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Question 1

Refer to Fig. 1 (Insert), a photograph of a theme park.

(a) Describe the likely appeal of theme parks to the following customer types:

families

(b) Explain why staff at a theme park need:

health and safety training
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(c) Analyse the impacts of good customer service on travel and tourism organisations.
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(d) Evaluate the techniques available to assess the quality of customer service in travel and
tourism.

[Total: 25]

© UCLES 2018 9395/12/M/J/18



Question 2

(a) State four products or services, other than security, available for travellers at international
airports.
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(c)
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Explain the importance of air travel for a business tourist.
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(d) Evaluate the impacts of technological developments on air travel.

[Total: 25]
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Question 3
Refer to Fig. 2 (Insert), tourism data for Kenya.

(a) Describe the trends in visitor arrivals to Kenya shown in Fig. 2. You should support your
answer with data.

© UCLES 2018 9395/12/M/J/18



9

(c) Explain two likely reasons why most visitors to Kenya are leisure tourists on a package
holiday organised by inbound tour operators.
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(d) Discuss the benefits of air and sea transport to international travellers.

[Total: 25]
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Question 4
(a) Tourism products are often described as being perishable.

(i) Define the term ‘perishable’.

(b) Explain two ways the problem of perishability may be managed by travel and tourism
organisations.

© UCLES 2018 9395/12/M/J/18 [Turn over



12
(c) Compare sustainable and responsible tourism. Give examples to support your answer.
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(d) Assess how UNWTO contributes to the sustainable development of tourism.

[Total: 25]
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