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1 (a) Describe two positive impacts of quality customer service on external customers at airports.

[4]

(b) Explain how the staff at an airport may meet the needs of each of the following types of
customers:

an elderly person with mMobIlity ISSUES .......uvueiiiii i e e e

a mother with @ small Child .............eeiei ettt e e e e e eeeeeeas

a SMall group OF FIENAS ...t e e e e e e e e e e
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(c) Explain two ways an airport may look after the safety and security of its internal customers.
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(d) Discuss how airport staff could deal with customer issues caused by a flight delay.

[Total: 25]
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2 Referto Fig. 2.1 (Insert), photographs representing medical tourism, a type of specialised tourism.

(@) Explain two reasons for the growth in medical tourism.

[4]
(b) Explain three benefits to destinations of offering medical tourism.
et ettt ettt et eee e eeeeeeeaEeeeeeaateeeeeaaeeeeeeaaseeeeeaateeeeeaanneeeeeanaeeeeaanteeeeaanreeeeeanaeeeeaanaeeeeannneeeeans
2 e —eeeeeeeeeeeeeieeeeeaeteeeeeeeteteeeaihteeeeaaaateeeeaabeeeeeaaareeeeeatteeeeaanaeeeeanaraeeeaas
3 ettt ettt eeeeeeeeeeeeeaeseeeeeieseeeeeeateeeeeeasteeeeeanstteeeaanatteeeannteeeeeaneeeeeaanateeeeaanneeeeaaneeeeeaanneeeeeannes
[6]
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(c) There are many other types of specialised tourism such as religious tourism.

Discuss how religious tourism might help to conserve a destination’s cultural heritage.
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(d) Evaluate the role of National Tourism Organisations (NTOs) in developing sustainable
tourism.

[Total: 25]
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3 Referto Fig. 3.1 (Insert), global inbound tourism figures.

(@) Explain two ways UNWTO influences international travel and tourism.

[4]
(b) Explain three economic factors that may have caused the increase in tourist arrivals.
et ettt ettt et eee e eeeeeeeaEeeeeeaateeeeeaaeeeeeeaaseeeeeaateeeeeaanneeeeeanaeeeeaanteeeeaanreeeeeanaeeeeaanaeeeeannneeeeans
2 e —eeeeeeeeeeeeeieeeeeaeteeeeeeeteteeeaihteeeeaaaateeeeaabeeeeeaaareeeeeatteeeeaanaeeeeanaraeeeaas
3 ettt ettt eeeeeeeeeeeeeaeseeeeeieseeeeeeateeeeeeasteeeeeanstteeeaanatteeeannteeeeeaneeeeeaanateeeeaanneeeeaaneeeeeaanneeeeeannes
[6]
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(c) Explain how each of the following characteristics of a destination appeals to visitors:

Ol e e
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(d) Discuss how political factors in a destination may cause a decrease in tourist arrivals.

[Total: 25]
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(@) (i) State two business objectives of a restaurant.

T ettt et e eee e e e eeeeeeeeeeeeeaaeeeeeeaasteeeeaatteeeeaasteeeeeaasteeeeaaateeeeaareeeeeanareeeeeannreaaeans
2 e e eeee e e Eeeeeeeaeeeeeaat——eeeast—eeeeaateeeeaa——teeeaanteeeeaanaeeeeaanteeeeeaanneeeeeananeeeaannnes
[2]

(ii) Suggest two ways a restaurant may overcome the issue of seasonality.
T ettt et et eeeeeeeeeeeeeea—eeeeaateeeeeaasteeeeaaaeeeeeaasteeeeeaasteeeeeaateeeeaanreeeeannreeeeeanreeaeans
2 et et e e e eeeee e e aeeeeeeat——eeeast—eeeeaateeeeaa—tteeeaanteeeeaanaeeeeaanreeeeeaanneeeeeanaeeeeaannnes
[2]

(b) Explain three benefits to a restaurant of using social media.

ettt e ettt eeee e teeeeeeateeeeeaaeeeeeeasseeeeeaaseeeeeaateeeeeaaasteeeeanteteeaaneeeeeaanreeeeeanneeeeaanaeeeeannnneeeaas
2 e e e ———eeeei——eeeeeteeeeeeeteteeeaitteeeeaaeateeeeaaheeeeeaateeeeeantteaeeaaaeeeeeaaaneeeaas
SRR
[6]
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(c) Assess the importance to a tourism organisation of observing customer interactions with staff.
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(d) Evaluate the methods tourism organisations may use to motivate staff.

[Total: 25]
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