an EU Competent Authority indicating the outcome of
a compliance desk review, or other review

(iv)  Proof that the scheme is either established by the European Union,
or is a national or regional scheme recognised by a European
Member State (EU government-owned scheme).

“Recommendations” means suggested actions for a scheme to publicly
demonstrate its compliance with the ECGT Criteria.

Evidence request: The scheme owner will have thirty (30) business days
(6 weeks) to provide requested Evidence. Please note: an extension may
be granted if the timeframe is expected to be exceeded due to reasons
outside the scheme’s control. For example, where the scheme is awaiting
a response from a third-party, such as a Competent Authority.

Clarification round: Travalyst will review and, where required, request
further clarification from the scheme owner a maximum of one time, after
which the Evidence received will be deemed final. The scheme owner will
have 5 business days (1 week) to respond to this clarification request.

Assessment criteria: The Travalyst Certifications Team, in collaboration
with the IAG and external legal team (where required), will review Evidence
provided. To be deemed sufficient, submitted Evidence must meet the
following criteria:

(1) Direct Reference: The documentation must explicitly reference and
verify compliance with the specific ECGT criterion/a identified in
the notice.

(11) Recently Issued: Audit reports or legal opinions must be current
(e.g., issued within the last 12 months, and relating to the
scheme’s current operational structure).

(ii1)  Independently Assessed: Documentation must be issued by an
independent, qualified third party with no conflict of interest
regarding the scheme.
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(iv)  Verifiability: Where relevant, documentation must include official
credentials, signature, and/or contact information of the issuing
authority or entity for verification purposes.

In the event that the scheme owner fails to respond to Travalyst’s notice, Travalyst
reserves the right to proceed directly to the ‘Outcome’ phase, as set out in
paragraph 4.9 below.

Outcome:

(a) Resolution: If the scheme owner provides sufficient evidence confirming
their compliance with the ECGT Criteria, the scheme will remain on the
Travalyst List®.

(b) Notice of Delisting: If the scheme fails to submit sufficient Evidence (as
per paragraph 4.8), they will be given notice of their removal from the
Travalyst List in 30 business days (6 weeks), unless they choose to submit
an appeal (as set out in paragraph 5). Once the appeal window has
passed, this will be reflected on the Travalyst List to allow time for
stakeholders making use of the List to prepare for the upcoming delisting.

Once an outcome has been reached, the complainant will be notified by Travalyst
of the outcome in a timely manner.

Travalyst is not involved in the front-end display of certification information on
consumer-facing platforms. Following a scheme’s delisting, please contact the
respective Travalyst partner(s) or stakeholder(s) directly for more information
about display on online platforms.

Critical non-compliance as reviewed by a relevant authority

In cases of Critical non-compliance and where such findings are made public (as
defined in the table in 3.3), Travalyst reserves the right to proceed directly to the
Outcome phase and issue a Notice of Delisting, without following the above
steps.

APPEALS PROCESS

The certification scheme owner has the right to appeal against a review outcome,
once a Notice of Delisting has been issued. An appeal must be submitted in
writing within the first 15 working days (3 weeks) of the 30-day notice period, and
must clearly set out the reason for the appeal alongside a detailed explanation,
together with Evidence in support of the appeal (as defined in paragraph 4.8(b)).

The appeal review process will take place as follows':

? This Resolution will remain valid for 3 months from the date of submission for any future complaints
arising on this material topic.

% Please note, this process will be handled on a case-by-case basis and will continue to iterate
based on ongoing learnings.
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(a) The Travalyst Certifications Team will conduct an initial review to confirm
the appeal meets the requirements set out in paragraph 5.1, and the
Evidence provided meets requirements as per paragraph 4.8.

(b) The appeal will then be reviewed by an external legal counsel and external
independent reviewers where relevant to determine the appeal outcome'".

() Where necessary, Travalyst may request additional clarification from the
scheme during this review.

An appeal may be accepted for one of the following reasons:
(a) Procedural error during the complaint handling process.
(b) New evidence being provided.

(©) Incorrect interpretation of Evidence previously provided.
(d) Other exceptional circumstances.

Within twenty (20) business days (4 weeks) of the appeal being submitted,
Travalyst shall inform the certification scheme owner of the outcome of the
appeal. All appeal decisions are final.

REINSTATEMENT PROCEDURE

A certification scheme that has been removed for non-compliance may only
re-apply after six (6) months from the date on which the initial outcome was
communicated to the scheme owner, provided that they can demonstrate’:

(a) A full review of their internal processes has been conducted to confirm the
scheme has rectified previous non-compliance;

(b) Evidence that the certification process is operating under the corrected
procedures; and

() A new self-declaration of compliance submitted to Travalyst.
TRAVALYST’S ROLE

Travalyst provides the mechanism for schemes to declare compliance but does
not act as an assessor of compliance. Legal responsibility for compliance with
the ECGT remains solely with the certification schemes. Travalyst reserves the
right to remove any scheme at its discretion to protect the integrity of the
Travalyst List.

" Travalyst reserves the right to handle appeals on a case-by-case basis, including the allocation of
any additional costs associated with appeal reviews.

2 Schemes may be able to re-apply within a shorter timeframe if the non-compliance has been
promptly resolved. Such cases will be handled on a case-by-case basis at Travalyst’s sole discretion.
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7.2 To maintain the integrity and transparency of the Travalyst List while strictly
respecting stakeholder confidentiality, Travalyst intends to publish high-level,
anonymised findings and summary statistics regarding the complaints received
and resolved under this policy on an annual basis.

7.3 Travalyst will regularly review and update this policy as necessary to reflect
continuous improvements, operational insights, and evolving requirements.
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