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GRADE 11 TOURISM (CAPS)

EXAMINATION
MARKS: 200
TIME: 3 HOURS

INSTRUCTIONS AND INFORMATION

Read the instructions carefully before answering the following questions

—

. This 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

. In question 2.2, 2.3, 2.4 round off your calculations to TWO decimal points.

5. The following table is a guide to help you allocate your time according to each section.
SECTION TOPIC MARKS TIME
Section A | Short Questions 40 marks | 20 minutes
Section B | Mapwork and Tour Planning, Foreign | 20 marks | 20 minutes
Exchange
Section C | Tourism Attractions, Culture And 50 marks | 50 minutes
Heritage Tourism, Marketing
Section D | Tourism Sectors 50 marks | 50 minutes

Section E | Domestic, Regional and International | 40 marks | 40 minutes
Tourism, Communication and
Customer Care

200 3 hours
marks
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SECTION A: SHORT QUESTIONS
QUESTION 1: MULTIPLE CHOICE

1.1 Various options have been provided as possible answers to the following questions.
Answer each question by writing the correct letter of the answer next to the question
number, e.g. 1.1.11 E

1.1.1  Coupé is the term for ... (1)
A a closed compartment seating only two passengers
B separate areas in a passenger coach
C a public coach on a train
D the lowest class on a train

1.1.2 A South African tourist travelling to the Seychelles will enter the (1)
country via ...
A aroad border crossing
B a railway station
C the airport
D air traffic control

1.1.3  Flights on an aircraft that are hired by private companies or (1)
individuals.
A Transatlantic flight
B Inbound flight
C International flight
D Chartered flight

1.1.4  Flights over a long distance for longer than 6 — 8 hours. (1)
A Short-haul flights
B Medium-haul flights
C Long-haul flights
D Transatlantic flights

1.1.5 ... acts in many cases as the domestic division of SAA (1)
A 1Time
B Kulula
C SA Express
D SA Airlink

1.1.6  +1 on a flight schedule indicates... (1)
A the time zone
B the next day
C the previous day
D the day before

n Receive news and info by liking our Facebook page: Facebook.com/Proverto
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1.1.7  The part of the airport building that is open to passengers and (1)
visitors
A Gate
B Airside
C Landside
D Terminal

1.1.8 If you are in a hurry and do not have any checked luggage with you, (1)
you can check in using ...
A the terminal
B your driver’s licence
C the speed check-in kiosk
D the gate

1.1.9 The baggage that is weighed when a passenger checks in at the (1)
airport.
A Excess baggage
B Checked baggage
C Hand luggage
D Carry-on baggage

1.1.10 Used to protect baggage from being opened or tampered with. (1)
A Information display board
B Metal detectors
C X-ray scanners
D Baggage wrapping

1.1.11  An urban city commuter rail system. (1)
A Metrorail
B Gautrain
C Shosholoza Meyl
D Heritage train

1.1.12 The main reason why the Gautrain was built, was that ... (1)
A all our other trains were too old
B the government was forced to build a train for the Soccer
World Cup
C there were far too many vehicles on the roads between
Johannesburg and Pretoria
D The government wanted to copy overseas transport

1.1.13 The easiest method to pay for car rental is using ... (1)
A a credit card
B cash
C adebit card
D previous arrangement
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1.1.14 Storytelling and songs are aspects of culture referred to as ...
Dress

Dance and Music

Folklore

Cuisine

o0 w>

1.1.15 A descriptive itinerary that is generally planned for marketing
purposes.
A Specific itinerary
B Personalised itinerary
C Timed itinerary
D General itinerary

1.1.16 A reservation tool travel agents use when marketing an air, hotel, car
or other travel service booking.
A Central Reservation System
B General Reservation System
C Global Reservation System
D Local Reservation System

1.1.17 Is the logo of ...

A the SADC countries

B preserve and protect our cultural heritage
C the South African Tourism Board

D provincial heritage agents

1.1.18 The changes in the exchange rate are known as ...
A local currency
B foreign currency
C foreign exchange
D fluctuations

1.1.19 If the renter of a vehicle is under the stipulated age, a ‘young driver’
... is payable.

surcharge

waiver

liability

premium

o0 m>

1.1.20 Documentation that must be produced by passengers at airport
security control points.
A Passport and e-ticket
B ID and passport
C ID and boarding pass
D Boarding pass and e-ticket

n Receive news and info by liking our Facebook page: Facebook.com/Proverto
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1.2 Choose an explanation from COLUMN B that matches the term in COLUMN A.
Write only the letter (A — F) next to the question number (1.2.1 — 1.2.5)
in the ANSWER BOOK.

COLUMN A COLUMN B
1.2.1 Currency A | It refers to the changes in the rate of
exchange between one currency and
another.
1.2.2 Exchange rate B | The currency used by citizens of a
particular country.
1.2.3 Foreign currency C | Itis the act of exchanging currency of

one country for its equivalent value in
another currency.

1.24 Foreign exchange D | Itis the value of a currency in relation
to other currencies.

It is the money of another country.

It refers to the main notes and coins
used as a medium of exchange in a
particular country.

1.2.5 Local currency

m|m

[3]
1.3 Study the pictures below and put them in the right sequence in which they will
happen. Write only the numbers of the pictures in the correct sequence.

1.3.1 1.3.2

1.3.3 1.3.4
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1.3.5 1.3.6
1.3.7

1.3.8 1.3.9
1.3.10

[10]
1.4 Choose the correct term, from the words in brackets, for car rental. Write only the
number (1.4.1 — 1.4.5) and the selected word next to it.
1.4.1 Adriver in the vehicle he rented from Avis will take out (TLW, PAI) as
insurance for himself and for the passengers in the vehicle. (1)
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1.4.2 This type of insurance (CDW, SCDW) will cover the full amount of the
damage to a rented car. (1)

1.4.3 (Tourism surcharge, Tourism levy) is an amount that is charged for all
tourists who rent a car while visiting South Africa. (1)

1.4.4 (Additional driver fee, Contract fee) is the amount charged to draw up the
rental agreement. (1)

1.4.5 This is a fee that needs to be paid if you have an accident. (Claim
Administration Fee, Traffic Fine Administration Fee) (1)

[5]
TOTAL SECTION A: 40
SECTION B: MAP WORK, TOUR PLANNING AND FOREIGN EXCHANGE
QUESTION 2

Study the map below and read the accompanying scenario, then answer the questions.
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Mr and Ms Edwards are going on a tour in South Africa. On Day 1 they will fly from Cape
Town to Johannesburg, from where they will rent a car to the Kruger National Park, where
they will stay for Day 2. On Day 3 they will return to Johannesburg where they will spend
3 nights (Day 4 and 5) and then they will travel to Durban (Day 6), where they will stay for
3 nights (Day 7 and 8). They will travel back to Johannesburg where they will return the
car and fly back to Cape Town (Day 9). During their time in the Kruger National Park, they
will stay in the Skukuza camp in a self-service unit.

During their stay in Johannesburg they will stay at the 4 star Protea Hotel O.R Tambo, at
the O.R Tambo International Airport. The Johannesburg Airport hotel is 35 minutes from
Sandton, Rosebank and Newtown. Excellent shopping, dining and entertainment as well
as four golf courses, parks and two casinos can be found nearby. The hotel is close to
Rhodesfield Gautrain station and across the highway from the OR Tambo International
Airport Johannesburg, in Kempton Park, Gauteng. They want to travel with the Gautrain to
Pretoria on one of their days in Johannesburg to visit the Pretoria Zoo, Voortrekker
Monument and the new statue of Mandela at the Union Buildings.

In Durban they will stay in the 4 Star, Protea Hotel Edward, on the Durban Beachfront.
The hotel is situated on Durban’s Golden Mile and is well-placed within the golden triangle
which comprises the Suncoast Casino, uShaka Marine World and the International
Convention Centre. The hotel is also about five minutes from the city centre. Here they
want to spend a whole day on the beach, swimming and one day at Ushaka Marine World.

2.1 Re-draw the table below and fill in the necessary answers from the scenario.
This will be the itinerary you as a travel agent will give Mr and Ms van Wyk.

Day | Transport Accommodation Activities Attractions

(10)
2.2  Calculate the cost of their transport for the above tour if they rent
a petrol-driven vehicle. Use only the information on the map. It is not necessary
to record any other additional costs. Remember to include the tollgate costs.
Re-draw your table and fill in the correct answers.

Type of transport Route One way/Return Amount

2.3  Which exchange rate would Mr and Ms Edwards prefer to use on their
visit to South Africa if they were tourists from London. (2)
Explain your answer.
1£ = ZAR 12.68 or 1€ = ZAR 11.61

2.4  Use the exchange rate table below and calculate the following:

Euro 11.61
British Pound 14.2
USA Dollar 9.36

Round off your answer to the second decimal.

n Receive news and info by liking our Facebook page: Facebook.com/Proverto




a) If a flight ticket from London to South Africa costs £1 200, how much will it (2)
cost in ZAR?
b) Explain how the money spent by Mr and Ms Edwards in South Africa can (2)

directly or indirectly benefit the people of South Africa
[20]

TOTAL SECTION B: 20

SECTION C: ATTRACTIONS, CULTURES, HERITAGE TOURISM & MARKETING
QUESTION 3

3.1 Read the following article on Tourism Update Online and answer the questions
that follow..

SOUTHERN AFRICAN

ToURISM UPDATE
Online™ ™" " ™"

RETOSA survey ranks Botswana least welcoming to tourists
12 Thu, Apr 2012

Botswana’s tourism industry has been ranked the worst in Southern Africa in terms of
receiving tourists, according to a report by the country’'s Sunday Standard.
According to a study by RETOSA, the people of Botswana are considered hostile towards
visitors. The study centered on those who meet tourists when they arrive in the country,
such as taxi drivers, cleaners and other tourism service providers like hotel
employees. Botswana’s Environment, Wildlife and Tourism Minister, Kitso Mokaila, who
attended the recent RETOSA convention in Mauritius, fears the finding, may adversely
impact on its tourism industry, which is a major contributor to GDP. "Botswana was
considered the worst when it comes to accepting or welcoming tourists in the country
though we are probably the best when it comes to policies,” he said. He asserted that the
issue stemmed from a lack of understanding about the importance of tourism among
citizens and reinforced the importance of educating Botswana citizens on the industry’s
significance.

3.1.1  Write the following acronyms in full:

A RETOSA (1)
B SADC (1)
3.2 Name the two core functions of RETOSA. (2)

3.3 Determine how being a part of RETOSA can benefit the people of Botswana. (4)
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3.4

3.5

3.6

3.6.1

3.6.2

10

Justify why Botswana has been ranked the worst in Southern Africa in
terms of receiving tourists. (3)

Discuss the effect that this kind of behaviour of the people of the country
can have on the tourism industry in that country. 4)

Study the map below and answer the questions that follow.

Read the statement and decide

a) in which country you will find the attraction (mark with A —N) and
b) what is the name of the attraction

Re-draw the table below on your answer sheet and fill in the correct answers.

Name of the country Name of the attraction

One of Africa’s most beautiful rivers flows through the park and it is one
of the most visited areas by tourists. It is famous for its large herds of
Cape Buffalo and Elephant that come to drink water in the river. (2)

It was the first National Park founded on the continent of Africa. It
was founded by King Albert | of Belgium in 1925. The park was
declared a World Heritage site in 1979. (2)

n Receive news and info by liking our Facebook page: Facebook.com/Proverto
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3.6.3 This ambitious project to supply water and generate electricity has come
into being through the co-operation of the governments of South African
and the country which you have to name. It is the largest water transfer
scheme in Africa. (2)

3.6.4 It consists of sand dunes that, due to volcanic activity, have become
coloured. The dunes consist or red, brown, violet, green, blue, purple
and yellow sand. Tourists can also visit the nearby falls that are a
magnificent sight. (2)

3.6.5 This area is a World Heritage Site located 30 km off the coast and
consists of five tropical islands. (2)

3.6.6  This country became renowned because of its premier flagship hotel.
Originally built in 1965, this hotel captures the history and tradition of the
Nation and lies in the Ezulwini Valley. (2)

3.6.7 The highest mountain in Africa and the tallest free-standing peak in the
world. (2)

3.6.8 The falls in the Zambezi River are an iconic attraction visited by tourists
from all over. This icon is shared between Zimbabwe and its neighbour. (2)

3.6.9 The buildings on this site are said to be the second greatest stone
structures in Africa, after the pyramids in Egypt. Now fallen into ruin,
the city is a fascinating place to visit for tourists who are interested in
culture and history. (2)

3.6.10 The country consists of an archipelago of 115 tropical islands. It is a very
famous tourist attraction for the rich because it is quite an expensive place
to visit. It is also the home of two World Heritage Sites. The one was once
believed to be the original site of the Garden of Eden. (2)
[39]

QUESTION 4

4.1 Read the following extract and answer the questions.

SOUTHERN AFRICAN

TOURISM UPDATE
Online™ ™" "™

New SA focus for culture, heritage 23 Fri, Mar 2012 South Africa’s culture
and heritage could regain its rightful place in positioning South Africa as a “must-see”
long-haul destination with the launch of a new national strategy this month.

The national heritage and cultural tourism strategy, launched by Tourism
Minister Marthinus van Schalkwyk earlier this month, has been described as the “first
blueprint for heritage and cultural tourism development in South Africa”.
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Heritage and cultural tourism is undervalued in South Africa, says Paul Miedema, owner
of Port Elizabeth-based Calabash Tours, a tour operator that specialises in cultural tours.
‘As a destination, we assert our African status by and large on our wildlife and our
landscape. Politically, lip service is paid to the importance of heritage and culture, but
within the private sector, there seems to be an underlying resistance to packaging it.”

Miedema says this resistance could be due to the fact that this type of tourism involves
communities and is sometimes more abstract in content and harder to define. “Perhaps it
also underlines the lack of innovation and willingness from the private sector to embrace a
more ‘people centered’ tourism product.”

Heritage and cultural tourism products are the fastest emerging competitive niche products
within domestic and international markets. The World Tourism Organisation (UNWTO)
estimates that heritage and cultural tourism accounts for 40% of international tourism.

The new strategy aims to guide the integration of heritage and cultural resources and the
use of heritage and cultural tourism into mainstream tourism. Further goals are to
stimulate sustainable livelihoods at community grass-roots levels and to provide an
opportunity to raise awareness, increase education and profile the conservation needs of
heritage and cultural resources for sustainable tourism, among others.

Gauteng has always focused on cultural and heritage tourism, says Gauteng Tourism
CEO Dawn Robertson. “For Gauteng, a region rich with heritage and cultural sites, it is a vital
element of our tourism strategy and one of our strategic and competitive advantage areas.”

“We have incorporated cultural and heritage tourism promotion into both our domestic and
international marketing campaigns, with special focus on sites like the Cradle of
Humankind, Voortrekker Monument and various struggle heritage sites like the Apartheid
museum and the recently opened Pretoria Central Prison Gallows,” she said.

As part of the strategy, the Department will invest R6m over three years for further
development and active promotion of the eight World Heritage Sites in South Africa. A
further R80 million will be invested over a three-year period in projects known for their
"global significance", including amongst others the Dinosaur Interpretative Centre in
Golden Gate's Highlands National Park and the National Heritage Monument.

To access the strategy, visit www.tourism.gov.za

Gia Kaplan

4.1.1 Explain the following tourism terms used in the article:
a) long-haul destination (2)
b) niche product (2)
c) global significance (2)

4.1.2 According to Paul Miedema, the marketing of cultural and heritage tourism
does not take place in South Africa. Which aspects of South Africa are
marketed according to him. (2)

4.1.3 Describe how the communities in South Africa would benefit if culture and
heritage tourism are marketed globally. (4)

4.1.4 Name THREE above-the-line promotional techniques the organisers can
use to promote global culture and heritage tourism. (3)
[19]

TOTAL SECTION C: 50
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SECTION D: TOURISM SECTORS; SUSTAINABLE AND RESPONSIBLE TOURISM
QUESTION 5

5.1 Read the article published by ETNW and answer the questions that follow.

SAA extends Mango codeshare agreement

08 Wed, Jan 2014

SAA has expanded its existing codeshare agreement with Mango, to include more coastal
cities in South Africa, as well as Bloemfontein. SAA and Mango already have a codeshare
agreement for flights between Cape Town and Durban as well as between Lanseria
International Airport and Cape Town. It has now been extended to include flights from
Johannesburg to Cape Town, Durban, Port Elizabeth and George. Also included are
flights between Cape Town and Bloemfontein and Cape Town and Port Elizabeth. Mango
continues to be the operating carrier with SAA placing its SA code on the flights as the
marketing carrier. SAA customers’ tickets will start with SA and then the flight number,
while Mango customers’ tickets start with the JE code. Voyager members will earn miles
only if they book their flights on the SAA flight number, as is the case on Mango flights
between Durban and Cape Town and between Lanseria and Cape Town. Tammy Sutherns

5.1.1  Name TWO other international airports in South Africa operated by ACSA,

which are not mentioned in the article. (2)
5.1.2 The name of Bloemfontein International Airport was recently changed to ... (1)
5.1.3  Write out the acronym ACSA in full. (1)
5.1.4 Distinguish between a privately owned airport and a private landing strip. (4)
5.1.5 Explain code sharing. (2)
5.1.6 Name a low cost airline not mentioned in the article. (1)

5.1.7 Discuss THREE advantages of low cost domestic airlines for the tourism

industry in South Africa. (3)
5.1.8 Explain to you client why the tickets of low cost airlines are cheaper than

those of other airlines. (3)
5.1.9 Identify the national airline carrier of South Africa. (1)

5.1.10 Name TWO services that a passenger on the national airline carrier will
receive that are included in the cost of the airline ticket. (2)
[20]
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QUESTION 6

6.1

6.1.1

6.1.2

Study the flight time table of SAA below and answer the questions.

Identify the type of flight indicated in the flight schedule above. (1)

You must book a flight for your client, from Windhoek to Johannesburg on
13 September 2014. Provide the necessary information to your client about
his flight. (6)

State the code for the departure
airport. (1)

Calculate the duration of the flight. (1) .

The client will use the Gautrain from
OR Tambo International to Sandton.
Discuss the ticketing procedure with
him. 4)

Explain the benefits of the Gautrain
for the tourism industry of South
Africa. (3)

n Receive news and info by liking our Facebook page: Facebook.com/Proverto
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QUESTION 7

7.1 Name any TWO car rental companies operating in South Africa. (2)

7.2 Explain TWO requirements for hiring a car. (2)

7.3 List TWO additional costs that may be added to the rental car. (2)
[6]

QUESTION 8

8.1 Identify TWO career opportunities in the tourism industry which are

associated with the pictures below:

8.1.1 TRANSPORT

8.1.2 ACCOMMODATION

8.1.3 STATE TOURISM INDUSTRY

8.2 Explain how an entrepreneur is able to notice a gap in the tourism market. (2)

[8]
TOTAL SECTION D: 50
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SECTION E: DOMESTIC, REGIONAL AND INTERNATIONAL TOURISM AND
CLIENT SERVICE

QUESTION 9

“‘Domestic tourism is important not only to stimulate travel at home, but also to attract
more foreign tourist arrivals to our country. When we have a nation of enthusiastic and
passionate domestic leisure tourists, we gain a priceless bank of recommendations and
ambassadors with which to attract more foreign tourists to South Africa”

9.1 State the FIVE domestic market segments. (5)
9.2 Tell your friend about the domestic objectives for Tourism. (3)

9.3 At the start of Tourism Month celebrations in 2013, the National Minister
of Tourism, Mr M. Van Schalkwyk, unveiled a new domestic tourism
marketing campaign that emphasised the fun of a domestic leisure
getaway, and that South Africans to take short breaks.
What was this campaign called? (1)

9.4 Name the campaign marketed in 2012, that was replaced by the
campaign mentioned in 8.3. (1)

9.5 Explain ways by which the campaign made domestic tourism more

affordable to the previously disadvantaged people of South Africa. (2)
9.6 Define regional tourism. (2)
9.7 Explain the term “gateway” in regional tourism and give examples. (4)

[18]
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QUESTION 10

10.1  Study the cartoon below and answer the questions that follow.

10.1.1 Analyse the problem in the cartoon. (2)

10.1.2 Discuss the negative impact of the situation depicted in the cartoon on the
hotel. (4)

10.1.3 One of the neglected customers complained. Explain the value of
customer complaints for a tourism business/hotel. (2)

10.1.4 The customer eventually got through to the hotel and lodged a comlpaint.
Explain the SIX steps of dealing with verbal customer complaints. (6)

10.1.5 Customers can voice their dissatisfaction by writing to the organisation.
Name THREE types of written communication an organisation can receive.  (3)
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After three months the customer who had the bad experience with the

hotel in 10.1.1 saw the above suggestion in the hotel foyer. Suggest TWO

ways by which the customer can leave comments to the business to make

sure that the service level will be maintained. (2)

You need to be able to recognise different types of customers by their

cultural background in order to communicate effectively and provide

excellent customer service. List THREE ways in which cultures vary

so that interaction is affected. (3)

[22]
TOTAL SECTION E: 40

GRAND TOTAL: 200
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INSTRUCTIONS AND INFORMATION:

Read the instructions carefully before answering the questions:

1. This question paper consists of FIVE sections: SECTIONS A, B, C, D and E.

2. Answer ALL the questions.

3. In QUESTION 2 answers should be rounded off correctly to TWO decimal places.

4. You may use a non-programmable pocket calculator.

5. Write neatly and legibly.

6. Use the mark allocation to determine the length of your answers.

7. The following table is a guide to help you allocate your time according to each

section:

SECTION TOPIC MARKS TIME

Section A Short Questions 40 marks 20 minutes

Section B Map work and Tour Planning, 50 marks 50 minutes
Foreign Exchange

Section C Tourism Attractions, Culture And 50 marks 50 minutes
Heritage Tourism, Marketing

Section D Tourism Sectors; sustainable and 30 marks 30 minutes
responsible tourism

Section E Domestic, Regional and 30 marks 30 minutes
International Tourism,
Communication and Customer
Care

200 marks 3 hours
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SECTION A : SHORT QUESTIONS:

QUESTION 1

1.1 Four options are provided as possible answers to the following questions.
Choose the answer and write only the letter (A - D) next to the question number
(1.1.1-1.1.20)

1.1.1 The. .. is responsible for the national tourism policy, regulation and
development of tourism in South Africa.

A NDT

B TEP

C DTI

D SAT (1)

1.1.2  This cultural group of people is known for their brightly coloured
traditional homes:
A Xhosa
B Ndebele
C Venda
D Zulu (1)

1.1.3 South Africa uses this line of longitude:
A 30°W
B 30°E
C 180°
D 0° (1)

1.1.4 A condition experienced when a traveller has crossed more than
three time zones:
A Jetlag
B Jet fatigue
C Insomnia
D Claustrophobia (1)

1.1.5 The 0° line of longitude is also referred to as ...
A the Daylight Saving Time Zone
B time zones
C the equator
D the Universal Time Co-ordinate (1)

1.1.6 Identify ONE element that is NOT part of an itinerary:
A Transport
B Attractions
C Accommodation
D Visa requirements (1)
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1.1.7  The organisation mandated (responsible for) with the regulation of
travel health certificates globally:
A Department of Environmental Affairs and Tourism
B World Health Organisation
C South African Tourism
D UN World Tourism Organisation (1)

1.1.8 This organisation is the official tourism body responsible for
marketing South Africa to the international world:
A UN World Tourism Organisation
B Department of Environmental Affairs and Tourism
C South African Tourism
D Southern Africa Tourism Services Association (1)

1.1.9 Alegal document drawn up by an organisation that sets out the
conditions under which a member of staff is expected to work:
A Contract of employment
B Curriculum Vitae
C Code of conduct
D The Labour Relations Act (1)

1.1.10 This term indicates positive changes to wealth, poverty,
unemployment, currency value, foreign earnings and other aspects
in a country:
A Gross Domestic Product
B Political unrest
C Economic growth
D Sustainable tourism (1)

1.1.11 The ... organisation encourages the identification, protection and
preservation of heritage sites around the world.
A CATHSSETA
B FTT
C UNESCO
D SAHRA (1)

1.1.12 The price of one currency expressed in terms of units of another
currency:
A Bank selling rate
B Bank buying rate
C Foreign exchange
D Exchange rate (1)

1.1.13 The Basic Conditions of Employment Act does not allow for the
employment of children under the age of ...
A 18

B 16

c 17

D 15 (1)
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1.1.14 South African Airways uses the code 'Y' on their timetables
to indicate ...
A first class
B business class
C premium class
D economy class (1)

1.1.15 ... is the total value of all goods and services produced in a country
in one year.
A VAT
B GDP
C TSEI
D TSA (1)

1.1.16 A customer satisfaction survey can be useful to a tourism
business because ...
it reports on staff's actions — positive and negative
it gives feedback on customers' thoughts
it advises on customers' expectations
All the above-mentioned (1)

1.1.17 This symbol represents the American currency:

UoOw>+d4 TOwW>

™ KA

1.1.18 This worldwide event was held at the Durban North Beach for the
first time in South Africa from 21 — 23 March 2014.
A. Durban International Film Festival

B. Indaba
C. Land, Sea and Air Event
D. Comrades Marathon (1)

1.1.19 Choosing the red channel at an international airport means that
the tourist leaving the country ...
A. has illegal goods/baggage
B. has goods to declare
C. has no goods to declare
D. AandB (1)

1.1.20 In South Africa an International Driving License is only
issued by:
A. the consulate of the country to be visited
B. a foreign embassy of interest
C. the Automobile Association
D. the Department of Home Affairs (1)
[20]
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1.2 Match the term in column A with the explanation in column B. Write the
question number and the applicable letter.
COLUMN A COLUMN A
1.2.1 | Multiplier Effect A | The point where a new day begins
1.2.2 | Daylight saving time B | A non-profit organisation that promotes
sustainable tourism development
1.2.3 | International Date Line C | When the bank sells money to the tourists
1.2.4 | Greenwich D | Form of payment when travelling internationally
1.2.5 | Bank Selling Rate E | This refers to the time zone that a country has
decided to follow
.2.6 | Green channel F | The Royal Observatory near London
2.7 | Full board G | The activity where money brought by tourists
filters down through the economy and benefits
other organisations
1.2.8 | Traveller's cheques H | The area for people who have nothing to declare
1.2.9 | Standard time | | Turning the clock one hour ahead in summer
1.210 | FTT J | Bank buys from tourists
K | All meals and drinks are paid for and included in
the overall budget

(10)
1.3 Complete the sentences by filling in the missing words. Write the question
number and the answer.
1.3.1  The number of time zones around the globe is ...
1.3.2 The time zone on a map represents ...(degrees) and
... (hours)
1.3.3 The currency used by Japan is known as the ...
1.3.4 Exports refer to goods that South Africa ... ... other countries (5)

1.4 Choose the correct answer from the options provided. Write the

question number and the answer.

1.4.1
1.4.2

1.4.3
1.4.4

Africa is (behind/ahead) of time in India

A tourist that visits the Eiffel Tower will pay for his visit in
(Sterling Pound/Euro)

The IDL runs through the (Pacific/Atlantic) Ocean

When one currency is converted to another currency the

(foreign exchange/foreign exchange rate) will be used

1.4.5
Kwacha)

A major currency of the world is (Chinese Yuan/Zambian

)

TOTAL SECTION A: 40
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SECTION B: MAP WORK, TOUR PLANNING AND FOREIGN EXCHANGE
QUESTION 2

2.1 Compile an itinerary for Mr and Ms Dube from Johannesburg. They will stay in
the exclusive accommodation provided. Study the itinerary (below) and work
out a tour plan according to the table below. Re-draw the table on your answer
sheet and complete. (14)

Day | Transport Accommodation | Activities Attractions Meals included

CAPE TOWN TOUR - 4 DAYS
TOUR CODE: CT3
PRICE PER PERSON: ZAR 10 175 - 26 620

The four day Cape Town tour is a private guided tour which is
devoted to bringing to life the highlights located in and around

the South African Mother City. Clients have the option of
choosing exclusive, luxury or standard accommodation when
booking this tour with African Sky. For exclusive accommodation the
highest price per person will be charged. African Sky uses their own
shuttles to transport their clients on the tour.

The tour is conducted by an experienced African Sky guide whose knowledge of the
attractions, culture and history of the city of Cape Town is sure to enhance your tour. This
tour features visits to the Vergelegen Wine Estate, as well as Stellenbosch, Cape Point,
Table Mountain and a host of other attractions.

TOUR HIGHLIGHTS

WINE TASTING AT VERGELEGEN
TOUR OF STELLENBOSCH
VISIT TO THE CAPE CASTLE

VISIT TO DISTRICT SIX

INCREDIBLE VIEWS FROM TABLE MOUNTAIN
KIRSTENBOSCH

VIEWING CHEETAH UP CLOSE

CAPE TOWN TOUR ITINERARY

DAY 1

CAPE TOWN

Clients are met upon arrival at Cape Town International Airport, Cape Town. From here a
drive of about fifteen minutes brings the tour to Vergelegen, one of the most impressive of
all the wine estates of the Western Cape. This historic wine farm is located on the outskirts
of Somerset West at the foot of the Helderberg. Here clients partake in a wine tasting, after
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a brief explanation of the wine making process and the cultivars that are grown in South
Africa. Another wine farm is then visited en route to the town of Stellenbosch, where your
guide will highlight some of the most notable attractions in South Africa's second oldest
town. The tour of Stellenbosch is followed by a journey of about 40 minutes to Cape Town,
where guests are assisted with check-in at their hotel.

Overnight Exclusive Cape Grace Hotel
Overnight Luxury Commodore Hotel
Overnight Standard Portswood Hotel

Meals: Dinner

DAY 2

CAPE TOWN

This day of your Cape Town tour is devoted to the history and attractions found within the
city. Adderley Street, the upper half of the Heerengracht is traversed, before walking down
Government Avenue in the heart of Cape Town and enjoying a glimpse of the Houses of
Parliament. The tour then visits the pentagonal Cape Castle, oldest of all the buildings in
South Africa, which now serves primarily as a museum. It houses both the Good Hope
Gallery as well as the Military Museum dedicated to the preservation of military artifacts,
which cover both the Dutch, as well as the British periods of occupation. Subsequent to
visiting the Castle and viewing the lovely Dolphin Pool, the tour ventures to District Six
where time is devoted to visiting the local museum, which is housed in the former Methodist
Mission in Buitenkant Street. The historic Strand Street is the last point of call before the
tour makes its way to the hotel after a memorable day.

Overnight Exclusive Cape Grace Hotel
Overnight Luxury Commodore Hotel
Overnight Standard Portswood Hotel

Meals: Breakfast and Dinner

DAY 3

CAPE TOWN

First on the agenda of the day is a visit to Table Mountain. The flat-topped mountain was
given its name by the Portuguese explorer Antonio de Saldanha. We ascend the mountain
via the cableway, enjoying marvellous views of the Cape Town city bowl and the Atlantic
Ocean beyond. Upon reaching the summit, some time is devoted to visiting different
vantage points from where impressive views of the Cape Peninsula can be enjoyed. Your
guide also provides some information on the Cape Floral Kingdom, highlighting some of the
fynbos species found on the mountain. The visit to the summit of Table Mountain is followed
by some time devoted to exploring the world famous Kirstenbosch Botanical Gardens. The
gardens are home to seven thousand species of indigenous plants that create a most
remarkable display.
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Overnight Exclusive Cape Grace Hotel
Overnight Luxury Commodore Hotel
Overnight Standard Portswood Hotel

Meals: Breakfast and Dinner

DAY 4

DEPARTURE

After breakfast the tour travels to Paardevlei near Somerset West, where time is devoted to
visiting the Cheetah Outreach. Here clients will gain some insight into the survival plight of
the world's fastest animals. Cheetah used to occur in vast numbers across the countries of
Africa and Asia, yet today the number of cheetah in South Africa is only around a thousand.
You will learn interesting facts and experience close encounters with a few of these
beautiful animals. Jackals, meerkat, servals, caracals and bat eared foxes can also be
seen. Clients are then transferred to the airport for a flight back home, after a memorable
tour of Cape Town and its surrounding area. Fly back to OR Tambo International Airport in

Johannesburg.

Overnight: None
Meals: Breakfast

2.2 Calculate the cost of the tour for Mr and Ms Dube, excluding their flight tickets? (2)

2.3 Use the following exchange rates for question 2.3

£ R17.50
€ R14.50
US$ R10.50

2.3.1 If Mr and Ms Dube were from America, what would the cost be for the

4-day tour?

2.3.2 If Mr and Ms Dube were from London, what would the cost be for the 4-day

tour?

2.3.3 If Mr and Ms Dube visited France for a 4 day tour and the cost was 3,564 Euro,
what would the amount be in ZAR?

2.3.4 South Africa is experiencing a weak rand. What will this mean to overseas
visitors coming to South Africa?

2.3.5 Determine why it is necessary for the travel agent to develop a tourist profile
for all the people on the tour.
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QUESTION 3 TIME ZONES

3.1 Answer the questions referring to the IDL:

3.1.1 a) Why does the IDL not follow a straight line? (1)
b) Tourists are very curious about the IDL and the change in date.
Give ONE positive impact on tourism in the countries near the IDL. (1)

3.1.2  Bongani wants to attend the Soccer World Cup in Brazil.
He compiled an itinerary for his trip to South America via New York.
The itinerary is as follows:
* Departure from South Africa: Monday, 9/6/2014 at 20:00
* Theflight to New York is 11 hours and 30 minutes
* In New York he will meet his friend who is joining him for the
soccer excitement
* The stopover in New York is 3 hours and 30 minutes
* Flying time to Rio de Janeiro is 7 hours

a) Calculate Bongani’s arrival time and date in New York.
(New York will practise DST) (6)

b) Determine the time, day and date of arrival in Rio de Janeiro. (7)
c) Calculate the total duration of the journey — including the stop over. (2)
[17]

TOTAL SECTION B: 50

SECTION C: TOURISM ATTRACTIONS, CULTURE AND HERITAGE TOURISM,

MARKETING
QUESTION 4
4.1 Explain the difference between an icon and a tourist attraction. (2)
4.2 Study the following world map and identify the icons marked A — H. (24)

State the name of the ICON, the Country in which it is located and ONE unique
reason for it being an icon. Re-draw the table and tabulate your answers under
the following headings:

NAME OF ICON COUNTRY UNIQUE REASON

n Receive news and info by liking our Facebook page: Facebook.com/Proverto




29

QUESTION 5
5.1 Write the acronym UNESCO in full. (1)
5.2 Study the map of South Africa below and identify the heritage sites A — E.
Re-draw the table and tabulate your answers under the following headings: (15)
No Name of site Province Why UNESCO declare it

a world Heritage Site

5.3 Refer to sites D and E on the map and discuss in paragraph form the criteria
used by UNESCO for the declaration of these sites. 4)
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5.4 Discuss TWO initiatives in which SATourism has become involved to help
to maintain standards of facilities and services for the tourists. (4)
[24]

TOTAL SECTION C: 50
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SECTION D: TOURISM SECTORS; SUSTAINABLE AND RESPONSIBLE TOURISM

QUESTION 6

6.1 Professional image in the tourism industry is very important, because first
impressions are vital.

6.1.1 Discuss the effect of the image portrayed by the uniform used by SAA to a
potential tourist. This picture is taken from the SAA website. (2)

6.1.2 The image of the company is portrayed in question 6.1.1. Name FIVE
other aspects companies use to market their companies. (5)

6.1.3 In South Africa, as in most other countries, there are laws when it comes to
employing people to do a particular job. The most important law is called
the Basic Conditions of Employment Act 75 of 1997 that came into operation
on 01 December 1998.

Advise the SAA staff in the photo above about the THREE issues addressed
by the act mentioned above. (3)

6.2 Read the extract on the Gautrain and answer the questions that follow.
Write the answer next to the question number.
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GAUTRAIN — CARING FOR THE FUTURE

Sustainable development calls for an integrated approach, which considers the inter-
relationship between transport, the environment, the economy and society as a whole.
The aim of sustainable development is to build, operate and maintain a system that will
be beneficial to all in the long run.

Gautrain aims to facilitate and to be a catalyst for sustainable development. Gautrain,
therefore, has to meet the needs of the present generation without compromising the
ability of future generations to meet their own needs.

Extract from : Gautrain, a symbol of pride.

6.2.1 Define:
4.2.1.1 sustainable development (2)
4.21.2 catalyst (2)

6.2.2 In TWO sentences, explain why the Gautrain project was started to contribute
to sustainable development. (4)

6.2.3 Refer to the Triple Bottom Line approach.
Discuss the benefits of the Gautrain by referring to the 3BL. (6)

6.3  Study the picture below.
6.3.1 Explain why the Gautrain is considered as a “green train”. (2)

6.3.2 Compare the figures of air and road transport.
Justify the emissions reflected for air transport. 4)
[30]

TOTAL SECTION D: 30
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SECTION E: DOMESTIC, REGIONAL AND INTERNATIONAL TOURISM,
COMMUNICATION AND CUSTOMER CARE

QUESTION 7

7.1 Study the cartoon below and answer the questions that follow.

7.1.1 Identify the occurrence and also indicate the country in which it took place. (2)
7.1.2 Determine why this political situation become a worldwide event. (2)
7.1.3 Discuss the implications of this event on the tourism of the country. (3)

7.1.4 Indicate the type of tourist that would like to visit the site where 34 people
were killed. (1)

7.2 On the map below the obvious interest in the Oscar Pistorius trail is depicted.
This was according to the social media like SMSs Tweet and Twitter.

THE WORLD IS FASCINATED BY OSCAR PISTORIUS
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7.2.1 Name TWO continents from the map which are intrigued by the incident
mentioned on the map. (2)

7.2.2 Discuss why the person mentioned on the map is recognised worldwide. (3)

7.2.3 Determine whether the above mentioned incident can be classified as a
global event. (4)

[17]
QUESTION 8

8.1  Study the picture below and answer the questions that follow. This form of
customer feedback has been spotted in the bathrooms of the OR Tambo
International Airport.

8.1.1 Give ONE reason why the
Airports Company of South Africa
(ACSA) display these notices in
the bathrooms at the airport. (2)

8.1.2 Explain why the company
provides the bathroom number
(F10M) (2)

8.1.3 You visited the bathroom recently
and found it very clean and
hygienic. Use the instructions in
the picture below and complete A
and B together with your
feedback to the company.

A (1)
B (4)
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8.2 Study the comic strip and answer the questions.

8.2.1 Do you agree with the answer from the waiter? Give a reason for your answer. (2)
8.2.2 Suggest TWO ways in which a similar situation must be handled by a waiter. (2)
[13]

TOTAL SECTION E: 30
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GRADE 11 TOURISM (CAPS)
EXAM MEMORANDUM

SECTION A: SHORT QUESTIONS

QUESTION 1: MULTIPLE CHOICE
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1.4.1
1.4.2
1.4.3
1.4.4

1.4.5

PAIV

SCDWY

Tourism levyv’

Contract feev’

37

Traffic Fine Administration Fee v

Memorandum Grade 11

[5]

TOTAL SECTION A: 40

SECTION B: MAP WORK, TOUR PLANNING AND FOREIGN EXCHANGE

QUESTION 2
21
Day Transport Accommodation Activities Attractions
1 Aeroplanev’ Skukuza self- Watching the -
Carv cateringv’ scenery and wild
animals on their way
2 Car Skukuza self-catering | Watching the wild -
animals (Big Five) v
3 Car Protea Hotel O.R Driving from KNP to -
Tambov JHB. Sightseeing.
4 Car Protea Hotel O.R Shopping, Mandela | Sandton Cityv’
Tambo statue, Gambling, Casino
Golf (Emperors
Palace)
5 | Gautrainv’ Protea Hotel O.R - Pretoria Zoo
Tambo Union Buildings
Voortrekker
Monumentv’
6 Car Protea Hotel Watching the -
Edwardv scenery on their way
to Durban
7 Car Protea Hotel Edward | Swimming and -
visiting the beachv’
8 Car Protea Hotel Edward _ Ushaka Marine
Worldv’
9 Car _ Watching the _
Aeroplane scenery on their way
to Durban (10)

The activities and the attractions on day 4 and 5 and 7 and 8 may be reversed. Other
activities in the scenario may be used unless it is stipulated for candidate to use certain
information.
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2.2
Type of transport Route One way/Return Amount
Aeroplane CT to JHB Return R1 365.00v
Car JHB — Kruger gate Return R1 269.00v
Car JHB to DBN Return R1 860.00v
TOTAL R4 494.00v

(4)
23  1£=ZAR12.68Y

They will get more ZAR to spend in SAY (2)
24 a) £1200 x 14.22v' = ZAR 17064.00v (2)
b)
. Every tourist who comes into the country spends money while there.

This money v' goes into expenses like transport, accommodation, food,
attractions and shopping.

. This is good because it means foreign tourists bring more money into the
country. v

. Direct beneficiaries are those people or businesses which make money
directly from tourists, that is, the tourist pays that person or business directly.

. Indirect beneficiaries are those people or businesses that still benefit
from the tourism but the tourist does not pay them directly.

. Multiplier effect (2)

TOTAL SECTION B: 20

SECTION C: ATTRACTIONS, CULTURES, HERITAGE TOURISM & MARKETING

QUESTION 3

3.1

3.1.1 A Regional Tourism Organisation of Southern Africav’ (1)
B South African Development Communityv’ (1)

3.2 promotionv” and marketingv” of tourism in the SADC region (2)

3.3 a) create economic growthv” and boost job creationv’
b) alleviate povertyv" and stimulate economic development in rural areasv’
c) assist with broader economic development by using tourism related
infrastructurev” and transport networksv’
d) broaden air transportv” to allow direct flights to more destinations in

SADCV
e) partnerships with the local communitiesv” to improve the quality of lifev’
for the people  (ANY TWO) (4)
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Memorandum Grade 11

3.4 The Botswana citizens have a lack of understanding v'about the
importance v of tourism for the country. The people must be educatedv’
on the significance of the Tourism industry.

3.5 Tourists will not return to the countryv’

Bad word of mouthv’

Money will not flow into the country and this will lead to job lossesv’

Poverty in the countryv’

No expansion of the infrastructure of the country

Crime
3.6
Name of the country Name of the attraction
3.6.1 J — Botswanav’ Chobe National Parkv’
3.6.2 A -DRCY Virunga National Parkv’
3.6.3 N - Lesothov’ Lesotho Highlands Water Project / The
Katse Damv’
3.6.4 E - Mauritiusv’ Chamarel Falls and coloured earths of
Chamarelv’
3.6.5 H - Mozambiquev’ Bazaruto Archipelagov’
3.6.6 M - Swazilandv’ Royal Swazi Hotelv’
3.6.7 C - Tanzaniav’ Mount Kilimanjarov’
3.6.8 F - Zambiav’ Victoria Fallsv’
3.6.9 | - Zimbabwev’ The Great Zimbabwe Ruinsv’
3.6.10 | D - Seychellesv The Beachesv
QUESTION 4
4.1
411 a) People who will come from far v'to experience the destination.
It indicates tourists from far away destinations like international
(other countries)v’
b)  specialised productv’ in this case cultural and heritage tourismv’
c) people worldwide (global)v” would be interested to come and
experience the culture and heritage in South Africa.v’
4.1.2 Wild lifev' and landscapev’
41.3 a) more job creation for the local communitiesv’

b) It will create a positive feeling v'amongst the community about their

culture and heritage
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c) It would create a proud feeling towards the rainbow nation —
national proudness towards the country.v’

d) more money will be generated and a better standard of living for the
communities when culture and heritage tourism is promoted.v’

e) It will have a multiplier effect on the people in the community.

f)  small towns and rural areas will be developed.

g) Dbetterinfrastructure for these areas. (4)

414 a) conventional media tools: v'renting space on television,

newspapers, magazines, posters, radio.

b)  Printed material:v" brochures, flyers, pamphlets, posters bill boards,
meander maps.

c) Electronic advertising: v'video walls, audio-visual presentations,
digital displays, cell phone advertising, web-based advertising.
(If the learners did not use the three main types of advertising and
they used the examples, the examples must be one out of each of

the different types of marketing methods — not all out of one method) (3)
[19]

TOTAL SECTION C: 50
SECTION D: TOURISM SECTORS; SUSTAINABLE AND RESPONSIBLE TOURISM

QUESTION 5

5.1

5.1.1 OR Tambo Internationalv’
Cape Town Internationalv’
King Shaka International
Bram Fischer International
Port Elizabeth International

Upington International (2)
5.1.2 Bram Fischer International Airport v (1)
5.1.3 Airports Company of South Africav’ (1)

5.1.4 Privately owned: airports that are owned by private individuals or

companies. v~ A perfect option for owners of smaller aeroplanesv’ (2)
Privately owned landing strips: are found in open spacesv” and belong
to private individuals or companies. v’ (grass, gravel or tarmac) (2)

n Receive news and info by liking our Facebook page: Facebook.com/Proverto
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5.1.5 Mango continues to be the operating carrierv" with SAA placing its
SA code on the flights as the marketing carrier. v’ (2)

516 Kulula v (1)

5.1.7 People can buy cheaper tickets. v’
More people have access to this type of transportv’
More people are in the position to travelv’
Domestic tourism will expand (3)

5.1.8 Limited service delivery from the in-flight staffv’
No food included in the ticket pricev’
Seats not so comfortable — not enough legroomv’ (3)

5.1.9 SAA/ South African Airwaysv’ (1)
5.1.10 Complementary on-board food and drinkv’

In-flight magazine called Sawubonav’
DVD and music for in-flight entertainment

More comfortable — more legroom (2)
[20]
QUESTION 6
6.1
6.1.1 Regional flight v* (from Windhoek to Johannesburg) (1)

6.1.2 08:40 departurev’
10:45 arrivalv’
Flight nr. SA1752v

Aircraft CR2v

Class: Yv'/ economic

Stop: 0V (6)
6.1.3 WDHYV (1)
6.1.4 2 hours 5 minv (1)

6.1.5 Cashless transport systemv’
First buy a Gautrain cardv’
Load money onto itv’
By means of credit or debit cards, cash at ticket office or
ticket vending machinev’ (4)
(The answer must be in full sentences — explain)

6.1.6 affordable, cost effective transportv’
efficient servicesv’
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reliable timetablesv’

comfortable travel

environmentally friendly operations
safety and security

convenient electronic ticketing

QUESTION 7
7.1
7.1 Avisv' Budgetv' Europcar, 1First, Hertz, Tempest (or any other one)

7.2 The driver must be over the age of 21 yearsv’
The client must have a valid driver’s licensev’
A credit card is required to make the payment
Home address and contact details
The signing of the rental contract

7.3 Tourism levyv’
Fuel deposits and chargesv’
Airport surcharge
Additional deliver fee
Contract fee

QUESTION 8

8.1

8.1.1  Pilotv driverv’ luggage handler, cabin attendant, cleaning staff, ticket officers,
security, administrative, custom official, security, hiring agency staff , etc.

8.1.2 Porterv Conciergev” Front desk personnel, Manager, Cleaners,
Housekeeping, etc.

8.1.3 Management of specialist tourism servicev' marketingv’, human resources,
community liaison, quality control and monitoring, policy making, software
development and technical maintenance, office systems management,
accounting, business and community, business and community liaison etc.

8.2 ANY POSSIBLE CORRECT TWO :

. Proper market research and satisfying the current needs in the industry v
. Matching the advertisement technique to your target marketv’
. Offering specials and competitive packagesv’

TOTAL SECTION D:
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SECTION E: DOMESTIC, REGIONAL AND INTERNATIONAL TOURISM AND
CLIENT SERVICE

QUESTION 9
9.1
9.1 Spontaneous Budget Explorersv’
New Horizon Familiesv’
High — Life Enthusiastsv’
Seasoned Leisure Seekersv’
Well to Do Mzanzi familiesv’ (5)

9.2 It is a strategy (plan):
To increase domestic tourism revenue (income) v
Increase domestic tourism volumev’
Address seasonality and geographical spread v
Because of the climate some areas are restricted to touristsv’
Create situations to make it easier for people to travel especially previous
disadvantaged groups

Enhance a culture of travel / tourism (3)
9.3 Nothing’s More Fun than a Sho't Left v (1)
9.4 The Vaya Mzansi campaignv’ (1

9.5 The new campaign had more affordable/cheaperv” tours for the people,
making it easierv’ to go on holiday.
The people can even use their Edgars card v'to fly with a low budget
airline and pay laterv’
More marketing on the TV and radio was done to encourage the people
to go on holiday (2)

9.6 The movement of people within a region v* of a continentv’ (2)

9.7 A gateway is the accessibilityv” of each SADC country from South Africa.
The Way you will get into or out of a country. It can be by roadv” airv” or
waterv’ (4)
[18]
QUESTION 10
10.1
10.1.1 There is a staff shortagev’
Not enough people to answer the telephonev’
The hotel is very busy and the staff cannot attend to the telephone
ringing, because they are attending to the other tourists.
Bad service delivery
People want to book at the hotel but nobody answers the phone (2)

10.1.2 People will stop phoning the hotel because they do not receive quality
servicev’
Bad word of mouth will be spread about the hotel v/
Less people will visit the hotelv’
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The hotel will not make a profit anymorev’
This will lead to people losing their jobs (4)

10.1.3 They show an organisation how good or bad their customer service isv’
They show an organisation that customers want to continue doing
business with them v
They provide an opportunity to the business to improve its products
and service (2)

10.1.4 EXPLAIN so the answers must be in full sentences to receive a mark.
Listen carefully and with interest to what the customer has to sayv’
Ask questions in a caring, concerned mannerv’
Apologise for the mistakev’
Solve the problem immediately or find someone who can solve the
problemv’
Offer a reward in the form of compensation to the customer — free
supperv’
Thank the customer for filing a complaint and making you aware of the
situation v’ (6)

10.1.5 Complaint letters/e-mails/faxesv’
Customer comment cards and suggestion boxesv’
SMS complaintsv’
Internet complaints (3)

10.1.6 Suggestion boxes v
Customer surveys v'/ Questionnaire (2)

10.1.7 Religious practicesv’
Food and drink preferences v/
Dress and appearancev’
Language
Customer expectations (3)
[22]
TOTAL SECTION E: 40

GRAND TOTAL: 200
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QUESTION 1

1.1
1.1.1

C Vv

C Vv

D v
D v
v
v
v
v
C Vv

D
B

D
A

D v
C Vv

1.1.2

1.1.3
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1.1.5
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1.1.10
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1.1.16
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1.1.19

1.1.20

(20)

B v

1.2

1.2.2
1.2.3
1.2.4
1.2.5
1.2.6
1.2.7
1.2.8
1.2.9

1.2.1

1.2.10
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1.4.1 Behindv

1.4.2 Eurov

1.4.3 Pacificv’

1.4.4 Foreign Exchange Ratev’

1.4.5 Chinese Yuanv' (5)

TOTAL SECTION A: 40

SECTION B: MAP WORK, TOUR PLANNING AND FOREIGN EXCHANGE

QUESTION 2
21
Day | Transport Accommodation | Activities Attractions
1 | Aeroplane Cape Grace Wine tastingv’ | Vergelegen wine farmv’
Shuttle  v* | Hotelv’ or
Stellenboschv’
2 | Shuttlev Cape Grace Walk down
Hotel Adderley Castle of Good Hope/
Street v or Cape Castlev
Heerengracht | District Sixv’
3 | Shuttlev’ Cape Grace Table Mountainv’
Cable car Hotel Kirstenbosch Botanical
Gardenv’
4 | Shuttlev’ Cheetah Outreachv’
Aeroplane

Accommodation is the same for all three days. One mark for all three days —
all or nothing. If one day is left out, no marks must be awarded.
Transport — Where there are two types of transport for the day, both must be

named for 1 mark — all or nothing. (14)
22 R/ZAR 26 620.00 x 2 = R/ZARv 53 240.00v (2)
2.3.1 R/ZAR 53 240.00 +v 10.50v" = US$v' 5 070.48v 4)
2.3.2 R/ZAR 53 240.00 +v" 17.50v = £v 3 42.29v 4)
2.3.3 3,564 € xv 14.50v = R/ZARY 51 678.00v 4)

2.3.4 They will get more value for their moneyv'v'
They will have more money to spend in South Africa when they visit. (2)

2.3.5 To determine the interests of the touristv’
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To know their dietary requirementsv’

To know the places or activities they already visitedv’

To be sure that the tour he plans for them will be a unique experience

People of different ages have different needs — to cater for everybody on their tour
It must suit the needs of the individual customer

Know the budget of the tourist / To plan a tour according to their budget as per
profile (3)

QUESTION 3 TIME ZONES

3.1
3.1.1 a) To prevent the same country to have 2 different datesv’ (1)

b) Positive impacts of the IDL on the countries:
People like to go there to see what it is about. v’
Want to see (experience) the New Year first.
See where the New Year starts.
More opportunities for tourism businesses. (1)

3.1.2
a) Bongani’s itinerary:
South Africa : +2
New York: -5(+1DST) v 4
Time difference : 6 hours v

20:00 —v 6 Hours = 14:00
14:00 + v"11hrs 30mins = 25:30
Arrival time : 01:30 vV Tuesday v 10/6/2014 (6)

b) Stop over time: 3 hrs 30mins + v' 01:30 = 05:00v" (10/6/2014)

New York: -4
Rio de Janeiro: -3
Time difference: 1 hour

05:00 + v' 1 hr = 06:00 Local time in Rio de Janeiro (10/6/2014)

06:00 + v' 7 hours flying time = 13:00v

Tuesdayv' 10/6/2014v (7)
C) SA to New York 11 hrs 30 mins
Stopover in New York 3 hrs 30 mins v for the sum
New York to Rio de J 7 hrs 00 mins
Total duration 22 hrs 00 minsv’ (2)

TOTAL SECTION B: 50
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SECTION C: TOURISM ATTRACTIONS, CULTURE AND HERITAGE TOURISM,

MARKETING
QUESTION 4
4.1
TOURIST ATTRACTION ICON
+ ltis a significant feature of a
* An attraction could be anything country that makes that country
that causes tourists to visit a famous all over the world. v/

destination. v/
* |t is often of value to the human

+ It could be a town, city or country race due to its unique
that has many featuresv’ characteristicsv’

* Natural — game park or a place of * lcons are known and easily
natural beauty recognised globally

*  Human-made
* Global event

+ Attractions may not be known all
over a country

Some are national or provincial

(2)
4.2

NAME OF ICON COUNTRY UNIQUE REASON

A unique modern design on the shores of
Australiav’ | Sydney Harbourv'

B Floating marketsv’ Thailandv’ Important method of transport

A Sydney Opera Housev’

46m high figure of a woman holding up a
blazing torch.

Celebration of freedom v/

One of the most beautiful buildings in the
D Taj Mahalv Indiav’ world built out of love. A beautiful
monument in the memory of his wife. v/
It is regarded as the 5" largest statue of
Jesus Christ. v/

Northern

: v
C Statue of Liberty Americav’

E Christ the Redeemerv’ Brazilv’
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Highest mountain in Japan. One of three
F Mt Fujiv Japanv’ holy mountains. Semitic shape. Dormant
volcano. v/
G Meccav Saudi The holiest city of the Islamic faith and the
Arabiav’ birthplace of the Prophet Mohamed. v/
Famous for its blue tile work and six fluted
H Blue Mosquev’ Turkeyv’ minarets. v
(24)
QUESTION 5
5.1 United Nations Educational, Scientific and Cultural Organisationv’
Must be correct to receive 1 mark — all or nothing) (1)
5.2
No Name of site Province Why did UNESCO declare
it a world Heritage Site
A Robben Islandv’ Western Capev’ Buildings have a history.
Symbolise the triumph of
the human spirit of freedom
and democracy over
oppression. v/
B Richtersveld Cultural and Northern Capev’ Represents a way of life
Botanical Landscapev’ that is a significant stage of
the area. Culture of Nama.
v
C Ukhahlamba / KwaZulu-Natalv’ Rock art largest and most
Drakensberg Parkv’ concentrated in Africa south
of Sahara. San people lived
there. Diversity of habitat. v/
D |iSimangaliso Wetland Parkv" | KwaZulu-Natalv’ Five interlinked
ecosystems.
One of the largest estuary
systems in Africa, as well
as one of the most
southerly coral reefs in the
continent. v/
E | Cradle of Humankindv’ Gautengv’ Exceptional testimony of
(Sterkfontein) specimens dating back
more than 3.5 mil years. v/

(19)
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5.3 Info on D - Naturalv’ plants, animals, conservation, geological v
Info on E - Culturalv’ Ms Ples, origin of mankind, historical value,
scientific value, archaeological v/
(Any two facts) (4)

5.4 a) Imvelo Rewardsv" This reward is for tourism businesses that act in a
responsible manner. They must maintain the highest of standards of service
as well as responsibility throughout to win this award. v/

b) The Emerging Tourism Entrepreneur Awardv’ The award encourages
emerging entrepreneurs to establish themselves in the industry, and prove
that they can be successful through hard work and high standards. v/

c) Conferences such as South African Travel and Tourism Industry Conference
(SATTIC) v Tourism businesses are encouraged to offer high standards of
facilities and service, where they get the opportunity to to meet other role
players and to network. v/ 4)

TOTAL SECTION C: 50
SECTION D: TOURISM SECTORS; SUSTAINABLE AND RESPONSIBLE TOURISM
QUESTION 6

6.1
6.1.1 The professional appearance of the staff gives a good and stable impression
to the potential client. v/
It gives a feeling of trust to the client. v/
It gives the impression to the client that if this | what the staff look like, | can
trust the company with my business.
This is a business that knows how to treat their customers. (2)

6.1.2 Namev Logov sloganv” websitev” stationeryv’ marketing material, product
packaging, physical appearance of the business, Environmental policies,
customer service policies. (5)

6.1.3 Conditions of employment servicev’
Maximum working hoursv’
Annual, sick and maternity leavev’
The particulars and termination of employment
Payment of remuneration and wages, deductions and other acts concerning
remuneration
Payment of contributions to benefit funds
The monitoring and enforcement of the law and legal proceedings (3)
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6.2
6.2.1

6.2.2

6.2.3

6.3
6.3.1

6.3.2

The way to develop a country or area in such a way to meet the
needs of the generation, but not to compromise the needs of the future

generations.v'v’ (2)
Catalyst:
Something or someone that helps to bring about a changev'v’ (2)

It supplies a fast, comfortable transport to OR Tambo International Airport v'v'

It will lead to less congestion on the roads around Johannesburg. v'v/
Government needs to provide real alternatives to the motor car user

The image and acceptability of public transport must be improved

Less emissions — less cars (4)

Economyv”: Less accidents, less claims from insurancev’
More use of ‘public’ transport
Less damage to roads
Reduce travel distances, time and cost
Improve city sustainability
Stimulates economic growth
New development
(any 1 benefit) (2)

Social v Job creation v’
People end up with less road rage
Easier and faster way to travel
Get to work calmly and not stressed up by the traffic
Provides transport to most tourist attractions along the route
(any 1 benefit) (2)

Environment: v/ Less pollution v/
Less use of fuel
Less global warming/climate change (any 1 benefit) (2)

If the Gautrain is compared to a motor car and an aeroplane you can

see that it is friendlier to the environment than the other modes of transport. v'v/
Less pollution

Less contribution to global warming (2)

Air transport is 175v" and road (car) is 125 v* Air travel more passengers
than in a carv’
Result: per person less pollutionv’ (4)

TOTAL SECTION D: 30
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SECTION E: DOMESTIC, REGIONAL AND INTERNATIONAL TOURISM,
COMMUNICATION AND CUSTOMER CARE

QUESTION 7

71
7.1.1 The strike at the mines in Marikana where 34 people were killed. v’
In South Africa. v/ (2)

7.1.2 It was a political situation where the SAPD killed people. v
All eyes were on South Africa to see how the situation would be resolved. v/
It was a new government and the same things happened that occurred
previously. (2)

7.1.3 People felt that they do not want to visit the country if it goes back to its
old ways. v
People felt the political situation was not resolved in the country. v/
People did not feel safe to visit the country if the police shoot so easily. v
Loss in profits may lead to retrenchments, because of the ongoing strike.
Decrease in tourist numbers.
The loss in revenue, because lesser people will visit the country.
The loss of confidence in the destination’s ability to employ safety measures.  (3)

7.1.4 Dark tourist. v/ (1)
7.2
7.2.1 North and South America, Canada, Australia, Europe, India (2)

7.2.2 Oscar Pistorius is a leading South African runner, who won fame as an
athlete with a disabilityv' competing at a high level, including multiple
Paralympic Gamesv” and the 2012 Summer Olympics. v’

* News about him was covered in magazines and TV worldwide.

* Atthe 2011 World Championships in Athletics, Pistorius became the first amputee
to win an able-bodied world track medal.

+ Atthe 2012 Summer Olympics, Pistorius became the first double leg amputee to
participate in the Olympics when he entered the men's
400 metres and 4 x 400 metres relay races.

+ Atthe 2012 Summer Paralympics, Pistorius won gold medals in the men's 400-
metre race and in the 4 x 100 metres relay, setting world records in both events.
He also took silver in the 200-metres race, having set a world record in the semi-final.

» Pistorius also carried the flag at the opening ceremony of the 2012 Summer
Paralympics.

* In the 200 metres event Pistorius established a new T43 world record of 21.30
seconds in his heat on 1 September,[8] but he was defeated in the final
the next day by Alan Oliveira of Brazil. Pistorius took silver, and then created a
controversy by complaining about the length of Oliveria's blades.
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7.2.3

SASCOC issued a statement welcoming Pistorius's apology for his outburst and
declared their full support.

Pistorius won a gold medal on 5 September running the anchor leg as part of

the South African 4 x 100 metres relay team. (3)

Multi-country participation v (this means that many countries participate in

the event, either as participants or spectators)

Multi-country interest and attentionv’(many countries across the world take

keen interest in the event —TV, Twitter)

The event has a huge following globally. v/

Global media attention both in print and electronic media. v/ (4)

QUESTION 8

8.1
8.1.1

8.1.2

8.2
8.2.1

8.2.2

It creates the opportunity to obtain first hand feedback on service
delivery from the tourists.v'v’

So that they can establish if tourists are satisfied with the state or condition
of the bathrooms. (2)

There are many different bathrooms all over the airport building. The
number identifies the bathroom.v' v’

So they can establish who is responsible for the bathroom and that corrective
action can be taken should tourists be dissatisfied. (2)

A — 32691V (1)

B - WASHROOM F10Mv' v
Any positive messagev' v’ (4)

Nov' because he definitely does not know how to treat a customer. v/
The customer always right. (2)
The waiter should be friendly at all timesv” and treat the customer with respectv” (2)

TOTAL SECTION E: 30
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submitted online via the link we have provided.
Incomplete bursary applications will be rejected.
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