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1 (a) Describe two standards a hotel can use to ensure quality customer service by reception staff.

[4]

(b) Explain three benefits to external customers of good customer service.
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(c) Explain one benefit of each of the following for internal customers of a hotel:

a safe working enVIrONMENT ...........ooiiiiiiiiiii
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(d) Discuss how hotels could be affected by changing values and attitudes of customers.
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Refer to Fig. 2.1 (Insert), information about Six Senses, an ecotourism resort.

(@) (i) Define the following terms:

[SYel01 (o U 411 1 o HT TR TRPPTI

[2]

(ii) State two features of an all-inclusive package.
L PSR
PRSPPI
[2]

(b) Explain three ways Six Senses benefits local people
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(c) Discuss the problems that may result from overtourism.
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(d) Evaluate the appeal of Six Senses to ecotourists.
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Refer to Fig. 3.1. (Insert), photographs of pilgrimages.

(@) (i) Using an example, define the term ‘pilgrimage’.

(b) Explain one way that destinations may meet the specific needs of the following types of
customer:
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(c) Explain three features of a cultural destination.
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(d) Discuss the reasons why educating tourists is important before they take part in a pilgrimage.
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