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Question 1

Refer to Fig. 1 (Insert), the results of a recent survey into the factors considered important by customers 
when judging a company in the travel and tourism industry.

 (a) Using Fig. 1 (Insert), identify the following:

  • two factors most likely to be of direct relevance to company employees

1  ........................................................................................................................................

2  ........................................................................................................................................

  •  two factors most likely to be of direct relevance to the local area in which the company is 
located

1  ........................................................................................................................................

2  ........................................................................................................................................
[4]

 (b) Discuss the relationship between employee satisfaction and customer satisfaction in travel 
and tourism organisations.

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[6]
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 (c) All travel and tourism employees will have some experience of handling complaints made by 
external customers. 

  Choose three job roles within one travel and tourism organisation.

  Complete the following table by:

  • stating one example of a complaint the employee may have to deal with
  • and describing how the employee is likely to deal with the complaint.

Job role Complaint How complaint dealt with

1.

2.

3.

[6]
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 (d) Discuss the ways in which travel and tourism organisations can improve staff performance.

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[9]

[Total: 25]
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Question 2

Refer to Fig. 2 (Insert), information about shopping tourism in Malaysia.

 (a) Describe what is meant by:

  • ‘a motivator for international travel’

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

  • ‘targeted familiarisation trips’

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................
 [4]

 (b) With reference to Fig. 2 (Insert), discuss the likely appeal of the Malaysia Mega Sale Carnival 
to international tourists.

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[6]
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 (c) Tourists can find places to shop in most destinations. 

  Explain the shopping appeal to international tourists of each of the following:

  • international airports

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

  • stalls located outside visitor attractions

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

  • traditional markets located within the destination

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................
[6]
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 (d) Assess the negative socio-economic impacts which can arise when a destination in a less 
economically developed country (LEDC) starts to attract a growing number of wealthy 
shopping tourists.

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[9]

[Total: 25]
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Question 3

Refer to Fig. 3 (Insert), information about Calico Ghost Town in California, USA.

 (a) Explain two likely advantages to Calico Ghost Town of being awarded California Historic 
Landmark status.

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
 [4]

 (b) Many visitors drive to Calico Ghost Town in their car or recreational vehicle to break the long 
journey between Los Angeles and Las Vegas. 

  With reference to Fig. 3 (Insert), identify and explain three ways in which Calico is likely to 
meet their needs.

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

3  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
[6]



9

9395/13/M/J/16© UCLES 2016 [Turn over

 (c) Many destinations have historic attractions such as castles and cathedrals. 

  Explain three ways in which these types of attraction are likely to appeal to the events market.

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

3  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
[6]
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 (d) With reference to any destination, assess the extent to which it will be able to cope with an 
increase in visitor numbers.

Chosen destination  ...................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[9]

[Total: 25]
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Question 4

Refer to Photographs A and B together with Fig. 4 (Insert), a map showing the Dubai Water Taxi 
Stations along the coast of Dubai. The photographs were taken by a leisure tourist staying at the Jebel 
Ali Golf Resort in Dubai. The tourist was using the Dubai Water Taxi service to travel along the full 
length of the coast (shown in Fig. 4) from Jebel Ali to Dubai Creek.

 (a) Using evidence from Photographs A and B together with Fig. 4 (Insert), describe two reasons 
for the appeal to the leisure tourist of making this journey by water taxi.

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
[4]

 (b) In some destinations the development of coastal infrastructure can cause negative 
environmental impacts. 

  Explain three negative environmental impacts associated with the development of marinas.

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

3  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
[6]
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 (c) The Government of Dubai Department of Tourism and Commerce Marketing (DTCM) is 
Dubai’s national tourism organisation. 

  Explain three roles usually carried out by a national tourism organisation. 

1  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

2  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

3  ................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
[6]



13

9395/13/M/J/16© UCLES 2016

 (d) Discuss the view that many destinations throughout the world, including Dubai, have seen 
tourist numbers increase because of improvements in transport technology. Use examples to 
support your answer.

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...............................................................................................................................................[9]

[Total: 25]
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