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Question 1
Large travel and tourism organisations such as ‘hotel groups’ employ large numbers of staff.

(a) Describe two ways employers could keep their staff motivated.

(b) State three examples of problems that a hotel receptionist may have to deal with. For each
explain how the receptionist may resolve the problem.
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(c) Assess which customer feedback techniques might provide travel and tourism organisations
with the most useful information.

© UCLES 2017 9395/13/M/J/17 [Turn over



4

(d) Evaluate the ways a hotel group can meet the needs of different types of external customers.
Use examples to support your answer.

[Total: 25]
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Question 2
Refer to Fig. 1 (Insert) information about visitor numbers to Vietham in 2014.

(a) Suggest four reasons why China is the largest source market for Vietnam.
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(c)

6

Explain how three political factors have impacted tourism.
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(d) Discuss how changes in attitudes and tastes have influenced tourism. Use examples to
support your answer.

[Total: 25]
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Question 3

Refer to Fig. 2 (Insert) information about a travel agency. Travel agencies have had to adapt to the
changes in the travel and tourism industry.

(a) Identify four ancillary services that a tourist can obtain from a travel agency.
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(c) Tourists frequently use customer review sites.

Assess the value of such sites to tourists.
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(d) The products sold by travel agencies are intangible.

To what extent can the challenge of intangibility be overcome?

[Total: 25]
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Question 4

Refer to Fig. 3 (Insert) information about the Valley of the Kings in Egypt. Cultural tourism forms an
important part of the travel and tourism industry in Egypt.

(@) (i) Define whatis meant by the term ‘cultural tourist’.

....................................................................................................................................... [1]
(ii) Identify three services for tourists found at the Valley of the Kings.
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(b) Explain three methods the Valley of the Kings has used to protect its cultural heritage from
the impact of tourism.
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(c) Many countries, including Egypt, have experienced terrorist attacks and civil unrest.

Explain the role of consular service providers.
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(d) Discuss the likely characteristics of a cultural destination which would appeal to visitors other
than cultural tourists.

[Total: 25]
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