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WORKING MATERIAL 2.1 · CHAPTER 2 — THE OPERATIONAL PERSPECTIVE (SECTIONS B, C AND D) · SETTING: 
ESSAOUIRA, MOROCCO

Community Support That Does Not Drain the 
Community
Source: Francesco Dore, The Helm and the Lens, Volume 7a — GSTC Hotel Standard v4.0, subchapter 2.1 (book page 
199)

GUIDING QUESTION

A hotel can give generously to the community around it and, in the same year, take from 
that community something it cannot buy back. Criterion B1 asks what a hotel 
contributes; criterion B4 asks what its operations must not take away. What happens 
when an owner reads only the first?

1 · Verification Pact: market claims against the standard

Copied from the book. The last column is for your property: what holds here, and how you know it.

What is claimed Binding? What actually holds In our property

Generous donations show that 
a hotel benefits its community

Only 
partially true

B1.1 asks for support, but B4 is 
separate; contributions do not 
offset restricted access

An annual charity event meets 
B1

No The guidelines describe sustained 
relationships or programmes, 
rather than one-time donations

The hotel decides which 
community projects to support

Only 
partially true

The guidelines align priority 
initiatives with needs identified 
through community feedback

Access issues on private land 
are a legal matter only

No B4.2 is a requirement in its own 
right; legal questions belong in the 
A2 register, with local expertise

A suggestion box for guests 
covers community grievances

No B4.4 asks for a system for local 
communities, and its guideline 
requires a well-publicised, 
accessible channel

Recording complaints is 
enough

No B4.5 asks that issues be 
addressed promptly and outcomes 
shared with relevant stakeholders 
as needed

Small hotels are exempt from 
skills programmes

Only 
partially true

B1.3 applies where feasible and 
appropriate to size; it scales, it 
does not disappear

2 · Common mistakes — a self-check

Tick each mistake you recognise in your own property, and note where it shows.

  ☐ Treating generous donations as if they offset restrictions the hotel imposes on the community.

  ☐ Choosing community projects for their photographs rather than for the needs residents express.
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  ☐ Planning community support in the marketing department, apart from the decisions that affect 
neighbours.

  ☐ Approving boundaries, gates or renovations without asking who used the land before.

  ☐ Relying on guest feedback channels to capture community grievances.

  ☐ Recording complaints without acting on them or reporting outcomes back.

  ☐ Assuming that a small property has no footprint on its neighbours worth managing.

  ☐ Keeping no register of contributions, so that support cannot be verified or reviewed.

3 · A Checklist for a Hotel’s Footprint on Its Neighbours

The book’s checklist, with a column for your own answer.

Question Why it matters Our answer

Which paths, beaches, roads or 
resources did residents use before our 
boundary was drawn?

B4.1 and B4.2 concern access to 
livelihoods and rights of way

How would a neighbour with a concern 
reach someone able to decide?

B4.4 asks for a well-publicised, 
accessible channel

Where are community concerns 
recorded, and what was done about 
each?

B4.5 asks for documented issues, 
prompt action and shared outcomes

Was our community support chosen 
with the community, or for it?

The B1 guidelines align initiatives with 
needs identified through community 
feedback

Is our support a programme with a 
partner and a duration, or an annual 
gift?

Contributions should form part of 
sustained relationships, not one-time 
donations

Do we record the value and nature of 
every contribution?

B1.2 requires the level and nature of 
contributions to be recorded and 
monitored

4 · What would show this is working

Questions drawn from the subchapter’s reading of the standard and its practical application. Indicator 
references point to the GSTC Hotel Standard v4.0; where the evidence lives is this book’s practice, not a 
requirement of the standard.

Question Where the evidence lives Seen?

Is ongoing financial or in-kind support to the community 
provided and recorded (B1.1, B1.2)?

Community contribution register ☐

Are priorities based on needs identified through community 
feedback?

Notes of community meetings ☐

Are cooperation or skills programmes for local employability 
in place where feasible (B1.3)?

Agreements with training centres; 
trainee records

☐

Do our operations leave access to livelihoods, rights of way 
and homes open (B4.1–B4.3)?

Site plan and assessment of paths 
and access

☐

Is there a grievance system for the community, with issues 
documented and outcomes shared (B4.4, B4.5)?

Community grievance register and 
meeting notes

☐
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What this sheet is not: the GSTC Hotel Standard does not prescribe this form. It is a working aid drawn from the 
book; the standard’s criteria, indicators and guidelines govern the real case. Independent material; not affiliated 
with or endorsed by the GSTC. The standard’s own text at www.gstc.org prevails.
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