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2 TOURISM (SEPTEMBER 2011) 

 

INSTRUCTIONS AND INFORMATION  
  
Read the instructions carefully before answering the questions.  
   
1. This question paper consists of FIVE sections.  
   
2. ALL questions in SECTION A, B, C, D and E are COMPULSORY.  
   
3. Start EACH QUESTION on a NEW page.  
   
4. The following table is a guide to help you allocate your time according to 

each section.  
   

 
SECTION A Short Questions 40 marks 20 minutes 

 

 
SECTION B 

Tourism as an Interrelated 
System 

40 marks 40 minutes 
 

 
SECTION C 

Sustainable and Responsible 
Tourism 

40 marks 40 minutes 
 

 
SECTION D 

Tourism Geography, 
Attractions and Travel Trends 

50 marks 50 minutes 
 

 
SECTION E 

Customer Care and 
Communication 

30 marks 30 minutes 
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SECTION A:  SHORT QUESTIONS  
  
QUESTION 1  
   
1.1 In each of the following questions four options are provided as possible 

answers. Choose the answer and write only the letter (A-D) next to the 
QUESTION number (1.1.1 – 1.1.20) in the ANSWER BOOK.  
E.g. 1.1.21 E  

   
 1.1.1 This country won the I.C.C. Cricket World Cup in 2011:  
    
  A South Africa.  
  B India.  
  C Australia.  
  D West Indies.  
    
 1.1.2 A cultural event that is always held in the Eastern Cape every 

winter:  
    
  A MACUFE  
  B Reeds Festival  
  C Grahamstown Arts Festival  
  D Grahamstown Science Festival (SCIFEST)  
    
 1.1.3 An electronic means of sending an exact copy of a document 

through a telephone line:  
    
  A Faxing  
  B CRS  
  C Photocopying  
  D Scanning  
    
 1.1.4 The aspect that a customer will subconsciously look out for as a 

sign of your professional integrity:  
    
  A Confidentiality  
  B Politeness  
  C Accuracy  
  D All of the above  
    
 1.1.5 This includes salary, leave, 13th cheque, sick leave, etc.  
    
  A Contract of Employment  
  B CCMA  
  C Code of Conduct  
  D Law  
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 1.1.6 A small often specialised, section of a large market, with its own 

clearly defined characteristics:  
    
  A Market Segmentation  
  B Market Targeting  
  C Niche Market  
  D Tourism Market  
    
 1.1.7 Could affect tourist’s perception of the destination’s safety:  
    
  A Customer Satisfaction  
  B Natural Disaster  
  C Inner feeling  
  D Tourist Information Centres  
    
 1.1.8 Total value of all goods and services produced within a country 

during the period of one year:  
    
  A GDP  
  B DEAT  
  C Economic Growth  
  D Multiplier Effect  
    
 1.1.9 Principles developed to serve as acceptable policy and 

legislative framework regarding service delivery in the public 
service:  

    
  A Multiplier effect  
  B Constitution Principles  
  C Labour Law  
  D Batho Pele Principles  
    
 1.1.10 Conducted on the 18th of May 2011 to ensure that service 

delivery is managed and administered in local communities:  
    
  A Community upliftment  
  B Census  
  C Awareness Campaign  
  D Local Government Elections  
    
 1.1.11 This is an agency responsible for the registration of National 

Heritage sites in South Africa:  
    
  A SAHRA  
  B FEE  
  C CODESA  
  D UNESCO  
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 1.1.12 … is the time used in any country, whether it is the time of the 

relevant world time zone or adjusted for convenience.  
    
  A IDL  
  B Timetable  
  C Standard time  
  D Greenwich meantime  
    
 1.1.13 A document in which a tourist’s day to day activities are listed is 

called …  
    
  A itinerary.  
  B travelling document.  
  C passport.  
  D visa.  
    
 1.1.14 Organisations that are not profit driven, made up of people with 

a common interest around specific issues such as human rights, 
health, education, the environment are referred to as …  

    
  A summit.  
  B NGO.  
  C protocol.  
  D GEF.  
    
 1.1.15 The convention that seeks to conserve wetland habitats around 

the globe is called …  
    
  A United Nations framework convention.  
  B Ramsar Convention.  
  C World Summit on Sustainable Development.  
  D Millennium Development Goals.  
    
 1.1.16 This campaign aims at promoting pride and excellence in our 

homegrown and home manufactured products:  
    
  A Proudly South African  
  B Welcome Campaign  
  C Sho’t left  
  D Host campaign  
    
 1.1.17 This is an electronic programmable device that is used for any 

banking transaction that includes deposits, withdrawals, 
enquiries and transfer of money from one’s account:  

    
  A Credit card  
  B Electronic transfer  
  C ATM  
  D CRS  
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 1.1.18 A government office in a foreign country that deals with the 

interests of its citizens whilst they are visiting or living 
temporarily in that foreign country:  

    
  A Customs  
  B Marketing office  
  C Foreign Minister’s office  
  D Consulate/Embassy  
    
 1.1.19 When tourism organisation evaluates and monitor their customer 

service performance against set quality requirements and 
assess whether these requirements are achieved or not. It is 
called …  

    
  A quality criteria.  
  B benchmarking.  
  C marketing organisation.  
  D value for money.  
    
 1.1.20 The price at which one currency is exchanged for another:  
    
  A Bank buying rate  
  B Bureaux de change  
  C Exchange rate  
  D Bank selling rate (20x1)  
   
1.2 Choose a term provided in the list below that best describes the 

descriptions that follow. Write only the term next to the question number 
(1.2.1 – 1.2.5).  

   

 Enclave tourism, SA Tourism, Time Zones, Competitive Advantage, 
Grievance procedures, Unique Selling point, Observations, Market 
Research  

   
 1.2.1 Artificial divisions of the world’s surface.  
    
 1.2.2 Tourism development in which the tourism company (often 

foreign-owned) benefits most and the host community benefits 
very little and is largely excluded from the tourism activities.  

    
 1.2.3 Steps that employees can take to raise objections to the 

treatment they are receiving at work.  
    
 1.2.4 A particular benefit that one tourism product service or 

destination has over another with similar offering.  
    
 1.2.5 Gathering and analysing information on existing and potential 

consumers and its use for management purposes. (5x1) (5) 
    

  



(SEPTEMBER 2011) TOURISM 7 

   
1.3 Choose the correct word (s) from those given in brackets. Write only the 

word(s) next to the QUESTION number (1.3.1 – 1.3.5) in the ANSWER 
BOOK. For example 1.3.6 Zulu  

    
 1.3.1 (Service Excellence/Multiplier effect) is when activities in an 

economy bring about further changes in other activities in the 
economy.  

    
 1.3.2 (The Ndebele/San people) are known for their colourful rituals, 

traditional dress and beadwork.  
    
 1.3.3 (Existing/New Markets) are those markets which already see 

South Africa as a viable destination and will continue to visit.  
    
 1.3.4 (Peer assessment/Self appraisal) is when individuals evaluate 

their own performance formally against set objectives and 
performance criteria.  

    
 1.3.5 An (intranet/extranet) is a system through which information is 

transmitted electronically and accessed by specific employees of 
the same organisation. (5x1) (5) 

   
1.4 Choose the protocol (regulations and stipulations) in column A that 

matches an agency in column B. Write only the letter (A-G) next to the 
questions number (1.4.1 – 1.4.5) in the ANSWER BOOK. 
For example 1.4.6 E  

    
   

  COLUMN A  COLUMN B  

 1.4.1 Showcase of unique tourism 
opportunities in South Africa 

A Cites 
 

 1.4.2 200 countries were represented: to 
end poverty and protect the 
environment in South Africa by 2002 

B Kyoto Protocol 

 

 1.4.3 South Africa joined in 1975 to protect 
wildlife and over- exploitation of certain 
species 

C UNESCO-World 
Heritage 
Convention  

 1.4.4 Protection of World Heritage Sites D Tourism-Indaba 
Durban  

 1.4.5 Industrialised countries had to reduce 
their emissions of greenhouse gases 
by an average of 5.2% from 2008-2012 
to the 1990 levels 

E Locoyoc 
Declaration 

 

   F NEPAD  

   G World Summit on 
Sustainable 
Development  

  (5x1) (5) 
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1.5 Employees in the Tourism Industry have to have basic computer skills 
such as using internet and sending e-mails. This makes it easy for tourism 
businesses to send and receive e-mails from customers.  

   
 Study the e-mail screen below and match the icons from A – E with the 

suitable descriptions. Write only the letter next to the corresponding 
number.  

   
 

  
   
 1.5.1 Area where the message is typed  
    
 1.5.2 The area where the e-mail address of the recipient is written  
    
 1.5.3 The addresses, if any, to whom you want to send copies  
    
 1.5.4 The people in this set are not visible to other recipients  
    
 1.5.5 It highlights the purpose of the message (5x1) (5) 
    
  TOTAL SECTION A: 40 
    

  

D 
B 

A 

C 

E 
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SECTION B: TOURISM AS AN INTERRELATED SYSTEM  
  

QUESTION 2  
   

2.1 Bad service seen from the guests’ point of view is the difference 
between what is expected and what is delivered.  

   

 2.1.1 Suggest FOUR good qualities that guests normally expect from 
tourism business employees such as a hotel receptionist. (4) 

    

 2.1.2 Describe FOUR characteristics of bad service delivery in the 
tourism industry. (4) 

    

 2.1.3 Mention FOUR ways in which service excellence can have 
positive impact on a tourism enterprise. (4x2) (8) 

    

2.2 Read the extract below and answer questions based on it.  
   

 SA TOURISM TO FOCUS ON AFRICAN MARKETS  
 

  
 During the tourism Indaba held in Durban this year SA Tourism reiterated 

the growing importance of African Markets in driving future tourism growth 
in South Africa. Phumi Dhlomo, SA Tourism’s regional director: Africa, 
outlined key strategies to ensure that the continent’s tourism potential 
remains key on the country’s tourism agenda. 
 

With the Africa region maintaining strong growth of 10 percent in tourism 
arrivals in South Africa over the last seven years, the intense focus on 
Africa’s potential has been mandated as a priority in the National 
Department of Tourism’s National Tourism Sector Strategy (NTSS). “Our 
most recent research has given us a key indication of areas that require 
strategic shifts in mindsets in the approach to attracting African travellers 
and we look forward to leading industry efforts in ensuring that we take full 
advantage of the huge potential on our doorstep”. Mr. Dhlomo said. 
 

Research has also shown that the four key markets are Angola, the 
Democratic Republic of Congo (DRC), Kenya and Nigeria. According to 
the report released by SA Tourism, Nigeria remains the leading African 
market in terms of developmental characteristics, a key aspect when 
anticipating growth in tourism arrivals. Their large population, 
characterised by high economic growth has demonstrated consistent 
growth of 7,8 percent in arrivals over the past three years. 
 

Angola, on the other hand, has the smallest population out of the four 
countries included in the report, but demonstrates a tourism potential 
given the average GDP growth rate of the country and relatively high ratio 
of travellers that have visited South Africa previously (39 557 in 2010). 
Dhlomo added that the total spend by Angolans visiting South Africa is 
also a contributing factor to the market’s importance accounting for the 
highest spend of the four countries in  2009 (in excess of R729 million). 

Adapted from: www.tourismindaba.co.za  
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 2.2.1 State the FOUR African markets that have been identified to 

drive tourism growth in South Africa. (4) 
    
 2.2.2 Identify the market that has already contributed more than 

others in terms of its spending patterns. (1) 
    
 2.2.3 Discuss THREE reasons why South Africa appeals to these 

markets. (3x2) (6) 
    
 2.2.4 SA Tourism is targeting the African market. 

Explain the term Market Targeting. (2) 
    
 2.2.5 Name the government strategy that aims at encouraging South 

Africans to travel domestically. (1) 
    
 2.2.6 List TWO aims of the strategy you mentioned in 

QUESTION 2.2.5 above. (2x2) (4) 
   [34] 
   
QUESTION 3  
   
3.1 Suggest FOUR points that could be included in the code of conduct of a 

tour operating business. (4) 
   
3.2 Name TWO career opportunities in a hotel industry. (2) 
  [6] 
    
  TOTAL SECTION B: 40 
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SECTION C: RESPONSIBLE AND SUSTAINABLE TOURISM  
  

QUESTION 4  
  

A call for a new approach to water planning 
 

The last few years have seen a remarkable change in the nature of the global 

discussion of issues of environment and development.  In the extensive lead-up to the 
1992 Earth Summit in Brazil, and in the subsequent discussions and work, the intimate 
connections between environment and development have been accepted as a given 
and the questions now being discussed and researched are how to define, and to 
achieve development in a “sustainable” way. This is a much needed and welcome 
change. 
 
At the same time, there is a serious danger. The concept of “sustainable development” 
has been accepted as jargon in the lexicon of almost all participants in the field, from 
grass-roots environmental groups to international aid agencies, without any clear 
answers or consensus about what the terms “sustainable” and “development” actually 
implies how to define and understand such a goal, or how to reach it. 
 
This problem is especially true for fresh water, a renewable resource critical for all 
levels of development-from agricultural and industrial production to ecosystem health 
and human health. In the past, long-term planning for the rational management and 
allocation of our fresh water resources has focused on the development of scenarios of 
future human demand for water, compared that projected demand to estimates of 
available supply, and developed policies and institutions to bridge the gap between the 
two. Excluded from this type of analysis was any voice for our natural ecosystems, any 
thought that the goals, aspirations, and desires of future generations may not be the 
same as those of the present generation, and any explicit representation of the 
complex interactions between land surface processes, atmospheric behaviour, the 
natural biota, and society. 
 

Adapted from www.environment.com: A guide to the world’s fresh water resources. 
Edited by: Peter H. Gleick 

  
4.1 4.1.1 Explain the term “sustainable development”. (3) 
    

 4.1.2 Name the town/city in Brazil where the relationship between 
sustainability and development was first discussed. (1) 

    
 4.1.3 Explain how:  
     
  (a) Pollution can affect the supply of water (2) 
     
  (b) Population increase can affect the demand for water (2) 
    
 4.1.4 Water is a “renewable resource”. 

Explain the term “renewable resource”. (2) 
    

  

http://www.environment.com/
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4.2 Study the following article and answer the questions based on it:  
   

CODES OF CONDUCT FOR TOURISTS 
Use public transport, or other means of travel that are environmentally friendly, 
e.g. cycling or walking. Avoid peak times of the year or week for a visit, to help 
ease overcrowding. This is obviously difficult for many tourists, given the 
institutional constraints of national school holidays, and as such need to involve 
other organisations. 
 

Treat the physical environment with care by not leaving litter, keeping off areas 
not open to the public, staying on footprints, and being sensitive to the presence 
of wildlife. For example, a recent survey of beaches in the UK by beachwatch 
has shown a major increase in the amounts of litter left by visitors on the 
country’s beaches. It is within this context of beach and marine environments 
that the EU’s “Blue Flag” scheme was mounted. 
 

Learn about the culture, language and geography of the tourist destination area. 
This can make it easier to understand and be sensitive to local issues, reducing 
any potential hostility between hosts and guests. 
 

Buy local products and eat in locally-owned establishments. This can help to 
support the local economy. One example of this is the Rhön Biosphere reserve 
in Germany, which involves produce from local farms being bought by and 
served in local restaurants. Respect the culture of a locality. This involves 
separating the authentic artistic experiences on offer from the adapted, 
contrived, commodified experiences developed for tourists. 

Source: Croall 1995  
   

 4.2.1 Discuss how the use of public transport can help alleviate the 
problem of:  

    

  (a) global warming (2) 
     

  (b) pollution (2) 
    

 4.2.2 It is within this context of beach and marine environments that 
the EU’s “Blue Flag” scheme was mounted.  

    

  (a) Explain the concept blue flag award. (2) 
     

  (b) Name THREE provinces in South Africa which have blue 
flag beaches. (3x2) (3) 

     

  (c) Discuss the THREE criteria used in awarding a blue flag 
status. (3x2) (6) 

     

  (d) Evaluate the benefits of a blue flag status to the beach 
and local businesses. (4) 

    

4.3 Identify all the components that show that the principle of responsible and 
sustainable tourism have been taken into account in drawing up this code 
of conduct. Give examples of each component from the code of conduct.
 (3+3) (6) 

   [35] 
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QUESTION 5  
    
Indicate which South African cultural group is associated with the following:  
   
5.1 Predominantly found in Free State province and are known for being 

crafts people, renowned for their metal working, leather working and wood 
carving. (1) 

   
5.2 Believe that the divine healer, Isangoma, has supernatural powers of 

communicating with the ancestral spirits on a person’s behalf. (1) 
   
5.3 They are well known for their clothing, ornaments and colourfully 

decorated houses that are made of mud, brick, plaster and thatch. (1) 
   
5.4 Their young boys go into a period of seclusion when they are instructed 

on their traditions and roles as adult males in their society. The initiates 
are called “abakhwetha”. (1) 

   
5.5 These are first inhabitants of Southern Africa who lived as hunter 

gatherers. (1) 
   [5] 
    
  TOTAL SECTION C: 40 
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SECTION D: TOURISM GEOGRAPHY, ATTRACTIONS AND TRAVEL TRENDS 
  

QUESTION 6  
   

6.1 Study the world time zone map below and answer the questions that 
follow:  

 

  
   

 Danny Jordaan, the CEO of the local organising committee of the FIFA 
Soccer World Cup held in South Africa 2010 has been invited to assist 
Brazil to prepare for its world cup to be held in 2014. He travelled to Rio 
de Janeiro on Friday 22 July 2011 to attend a meeting. The flight left Cape 
Town airport at 06:00 in the morning.  

    

 6.1.1 Calculate the date and time the flight arrived in Rio de Janeiro if 
the flying time was 15 hours. (6) 
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 6.1.2 It is 06:00 (local time) in Cape Town GMT+2 as Jordaan was 

leaving.  Calculate the time in the following cities:  
    
  (a) Perth (3) 
     
  (b) London (3) 
    
 6.1.3 Explain the concept daylight saving time (DST). (2) 
    
 6.1.4 List THREE benefits that countries which practice daylight 

saving time enjoy. (3) 
   
6.2 Read the extract below and answer the questions based on it.  
   

 SAFETY AND SECURITY 
The safety and security of tour groups is a very important factor in 
planning a tour, so it is naturally decisive in choosing destinations and 
visits to attractions. Note that in addition to crime, safety and security are 
threatened by other factors, e.g. diseases such as malaria, Aids, cholera 
and yellow fever. In fact, potential risks to tourists should be identified in 
advance by gathering as much information as possible about a 
prospective destination. Such information can be obtained from all 
important role players in the tourism industry.  

   
 6.2.1 State FOUR sources of travel health and safety information. (4) 
    
 6.2.2 Name THREE infectious diseases to which a tourist may be 

exposed to. (3) 
    
 6.2.3 Explain TWO reasons why countries need to enforce health 

restrictions. (2x2) (4) 
    
 6.2.4 Differentiate between an entry visa and a transit visa. (2) 
    
6.3 Study the table below and answer the questions that follow.  
   

 CURRENCY CODE VALUE IN RAND 23 MAY 2011  

 UK POUND GBP R11,33  

 US DOLLAR USD R 7,02  

 EURO EUR R 9,84  

 YEN JPY R 0,98  

   
 6.3.1 An outbound tourist (from S.A.) travelled to England to attend 

the Prince’s wedding during the Easter holiday with R 50 000. 
On his return he was left only with R 9 500. Calculate the total 
money he spent in British pounds. (3) 

   
 

 6.3.2 Convert his remaining amount into Euro. (1) 
   

 

 6.3.3 Differentiate between Bank Buying Rate and Bank Selling Rate. (4) 
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 6.3.4 Your friend has won a local United Nations Model Debating 
competition with his fellow team members and is on their way to 
New York for the international competition. Suggest to him about 
places where he can convert his money into foreign currency.
 (4x1) (4) 

   
 

 6.3.5 Recommend precautions to guard them against crime and 
unsafe situations. (4x1) (4) 

    

6.4 

  
   
 Egypt has, in February 2011, seen an uprising by her citizens wanting to 

oust their president. A standstill was experienced in some sectors such as 
air transport. Tourists were unable to enter or leave the country for some 
days.  

    
 6.4.1 Give the name of this type of large scale-event. (1) 
   

 

 6.4.2 Predict the negative effect of this event on the tourism industry 
of Egypt. (2) 

   
 

 6.4.3 Name ONE other type of large-scale event which may negatively 
affect the tourism industry of a country. (1) 

    
  TOTAL SECTION D: 50 
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SECTION E:  CUSTOMER CARE AND COMMUNICATION  
  
QUESTION 7  
    

7.1 

  
   
 Tourism businesses use feedback methods in order to assess whether 

their customers are satisfied with the standard of service they have 
received or not. Feedback allows tourism businesses to adapt their 
products and services to changing customer needs, thereby keeping a 
competitive advantage.  

    
 7.1.1 Apart from the suggestion box, identify FOUR sources of formal 

feedback. (4) 
    
 7.1.2 Explain ONE advantage of a suggestion box as a means of 

getting customer feedback. (1) 
    
 7.1.3 Discuss THREE benefits of feedback to any tourism business.

 (3x2) (6) 
    
7.2 In the tourism industry employees are often expected to work in teams.  
   
 7.2.1 Define the term teamwork. (2) 
    
 7.2.2 Describe THREE benefits of teamwork to an organisation. (3x2) (6) 
    
 7.2.3 Evaluate how good and bad communication and conducive and 

the non-conducive working environment can affect team 
performance. (2x2) (4) 

   [23] 
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QUESTION 8  
    
Read the extract below and answer the questions that follow:  
  

TOURISPHERE: THE ROLE OF INFORMATION TECHNOLOGY IN THE 
TOURISM INDUSTRY 

 
The positive impact of IT system on travel agents, tour operators and tourists in 
terms of the usefulness of IT awareness in the tourism industry. 
 

At the agency office you might search endlessly through the 
brochure without immediate success and this can take you few 
days to do and get you frustrated. But with the advent of IT, this 
can be done online. Sitting in your bedroom as a tourist, you 
can get all the necessary information without stress. This is just 
a matter of settling down with your laptop in your house and log 

into your desired website. So it opens up the possibilities for tourism. 
Author:  Yanus S. Salin  

   
8.1 Comment on the importance of computer technology in the tourism 

industry. (4x1) (4) 
   
8.2 State whether www.southafrica.co.za is an e-mail address or a website 

address. (1) 
   
8.3 Explain the use of the feature you identified in QUESTION 8.2 above. (2) 
  [7] 
   
 TOTAL SECTION E: 30 
   
 GRAND TOTAL: 200 

 

http://www.southafrica.co.za/

