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Introduction

This suite of nine qualifications comprises General Certificates of Education in:
e Applied Art and Design

e Applied Business

e Applied ICT

e Engineering

e Health and Social Care

e Leisure Studies

e Media

e Performing Arts

e Travel and Tourism.

The qualifications are designed to give learners a broad introduction to a vocational sector.
Edexcel GCE in Travel and Tourism

The Edexcel GCE in Travel and Tourism has been developed to provide a broad educational basis for
further training, further education or for moving into appropriate employment within the travel and
tourism sector. The Edexcel GCE has been designed to be delivered in a work-related context and to
allow learners to develop an understanding of the travel and tourism sector.

Qualification codes

Each qualification title is allocated a QCA National Qualifications Framework (NQF) code.
QCA NQF codes

The QCA National Qualifications Framework (NQF) code is known as a Qualification Accreditation
Number (QAN). This is the code that features in the DfES Funding Schedule, Sections 96 and 97, and is
to be used for all qualification funding purposes. The QCA QAN is the number that will appear on the
learner’s final certification documentation.

The QANs for the qualifications in this publication are:

Edexcel Advanced Subsidiary GCE in Travel and Tourism (Single Award): 100/4744/X

Edexcel Advanced Subsidiary GCE in Travel and Tourism (Double Award): 100/4745/1

Edexcel Advanced GCE in Travel and Tourism (Single Award): 100/4801/7

Edexcel Advanced GCE in Travel and Tourism (Double Award): 100/4802/9

Edexcel Advanced GCE with Advanced Subsidiary (Additional) in Travel and Tourism: 500/5780/7
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Qualification overview

Structure

Advanced Subsidiary/Advanced GCE (Single Award)

All Single Award Advanced GCE qualifications in this suite comprise six equally-weighted units and
contain an Advanced Subsidiary subset of three AS units. The AS is the first half of a GCE course and
contributes 50 per cent of the total Advanced GCE marks. The A2, the second half of the Advanced
GCE, comprises the other 50 per cent of the total Advanced GCE marks.

Advanced Subsidiary (Double Award)/Advanced GCE (Double Award)

All Advanced GCE (Double Award) qualifications in this suite comprise 12 equally-weighted units and
contain an Advanced Subsidiary (Double Award) subset of six AS units. The Advanced Subsidiary (Double
Award) is the first half of an Advanced GCE (Double Award) course and contributes 50 per cent of the
total Advanced GCE (Double Award) marks. The A2, the second half of the Advanced GCE (Double
Award), comprises the other 50 per cent of the total Advanced GCE (Double Award) marks.

Advanced GCE with Advanced Subsidiary (Additional)

All Advanced GCE with Advanced Subsidiary (Additional) qualifications in this suite comprise nine
equally-weighted units.

Guided learning hours

The number of guided learning hours for the three-unit Advanced Subsidiary GCE (Single Award)
qualification is 180.

The number of guided learning hours for the six-unit Advanced Subsidiary (Double Award) qualification
is 360.

The number of guided learning hours for the six-unit Advanced GCE (Single Award) qualification is 360.

The number of guided learning hours for the nine-unit Advanced GCE with Advanced Subsidiary
(Additional) qualification is 540.

The number of guided learning hours for the 12-unit Advanced GCE (Double Award) qualification is 720.

2 UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



€ 010Z Pa3WIT 199X3p3 @  (LOT 49Ga1das - € aNss| - WSLINO] pue J9ARIL UL D9 199x3p3 - uoljedy1dads - L0€5Z0VN
“ZL PUR 7] ‘Ol ‘6 S1tun wodj 1un auo snjd g 01 | s3un ‘syiun Asos)ndwiod syl 9191dwod 1snw siaudea) uonedtjenb syl aaalyde oj,
aunr/Atenuer Jeusaqu) | Auosindwo) 1euondo Jeuonndo V/N V/N rA' 8669 suoljesiuesiQ 19ARI | rd)
aunr/Atenuer Jewdiy| | Asosindwo) Jeuonndo Jeuonndo V/N V/N YA'. 1669 sAepl1oH 1s2493u] Jetdads Ll
wistIno
aunr/Asenuer Jeusaixy | Asosindwio) Jeuorndo Jeuorndo V/N V/N YA 9669 | pue ]9ARIL UL S91BS puR UOLI0WO.Id 0l
aunr/Asenuer Jeusau) | Auosjndwo) Jeuorndo Jeuonndo V/N V/N YA G669 WISLINO] pUe |9ARI] UL SULYIOM 6
wistIno
aunr/Arenuer lewdiy) | Asosindwo) | Auosindwio) | Asosindwio) V/N V/N YA'4 669 pue 19ARJ] UL SINSS| JUDLIND 8
aunr/Atenuer Jewaixy | Auosjndwor | Alosindwor | Asosindwo) V/N V/N YA'. €669 wsLino| a)qisuodsay /
aunr/Arenuer rewau) | Aiosindwo?) | Asosindwo) V/N | Alosindwo) V/N Sy 7669 suorjeladQ 140s9y 9
aunr/Arenuer lewaixy | Auosindwor | Asosindwo) V/N | Alosindwo) V/N Sy 1669 Kajes Suiaaed ] G
aunf/Arenuer Jewdiy| | Asosindwo) | Auosindwiod jeuonndp | Asosindwod 1euonndo Sy 0669 urelLg uolyeurlsaq 4
aunr/Arenuer Jeusaqu) | Aosindwo) | Alosindwo) Jeuondo | Asosindwo) 1euonndo Sy 6969 adoun3 uonyeunysaqg €
aunf/Asenuer Jeusaqu) | Alosindwo) | Alosindwo) | Auosindwo) | Auosindwo) | Auosindwo) Sy 8869 | JoWO03IsSN) WSLINO]| pue 19AeR.] ay] 7
aunr/Arenuer lewaixy | Auosjndwo) | Asosindwor | Asosjndwo) | Alosindwo) | Auosindwo?) Sy /869 AJIsnpuj wsLINO| pue ARl 9y | L
Aan)iqe)teae apow (319noq) | (jeuonippy) apod
JUSWISSISSY | JUSWISSISSY 309 | SV UM 309 309 | (a1g9noq) sy SV | 19A97 nun ML | 3N

SIUN JO M3IAISAQ




Rationale

This suite of nine General Certificates of Education is part of the Level 3 provision of the National
Qualifications Framework (NQF).

These GCEs aim to:

e widen participation in vocationally-related learning

e allow learners to experience vocationally-related learning to see if it is suitable for them
e enable learners to make valid personal choices on completion of the qualification

e raise attainment at Level 3/Advanced level of the NQF.

The broad objectives of the GCEs are to:

e introduce learners to work-related learning

e give learners a broad introduction to a vocational sector

e give learners the technical knowledge, skills and understanding associated with the subject at this
level

e equip learners with some of the skills they will need in the workplace or in further education or
training

e empower learners to take charge of their own learning and development

e provide a range of teaching, learning and assessment styles to motivate learners to achieve their
full potential.

The Applied GCE suite of qualifications contributes to the quality and coherence of national provision,
as shown by their place in the Government’s Green Paper ‘14-19 Extending Opportunities, Raising
Standards’.

The GCE in Travel and Tourism has been designed to provide a broad educational basis for further
education or for moving into employment within the travel and tourism sector. This is achieved by
ensuring that learners develop the general skills, knowledge and understanding needed within the
sector. This qualification conforms to the Qualifications and Curriculum Authority (QCA) General
Qualification Criteria for GCEs, any additional criteria for GCE (Double Award) qualifications and to the
subject criteria for GCE qualifications in Travel and Tourism, which set out the knowledge,
understanding, skills and schemes of assessment common to all GCE qualifications in the subject.
Subject criteria help ensure consistent and comparable standards in the same subject area across
awarding bodies and help further and higher education institutions and employers know what has been
studied and assessed.

In particular, the aims of the GCE qualifications in Travel and Tourism are to encourage learners to:
e develop broad skills, knowledge and understanding of the travel and tourism industry

e develop and sustain an interest in travel and tourism, the issues affecting the development of the
industry and its potential effect on employment opportunities

¢ develop an understanding of the scale and importance of the travel and tourism industry and the
interdependence of its sectors

e appreciate the importance of the customer to the travel and tourism industry

e appreciate the importance of host destinations and communities to the travel and tourism industry
and the importance of sustainable development

e appreciate the positive and negative impacts travel and tourism may have on people, the
environment and the economy

e develop practical and technical skills relevant to the travel and tourism industry

e appreciate the global and dynamic nature of the travel and tourism industry, how people,
environments and issues change, and how the industry responds to these changes
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e appreciate the impact of information and communication technology (ICT) on the development of
the travel and tourism industry and its potential effect on the future activities

e appreciate the significance of values and attitudes of key stakeholders in the travel and tourism
industry

e develop their own values and attitudes in relation to travel and tourism issues

e apply their knowledge and understanding of travel and tourism and use research, evaluation and
problem-solving skills in vocational contexts

¢ plan, prioritise and meet deadlines, working independently and within teams
e participate in visits to travel and tourism organisations and destinations.

Through AS and AS (Double Award) qualifications, learners should develop an understanding of the
characteristics of the travel and tourism industry and its individual sectors and the skills required to
operate effectively therein.

Through Advanced GCE and Advanced GCE (Double Award) qualifications, learners should develop a
more critical understanding of the travel and tourism industry and the connections between different
parts of the industry, through sustained use of a range of research techniques, and apply this
understanding in unfamiliar contexts. In addition, learners should be encouraged to develop a holistic
view of the travel and tourism industry and an understanding of the interrelationship and
interdependencies of its different sectors. They should also have the opportunity for an in-depth study
of one or more sectors and its operation, and develop skills to deal with complex situations and
problems.

Recommended prior learning

Learners who would benefit most from a GCE in Travel and Tourism are likely to have one or more of
the following:

e an Edexcel Level 2 BTEC First Diploma in Travel and Tourism

e a Level 2 qualification such as GCSE (Double Award) in Leisure and Tourism at grades A*A*— CC.

Progression

This qualification supports progression into further education, training or employment. Appropriate
further education includes the Edexcel Level 4 BTEC Higher Nationals in Travel and Tourism
Management. It also supports progression to training such as Advanced Modern Apprenticeships in Travel
Services.

Classification code

Every qualification is assigned a national classification code indicating the subject area to which it
belongs. The classification code for this qualification is 0017.

Centres should be aware that learners who enter for more than one Level 3 qualification with the same
classification code will have only one grade (the highest) counted for the purpose of the school and
college performance tables.

Links with other qualifications

There are links between the Edexcel GCE in Travel and Tourism and:

e Edexcel Level 3 BTEC Nationals in Travel and Tourism.
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Specification content

The guidance for learners sections are Introduction, Recommended prior learning and What you need to
learn and, for internally assessed units only, Assessment evidence. The other sections give guidance for
teachers.

Index of units

Unit 1: The Travel and Tourism Industry 9
Unit 2: The Travel and Tourism Customer 17
Unit 3: Destination Europe 33
Unit 4: Destination Britain 51
Unit 5: Travelling Safely 67
Unit 6: Resort Operations 75
Unit 7: Responsible Tourism 91
Unit 8: Current Issues in Travel and Tourism 101
Unit 9: Working in Travel and Tourism 113
Unit 10: Promotion and Sales in Travel and Tourism 127
Unit 11: Special Interest Holidays 133
Unit 12: Travel Organisations 151
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Unit 1: The Travel and Tourism Industry

Externally assessed

Introduction The travel and tourism industry is one of the biggest and fastest growing
industries in the UK. This unit provides you with an understanding of the
industry that can be used as a foundation for further study. You will learn
about the nature and characteristics of tourism and how it is developed.
You will also learn about the scale and structure of the travel and tourism
industry.

Recommended prior learning

This is an introductory unit and as such there are no requirements for prior
learning. Knowledge of the travel and tourism industry through study of
qualifications such as the GCSE in Leisure and Tourism (Double Award) or
the BTEC First Certificate/Diploma in Travel and Tourism may support your
understanding of the content of the unit. This unit will provide the basic
underpinning knowledge to support other units in the qualification.

External assessment

This unit will be assessed through an examination set and marked by
Edexcel.

There will be a 1 hour and 30 minute examination paper.
The number of raw marks available is 90.

The examination will be available in the January and June examination
series.

The paper will be a question and answer booklet.
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What you need to learn

1.1 The nature and  You will need to know the accepted definitions of the term ‘tourism’ so

characteristics that you can appreciate the scope of the area you have chosen to study.
You will also need to develop an understanding of the nature of travel and
tourism, such as the fact that it is perishable and intangible, and how this
affects organisations in the industry.

of travel and
tourism and the

travel and Y ill d to k bout diff f ism:
tourism ou will need to know about different types of tourism:
industry e incoming

e domestic

e outgoing
e business
e leisure

e excursions

e adventure

e package

e independent

e visiting friends and relatives (VFR).

You will be able to describe each type and give examples, as well as
understand the differences between them.

You will gain an understanding of the characteristics of the travel and
tourism industry:

e that it is predominantly private sector led

e the majority of enterprises are small and medium sized but the
industry is dominated by a small number of large organisations

e the industry makes extensive use of new technologies such as
information and communication technology (ICT)

e the industry is vulnerable to external pressures, eg currency
fluctuation, government legislation, climatic changes, war, civil
unrest, terrorist attacks, economic climate

e that the industry has positive and negative impacts on a host
environment.

You will be able to give examples of these characteristics in the UK travel
and tourism industry through research into the operations of different
types of organisations.
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1.2 The You will need to know the key stages in the development of the travel and
development of tourism industry, including an overview of developments that took place in

ancient times including Greek and Roman civilisations, during the

industrial revolution and in the inter-war years. You will gain more in-

. depth knowledge of post-second world war developments and their effect

industry on the travel and tourism industry.

the travel and
tourism

Through investigation, you will develop an understanding of the main
factors leading to the growth of the UK travel and tourism industry:

e motivating factors

e enabling factors

e socio-economic factors

e technological factors

e product development and innovation
e changing consumer needs

e expectations and fashions.

You will be able to explain how these factors have led to current
characteristics, giving appropriate examples that you have researched
from the UK travel and tourism industry.

1.3 Structure of the You will learn about the different sectors that make up the UK travel and

UK travel and tourism industry:
tourism e transport principals
industry

e tour operators

e travel agents

e attractions

e accommodation providers
e ancillary service providers
e support services.

Through research, you will be able to identify the key organisations in each
sector and describe their products and services, objectives and values.

You will develop an understanding of the functions of the different sectors,
their roles and responsibilities and they way that each sector works with
the others, so that you can analyse the interrelationships and
interdependencies within the industry. You will learn to demonstrate
understanding through the use of models such as the chain of distribution.

Through research, you will learn to describe the extent of horizontal and
vertical integration within the travel and tourism industry and the names
of the organisations involved, explaining the reasons why they are involved
and the scale of their involvement. You will be able to explain the effect
that this level of integration has had on different travel and tourism
organisations and on the structure of the travel and tourism industry.

1.4 Scale of the You will learn to interpret statistics presented to you to determine
travel and conclusions about the scale of the travel and tourism industry locally,
tourism nationally and globally in terms of visitor numbers, visitor spending and

levels of employment.
industry pioy
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Assessment evidence

This unit will be assessed through external assessment. The mark you
achieve for this assessment will be your mark for the unit.

The external assessment will be in the form of a marked test. This test will
consist of a series of short and long-answer questions. The content of the
external assessment will relate directly to what you should have learned as
a result of the activities you have carried out as part of your work for this
unit.

You will need to be able to apply the knowledge, skills and understanding
of the unit to the demands of the questions set. The ability to transfer
knowledge, skills and understanding to different situations is an invaluable
preparation for employment, training and higher education. External
assessment is one example of where this transference is critical, eg by
coping with the controlled conditions of an external assessment and the
scenarios and by responding to questions.

The external assessment will require evidence of:

a being able to demonstrate knowledge and understanding of the subject
content of this unit and of related skills in vocationally-related
contexts

b being able to apply your knowledge and understanding of the subject
content of this unit and of related skills in vocationally-related
contexts

¢ being able to use appropriate research techniques to obtain
information to analyse vocationally-related issues and problems

d being able to evaluate information to make reasoned judgements,
draw conclusions and make recommendations about vocationally-
related issues and problems.

12
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Delivering this unit

Review definitions of
tourism

Case studies of
different tourism
situations

Research into the
travel and tourism
industry

Use available statistics

Learners could be presented with different definitions of tourism that
could be reviewed and discussed to see how they relate to their own
perceptions of tourism. This will assist in developing analytical skills and
an understanding of the nature of travel and tourism.

Learners could be presented with brief case studies of different tourism
situations so that they can learn to differentiate between different types
of tourism. They could also develop their own brief case studies. The case
studies of tourism situations could be used when considering the
characteristics of the industry. The case studies could centre on different
types of organisations and be used to explain different characteristics. For
instance, they could have a case study on an independent tour operator
and discuss how it is vulnerable to external pressures. Case studies can
also be used when they are learning about the structure of the industry.
They could consider how the organisation might work with other sectors of
the industry, to assist in their learning of how the sectors are interrelated
and interdependent.

There are opportunities to undertake research into different aspects of
this unit to fully understand the characteristics of the travel and tourism
industry and the factors that have affected its development. Research can
also give them an overview of the development of the travel and tourism
industry. Learners could gain an overview of significant developments
going back to ancient times. They can see how many of the developments
which took place during Roman times and The Industrial Revolution can be
used to gain an understanding of enabling and motivating factors,
knowledge that learners could then apply when researching more current
developments. The focus of learners’ research should be on more recent
developments since 1945. Through research there is the potential to make
learners aware of current issues and allow them to reflect on their own
values, particularly in terms of positive and negative impacts of tourism
and changing customer needs and expectations. Analytical skills could be
developed through a thorough scrutiny of learners’ findings, perhaps
through class discussions. Presenting their own ideas and findings to a
group will develop written and oral communication skills and there is the
opportunity to respond to questioning to develop reasoning skills. Research
will also give the opportunity to work in groups and learn essential group-
working skills. Each group could be given a specific period of time or
characteristic to research and present their findings.

A range of statistics can easily be accessed through textbooks and
websites. Learners can review these statistics to identify key points,
examine trends, and determine cause and effect leading to statistics
presented. Learners develop analytical skills and the ability to substantiate
conclusions by using available statistics.
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Practical activities
relating to different
sectors of the industry

Guest speakers and
visits related to
different sectors of the
travel and tourism
industry

Regular updating of
industry activities

through newspaper
and journal reviews

While textbooks give an overview of the functions of different sectors of
the industry, it may support learners understanding to undertake practical
activities that replicate the operation of organisations in different sectors
of the industry. Through this approach, learners could develop technical
skills that could be used in the travel and tourism industry. These activities
can also assist their consideration of employment opportunities that may
be available to them on completion of the qualification, and the skills and
qualities needed to succeed in the travel and tourism industry. Practical
activities can also be undertaken in groups, as many of them would be in
the industry. This gives learners the opportunity to develop relevant group
work skills.

This provides opportunities for learners to gain knowledge of the roles of
different sectors of the industry through observation and practical
activities rather than through scrutinising written documents. It should
assist their understanding as they are likely to be given the opportunity to
ask questions which cannot be answered by information provided in a
textbook. Through questioning, learners will develop oral communication
and reasoning skills.

Weekly or monthly reviews of travel sections of daily newspapers or trade
press such as Travel Weekly and Travel Trade Gazette reinforces learners’
knowledge and understanding of current issues and responses that the
industry is making to these issues. It also assists in their understanding of
the role of the different sectors. Learners will gain knowledge of key
organisations, their products and services, objectives and values. It also
introduces learners to sources of information with which they may be
unfamiliar but could be useful in studying other units.

Links

Other units

This unit provides an understanding of the travel and tourism industry
which can be further developed through all other units in the qualification.
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Resources

Textbooks

Websites

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Hayward P et al — GCE AS Travel and Tourism for Edexcel (Heinemann
Educational Publishers, 2005) ISBN 0435446428

Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614

Prosser R — Leisure, Recreation and Tourism, Second Revised Edition

(Collins Educational, 2000) ISBN 0003266508

Yale P — The Business of Tour Operations (Longman, 1995)

ISBN 0582277973

Alton Towers

Association of British Travel
Agents

Avis
BAA

Best Western Hotels
Great Britain

British Airways

Center Parcs

Cosmos

Countryside Council for Wales

Department for Culture,
Media and Sport

English Heritage

First Choice

Inghams Travel

Institute of Travel and Tourism
MyTravel

National Express East Coast
National Statistics

National Trust

Natural England

People 1st

Port of Dover

Superbreaks

www.altontowers.com

www.abta.com
www.avis.co.uk

www.baa.co.uk

www.bestwestern.co.uk
www.britishairways.com
www.centerparcs.com
www.cosmos-holidays.co.uk

WWW.CCW.gov.uk

www.culture.gov.uk
www.english-heritage.org.uk
www.firstchoice.co.uk
www.inghams.com
www.itt.co.uk
www.mytravel.co.uk
www.nationalexpresseastcoast.com
www.statistics.gov.uk
www.nationaltrust.org.uk
www.naturalengland.org.uk
www.people1st.co.uk
www.doverport.co.uk

www.superbreak.com
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Websites (continued)

Video

Other resources

Thomas Cook

Thomson Holidays

Tourism Society

Travelbag

Travel Weekly

Ukinbound

Virgin Atlantic

Visit Britain

Visit Britain UK Industry
Visit Wales (Wales Tourist Board)
Wallace Arnold Holidays
Worldspan

World Tourism Organisation

World Travel and Tourism
Council

Youth Hostels Association

www.thomascook.co.uk
www.thomson.co.uk
www. tourismsociety.org
www.travelbag.co.uk
www.travelweekly.co.uk
www.ukinbound.org
www.virgin-atlantic.com
www. visitbritain.com
www. tourismtrade.org.uk
www. visitwales.com
www.waworldchoice.com
www.worldspan.com

www.unwto.org

www.wttc.org

www.yha.org.uk

Inside a Travel Business (TV Choice, 2001)

Insights — English Tourism Council

Leisure Management and Leisure Opportunities — Leisure Media Company

Ltd

Travel Trade Gazette — CNP Information Ltd

Travel Weekly — Reed Business Information Ltd
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Unit 2: The Travel and Tourism Customer

Internally assessed

Introduction

The travel and tourism industry is very competitive and organisations that
lose sight of the customer could lose their competitive edge. This unit
looks at how organisations can focus on the customer by identifying and
fulfilling their needs and wants, not just in terms of products and services
sold, but also any additional services that are required. One key method
that organisations use to focus on the customer is to ensure a high level of
customer service is provided. The unit will also aim to develop your own
customer service skills and provide the opportunity to consider the level of
customer service delivered in a travel and tourism organisation.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

What you need to learn

2.1

The
organisation
and its
customers

You will learn about the importance of organisations adopting a customer
focus. To do this you will first need to know who the customers are. You
will learn how to differentiate between an organisation’s internal and
external customers, giving examples of who they are in different sectors of
the industry. You will also learn that, for many travel and tourism
organisations, the internal customer, such as a supplier, is as important as
the external customers who pay for their products and services.

You will be able to describe the needs and wants of different types of
customer and explain how these needs and wants are met by different
sectors of the travel and tourism industry. Needs and wants may relate to
purchasable products and services but consideration should also be given
to services that are often provided free, such as:

e late night openings

e telephone bookings

e late check-in

e translation service

e car pick up and drop off
e online services.

You will learn this by investigating the products and services provided by
different sectors of the industry, eg travel agents, tour operators,
attractions, airlines etc and you will study one sector in depth for
assessment.
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Providing You will learn to develop the personal and technical skills and qualities
effective necessary to provide a level of customer service that shows a customer-
focused approach to working and to a standard expected within the

customer industry. Skills and qualities developed will include:

service
e personal — personal appearance, required resources available, use of
initiative, problem solving, positive attitude to industry standards

e communication — questioning, listening, responding to customers,
providing information, style and tone, written, oral, completion of
appropriate documentation, use of Information Communication
Technology (ICT)

e product knowledge — use of appropriate information sources, relevant
to the sector and to meet customer needs.

You will need to demonstrate these skills in different situations to
different types of customer. When developing these skills you should be
considering how these different customers should be dealt with:

e groups
e people of different ages
e business customers

e those with specific needs, eg customers with disabilities, adults with
young children, medical conditions such as pregnancy, diabetes, or age
related

e language differences
e cultural differences.

You will learn to deal with customers effectively in situations that are
complex and non-routine as well as those that are straightforward and
routine. You should also learn how to deal with these customers in
situations where they are looking for information, seeking advice,
experiencing problems and/or have a complaint to make.

You should learn how to deal with a range of customers in a range of
situations in preparation for assessment.
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2.3 Measuring and You will learn the different methods used to monitor and measure an
monitoring the acceptable level of customer service, the advantages and disadvantages of
the methods used and how they are appropriate in different situations and

CUSt?mer different types of organisations. This will include methods such as:
service of an
organisation e mystery shoppers

e observations
e surveys.

You will learn to develop the documentation used to collect data for each
of these methods.

You will learn to analyse which would be the most appropriate quality
criteria used to monitor and measure an acceptable level of customer
service in an organisation such as:

e health and safety

e speed of service

e availability of service

e products and services provided

e information and other needs met etc.

You will also learn to give a critical evaluation of customer service within
an organisation. You will learn the benchmark standards for these criteria.
Benchmarking is a term used to set a minimum standard and you will learn
to critically evaluate customer service against benchmark standards.

You will learn to select an appropriate method suitable for evaluating
customer service in a specific travel and tourism organisation and develop
an appropriate methodology you can use. You will learn how to analyse the
results of an evaluation and use this to determine improvements that are
needed, learning to justify any proposals you make.
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Assessment evidence

Assessment evidence could be in many different forms to allow for your
learning preferences and strengths to be accommodated. Some of the
evidence will be in the form of observation statements or witness
testimonies with supporting documentation. There may also be written
reports, completed documentation and data. Your work must include

evidence of:

a

d*

a description of the needs of customers in one sector of the travel and
tourism industry

and

an explanation of how organisations in that sector attempt to meet
those needs

your involvement with customers in four real or simulated travel and
tourism-related situations demonstrating your own customer service
skills by dealing with customers in different situations including a
complaint and completing relevant documentation

using an appropriate methodology to research the standard of
customer service within a travel and tourism organisation including
documentation and the quality criteria to be used for evaluation

an evaluation of customer service in a travel and tourism organisation
against quality criteria and recommendations for improvements.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).

20
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Assessment guidance

Mark band 1

Learners’ evidence will tend to be limited in detail, showing some
knowledge and understanding of a customer focus but in a manner that is
descriptive rather than analytical. There will be some evidence that the
learner is able to demonstrate customer service skills and meet customer
needs. For task (b) learners will have to deal with customers in real or
simulated travel and tourism situations. Situations must be clearly related
to travel and tourism. Real situations could be through work experience or
part-time work. Details of the situation will need to be described to
confirm the complexity of the situation, the nature of the situation and
the type of customer dealt with.

Evidence will need to be produced from witnesses in the form of a witness
testimony that is authenticated by the assessor through discussions with
the witness or learner. These should be supported by the documentation
completed by the learner. There should be sufficient evidence to support
the mark awarded. Centres are advised not to rely entirely on real
situations as they may provide limited opportunities for learners to meet
the requirements of higher mark bands. Where simulated situations are
used, an observation statement should be submitted as evidence for each
situation. This should describe the situation to confirm the complexity of
the situation, the nature of the situation and the type of customer dealt
with. There should be a detailed description of the standard of
performance of the learner in meeting customer needs. Witness
testimonies and observation statements should be sighed and dated by an
assessor.

Scenarios can be developed for simulated situations that meet the
learners’ individual career aspirations and achievement potential. Learners
can deal with four situations as a travel agent or four as an overseas
representative or four as cabin crew etc. Alternatively, all learners in a
cohort can work with the same scenarios that cover a range of different
travel and tourism sectors. The assessor can design scenarios appropriate
for a specific mark band or ensure that all scenarios have sufficient
complexity, range of customers and range of situations to support learners
accessing higher mark bands where they have the potential to do so.
Further details of witness testimonies, observation statements and
scenarios will be provided in the Teacher guidance to be published
separately.

a The learner is expected to focus on a sector of the industry, such as
travel agents, tour operators, airlines etc but at this mark band they
may have focused on one organisation within the industry. They have
given some details of the needs of customers of that organisation or
sector. Either customers and/or their needs are identified but with
little detail, such as referring to individuals and groups rather than
individuals of different ages or business people who are of
management level or who will need entertainment on the aircraft.
Internal and external customers may not be differentiated. These are
relevant to the organisation or sector of the industry.

There is a basic explanation of how organisations in that sector
attempt to meet those needs but reasoning is limited as work is mainly
descriptive, such as there are 12 channels of entertainment on the
plane including films, music and documentaries. How needs are met
may be written in general terms rather than relate to specific
examples of organisations in that sector.
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b The learner has dealt with customers in real or simulated travel and
tourism situations. Only travel and tourism-related situations can be
considered. One of the situations must be a complaint. The other must
be in a different type of situation, eg providing information, giving
advice etc. There will be at least two situations that are dealt with
effectively in that customers’ main needs are met. This might be
because learners have only dealt with two situations or only two of the
situations were dealt with effectively. The situations are mainly
straightforward, eg a couple will call into your agency wanting a
holiday to Benidorm for one week from 7 July departing from London
Gatwick airport and staying in a three star hotel. At least one situation
must be dealt with face to face. Appropriate oral communication skills
will have been demonstrated.

The learner will have shown some listening skills and will have spoken
clearly with appropriate pitch, style and tone. Some appropriate
documentation has been completed but there may be some
inaccuracies. These will not be significant. The complaint is dealt with
in part leaving issues unresolved. This may be because it is referred to
a superior or some aspects of the complaint were not noted. The
complaint can be dealt with in writing. Learners will be expected to
show effective written communication skills.

c A research method is proposed for use in evaluating customer service
within an organisation. The method will be appropriate. There will be
some documentation produced but this is limited in detail, such as a
straightforward checklist. Some quality criteria are identified as areas
for research but there are some irrelevancies in that some are not
appropriate for the organisation. There is a basic explanation of the
methodology but this is limited in reason and coverage, for example it
may only refer to quality criteria or method of recording. It will be
mainly descriptive.

d The learner has attempted to evaluate customer service in a travel and
tourism organisation but this is basic in that it covers limited quality
criteria or these are not clear. Detail is limited with the learner giving
superficial coverage of the organisation’s customer focus. Judgements
made are simplistic and conclusions made are straightforward with
little or no reasoning. Judgements may be mainly subjective. Some
recommendations for improvement are made but these tend to lack
detail and are not always relevant to improving a customer focus.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

Learners will tend to produce work that meets the requirements of the
task with some detail and some clarity. They will show sound knowledge
and understanding through the ability to apply some of that in vocational
situations. They will show they have some skills to provide a customer
focus in real or simulated situations. For task (b) learners will have to deal
with customers in real or simulated travel and tourism situations.
Situations must be clearly related to travel and tourism. Real situations
could be through work experience or part-time work. Details of the
situation will need to be described to confirm the complexity of the
situation, the nature of the situation and the type of customer dealt with.

Evidence will need to be produced from witnesses in the form of a witness
testimony that is authenticated by the assessor through discussions with
the witness or learner. These should be supported by the documentation
completed by the learner. There should be sufficient evidence to support
the mark awarded. Centres are advised not to rely entirely on real
situations as they may provide limited opportunities for learners to meet
the requirements of higher mark bands. Where simulated situations are
used, an observation statement should be submitted as evidence for each
situation. These should describe the situation to confirm the complexity of
the situation, the nature of the situation and the type of customer dealt
with. There should be a detailed description of the standard of
performance of the learner in meeting customer needs. Witness
testimonies and observation statements should be signed and dated by an
assessor.

Scenarios can be developed for simulated situations that meet the
learners’ individual career aspirations and achievement potential. Learners
can deal with four situations as a travel agent or four as an overseas
representative or four as cabin crew etc. Alternatively, all learners in a
cohort can work with the same scenarios that cover a range of different
travel and tourism sectors. The assessor can design scenarios appropriate
for a specific mark band or ensure that all scenarios have sufficient
complexity, range of customers and range of situations to support learners
accessing higher mark bands where they have the potential to do so.
Further details of witness testimonies, observation statements and
scenarios will be provided in the Teacher guidance to be published
separately.

a The learner will have selected a sector of the industry, such as travel
agents, tour operators, airlines etc. They have given a description of
the details of the needs of customers of that sector. Internal and
external customers are referred to. They and their needs clearly relate
to the sector. The descriptions have some detail in terms of the type
of customer and their needs. This will include product and service
needs. These will be clearly presented to differentiate needs of
different types of customer. Some of the descriptions of customers and
their needs will be exemplified and relate to different organisations
within the sector.

There is an explanation of how organisations in that sector attempt to
meet those needs. This will include some clear reasoning linking needs
to provision. Specific examples of how organisations in the sector
meets the needs of different types of customer are given and some of
these are used to support their reasoning.
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b The learner has dealt with customers in real or simulated travel and
tourism situations. Only travel and tourism-related situations can be
considered. One of the situations must be a complaint. The others
must be in different type of situation, eg providing information, giving
advice, problem solving etc. There should be different types of
customer. There will be four situations that are dealt with effectively
in that customers’ needs are identified and met by the learner. The
learner has shown a customer focused approach, in some cases going
beyond the minimum standards to meet the customers’ supplementary
needs. One or two of the situations dealt with are more complex or
non-routine, eg a family want a holiday they can’t find in the
brochure. They are flexible on departure dates and have a limited
budget. They have specific requirements during their stay. At least
three situations are dealt with face to face.

Appropriate oral communication skills have been demonstrated. The
learner will have shown listening skills responding and adapting to
customer responses. They will have spoken clearly with appropriate
pitch, style and tone. Appropriate documentation has been accurately
completed. Complaint is dealt with effectively in that the customer is
satisfied overall although some issues may be unresolved. The
complaint can be dealt with in writing. Learners will be expected to
show effective written communication skills with the reply letter using
accepted business conventions and appropriate spelling and grammar.

c A research method is proposed for use in evaluating customer service
within an organisation. The method will be appropriate. There will be
documentation produced to capture data which is detailed in terms of
quality criteria to be measured, specific aspects of quality criteria and
benchmark standards. This may be limited in some aspects.
Appropriate quality criteria are identified as areas for research. There
is an explanation of the methodology to be used that includes some
clear reasoning. Some of the reasoning may be limited in terms of the
methodology used, eg it may not have reasoning for all quality criteria
selected or the reasoning may be limited for choice of method.

d The learner has produced an evaluation of customer service in a travel
and tourism organisation. This has some detail and covers a range of
quality criteria that are appropriate to the organisation. Most of these
criteria are clearly presented and the evaluations have some depth
rather than a superficial coverage. There is reasoning in the
judgements and conclusions made. Some are substantiated either
through data supplied by the organisation or through surveys of
customers, staff etc. Some recommendations for improvement are
made that are supported by the conclusions and judgements in the
evaluation. Some attempt is made to justify conclusions.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

Learners will submit evidence that clearly meets the requirements of the
task with detail and clarity. Work will clearly be analytical and evaluative.
Learners will demonstrate high level customer service skills. For task (b)
learners will have to deal with customers in real or simulated travel and
tourism situations. Situations must be clearly related to travel and
tourism. Real situations could be through work experience or part-time
work. Details of the situation will need to be described to confirm the
complexity and nature of the situation and the type of customer dealt
with.

Evidence will need to be produced from witnesses in the form of a witness
testimony that is authenticated by the assessor through discussions with
the witness or learner. These should be supported by the documentation
completed by the learner. There should be sufficient evidence to support
the mark awarded. Centres are advised not to rely entirely on real
situations as they may provide limited opportunities for learners to meet
the requirements of higher mark bands. Where simulated situations are
used, an observation statement should be submitted as evidence for each
situation. These should describe the situation to confirm its complexity, its
nature and the type of customer dealt with. There should be a detailed
description of the standard of performance of the learner in meeting
customer needs. Witness testimonies and observation statements should be
signed and dated by an assessor.

Scenarios can be developed for simulated situations that meet the
learners’ individual career aspirations and achievement potential. Learners
can deal with four situations as a travel agent or four as an overseas
representative or four as cabin crew etc. Alternatively, all learners in a
cohort can work with the same scenarios that cover a range of different
travel and tourism sectors. The assessor can design scenarios appropriate
for a specific mark band or ensure that all scenarios have sufficient
complexity, range of customers and range of situations to support learners
accessing higher mark bands where they have the potential to do so.
Further details of witness testimonies, observation statements and
scenarios will be provided in the Teacher guidance to be published
separately.

a The learner provides a detailed description of the needs of customers
of a selected sector of the travel and tourism industry, eg travel
agents, tour operators, airlines. Internal and external customers are
differentiated. They and their needs clearly relate to the sector. The
descriptions are detailed in terms of the type of customer and their
product and service needs. These are exemplified with specific
examples from the sector. These will be clearly presented to
differentiate needs of different types of customer.

There is a clear and thorough explanation of how organisations in that
sector attempt to meet the needs of customers as specified in the
description. This will include clear reasoning linking needs to provision.
Specific examples of organisations in the sector and how they meet the
needs of different types of customer are used to support their
reasoning.
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b The learner has dealt with customers in real or simulated travel and
tourism situations. Only travel and tourism related situations can be
considered. One of the situations must be a complaint. The others
must be in different types of situations, eg providing information,
giving advice, problem solving etc. There should be different types of
customer in each situation. There will be four situations that are dealt
with effectively in that customers’ needs are identified and met by the
learner. The learner has shown a customer focused approach, going
beyond the minimum standards to meet the customers’ supplementary
needs in all situations. Situations are complex in that they are non-
routine and involve more than a straightforward requirement, eg a
family want a holiday they can’t find in the brochure. They are flexible
on departure dates and have a limited budget. They have specific
requirements during their stay. At least three situations are dealt with
face to face. Appropriate oral communication skills have been
demonstrated. The learner will have shown listening skills, responding
and adapting their communication to customer responses. They will
have spoken clearly with appropriate pitch, style and tone, responding
to any difficulties the customers may have, eg language differences,
urgency, communicating with all in the group. Appropriate
documentation has been completed accurately. The complaint is dealt
with fully and effectively in that the customer is satisfied overall and
the learner has shown sensitivity in the way the complaint was
handled. The complaint can be dealt with in writing. Learners will be
expected to show effective written communication skills with the reply
letter using accepted business conventions and appropriate spelling
and grammar. They will also have responded by showing an
understanding of how the industry would respond in similar situations,
eg by level of compensation offered if appropriate.

c A research method is proposed for use in evaluating customer service
within an organisation. The method will be appropriate. There will be
documentation produced to capture data that is detailed in terms of
quality criteria to be measured, specific aspects of quality criteria and
benchmark standards. The documentation is also designed to support
analysis of data, eg easily transferred to a spreadsheet or database.
Appropriate quality criteria are identified as areas for research. There
is a comprehensive explanation of the methodology to be used with
clear reasoning of why all aspects of the methodology are appropriate
for the selected organisation.

d The learner has produced a detailed evaluation of customer service in
a travel and tourism organisation. This covers a wide range of quality
criteria that are appropriate to the organisation. These criteria are
clearly presented and the evaluations have depth rather than a
superficial coverage. Judgements and conclusions are made against
benchmarked standards that are substantiated either through data
supplied by the organisation or through surveys of customers, staff etc.
Recommendations for improvement are made that are supported by
the conclusions and judgements in the evaluation and the learner has
justified their inclusion. They clearly relate to how customer service
can be improved in the selected organisation.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research There are opportunities for learners to develop a range of research skills
through this unit. Organisations in different sectors of the industry could
be investigated through regular scrutiny of the travel press, such as Travel
Trade Gazette and Travel Weekly. This will also familiarise learners with
current activities in different sectors of the industry and they can then
give regular updates to others in the group. This information can also be
obtained through observation during work experience or through surveys of
customers of organisations or types of organisations. For example, there
may be sufficient people within a school or college that use travel agents,
tour operators etc that could be included in a sample to determine needs
and how these are met. Research skills are also developed when preparing
to evaluate the customer focus of an organisation. They may have the
opportunity to obtain data through direct contact with an organisation or
scrutiny of company accounts and websites.

Guest speakers Guest speakers can provide information on the customer focus provided by
an organisation. They can give input on activities and services provided by
organisations and the types of customers that access them. Methods used
to monitor and maintain a customer focus in an organisation could be
presented outlining documentation used and standards expected so that
this could be applied when preparing for assessment.

Guest speakers could also be involved in supporting the development of
customer service skills. They could present scenarios, documentation and
feedback on performance of the learners that would assist their
development.

Role plays This is a key approach to teaching and learning. The primary focus of role
play is on the development of customer service skills needed to access the
assessment task. Through role plays, learners can develop their
communication skills, particularly questioning and listening. They can also
learn to adapt their responses to the needs of the customer. This will
develop their problem-solving skills — an important requirement of the
travel and tourism industry. Through role plays, learners can also develop
technical skills — for instance, if role plays have a travel agency context,
they will learn to interpret brochures, timetables etc. Through role plays,
they will also develop a clearer understanding of the roles of the different
sectors of the industry. Role play can develop the learners’ ability to
evaluate their own and others performance through observation of each
other and completion of standard assessment feedback sheets. Evaluation
skills will be needed to complete task (d) and this approach will encourage
learners to be objective when making judgements.
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Outside visits

Visits to travel and tourism organisations would assist learners
understanding of the customers of the different sectors and their needs
through direct observation. Visits to an airport, attraction and hotel etc
may be a new experience for many and enable them to visualise activities.
Visits can also be used to evaluate the customer focus of an organisation.
Before the visit, key quality criteria could be discussed and benchmark
standards determined. Learners could complete evaluation checklists
during the visit and these can be discussed on return to ensure they are
familiar with how they are used and how conclusions can be drawn from
data. This would assist preparation for assessment of the related task.
Outside visits can also be organised to undertake customer surveys of
different travel and tourism organisations.

Overseas residential visits provide a context and environment where
learners can practice and develop their communication skills. They will
also experience different sectors of the industry which could be evaluated
in terms of their customer focus.

Links

Other units

Industry

)

Unit 1: The Travel and Tourism Industry — this unit builds on the learners
understanding of the different sectors of the travel and tourism industry
and the products and services provided.

Unit 6: Resort Operations — where learners will further use the customer-
service skills developed here.

The use of outside speakers and the provision of material from the travel
and tourism industry would assist learners in determining customer needs
and the standards expected of them when in industry and dealing with
customers.

An overseas residential visit would provide a range of environments where
customer service skills could be developed.
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Resources

Textbooks

Videos

Multimedia

Other resources

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Hayward P et al — GCE AS Travel and Tourism for Edexcel (Heinemann
Educational Publishers, 2005) ISBN 0435446428

Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614

Prosser R — Leisure, Recreation and Tourism, Second Revised Edition
(Collins Educational, 2000) ISBN 0003266508

Yale P — The Business of Tour Operations (Longman, 1995)
ISBN 0582277973

Holiday Maker — Channel 4
I Am a Visitor — English Heritage, 2000

Inside a Travel Business — TV Choice, 2001

Airline

Airport

BBC Learning Zone — travel and tourism programmes
Wish You Were Here

Insights — English Tourism Council

Leisure Management and Leisure Opportunities
Travel Trade Gazette — CNP Information Ltd
Travel Weekly
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Unit 3: Destination Europe

Internally assessed

Introduction

In this unit you will look at destinations in Europe that both leisure and
business travellers visit. You will look at where they are located, the
features that give them popularity and appeal and the transport routes
that link the destination to the traveller. You will have the opportunity to
learn about a range of destinations in Europe, some in detail.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

What you need to learn

3.1 Location and
types of tourist
destinations

You will learn how to categorise destinations in Europe and locate
examples of each category on a map. The different types you need to learn
are:

e coastal areas

e tourist towns and cities

e business and conference destinations

e countryside areas

e heritage and cultural destinations

e purpose built — built specifically to meet the needs of tourists.

You will learn that not all destinations can be easily categorised. You will
learn to use examples to explain the features that differentiate each
category and how there are often overlaps.
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3.2

34

The features
and appeal of
destinations to
different types
of tourist

You will learn about the features that attract tourists to destinations so
that you can identify and describe the key features that give them appeal.
You will learn to differentiate between those features that give a
destination appeal and those that exist but are not relevant. You will learn
where to find information about features of destinations and use these
sources to research a range of destinations and their features. Features
you should consider include:

o climate

e landscape

e transport and communication links

e accommodation

o facilities provided for activities, for business, general
e natural and built attractions

e events and entertainment

e cost of visiting and living

o local culture including food and drink.

Different types of tourists have different needs and expectations of
destinations and you will learn about these needs. Your tutor will give you
pen portraits of tourists. These are case studies that give details of
customers and their wants, needs and interests. You will learn to apply
your knowledge of key features that give destinations appeal by
recommending destinations for different types of tourists that meet their
needs and circumstances, as described in pen portraits. You should learn
to recommend destinations that meet tourists’ complex needs and
circumstances, although initially you are likely to learn to recommend
destinations that meet their more straightforward needs. You will also
learn to justify any recommendations you make. There are many different
types of tourist as indicated below.

o families

e young people

e senior citizens

e couples

e visitors with specific needs

e visitors with special interests
e business travellers.

You will learn about a number of destinations and focus on one destination
for assessment of this topic.
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3.3

3.4

Modes of
transport and
routes available
to European
travel
destinations

Factors
affecting the
popularity and
appeal of
European travel
destinations

You will learn about key transport gateways in Europe so that you can
locate them on a map. You will also learn to locate key rail and road
routes linking European tourist receiving and generating areas on a map.

You will learn about the suitability of different modes of transport
available between tourist receiving and generating areas so that you can
apply your understanding to the needs and circumstances of different
types of tourist. The needs and circumstances will be given to you by your
tutor in the form of pen portraits. You will learn to consider complex
needs of tourists, although initially you will learn how to assess the
suitability of different modes of transport to meet more straightforward
needs. You will learn to analyse the suitability of different modes of
transport in terms of:

e overall length of journey time

e cost of entire journey

e quality and convenience, eg departure times, transfer connections
e services available, eg class of service, support for specific needs

o safety and security.

You will learn about access to a range of different European destinations,
departing from different points in Europe. For assessment, you will focus
on access to one destination.

You will learn about the factors that have affected the popularity and
appeal of tourist destinations to gain an understanding of why some
destinations with comparable features are more popular than others. Some
factors are controllable by the destination and some are uncontrollable.
You will learn to research destinations in Europe to evaluate how they
have controlled factors to maximise their appeal and popularity. Factors
include:

e accessibility

e image and promotion

e availability of attractions and other tourist facilities
e destination management

e cost of visiting

e political factors.

You will learn to use a range of different sources of information when
undertaking research and ensure the information you are using is current
and relevant to today’s travel and tourism industry. You will focus on one
destination for assessment. It should be a destination that has grown in
popularity in the last 15 years.
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Assessment evidence

Assessment evidence could be in many different forms to allow for your
learning preferences and strengths to be accommodated. Learners will
include maps, but many tasks could be evidenced through written reports,
production of promotional material or witness testimonies of oral
presentations or customer service role plays with supporting notes.

You are required to investigate three destinations in total for the unit.
You do not research the three destinations for all tasks, each investigation
will have a specific focus:

e one destination for task (b) focusing on features

e one destination for task (c) focusing on the factors that had affected
popularity and appeal

e one destination for task (d) focusing on accessibility.
Your work must include evidence of:

a six maps, one for each type of destination. Each map should locate the
appropriate European travel destinations popular with UK tourists and
highlight the relevant gateways and road and rail routes for these
destinations from the UK

and

for each of the six types of destination, an explanation of the features
that differentiate them and the difficulties in categorising some
destinations, giving examples.

b the key features that give destinations appeal to different types of
tourist. Recommendations for a European destination that meets the
needs of a tourist whose needs and circumstances are given to you by
your tutor in the form of a pen portrait. These might be complex. A
description of the main features that give the recommended
destination appeal and an explanation of how it meets the needs of
the tourist specified.

c research undertaken to complete all tasks
and

an analysis of the factors that have led to the growth in popularity and
appeal of one European travel destination and how the destination has
controlled factors to maximise their appeal and popularity.

d* an assessment of the suitability of different modes of transport to a
European travel destination for a type of tourist. Details of the type of
tourist and their needs and circumstances will be given to you in the
form of a pen portrait. This will include details of their departure
point and destination. The tourist might have complex needs and
circumstances.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).

36

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



/€ 010Z Pa3WIT 199X3p3 @  (LOT 49Ga1das - € aNss| - WISLINO] pue J9ARIL Ul D9 199x3p3 - uoljedy1dads - L0€5Z0VN
Gl (GL-€1) (Z1-9) (£-0)
*spaau xa)dwiod ,S3sLIN0} 3y} Jo
SWOS 03 S19)aJ uoljeue)dxa ay] °3sLIN0}
33 JO SpPaau ay3 pue uoljeul}sap *Spaau pJemiojiysielis sisLInol o}
*1511N03 Y3 JO Spasau x9)dwiod ay3 e pue 93 UL 3)qe)leAR SaIN1ed) USaM1aq sJajaJ uoljeueidxa ay) "aAlldLIDSap Ajulew
uoLJeULISOP Y3 UL 3)ge)leAR S2INjed) dY) SHUL) Jea)d SWOS aJ4e 34y "UDALS ale pue pajwt) st jresiiod uad ay3 ut paydads | (zoy)
U29M19q SHUL] JB3]D YILM UDALS SI Jtediiod Jteayiod uad ayj ut payyLdads se 3sLnol | se ISLIN03 9yl JO SPaau ay3 399W UOoLIeULISIP
uad ayj uL paytdads se 3sLInol ay3 Jo 33 JO SpPasau ay3 19aW uoljeul}sap e JO Sainjea} ayl Moy jo uoljeueidxs q
Spaau ay3 sy19awW A)Jea)d uoLjeul}ssp e Moy e JO Saunjea} ayl Moy jo uoljeueidxs uy "jeadde 31 aALS Jey) asoyy pue
J0 uoryeur)dxa YSnNoIoy3 Y "SILOURAD|DLIL Uy "SS1DURAS]S.IL JOULW SWOS q Aew |  ISIXd Jey] $2.4NJe3d) USSMIS] UOLIRULWILIDSLP
OU U3IM |le3ap UL paqLIdsap aJe Jeadde 219y "|le1ap Ul paqLidsap aJe jeadde 91711) 99 Aew 243y *)le3sp SWOS YIm
UOLJRULISIP B JALS Jey] Sainiea) A9y Sy | UOLJeul}SSp B SALS Jeyl sadnjea) A9y 8yl | paqLIdsap aJe UoLjeul}sap e Jo sainjea) ay|
8l (81-G1) (#1-01) (6-0)
*s1y3 91ea3sn|L 03 sajdwexa
J110ads Suisn suolleul}sap sulsLIogaled Jo
S313)NDLJIP 9Y3 JO uoljeuridxs pajlelap pue ‘suoljeul}sap sulsLioSaled
Jea)d e osje st 249y ‘sajdwexa dij1oads JO SaINDL4LP Y3 Jo uolyeur)dxa
YILM suoLjeul}sap asLI05a31ed 03 pasn ue os|e SL 943y ‘suolyeulisap
9Je sainjea) 953yl Moy Jo uoljeueidxs as110893eD 0) pasnh aJde asay)
pa]lelap pue Jea)d e SL 949y "uolieul}sap MOy Jo uoljeue)dxa ue sL aJay] ‘lelap
10 s2dA3 11e 03 sajejad pue pajlelap aWOS Ssey pue uolyeulisap Jo sadAy
pue Jea)d st sainjea) Jo uoljeueidxy 11e 01 sajejal saunjea} jo uoljeueidxy -9A1dLIDSap (Lov)
. . Autew pue ‘pajiwl) st uolyeulisap Jo sadAy
ajeJIndde aJe suoL}edo) saloeinddeul
91B11UJ344Lp 1BY] Sa4nlea) Jo uoljeue)dx] e

118 pue SUOLSSIWO JUeDLILUSLS OU dARY

sdey ‘paied0) aJe adoin3 ulyyM SaIN0J |1ed
pue peo. Joleyw ‘UMOUS aJe ) 9y Wo.y
sAemajes jueliodwl $S9) SWOS pue utew ||y
-8ulsiawa st Ajueindod aJaym suoljeur}sap
]euOLILppE SWOS pUe SUOLIRULISIP |9ARI]
ueado.un3 Aoy a3jeridoudde jo uoled0)
9jeJndde 9yl SULMOYS UOLIRULISIP JO

adA} yoes Joj paodnpoud ate sdew pajtelaq

JouLw awos aAeY Aew suoLjedoT
*SUOLSSIWO M3} UlLM |LB19P SWOS dARY
sdey ‘umoys osje aJle adoun3 uLym
s91noJ leJ pue peod Jolew ‘uodsueuy jo
SOPOW JUSIDJLP 104 UMOYS e YN WO}
sAemales ulew ||y "SUOLIRULISOP |9ARI])
ueadoun3j A9y ajeridoudde jo uoljedo)
9jeJndde aYy3 SULMOYS UoL1euL}ISIp

40 2dA3 yoea Joj paonpoud aue sdew

‘Uo11eD0] UL SJ0JID Joulw Jo

SUOLSSLWO SWO0S aARY AeW pue SUOLIeULISIP
3y} wouj 1ede |1eISp 3)331) dARY |)IM

sdey "sdew uo uMOys OS]e aJe suoLIeuLISIp
0] $91N0J peoJ pue |leJ pue sAkemales awos
*suoLleul}sap 19Ael] ueadouny ajeridoadde
JO UO13BD0) 9Y3 MOUYS JBY) UoLjeuL}SIp

J0 2dAy yoea Joj paonpoud aue sdew

pap.Jeme ey

€ pueq yiew

Z pueq ey

| pueq ey

eLI9]LID JUSWISSISSY



010Z Pa31WI7195Xx3p3 @ 0107 4oquiandas - € anss| - WSLINO] pue J9Ae] UL 3)9 190X9p3 - Uoljed1dads - Z0€SZ0VN 8¢
L (S1-€1) (z1-9) (£-0)
‘pajuasald Ajuea)d Autew st
sisAjeue ay] “Ajuejndod Jiay) asealdut ‘sisAjeue
0] uoneULISaP Y1 AQ pastwixew uaaq 91731 YUMm Ajetdryiadns paisnod aq 0} pual
*Aueindod J1ayy aseaudul 03 siojoey 9AeY SJ03}OR} 91ge]10J3U0D 3y} Moy JO pue pajuasald Ajuea)d jJou ade asayy Ing
9]ge]1043U0d 33 pasLWixXew sey uoleullsap | sisAjeue awos os)e St 919y ‘1ed1319409Yy} pasiWiXew usaq SAeY S.10]0e) 31qe])0J3U0d
Y3} Moy JO sisAjeue pajleiap pue Jea)d osje 9q Aew awos ysnoyye ualind 93U} MOY 03 9DU3.19J3. SWOS SL aJay |
SL 949y ‘pasAjeue pue paLjlluapl si03de} Ajurew aJe paljlluapl sioldey) eyl os *palep aq Aew paL41IUSPL SI0}DR) SWOS 0S
JURA9)3J pue Jua.LINd YyIm ‘aeindod swodaq Jeindod swodaq A)juadal sey Jeyl SUO | PaysLigelsa 11am aq Aew uasoyd uoneunnsap | (EOV)
Aj3us2a1 sey 3ey3 auo SL USSOYD UOLIRULISIP SL U9SOYD UOLIRULISIP BY] °"UOLIeULISOp 3Y] "9A1dLIDSSP 9q 03 SPUS) SDUSPIAD
>

3y] "uolleul}sap 1oAeI) ueadoing e Jo
Jeadde pue Ajueindod ayj 03 pa) aAey eyl
$J0}DB} JO 95URl SPIM B JO SisAjeue sL auay|

‘paduaJa)al SI YdJIeasal JO 3DUSPLAD
ay3 Jo yonw *Ajzuspuadapul pauteiqo
U93q aAeRY JBY] S24NO0S USSP JO d8uel
e Suisn uayelJapun uaaq sey ydieasay

19AeJ] ueadouny e jo jeadde pue
Aueindod ayy 03 pa) aAey jey) Sioloey
J0 A1auieA e Jo sisAjeue awos St au9y |

*paouaIa)al SI ydieasal Jo
32UapIAS aWos “Ajjuspuadapul pauteiqo
3JOM UDLYM JO SWOS ‘S3DIN0S JUIHJIP
Suisn uayellapun usaq sey YoJeasay

1NQg UOLIRULISIP |aARI] Ueadoung e Jo
1eadde pue Ajlieindod ayy 03 pa) aAey jeys
s1012e} Y3 JO sisAjeue diseq aWos St 343y

‘pasn
2J9M $J3Y10 AqQ paplaoid Jo pa3dallp s924nos
AydeusoliqLq e ysnoayy Ajurew paduspLA

SL pue U9Ye1ISpUn US3Q SeY YdJeasal SWos

papJeme ey

€ pueq ey

Z pueq ey

| pueq ey




6 0107 PONWIT 190X9P3 @ 0L0Z 42quia1das - € aNSS| - WISLINO | PUe 19ARI] Ut 3D 199X9P3 - uoyesydads - Z0£5Z0VN

(*g xtpuaddy 23s sQy jo uorydLidsap J1o4)

09 syJew |ejo |
4" (z1-o1) (6-2) (9-0)
*foeundde
9]1geJapISUOD YIIM pasn aJe Jewwels *Aoeuandoe *Aoeandde pajiwl] YIm pasn alde Jewwels
J0 s3)nJ ay3 pue uoljenidund ‘Suiads | SWOS YIM pasn aJe Jewwels Jo sajnJ ay3 40 s9)nJ ay3 pue uoryenidund ‘Suijads
‘uoljesLueslo pue sndoj poos SMoYs pue uorlenidund ‘3uljads ‘uonyesiueslo ‘uoljestuesio pue AjLie)d syoe) asuodsal
asuodsal ayj pue Aj3ua3sISuod s} pue sn20j awWos sMoys asuodsal ayj pue | ayj pue agengue)] AepAIaAd sasn Jauied) ay | (11-1)
1shjeads ajendoadde sasn Jauaea) ay | SwJa) 1shje1dads awos sasn Jaudea) ay | . .
Spaau pJemiojlysielis s1sLnoy IMO
‘spaau x91dwiod ,S3sLIN0) *spaau x9)dwiod ,S3SLIN0] Y3 JO dWos 0] $12J9.J JUSWISSISSe pue pJemiojiysielis

0] SJ9J2J JUSWISSISSY *$S3J28 UL AJNDLYIP | 0] SI9JaJ JUSWISSISSY *$S920€ UL ANNdLLp | 99 1YSiw uoljeur3sap 0] ssa2dy "paJapisuod | (FOV)
3Wos aAey Aew uoljeul}saq *paJtapisuod SWOS aAey Aew UOLIRULISS( "PaJaPISUOD |  SJOIdR) pue 1iodsuel) JO SOPOW ALJRUIS) R

9.Je sapouwl 1odsuel) pue siojoey 9Je sapouwl 1lodsuel) pue siojde) | JO SWLIS) UL pajllll) SL 92USpPLIAT "dALdLIDSIp P
J0 98uel v *jeslsod uad e ut palydads se | Jo a5uel y ‘tesyiod uad e ul paydads se Ajutew st 93uaplAd Inq ‘ytesltod uad
ISLINOY B U0} UOLJeUL}SIP 9ARJ] ueadoing |  3SLINO) B J0j UoLIeul}sap j9Ae.) ueadoun3 e uL paij1dads se 3SLIN0Y B J10j UoLjeullsap
e 0] 1Jodsue.l} JO SOPOW JUDISHLP JO e 0] JJodsue.] JO SOpOW JUIS4Lp JO | 19Ae) ueadoun] e 03 Jiodsuely JO sapoul Jo

A31)1ge3Lns a3 JO JuswWISsasse Ue st alayl | AljLgellns ayl Jo Juswssasse ue st aiay] | AILjLgeins syl JO JUSWISSISSe SWOS SL aJay ]

pap.Jeme >jiew € pueq yJew Z pueq ey | pueq ey




Assessment guidance

Mark band 1 Learners’ evidence will tend to be limited in detail, with omissions, and be
descriptive rather than analytical or showing detailed reasoning. Learners
will need to be presented with pen portraits for tasks (b) and (d). The
assessor should write the pen portraits. Examples of pen portraits will be
provided in the Teacher guidance to be published separately. These can be
the same for a cohort of learners or can be written to target a specific
mark band. This would support learners to achieve at a level appropriate
to their potential. If written to target specific mark bands, see comments
below about content.

a At this mark band, it might be that the learner has not provided maps
for all types of destination given in the specification. Of those maps
that are completed, one or two may be considered incomplete
although most key destinations are shown for each type. Key
destinations are those that are popular with UK tourists. There will be
some evidence of discrimination in that the destinations are
appropriate to the category and the learner hasn’t simply shown every
possible destination for that category. There may be some inaccuracies
in locating destinations. Alternatively, it may be that all maps have
been completed but there are some significant omissions, irrelevancies
and/or inaccuracies. Maps will have little detail other than the
location of destinations, eg there are no other physical reference
points shown. There are some gateways and road and rail routes shown
on maps. These may be incorporated into the maps for each type of
destination or shown separately. Gateways and road and rail routes
may not always be clearly labelled and may focus on one type, eg
airports rather than including ferry ports.

Features of each type of destination tend to be descriptive rather than
an explanation of how the features can be used to categorise
destinations. There are likely to be omissions in types of destinations
covered. There is no or little reference to difficulties in categorising
destinations or understanding of overlap.

b Learners will describe the features of a European destination. There
will be some detail in the description either in terms of the range of
features described or the depth given to the description of the
features. It is likely that the learner has not clearly discriminated
between those features that are key to the appeal of the destination
and those features that exist there but don’t contribute to appeal.
Typically, they would have written about each type of feature given in
the What you need to learn or simply written a comprehensive
description of the destination. Destination is relevant to the needs of
the tourist but the relevance is not clearly shown by the learner. The
learner will have either been given a pen portrait of a tourist that has
straightforward needs or has failed to consider the complex needs that
were in the pen portrait. A pen portrait that focuses on
straightforward needs will have limited detail, eg covers type, number,
duration, general needs, eg fun, relaxing.
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¢ Some research has been undertaken but this tends to be from one or
two sources, perhaps only those directed by a tutor/assessor, and
evidence is limited perhaps to a bibliography only.

The factors that have led to the popularity and appeal of a selected
European destination are highlighted and mainly described with some
basic analysis. It may be that some of the content may be dated so
factors may no longer be relevant. This is likely to be because the
learner has chosen a destination that is well established such as
Benidorm because information is easily available. There is some
reference to how the destination has used factors to maximise appeal
but this tends to be descriptive rather than analytical.

d The learner has submitted details of transport modes available to a
destination in Europe. Details tend to be descriptive and have little
assessment of their suitability for the type of tourist. One or two
factors are considered and these are more straightforward, such as
time or cost. The assessor will give the learner a pen portrait that will
have details of the tourists’ departure point and destination, as well as
tourist needs and circumstances. This will be in the form of a pen
portrait. The pen portrait targeting this mark band will have a
destination that is easily accessible from the departure point specified,
eg London to Paris. The needs and circumstances of the tourist will be
straightforward, such as needs to attend a meeting. If a pen portrait is
used that has a destination that is not easily accessed, at this mark
band, the learner is likely to have focused on one or two modes of
transport only with limited consideration of alternatives. Where the
needs of the tourist are complex, the learner is likely to have focused
on their straightforward needs.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

42

Learners will tend to produce work that meets the requirements of the
task with some detail and some clarity. They will show sound knowledge
and understanding through the ability to apply some of that in vocational
situations. They will show some ability to undertake research
independently and use their findings to make some reasoned judgments.
Learners will need to be presented with pen portraits for tasks (b) and (d).
The assessor should write the pen portraits. Examples of pen portraits will
be provided in the Teacher guidance to be published separately. These can
be the same for a cohort of learners or can be written to target a specific
mark band. This would support learners to achieve at a level appropriate
to their potential. If written to target specific mark bands, see comments
below about content.

a Maps will be provided for all types of destination given in the
specification. There may be one or two with some omissions. Key
destinations are shown for each type. Key destinations are those that
are popular with UK tourists. The selected destinations show
knowledge of key destinations in that the learner has clearly
discriminated their choices of examples to include, as they are
relevant to the category and only key destinations are included.
Locations are accurate although there may be some minor
inaccuracies, such as Nice is slightly further along the coast than it
should be or Madrid is slightly further north than it should be. Most
major gateways from UK to Europe are shown on maps. These may be
incorporated into the maps for each type of destination and are clearly
shown as gateways or are shown separately. If shown separately, there
is some link to the categories they relate to; for example Paris
wouldn’t be shown as a gateway to a coastal area. Gateways for
different modes of transport are included, eg air, rail, ferry. Major
road and rail routes are located and labelled and are relevant to the
category. Maps have some detail and include reference to some of the
physical features relevant to the category.

There is at least an explanation, with some reasoning, for most types
of destination of how features can be used to categorise a destination.
There will be at least some reference to overlap of destinations and
how this presents difficulties when attempting to categorise. This will
be through examples or a basic explanation with some reasoning.

b Learners will describe the features of a European destination. There
will be detail in the descriptions of the features in terms of the range
of features and the depth of description. Features described show the
learner understands those that are key to giving the destination appeal
with the learner discriminating these from those that exist but do not
contribute to appeal. Some features may be irrelevant but these are
limited. The selected destination is appropriate. The learner has
explained how the destination is suitable for the type of tourist as
specified in the pen portrait, with some links evident between specific
needs and specific features. The learner will have been given a pen
portrait of a type of tourist that has some complex needs or has a
range of complex needs and only some of these have been considered.
The pen portrait will have some detail, eg family with three children
under five with one infant who don’t like long flights and father
planning to run the London marathon after return. The learner may
have failed to refer to some of the detail in the pen portrait.
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c Some research has been undertaken using a range of sources, such as
websites, textbooks, brochures, guides, press. Some of these may have
been directed by a tutor but there will be some that were used
independently. A bibliography will detail the sources used and there
will also be some referencing of sources within the content.

The learner has given an analysis of the factors that have led to the
popularity and appeal of a selected European destination. There may
be some descriptive elements in the content, but the work will be
mainly analytical. There may be some omissions of relevant factors but
key factors are covered. Some coverage may be theoretical rather than
applied. The content will have some currency and relevance to today’s
tourism industry through the selection of a destination that has fairly
recently gained popularity (within the last fifteen years). There is
some analysis of how the destination has used controllable factors to
maximise appeal and some of this analysis is clearly presented.

d The learner has submitted details of different modes of transport
between a departure point and a destination in Europe. There is an
assessment made of the suitability of different modes of transport for
a type of tourist as specified in a pen portrait. A number of factors are
considered in the assessment made. The assessor will give the learner
a pen portrait that will have details of the tourists’ departure point
and destination as well as their needs and circumstances. The pen
portrait targeting this mark band will have a destination that has some
difficulty in access either from any departure point or the departure
point specified, eg not accessible by direct flights. There will be some
detail of the type of tourists needs and circumstances, eg five young
men travelling from Limoges, France and travelling with their own ski
equipment to Courcheval. Alternatively, learners will have been given
a more complex pen portrait but have failed to refer to all needs and
circumstances or to consider a full range of alternatives. Destinations
are not those used elsewhere in the unit.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

44

Learners will submit evidence that clearly meets the requirements of the
task with detail and some clarity. They will show sound knowledge and
understanding and apply this in vocational situations. They will undertake
research using a range of sources that they have found and used
independently. They will show how they can use their findings to meet
complex customer needs, using reasoning throughout including making
reasoned judgements. Learners will need to be presented with pen
portraits for tasks (b) and (d). The assessor should write the pen portraits.
Examples of pen portraits will be provided in the Teacher guidance to be
published separately. These can be the same for a cohort of learners or
can be written to target a specific mark band. This would support learners
to achieve at a level appropriate to their potential. If written to target
specific mark bands, see comments below about content:

a Maps are provided for all types of destination given in the
specification. On all maps, key destinations are shown. Key
destinations are those that are popular with UK tourists. The selected
destinations show thorough knowledge of those destinations that are
key as none are inappropriate for the category. Each map may also
include the location of destinations whose popularity is developing and
these are clearly differentiated from those that are well established.
Locations are accurate although there may be one or two minor
inaccuracies, such as Nice is slightly further along the coast than it
should be or Madrid is further north than it should be. These will be
limited. All major gateways from UK to Europe are shown on maps as
well as some less important, for example some regional airports that
are growing in popularity. These may be incorporated into the maps
for each type of destination but will be clearly differentiated from
destinations or are shown separately but the link to the category
shown. Gateways for different modes of transport are included, eg air,
rail, ferry. Major road and rail routes are located and labelled and
clearly relevant to the category. Maps have some detail with inclusion
of appropriate physical features relevant to the category.

There is an explanation of how features can be used to categorise a
destination. This will relate to all types of destination. The
explanations will be detailed and have clear reasoning using specific
examples to illustrate this. There will be an explanation of how
categorising destinations presents difficulties with specific examples
used to support the explanation. The explanation will show
understanding of why there is overlap when categorising destinations.

b Learners will describe the features of a European destination. There
will be detail in the descriptions of the features and the range of
features described. Features described show the learner fully
understands those that are key to giving the destination appeal to that
type of tourist and will not include any that are irrelevant. The
selected destination is appropriate. The learner will give a clear and
thorough explanation of how the destination is suitable for the tourist
with clear links between specific needs given in the pen portrait and
specific features. The type of tourist detailed in the pen portrait will
have complex needs that are all considered, eg family with three
children under 5 with one infant who don’t like long flights. They want
short transfers from gateway. Mother has Australian passport. Father
planning to run the London marathon after return. Family keen on
culture and want to experience traditional event or activity. Want to
travel over Easter.
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¢ Research has been undertaken using a wide range of sources, such as
websites, textbooks, brochures, destination promotional material,
travel guides, destination media, national and trade press articles.
These sources are mainly obtained independently without direction
from a tutor. A bibliography will detail the sources used and the
sources will also be evidenced through referencing throughout the
content.

The learner has given a clear analysis of a wide range of factors that
have led to the popularity and appeal of a selected European
destination. Analysis is clear and applied to the destination. The
content will have currency and relevance to today’s tourism industry
through the selection of a destination that has fairly recently gained
popularity (within the last fifteen years). There is analysis of how the
destination has used controllable factors to maximise appeal and
increase popularity and the analysis is clearly presented.

d The learner has made a clear and detailed assessment of the suitability
of a comprehensive range of modes of transport between a departure
point and destination in Europe. A range of factors are considered fully
in the assessment. The assessments are made against the needs and
circumstances of a type of tourist specified in a pen portrait. The pen
portrait targeting this mark band will have a destination that has
difficulty in access and the departure point will be from outside the UK
and not directly accessible to the destination. There will be a detailed
description of the needs and circumstances of the type of tourist, eg
an elderly couple wish to travel from Barcelona to Florence. One of
them has mobility problems but does not use a wheelchair, although
does need to move around regularly. Both enjoy seeing landscapes
different to their own and like to take in the images of the local
environment. They will be taking some equipment on the trip as they
are planning to paint during their stay. They have no time restrictions
and no budget restrictions. Both have a current driving licence and
own a car. They also have railcards that allow reduced train fares.
Neither speaks a language other than Spanish. Destinations are not
those used elsewhere in the unit.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Guest speakers

Learners may need to be introduced to resources that provide appropriate
information to support completion of the unit. This may include atlases,
timetables, travel guides, travel press, national media and the internet.
Learners will need to know how to produce a bibliography and reference
sources. The type of information they will access in these resources should
also be discussed. This may be through a model presentation of findings on
one or more destinations. Learners will need to develop research skills in
order to complete the assessment requirements of the unit but in
preparation they will need clear guidance in terms of the breadth and
depth and usefulness of the information available. Research applies to all
aspects of the unit. Learners can research the location of destinations,
features of destinations, transport links and factors affecting popularity
and appeal. The travel and tourism industry continually comments on the
lack of knowledge of travel destinations amongst those seeking
employment. Through this unit, there are opportunities to develop
knowledge and understanding of a range of different types of destinations
through learning activities. Popular and well-established destinations could
be the focus of the learning activities so that those that have more
recently been developed could be the focus of assessment. Learners could
undertake research in small groups and feed back findings to the rest of
the group. In this way, they group will gain an overview of a wide range of
destinations. They could also develop effective oral and written
communication skills through the feedback given. Feedback could be in the
format of a welcome meeting or customer role play or exhibition display
stand.

Guest speakers can be a great advantage and can give information not
available from conventional sources based on personal experience. Unlike
textbooks they can respond to questions, and questioning develops
reasoning and communication skills. It also provides learners with the
opportunity to review their own attitudes and values in terms of the
appeal of different types of destinations and suitability of different modes
of transport.

Use can be made of local travel agents who are constantly selling different
destinations and are aware of a range of commercially available modes of
transport. Overseas representatives may be available during winter months
to give presentations on destinations where they worked and the type of
tourist they dealt with. Transport operators may give details on different
modes of transport and their suitability. Different types of potential
tourists could also be invited to be mock customers where their needs are
determined and used to develop pen portraits.
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Pen portraits

Outside visits

In order to apply their knowledge and understanding of the appeal and
popularity of European travel destinations, learners need to be familiar
with the needs of different types of tourist. Throughout this unit, learners
could be provided with or develop their own pen portraits of different
types of tourists with increasingly complex needs. These could be
presented in writing, perhaps as a request for information from a tourist
board or transport operator or through role plays. Through questioning,
learners can determine needs and feed back findings. This develops
communication skills, such as listening, speaking and writing as well as
reasoning skills, and allows for different learning styles to be addressed. As
learners can only access marks from the higher bands if they are
responding to complex needs, the pen portraits should become increasingly
complex.

Within the UK, the most useful visit would be to a transport gateway or a
transport operator where modes of transport could be observed in terms of
products and services provided. Many learners may not have travelled on
‘inter-city’ train services or on a ferry for example.

Overseas residential visits are able to give learners first-hand knowledge of
individual European tourist destinations and are to be recommended if this
is possible. Learners could undertake initial research to determine
suitability of different destinations for this purpose and in planning
activities to be undertaken during the visit.

Links

Other units

Industry

Unit 1: The Travel and Tourism Industry — this unit builds on the learners’
understanding of the travel and tourism industry

Unit 2: The Travel and Tourism Customer — where learners learn about
customers and their needs

Unit 4: Destination Britain — where similar types of resources will be
accessed to obtain information

Unit 5: Travelling Safely — where a consideration of the safety and
security of different transport methods will be considered

Unit 6: Resort Operations — where learners will develop materials for a
welcome meeting based on a destination which may be in Europe.

The use of external speakers and the provision of material from the travel
and tourism industry would provide a great deal of valuable information.

An overseas residential visit would provide the opportunity to experience a
destination and its transport links.
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Resources

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Textbooks Hayward P et al — GCE AS Travel and Tourism for Edexcel (Heinemann
Educational Publishers, 2005) ISBN 0435446428

Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614

Page S J — Transport for Tourism (International Thomson Business Press,
1999) ISBN 1861529694

Websites British Airways www. britishairways.com
Eurostar www.eurostar.com
Expedia www.expedia.co.uk
First Choice www.firstchoice.co.uk
Geoprojects www.geoprojects.co.uk
Holiday Travel Watch www. holidaytravelwatch.org
Lonely Planet www. lonelyplanet.com
MyTravel www.mytravel.co.uk
National Express www.nationalexpress.com
P&O Ferries www.poferries.com
Rough Guide www.roughguides.com
Thomas Cook www.thomascook.co.uk
Thomson Holidays www.thomson.co.uk
Tourism Concern www.tourismconcern.org.uk
Travel Weekly www. travelweekly.co.uk
World Travel Guide www.worldtravelguide.net
Multimedia Travel Geography CD ROM — The Travel Training Company, 2000
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Other resources Coach and rail timetables
Lonely Planet guides
OAG Cruise and Ferry Guide
OAG Guide to International Travel
Rough Guides
Transport promotional material
Travel channels on television
Travel sections in daily and Sunday newspapers
Travel Trade Gazette
Travel Weekly

World Travel Guide — Columbus Press
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Unit 4: Destination Britain

Internally assessed

Introduction

The British Isles are a popular destination for many visitors from overseas.
You will find out just how popular they are by investigating the scale of
tourism to the British Isles. This unit will give you the opportunity to look
at the organisations involved in maintaining that popularity and appeal.
You will examine a range of popular tourist destinations across all of the
British Isles and the features they have that give them popularity and
appeal. You will have the opportunity to develop itineraries for tourists
planning to visit one or more of these islands. You will also look at the
factors that affect the future popularity and appeal of British Isle tourist
destinations.

For the purposes of this unit, ‘the British Isles’ can include England,
Scotland, Wales, Northern Ireland, the Republic of Ireland, the Channel
Islands and the Isle of Man.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

What you need to learn

4.1

Travel and
tourism
organisations
that support
tourism in the
British Isles

There are many different travel and tourism organisations that support
tourism in the British Isles. There are public, private and voluntary sector
organisations and these include:

e government departments and agencies

e regional tourist boards and national tourist offices
e local authority tourism departments

e regional development agencies

e tourist information centres

e membership organisations

e transport operators, accommodation providers, incoming tour
operators.

You will learn to identify the local, regional and national organisations
involved in supporting tourism to a specified area of the British Isles and
explain their roles. A specified area could be a tourist board region, one or
more counties or a themed area.

You will learn to explain the interdependence and interrelationships of
these organisations, within a specified area, in supporting tourism in the
British Isles.
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4.2

52

Features of
destinations in
the British Isles

You will learn that there are different types of destinations in the British
Isles. These could be categorised as:

e coastal areas

tourist towns and cities

e business and conference destinations

e countryside areas

e heritage and cultural destinations

e purpose built — built specifically to meet the needs of tourists.

You will be able to give examples of the main destinations within these
categories that are popular with incoming tourists to the British Isles. You
will learn to locate these destinations on a map.

Destinations have many features that give them appeal to tourists. These
include:

e climate

e landscape

e transport and communication links

e accommodation

o facilities provided

e natural and built attractions

e events and entertainment

e local culture including food and drink.

You will learn to differentiate between those features that are key to the
appeal of a destination and those that exist but have no influence on
appeal. You will learn to describe the key features that give popular
destinations appeal and explain how they meet the needs of different
types of incoming visitors. You will learn about the needs of different
types of tourists including:

e groups
e people of different ages
e business customers

o those with specific needs, eg customers with disabilities, adults with
young children, medical conditions such as pregnancy, diabetes, or age
related

¢ language differences
e cultural differences.

You will learn to identify needs from information provided and recommend
suitable destinations to meet those needs, justifying your choices.
Information on the needs of visitors will be given to you by your tutor in
the form of a pen portrait.
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4.3

4.4

4.5

Constructing
itineraries for
tourists

Scale of tourism
to the British
Isles

The factors that
affect
popularity and
appeal of
destinations

An itinerary is a plan or schedule for tourists to follow. You will learn to
include the following in an itinerary:

e who the itinerary is prepared for

o dates

e timing

e what is included such as accommodation

e contact details

o details of destination such as attractions featured.

You will learn the amount of detail needed and the format that is
appropriate. You will learn how to construct an itinerary of complementary
destinations to meet a visitor’s specific needs. The visitor’s specific needs
will be given to you by your tutor in the form of a pen portrait.

You will learn to use different sources of information to research the scale
of tourism to the British Isles. Through research, you will obtain statistical
data and will learn to interpret and analyse the data to draw reasoned
conclusions on the scale of tourism to the British Isles. You will research
the importance of visitors to the British Isles in terms of:

e visitor numbers
e visitor spending
e type of visitor

e bed nights used.

You will learn the factors that have led to the popularity and appeal of
different British destinations. Factors include:

e accessibility

e availability of attractions and other tourist facilities
e cost of visiting

e change in customer needs and expectations

e destination management

e image and promotion

e political factors.

You will learn that destinations will be affected by different factors and
identify and describe those that are relevant. You will learn how to
evaluate the factors that are key to the popularity and appeal of different
destinations and to assess the effect that these factors can have. You will
also learn to recommend ways that destinations can increase their appeal
to make them more popular with incoming tourists, justifying your
recommendations. You will examine a range of destinations and focus on
one for assessment.
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Assessment evidence

Assessment evidence could be in many forms to allow learners’ learning
styles and preferences to be accommodated. There will be itineraries
produced for task (b) but other tasks could be evidenced through written
reports, newspaper articles, radio or television scripts or witness
testimonies of oral presentations accompanied by supporting evidence.

For task (a) your evidence will be drawn from one selected area. For task
(b) your evidence will be drawn from a range of destinations. Evidence for
task (d) will be drawn from one destination. It could be one of the
destinations featured in evidence for task (b).

Your work must include evidence of:

a description of the roles of key travel and tourism organisations that
support tourism to a selected area in the British Isles

and

an explanation of the interdependence and interrelationships of these
organisations in supporting tourism to the selected area in the British
Isles

b anitinerary including examples of different types of British
destinations. You will be given details of incoming tourists by your
tutor in the form of a pen portrait and your itinerary should include
destinations that meet the needs that are specified in the information
you are given. Destinations should be located on a map and the
features that give each destination in the itinerary appeal, should be
described. There should be an explanation of how the itinerary meets
the needs of the incoming tourists

¢ research and analysis of the scale of tourism to the British Isles in
terms of visitor numbers, visitor spending, type of visitor and bed
nights used

d* an evaluation of the factors that have affected the popularity and
appeal of a selected destination

and

recommendations of how this destination can develop its future
popularity and appeal in order to receive more incoming visitors.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).
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Assessment guidance

Mark band 1

Learners’ evidence will tend to be limited in detail, descriptive rather than
evaluative or showing detailed reasoning, and with omissions. Research is
likely to be from limited sources that are mainly directed by others. For
task (a) learners will need to select an area of the British Isles. This can be
a Regional Tourist Board area such as Heart of England, a Regional
Development Agency area such as One North East, a county such as
Pembrokeshire, a group of counties such as Northern Ireland, or a themed
area such as Hardy Country. For task (b), learners need to be presented
with pen portraits. The assessor should write the pen portraits. Examples
of pen portraits will be provided in the Teacher guidance to be published
separately.

a Learners must give a description of some of the travel and tourism
organisations that support tourism in the British Isles within a selected
area. The description will probably lack detail and not all the relevant
organisations involved will be included. Learners may have written
about organisations in general terms rather than those in a specified
area. Evidence will therefore be more theoretical. Detail may be
lacking in terms of the range of organisations included or the
descriptions of their roles. Learners must also include an explanation
of the interdependencies and interrelationships of the organisations
involved. Explanations will tend to be general and not specific to the
selected area and lack detail. Evidence is likely to be descriptive with
little reasoning, so understanding is likely to be limited.

b Learners must produce an itinerary for an incoming tourist. There will
be different types of destination. Relevant information will be
included but there may be some omissions. Information may be limited
in terms of detail provided. Learners will locate the destinations on a
map but there are likely to be some omission or inaccuracies. The
features of destinations included in the itinerary will be described. At
this mark band, there is likely to be little discrimination between those
that give appeal and those that exist. It is likely to be a fact sheet
approach. Descriptions may lack detail in some features. The itinerary
must show some link to the needs of the incoming tourist although
there may be some aspects of the itinerary that do not exactly meet
their needs. There should be some explanation of how the itinerary
meets the tourists’ needs given in the pen portrait. This may be mainly
descriptive or written in general terms without specific reference to
their needs.

c Some research has been undertaken but this tends to be from one or
two sources, perhaps only those directed by a tutor/assessor, and
evidence is limited perhaps to a bibliography only. Learners will need
to demonstrate some analysis of the scale of incoming tourism in the
British Isles. Statistics are evident but not fully used. Some may be
irrelevant. Evidence is likely to be descriptive rather than analytical.
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d Evidence must attempt to review and evaluate some of the factors
that have led to the popularity and appeal of a British destination.
Evidence may show some evaluation but this may be limited and more
descriptive. Evidence may not include all of the factors that have
affected the selected destination. There may be some general factors
included. Learners must suggest some ideas how the selected
destination attract incoming visitors in the future but these will be
suggestions with very limited justification.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

Learners’ evidence will show that they have understood the requirements
of all tasks. Evidence will tend to have some detail, showing clear
knowledge and understanding. There will be some clear evaluation and
reasoning in the work submitted. Learners are likely to have undertaken
some in-depth and wide-ranging research, some of it independently. They
will have used some of their findings to draw conclusions. For task (a)
learners will need to select an area of the British Isles. This can be a
Regional Tourist Board area such as Heart of England, a Regional
Development Agency area such as One North East, a county such as
Pembrokeshire, a group of counties such as Northern Ireland, or a themed
area such as Hardy Country. For task (b), learners need to be presented
with pen portraits. The assessor should write the pen portraits. Examples
of pen portraits will be provided in the Teacher guidance to be published
separately.

a Learners must give a detailed description of the main travel and
tourism organisations that support tourism in the British Isles within a
selected area. The description must show detail of the relevant
organisations involved. The organisations will be those specific to the
selected area although there may be some that are irrelevant or
general. Learners must also include an explanation of the
interdependencies and interrelationships of the organisations involved.
Explanations will have some detailed reasoning in terms of how the
organisations attract tourists to the area.

b Learners must produce an itinerary for an incoming visitor. There will
be a wide range of different types of destination included. Itineraries
should be structured and include all the relevant information for the
visitor. There will be some detail provided in the itinerary. The
location of each destination in the itinerary will be accurately shown
on a map. The key features of the destinations included in the
itinerary will be described in detail. Those described in detail are
those that are relevant to giving the destination popularity and appeal,
showing an understanding of the needs of the tourist and the features
that exist. The itinerary must show links to the incoming tourist and
meet their requirements. There will be an explanation of how the
destinations included in the itinerary meet the tourists’ needs. This
will be reasoned and show links to their identified needs.

c Some research has been undertaken using a range of sources such as
websites, textbooks, brochures, guides, press. Some of these may have
been directed by a tutor but there will be some that were used
independently. A bibliography will detail the sources used and there
will also be some referencing of sources within the content.

Learners will need to demonstrate analysis of the scale of incoming
tourism in the British Isles. Statistics are used and interpreted in the
analysis. Some might be irrelevant. There are some conclusions related
to the scale of tourism to the British Isles. The analysis is clear.
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d Evidence must include an evaluation of the factors that have led to the
popularity and appeal for a selected British destination. Learners must
make suggestions of how the selected destination can continue to
attract incoming visitors in the future. These suggestions should be
realistic and appropriate for the destination and the incoming visitor.
The evaluation must show detail. Factors must be specifically link to
the popularity and appeal of the selected destination.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

Learners will clearly meet the requirements of all tasks. Evidence will be
detailed and comprehensive, showing thorough knowledge and
understanding. There will be clear evaluation and reasoning in the work
submitted. Learners will have researched widely and independently using
their findings to substantiate conclusions. For task (a) learners will need to
select an area of the British Isles. This can be a Regional Tourist Board
area such as Heart of England, a Regional Development Agency area such
as One North East, a county such as Pembrokeshire, a group of counties
such as Northern Ireland, or a themed area such as Hardy Country. For task
(b), learners need to be presented with pen portraits. The assessor should
write the pen portraits. Examples of pen portraits will be provided in the
Teacher guidance to be published separately.

a Learners must produce detailed and comprehensive descriptions of all
the main key travel and tourism organisations that support tourism in
the British Isles for the selected area. The descriptions will be
comprehensive in terms of the organisations involved and detailed in
terms of their roles. Where organisations from outside the area are
involved, the distinction is clearly shown. Learners need to give a
detailed explanation of the interdependencies and interrelationships of
the organisations demonstrating a thorough understanding of how they
attract tourists to the area. Explanation clearly shows
interdependencies and interrelationships.

b Learners must produce an itinerary for an incoming tourist. There will
be a wide range of different types of destination included. Itineraries
should be well structured, clearly communicating all the relevant
information in detail to the tourist. Itineraries will show planning in
the choice and sequence of destinations included in the itinerary. The
location of each destination in the itinerary will be accurately shown
on a map. Learners must describe in detail the key features of each
destination included in the itinerary. They will have discriminated
between those that give the destination appeal and those that exist.
They will have identified some less well-known features showing a
clear attempt to meet tourist needs. All aspects of the itinerary should
clearly link to the needs of the tourist and all destinations selected
should be appropriate. There must be a detailed explanation of how
the itinerary meets the needs of the incoming tourist. This will include
detailed reasoning and clear links to tourist needs. The explanation is
likely to go beyond stated needs in that they have realised that there
will be certain additional requirements.

¢ Research has been undertaken using a wide range of sources, such as
websites, textbooks, destination media, national and trade press
articles. These sources are mainly obtained independently without
direction from a tutor. A bibliography will detail the sources used and
the sources will also be evidenced through referencing throughout the
content.

Learners will need to demonstrate detailed analysis of the scale of
incoming tourism in the British Isles. Learners must use statistical
information and other data. All data is relevant, used and interpreted.
Substantiated conclusions must be drawn from research undertaken.
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d Evidence must include a critical evaluation of all of the factors that
have led to the popularity and appeal for a selected British
destination. Conclusions made should be substantiated. Learners must
make suggestions of how the selected destination can attract incoming
visitors in the future. These suggestions should be realistic and
appropriate for both the destination and the incoming visitor and must
be substantiated and justified.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Presentations

Pen portraits

Case studies

Guest speakers

Visits

Learners should be encouraged to access the internet to support the
development of knowledge of different types of destinations within the
British Isles, and the organisations involved in supporting tourism here.
They could start by looking at the different types of destinations and the
features of each. The internet could also be used as a resource to research
information on a destination, which would support the production of the
itinerary and to also investigate the factors affect a destination. It can be
used to access statistical information. Learners should also be encouraged
to collect articles from newspapers and magazines featuring destinations in
the British Isles. They should also follow other media to expand their
knowledge of factors affecting tourism destinations and popularity of
destinations in the British Isles.

Learners could give mini presentations on research of different types of
destination around the British Isles. Presentations could also be used as a
method of assessment for tasks. Learners could present their findings on
the organisations in their selected area and independencies and
interrelationships of the organisations. Alternatively presentations could
be on the itinerary for a specific incoming visitor. These could be given to
peers.

Pen portraits of different types of incoming tourists could be presented to
learners for discussion. Initially they could focus on learners identifying
one suitable destination and increasingly build to something more
complex. Learners could also write their own pen portraits, perhaps of the
type of tourist that would find a destination appealing, learning to justify
their proposals.

Using case studies of different destinations could be used to develop
understanding of the type of destination, features and appeal of that
destination. Case studies can provide the opportunities for further
discussion as well as make the learner familiar with a variety of types of
destination.

The use of organisations such as English Heritage, Blue Badge Guides,
regional development agencies etc as guest speakers can provide learners
with a good understanding of any aspect of this unit. Guest speakers
provide credibility as well as giving learners the opportunity to ask
questions. It should support their understanding as the guest speaker can
respond to questions which cannot be done through a textbook. This will
also develop their oral communication skills.

Many learners may have had limited experience of tourism in the British
Isles or tourism in different types of destination. Visits through day trips or
residentials may assist their understanding of the appeal of different types
of destination, and provide experience of some of the features that give
that destination appeal. During visits, they could undertake research,
through a survey for example, of what was appealing about the
destination.
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Videos

There are a number of documentary videos such as BBC Learning Zone —
Travel and Tourism programmes that provide learners with a visual image
of destinations and also feature the destinations appeal. The videos can
provide the opportunity for further discussion as well as seeing the appeal
of a variety of destinations. Many destinations also produce promotional
videos such as Center Parcs.

Links

Other units

Industry

Unit 1: The Travel and Tourism Industry — this unit builds on their
understanding of the roles and responsibilities of different types of
organisation in the travel and tourism industry.

Unit 2: The Travel and Tourism Customer — gives the opportunity to
consider the needs of incoming visitors developed in the customer service
unit when exploring the suitability of destinations for incoming tourists,
appeal and features of a destination.

Unit 10: Promotion and Sales in Travel and Tourism — the features of a
destination in the British Isles could build of their understanding of sales
and promotion when considering the appeal of a destination.

Unit 12: Travel Organisations — provides an understanding of a range of
travel organisations.

A visit to a destination in the British Isles could provide the opportunity to
compare the features and appeal of the local area as well as support
knowledge of a variety of destinations. Guest speakers could also provide
excellent information on destinations. Useful links could be established
with the local Tourist Information Centre, local authority tourism
office/department and Blue Badge Guides.
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Resources

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may

change.

Textbooks Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614
Law C — Urban Tourism (Thomson Learning, 2002) ISBN 0826449263
Page S J — Transport for Tourism (International Thomson Business Press,
1999) ISBN 1861529694

Websites Department for Culture,
Media and Sport www.culture.gov.uk
English Heritage www.english-heritage.org.uk
GeoProjects www.geoprojects.co.uk
Guild of Registered Tourist
Guides www.blue-badge.org.uk
Lake District National Park
Authority www. lake-district.gov.uk
National Trust www.nationaltrust.org.uk
Northern Ireland Tourist Board www.discovernorthernireland.com
Scottish Youth Hostels Assoc. www.syha.org.uk
Tourism Concern www. tourismconcern.org.uk
Ukinbound www.ukinbound.org
Visit Britain www.visitbritain.com
Visit Scotland www.visitscotland.com
Visit Wales www.visitwales.com
Youth Hostels Association
(England and Wales) www.yha.org.uk

Videos BBC Learning Zone — travel and tourism programmes
Wish You Were Here

Multimedia Travel Geography CD ROM — The Travel Training Company, 2000

Other resources

Daily newspaper travel sections

In Britain (Visit Britain)

Insights (English Tourism Council)

Travel Trade Gazette — CNP Information Ltd

66 UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



Unit 5: Travelling Safely

Externally assessed

Introduction Through this unit you will find out how the travel and tourism industry
operates to ensure the safety of the traveller — the person, their
belongings and their money. Safety refers to their health and their
security. You will examine the legal and regulatory requirements placed
upon organisations by governments and agencies, and how these
requirements are applied in different situations. Many countries protect
the traveller by restricting access. You will learn the measures that are
used and the implications of these to the traveller. You will also explore
how the industry deals with emergency situations, whether small scale
such as medical problems encountered by the traveller, or major such as
hurricanes and volcanic eruptions.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

Unit 2: The Travel and Tourism Customer

External assessment

This unit will be assessed through an examination set and marked by
Edexcel.

There will be a 1 hour and 30 minute examination paper.
The number of raw marks available is 90.

The examination will be available in the January and June examination
series.

The paper will be a question and answer booklet.
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What you need to learn

5.1

68

Legal and
regulatory
requirements

You will learn about the key organisations involved in regulating the travel
and tourism industry. You will learn to differentiate between these
organisations by summarising their main regulatory responsibilities and the
regulations they have put in place. The organisations you need to learn
are:

e Civil Aviation Authority (CAA)

e Association of British Travel Agents (ABTA)

e International Air Transport Association (IATA)
e Joint Aviation Authorities (JAA).

You will also learn to analyse how these organisations affect different
types of travel and tourism organisations.

There are many legal requirements placed upon the industry. Some of
these are specific to the industry and others apply to all organisations. You
will examine these laws so that you can differentiate between them and
give accurate summaries of each. The legislation you need to learn are:

o EU Directive

o Disability Discrimination Act

o Data Protection Act

e Trades Description Act

e Fair Trading Act

e Sale of Goods and Services Act.

Note, the year of the legislation is not stated as you are expected to have
knowledge of the Acts that are current at the time of your studies.

You will learn to analyse situations given in a case study to decide which
legislation is relevant. You will also learn to analyse how travel and
tourism organisations organise their practices and procedures to comply
with legislation. You will learn to make recommendations for
improvements to practices and procedures and analyse the implications
this may have on travellers and travel and tourism organisations.
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5.2

Restrictions on
travel

Many national governments place restrictions on tourist movements. This
may be into, within or from the country. This is mainly through the use of
passports and visas. Travel and tourism organisations also have measures
that restrict travel, such as tickets and boarding passes. You will learn to
use information provided to advise travellers of passport, visa and other
measures that are adopted to restrict travel. You will also learn to analyse
the implications for organisations in the travel and tourism industry of
failing to implement these restrictions.

With international travel increasing, the potential for disease to spread
across borders is also increasing. Travellers are often restricted from
accessing a country from another country where contagious diseases are
prevalent. You will learn about the major contagious diseases that exist in
the world so that you can identify where they are located and describe the
causes and symptoms and how the spread of risk is minimised. The diseases
you will need to learn about are:

e cholera
e typhoid
e HIV and AIDS

o yellow fever
e malaria
e hepatitis C.

You will learn to use information available to advise travellers on potential
risk and restrictions.
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5.3 Emergency You will learn about small-scale emergency situations including:
situations e holiday cancellations
e holiday curtailment
o medical problems
o lost passport
e lost money
e lost luggage
o theft and muggings
e arrest and imprisonment.

You will learn to interpret information, such as insurance policies and tour
operators, agreements, so as to advise customers on how to deal with a
small-scale emergency situation.

You will learn about key organisations that can provide support to deal
with emergency situations, such as the Foreign Office and their embassies
and consulates, insurance companies, medical assistance companies, tour
operators, and airlines. You will learn to state the name of the
organisation or agency that can provide support and explain the type of
support they can provide.

You will also learn about more serious, large-scale emergency situations,
known as force majeure, such as:

e wars
e terrorist attacks

o strikes

e natural disasters such as volcanic eruptions, flooding
e severe weather conditions such as hurricanes

e major outbreaks of disease

e other disasters such as plane and train crashes.

Through research, you will learn how the industry deals with these
situations. You will learn to describe situations and analyse how they were
dealt with by organisations in the travel and tourism industry. You will also
learn to make recommendations for how organisations in the travel and
tourism industry could deal with emergency situations.
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Assessment evidence

This unit will be assessed through external assessment.
The mark you achieve for this assessment will be your mark for the unit.

The external assessment will be in the form of a marked test. This test will
consist of a series of short and long-answer questions. The content of the
external assessment will relate directly to what you should have learned as
a result of the activities you have carried out as part of your work for this
unit.

You will need to be able to apply the knowledge, skills and understanding
of the unit to the demands of the questions set. The ability to transfer
knowledge skills and understanding to different situations is an invaluable
preparation for employment, training and higher education. External
assessment is one example of where this transference is critical, eg coping
with controlled conditions of an external assessment, the scenarios and
responding to questions.

The external assessment will require evidence of:

a being able to demonstrate knowledge and understanding, of the
subject content of this unit, and of related skills in vocationally-
related contexts

b being able to apply your knowledge and understanding of the subject
content of this unit, and of related skills in vocationally-related
contexts

¢ being able to use appropriate research techniques to obtain
information to analyse vocationally-related issues and problems

d being able to evaluate information to make reasoned judgements,
draw conclusions and make recommendations about vocationally-
related issues and problems.

Delivering this unit

Learner-led seminars

There are a range of sources of information that learners can access
relating to the topics outlined in this unit. Not all of them will specifically
relate to travel and tourism but will have relevant content. Learners could
be divided into small groups to undertake research of different aspects of
the unit. This could be when examining different legislation and
regulation, for instance or different types of emergency situations. Each
group could undertake research where the findings are presented to the
rest of the class. This could be as a 30-minute seminar with each group
given a clear focus. Learners will need to have experienced seminars prior
to undertaking this activity so that they understand the purpose and
process they will lead. These activities will develop a range of skills as
they will work in a group, research information and communicate findings.
The seminars could alternatively be a ‘training session to a group of staff
in your organisation’ so that learners can not only see the vocational
relevance of their activity but also develop their ability to take on
supervisory responsibilities working in the industry.
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Case studies of
different emergency
situations

Research into the
travel and tourism
industry

Role plays

Written activities

There are many examples of emergency situations, both small and large
scale, that can be found on the internet and in the national and travel
press. In addition, learners themselves may have experienced an
emergency situation. They could write case studies of their own
experiences or those they have observed. Alternatively, they could be
asked to produce fictitious case studies. Case studies will enable learners
to learn to apply their knowledge and understanding to vocational
situations. Initially, case studies should be used in discussions where they
can become familiar with the content. Increasingly, they should be
presented with case studies with which they are not familiar in order to
prepare them for the exam where the case studies presented will be
unfamiliar.

It is feasible that much of the content of the unit can be presented to
learners in the form of handouts but for many learners these would not
support their learning and development. It is preferable for learners to
take some responsibility to undertake their own research so that they
become familiar with different sources and how they might be used for
other units. The national and travel press provide a wealth of information
on different emergency situations and how they are dealt with. Learners
will need to research different types of situation in order to prepare for
the exam. The results of their research could be presented in a seminar, as
stated above, or through role plays (see below). Learners could also
produce a storyboard for a TV or radio show or present a display of their
findings.

This unit gives opportunities to develop communication, interpersonal and
problem-solving skills. It is important that learners are able to apply their
acquired theoretical knowledge and understanding to vocational situations.
The unit requires the acquisition of a significant amount of theoretical
knowledge and understanding but it is only useful if it can be applied.
Whilst the external assessment will require learners to show they can apply
their knowledge and understanding in writing, the unit could provide
opportunities for learners to apply in simulated situations where they learn
to deal with different types of customer in different contexts. This may
assist their understanding of the responsibilities of various agencies if they
take on the role of a member of staff within the organisation.

Through this unit, there are many opportunities to develop learners’
practical skills through role plays and the use of case studies. Effective
oral communication is a key requirement of those working in the travel and
tourism industry and activities that develop these skills are recommended.
The external assessment, however, is in the form of a written exam.
Learners should prepare for this exam by completing some activities in
writing so that they learn how to clearly structure their responses.
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Guest speakers and
visits related to
different sectors of the
travel and tourism
industry

Regular updating of
industry activities

through newspaper
and journal reviews

This provides opportunities for learners to gain knowledge of the roles of
different sectors of the industry through observation. A visit to an airport,
ferry port and/or rail terminal, for example, would enable learners to see
at first hand potential emergency situations and how legislation and
regulation has affected its operations. It should assist their understanding
as they are likely to be given the opportunity to ask questions, which they
cannot do of information provided in a textbook. Guest speakers could be
people who are currently working or who have worked in the industry and
have dealt with an emergency situation. During the winter, there are many
overseas representatives and cabin crew who will be in the UK that could
be invited to discuss their experiences. Guest speakers could also be
members of the local community who have experienced an emergency
situation. Recent severe hurricanes in the Caribbean affected many
tourists from the UK who may be available to discuss their experiences.

Weekly or monthly reviews of travel sections of daily newspapers or trade
press such as Travel Weekly and Travel Trade Gazette reinforces learners’
knowledge and understanding of recent emergency situations and
responses that the industry is making to these. It also assists in their
understanding of the role of the different organisations.

Links

Other units

Unit 1: The Travel and Tourism Industry — this unit builds on their
understanding of different types of organisation in the travel and tourism
industry.

Unit 2: The Travel and Tourism Customer — learners can use their
understanding of communicating with customers to give advice on travel
restrictions and dealing with emergency situations.

Unit 6: Resort Operations — learners will learn to deal with problem
situations as overseas representatives and about the role of the resort
office in dealing with emergency situations.

Unit 8: Current Issues in Travel and Tourism — learners may develop an
interest in the safety and security of travellers that could be pursued in
further depth.

Unit 9: Working in Travel and Tourism — knowledge and understanding of
how the safety of travellers is maintained by the travel and tourism
industry could assist in learning about the skills and qualities needed in
some sectors of the industry.

Unit 12: Travel Organisations — learners may wish to investigate a sector
of the industry where the safety of the traveller is a key element of their
operations.
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Resources

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Textbooks Hayward P et al — GCE AS Travel and Tourism for Edexcel (Heinemann
Educational Publishers, 2005) ISBN 0435446428

Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614

Prosser R — Leisure, Recreation and Tourism, Second Revised Edition
(Collins Educational, 2000) ISBN 0003266508

Yale P — The Business of Tour Operations (Longman, 1995)
ISBN 0582277973

Websites Association of British Travel
Agents www.abta.com
BBC Watchdog www.bbc.co.uk/watchdog
Civil Aviation Authority www.caa.co.uk

Foreign & Commonwealth Office www.fco.gov.uk

Home Office www.homeoffice.gov.uk
International Air Transport
Association www.iata.org
Travel Weekly www.travelweekly.co.uk
UK Passport Service www.ukpa.gov.uk
World Travel Guide www.worldtravelguide.net
Videos Airline
Airport
Watchdog
Other resources Insights — English Tourism Council

Travel Trade Gazette — CNP Information Ltd
Travel Weekly — Reed Business Information Ltd
Insurance policies

Tour operators’ brochures
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Unit 6: Resort Operations

Internally assessed

Introduction

‘Resort operations’ concerns the work of the tour operator in a resort. It
plays a key role in the ability of a tour operator to deliver its product or
service to the customer. This unit examines resort operations in terms of
the duties and activities carried out in the resort office. The resort office
works closely with departments in the UK and you will examine situations
in which the two liaise with each other. You will also look at the duties of
the resort representative and develop practical skills to deal with
situations handled overseas in both straightforward and complex
situations. You will look at the significance of induction, training and
product knowledge for overseas representatives.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

Unit 2: The Travel and Tourism Customer

What you need to learn

6.1

The activities of
the resort office

You will learn about how tour operators’ resort offices are organised so
that you can describe how they operate in terms of preparing and dealing
with customers in resort. You will learn about the activities carried out in
the resort office such as:

e how rooming lists are organised and supplied

e how excursions are organised

e liaising with local agencies

e how transport is arranged for transfers to and from the airport
e how the resort office deals with extra rooms allocation

e the procedures for dealing with complaints and emergencies.

You will learn that resort operations are dealt with by different staff. You
will learn to describe the job roles of the different overseas staff
employed by the tour operator including:

e administration staff
e other overseas representative
e team leaders

e team, area and general managers.
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6.2

76

Duties of an
resort
representative

You will learn to describe the type of situations where the resort staff
liaise with the UK office, such as building work updates and emergencies.
You will learn to explain why and how these situations are dealt with.

You will learn to explain how the resort office operates in general terms
and then through research how this is applied to different tour operators,
including how it differs between resorts and different tour operators. You
will also research examples of the types of situations where resort staff
liaise with the UK office.

Welcome meeting

You will learn how to organise and present a successful welcome meeting
including how to engage your audience. You will learn about the content of
a welcome meeting including:

an introduction and welcome

e address of health and safety

e information provided about the property, destination
o selling of excursions

e advice on local amenities.

You will learn how to structure and deliver a welcome meeting and how to
present yourself in a confident and professional manner portraying a
positive image for an organisation.

You will also learn how to produce materials used to organise and present
a welcome meeting such as invites, information booklets about excursions
and other services, maps and booking forms.

You will learn how to research information in order that you can prepare
and deliver a welcome meeting with materials.

Selling

Most welcome meetings provide opportunities for resort representatives to
sell additional products and services of the tour operator including car hire
and excursions. Overseas representatives also have accommodation visits
which give them another opportunity to sell. You will learn about the
products and services sold by overseas representatives and learn how to
demonstrate effective selling skills to sell products and services to
different customers.

Documentation

You learn how to complete documentation used in sales processes such as:
e receipts

e liquidation reports

e excursion booking forms

e car hire booking forms.
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Problem situations

One of the key responsibilities of a resort representative is to deal with
their customers’ problem situations. You will learn how problem situations
should be dealt with and develop skills to show you can apply that
knowledge in simulated situations such as:

overbooking

e adirty room

e noise due to building work or other customers
e accident

o lost or stolen passport.

For the welcome meeting, selling and problem situations you will be given
pen portraits of tourists that describe their needs and circumstances. You
will learn to apply your knowledge of how to deal with customers and the
information that each tourist would need for each situation dealt with. You
should learn to include appropriate information of the destination that
meets tourists’ needs highlighted in each pen portrait.

6.3 The significance For many customers, the role the resort representative plays is crucial to
of induction the enjoyment of their holiday. If even minor problems are not solved
’ effectively it could have an adverse effect on their level of satisfaction.

training and Lo
g For tour operators, the resort representative is the only person the

product customer is likely to come into contact with and that interaction must give

knowledge of the organisation a positive image. Tour operators make significant

staff in investments into the induction and training of their staff. You will learn

delivering high about what an induction programme is and the information that is included

quality in the programme. You also will learn about the amount and type of
training that is undertaken by resort representatives prior to and during

customer

. employment, such as:
service

e in-house

e mentoring

e external

e work shadowing
e visits.

You will also learn about the content of training given to the resort
representative in order to evaluate the significance of product knowledge
in delivering quality customer service. You will learn to research the type
of product knowledge a resort representative needs to know, such as:

e the excursions the company operates

e company information on policies and practice
e company profile

e legal and regulatory requirements

e health and safety

e resort and destination information

e property requirements.
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You will learn how to research different sources of information so you can
evaluate the significance of induction, training and product knowledge for
overseas representatives in the delivery of high quality customer service,

and give examples of induction and training carried out by tour operators.

Assessment evidence

Assessment evidence could be in many forms to allow learners’ learning
styles and preferences to be accommodated. There will be witness
statements for the welcome meeting, problem-solving and sales activity.
Supplementary evidence should include completed documentation and
supporting material such as information sheets.

Other tasks could be evidenced through written reports or presentations
accompanied by supporting evidence and tutor witness testimonies.

Your work must include evidence of:

a adescription of how tour operators organise resort operations to
prepare and deal with customers in resort

and

an explanation of situations that require the resort office to liaise with
their UK office

b organising and presenting a welcome meeting, selling an additional
service including completion of appropriate documentation and
effective handling of a problem situation for a customer whose needs
and circumstances are given to you

c research undertaken to complete all tasks

d* an evaluation of the significance of induction, training and product
knowledge of overseas representatives delivering high quality customer
service.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).
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Assessment guidance

Mark band 1 Learners’ evidence will tend to be limited in detail, with omissions, and be
descriptive rather than evaluative or showing detailed reasoning. Learners
will need to be presented with pen portraits for task (b). The assessor
should write the pen portraits. Examples of pen portraits will be provided
in the Teacher guidance to be published separately. These can be the same
for a cohort of learners or can be written to target a specific mark band.
This would support learners to achieve at a level appropriate to their
potential. If written to target specific mark bands, see comments below
about content.

a At this mark band learners must be able to give a description of how
tour operators’ overseas resort offices operate. The descriptions may
not focus on all of the activities of the resort office and may have
limited detail in places. There may be limited overseas staff and roles
described. Learner’s evidence may be general rather than specific to
tour operators.

Learners must also give an explanation of situations when tour
operators’ overseas resort office liaises with the UK office. This may be
mainly descriptive. There may be limited situations and they may lack
detail. Evidence will tend to be theoretical and not refer to examples
of tour operators.

b At this mark band learners will be given pen portraits that are
straightforward. Learners have to present a welcome meeting. The pen
portrait for this could be one customer type such as 18-30 years age
group so that the customer’s needs are not so diverse. Learners must
show some evidence of research of their selected resort, eg Las
Americas in Tenerife. They should research the destination in terms of
the resort, the property and the attractions in the area. The welcome
meeting should include an introduction, address health and safety,
provide some information about the property, eg use of the pool,
attempt to sell excursions and give advice on local amenities although
it may not follow in structure and may lack detail. Learners must use
some materials such as welcome invites, excursion leaflets, maps
however there may be some inaccuracies and be limited in detail or
range used.

At this mark band the pen portrait may include straightforward needs
and may be specific in the excursion or type of car group needed for
hire. Learners need to sell an additional service to a customer using
some appropriate selling skills. Learners should find out some of the
customer’s needs so questions can be directed to the customer. For
example, if it was a family they may need to find the ages of the
children and types of activities they all like doing in order to
determine the appropriate type of excursion. There may be limited
needs matched. Learners need to complete some documentation
although there may be some inaccuracies and limited documentation
used.

At this mark band the pen portrait may be a straightforward situation
to deal with. Learners must deal with a customer in a problem
situation and show some problem-solving skills. The situation must be
dealt with although there may be some issues unresolved.
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¢ Some research has been undertaken but this tends to be from one or
two sources, perhaps only those directed by a tutor/assessor, and
evidence is limited perhaps to a bibliography only. Learners need to
research for all tasks but there may be limited research in aspects of
tasks undertaken.

d Learners must attempt to evaluate the significance of induction,
training and product knowledge of overseas representatives delivering
high quality customer service. There may be limited research used to
draw conclusions. The evaluation will probably be descriptive and
theoretical rather than looking specifically at evaluating what
individual tour operators do.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

Learners will tend to produce work that meets the requirements of the
task with detail and some clarity. They will show sound knowledge and
understanding through the ability to apply some of that in vocational
situations. They will show some ability to undertake research
independently and use their findings to make some reasoned judgments.
Learners will need to be presented with pen portraits for task (b). The
assessor should write the pen portraits. Examples of pen portraits will be
provided in the Teacher guidance to be published separately. These can be
the same for a cohort of learners or can be written to target a specific
mark band. This would support learners to achieve at a level appropriate
to their potential. If written to target specific mark bands, see comments
below about content.

a At this mark band learners must be able to give a description of how
tour operators’ overseas resort offices operate. The descriptions must
include detail in terms of the depth of coverage of the activities of the
resort office and its operations and appropriate examples given
including how the operation differs between each tour operator and
resort.

Learners must give an explanation of situations of how a tour
operator’s overseas resort office liaises with the UK office. These
situations must be exemplified.

b At this mark band learners must organise and present a welcome
meeting. The pen portrait may be more complex to deal with a range
of customers in the group. Learners must show evidence of research of
their selected resort, eg Las Americas in Tenerife, as well as the needs
of the customers identified in the pen portrait. They should research
the destination in terms of the resort, the property and the attractions
in the area by giving detail to the customers given in the pen portrait.
The welcome meeting should include an introduction and welcome,
address health and safety, provide some information about the
property, eg use of the pool, give general information about the
resort, attempt to sell excursions and give advice on local amenities
and show some structure. Learners must consider the different
customers by their choice of information used in the welcome meeting.
The welcome meeting must show interaction however it must include
use of appropriate materials such as welcome invites, excursion
leaflets, maps etc in the preparation and delivery. For example, maps
should be produced and used to show customers where places are in
and around the destination.

At this mark band learners should be given a pen portrait that does not
identify specific additional service the customer wants. It should allow
the learner to ask appropriate questions to gauge the information from
the customer in order that their needs and the sales opportunity can
be identified. Learners need to sell an additional service to a customer
using appropriate selling skills. Learners must identify the needs of the
pen portrait and match those needs to an appropriate product. For
example, if it was a family they may need to find the ages of the
children and types of activities they all like doing in order to
determine the appropriate type of excursion. Learners need to
complete appropriate documentation with minimum omissions.

Learners must deal with a customer in a problem situation and show
problem-solving skills. The situation must be dealt with effectively and
issues should be resolved. At this mark band the situation would be
complex.
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c Research has been undertaken using a range of sources such as
websites, text books, brochures, guides, press. Some of these may
have been directed by a tutor but there will be some that were used
independently. A bibliography will detail the sources used and there
will also be some referencing of sources within the content. The resort
operation and the significance of induction, training and product
knowledge of overseas representatives will include research of a
number of different tour operators. There must also be evidence of
effective research into the destination included in the welcome
meeting and information booklets used, as well as the selling situation.

d Learners must evaluate the significance of induction, training and
product knowledge of overseas representatives delivering high quality
customer service. There must be evidence of research to demonstrate
substantiated reasoning and justification. The evaluation must consider
the variety of induction and training that is undertaken both in the UK,
eg intense training prior to being allocated a position in a resort, and
the training taken overseas, eg work shadowing colleagues, going on
excursions to improve product knowledge etc, and the significance of
this. Evaluation must consider the significance of induction and
training, and link specifically to examples of duties undertaken by the
overseas representative.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

Learners will submit evidence that clearly meets the requirements of the
task with detail and clarity. They will show sound knowledge and
understanding and apply this in vocational situations. They will undertake
research using a range of sources that they have found and used
independently. They will show how they can use their findings to meet
complex customer needs, using reasoning throughout, including making
reasoned judgements. Learners will need to be presented with pen
portraits for task (b). The assessor should write the pen portraits.
Examples of pen portraits will be provided in the Teacher guidance to be
published separately. These can be the same for a cohort of learners or
can be written to target a specific mark band. This would support learners
to achieve at a level appropriate to their potential. If written to target
specific mark bands, see comments below about content.

a At this mark band learners must be able to give a detailed description
of how tour operator resort offices operate, including an in-depth
coverage of the activities undertaken in the resort office and how the
overseas office operates, giving a range of appropriate examples.

Learners must give a detailed explanation of situations of how a tour
operator’s overseas resort office liaises with the UK office. All
situations must be exemplified.

b At this mark band learners should be given pen portraits that offer the
opportunity to meet the needs of different customers. Learners must
effectively organise and present the welcome meeting. Learners must
show evidence of detailed research of their selected resort, eg Las
Americas in Tenerife. They should research the destination in terms of
the resort, the property and the attractions in the area. The welcome
meeting should include an introduction and welcome, address health
and safety, provide information about the property, eg use of the pool,
provide information about the destination, sell excursions and give
advice on local amenities. It should be well structured and delivered in
a confident and professional manner portraying a positive image for an
organisation. Learners must consider the different customers by their
choice of information used in the welcome meeting. The welcome
meeting must show interaction throughout with the audience. The use
of appropriate materials such as welcome invites, excursion leaflets,
maps etc in the preparation and delivery should be used. For example
maps should be produced and used to show customers where places
are in and around the destination.

At this mark band learners need to sell an additional service to a
customer using appropriate and effective selling skills. Learners must
explore the customers’ needs in detail therefore pen portraits must
offer the opportunity to identify customer needs and selling situations.
Learners must, therefore, ask appropriate questions to gauge
information from customers. For example, if it was a family they may
need to find the ages of the children and types of activities they all
like doing, how many excursions they might want to book, the duration
they want — half or full day — their budget etc in order to determine
the appropriate type of excursion. All of the customer needs should be
addressed and the majority matched. Learners need to complete all
appropriate documentation with minimum omissions.
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Learners must deal fully and effectively with a customer in a problem
situation showing excellent problem-solving skills. For example, if a
customer complained about building work they should give solutions
such as change rooms, show customers the new room, check customers
are happy with the solution, offer to get assistance with moving bags.
Customers should be dealt with sensitively. At this mark band the pen
portrait should be complex.

c Research has been undertaken using a wide range of sources, such as
websites, textbooks, brochures, destination promotional material,
travel guides, destination media, national and trade press articles.
These sources are mainly obtained independently without direction
from a tutor. A bibliography will detail the sources used and the
sources will also be evidenced through referencing throughout the
content.

The resort operation and the significance of induction, training and
product knowledge of overseas representatives will include research of
a wide range of different tour operators. Evidence should be
referenced throughout. The content of the welcome meeting,
information pack and selling situation must demonstrate thorough
research of the destination and product.

d Learners need to show a critical evaluation of the significance of
induction, training and product knowledge of overseas representatives
in order to deliver high quality customer service. The evaluation needs
to show detail of the variety of induction and training that is
undertaken both in the UK, eg intense training prior to being allocated
a position in a resort, and the training taken overseas, eg work
shadowing colleagues, going on excursions to improve product
knowledge etc, and the significance of this. The evaluation should
consider the significance of induction and training and link specifically
to examples of a range of duties undertaken by the overseas
representative. There should be evidence of thorough research linked
to this task to show detail and reasoning. The evaluation should show
objectivity.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Role plays

Case studies

Guest speakers

Videos

Industry

Learners should be encouraged to access the internet to investigate tour
operators’ resort operations. They could start by looking at the different
jobs available to establish the staff employed in the structure of the resort
operations and the job roles undertaken. The internet can also be used as
a resource to research information on a destination which would support
the assessment of the welcome meeting. Learners can also access tour
operator websites to find out about induction programmes and training.

This unit requires learners to participate in a range of role plays. To
develop the necessary skills learners should be encouraged to participate
in mock role plays. These could involve a range of different
representatives dealing with a range of situations, eg a range of different
customers selling excursions and other additional services. This could
support the learners understanding of the resort office and the links with
the UK office, and their development of demonstrating selling skills when
dealing with customers.

Using case studies referring to product knowledge or handling situations
could be used to develop understanding of their significance in delivering
high quality customer service or the significance of training. Case studies
on problem situations would also support learner knowledge problem
solving. They can provide the opportunities to discuss what could be done
in a live situation. It could also provide the opportunity to discuss the
internal customers.

The use of overseas representatives as guest speakers can provide learners
with a good understanding of any aspect of this unit. Guest speakers
provide credibility as well as giving learners the opportunity to ask
questions. It should support their understanding as the guest speaker can
respond to questions which cannot be done through a textbook. This will
also develop their oral communication skills.

There are a number of documentary videos such as BBC Holiday Reps that
provide learners with a visual image of life as an overseas representative
and examples of situations that overseas representatives are faced with on
a day-to-day basis. The videos can provide the opportunity for further
discussion as well as seeing professionals carrying out their job.

Residential visits could form part of an assessment. They could be used as
research of a destination in preparation and delivery of a welcome
meeting. It could also be used as part of the research for organisations
induction, training and product knowledge as learners could interview
representatives in resort.
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Links

Other units Unit 1: The Travel and Tourism Industry — this builds on their
understanding of the travel and tourism industry.

Unit 2: The Travel and Tourism Customer — this gives the opportunity to
build on the customer service skills developed in this unit.

Unit 10: Promotion and Sales in Travel and Tourism — the welcome
meeting and selling an additional service builds on their understanding of
sales and promotion.

Industry An overseas residential could provide the opportunity to observe the resort
operations. Guest speakers could also provide links with industry.

Resources
Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Textbooks Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614
Marks S — Working as a Holiday Rep (How to Books, 1996) ISBN 185703302
Yale P — The Business of Tour Operations (Longman, 1995)
ISBN 0582277973

Websites Association of British Travel
Agents www.abta.com
Cosmos Holidays www.cosmos-holidays.co.uk
First Choice www.firstchoice.co.uk
Federation of Tour Operators www.fto.co.uk
Holiday Travel Watch www. holidaytravelwatch.org
Holidays Uncovered www. holidaysuncovered.co.uk
Inghams www.inghams.com
MyTravel www.mytravel.co.uk
Thomas Cook www.thomascook.co.uk
Thomson Holidays www.thomson.co.uk
Travel Weekly www.travelweekly.co.uk
Watchdog www.bbc.co.uk/watchdog

Videos BBC Holiday Reps

BBC Learning Zone — travel and tourism programmes
Club Reps
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Multimedia Travel Geography CD ROM — The Travel Training Company, 2000

Other resources Daily and Sunday newspaper travel sections
Travel Trade Gazette — CNP Information Ltd
Travel Weekly
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Unit 7: Responsible Tourism

Externally assessed

Introduction

In this unit you will look at what is meant by ‘responsible tourism’. For the
purposes of this unit, responsible tourism can include alternative,
responsible, sustainable, green and ethical tourism.

You will learn about how tourism is developed and the different agents are
involved. You will learn about how tourism development can be related to
the Tourist Area Life Cycle (TALC) model and how potential positive and
negative impacts of tourism can be managed in a responsible or
sustainable way.

You will study a range of destinations from both the Less Economically
Developed World (LEDW) and the More Economically Developed World
(MEDW) to see if tourism development in these destinations follows the
principles of responsible tourism.

Recommended prior learning

Unit 1: The Travel and Tourism Industry
Unit 3: Destination Europe

Unit 4: Destination Britain

External assessment

This unit will be assessed through an examination set and marked by
Edexcel.

There will be a 1 hour and 30 minute examination paper.
The number of raw marks available is 90.

The examination will be available in the January and June examination
series.

The paper will be a question and answer booklet.
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What you need to learn

7.1

7.2

92

Responsible
tourism

The agents
involved in
tourism
development

You will learn what is meant by the term ‘responsible tourism’ so you can
describe how this approach to tourism development is different from other
types of tourism.

You will learn about the principles of responsible tourism so that you can
identify and describe these. The principles of responsible tourism are
applied where tourism development:

¢ minimises negative economic, environmental, and socio-cultural
impacts

e creates economic benefits for local people and improves their quality
of life

e promotes the conservation of natural and cultural heritage
e promotes respect between tourists and local people.

You will learn about these principles so that you can describe and explain
your own tourism development ideas and justify them.

You will also learn to research existing and proposed developments from a
range of destinations so that you can evaluate to what extent they support
the principles of responsible tourism. You will learn to use these examples
you have researched to support and justify your own proposals for
development of responsible tourism.

You will learn about the many different types of organisations and agencies
involved in tourism development so that you can identify and describe
which organisations belong to the three main sectors involved in tourism
development — these are the private, public and voluntary sectors:

e private sector organisations, eg landowners, development companies,
consultancies, travel organisations, leisure organisations,
entertainment organisations, accommodation providers, eg hotel
chains

e public sector organisations, eg local authorities, national governments,
national and regional tourist boards, UK regional development
agencies, non-governmental organisations, English Heritage

e voluntary sector bodies, eg community groups, pressure groups,
Tourism Concern, National Trust and registered charities involved in
tourism and its development.

You will learn about organisations from each of these sectors so you can
describe and explain their role in the process of tourism development.

You will also learn about the different reasons organisations have for being
involved in tourism development so that you can explain these:

e private sector organisations — mainly commercial, profit making but
increasingly also customer care, concern for the environment

e public sector organisations — mainly non-commercial but maximise
economic contribution of tourism locally and nationally to enhance
community experience

e voluntary sector organisations — mixture of non-commercial, eg
education, raising awareness, responsible tourism and commercial, eg
need to fund themselves to survive.
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You will learn about tourism development objectives so that you can state
suitable objectives for organisations and explain similarities and
differences between the objectives of different organisations. These
objectives can include:

e economic, eg employment creation, increased foreign currency
earnings, tourist contributions to the multiplier effect

e environmental, eg environmental education of local people and
tourists, preservation of wildlife habitats, regeneration, conservation,
stimulation of environmental improvements

e socio-cultural, eg promoting cultural understanding between local
people (hosts) and tourists, encouraging positive host-tourist
interactions, improving the local people’s ‘quality of life’ through
providing community amenities as well as tourist amenities.

e political, eg enhancing the image of an area, creating a regional or
national identity.

From investigating different destinations you will learn about organisations
which are involved in tourism development that have conflicting
objectives, so you can explain why these conflict and how these conflicts
could be resolved. You will learn about how organisations can work in
partnership so that you can justify how effective this approach is to
resolving conflicts.

7.3 The impacts of You will learn how to interpret information on destinations where planned
tourism and unplanned tourism development has occurred so you can explain the
positive and negative impacts on a destination’s economy, environment

development and on the people who live there.

The different types of impacts you will learn about are:
e economic

— positive: increased domestic income and foreign currency earnings,
benefits of multiplier effect, increased opportunities for
employment for locals (direct and indirect), improved
infrastructure

— negative: leakage, change from traditional employment
opportunities, seasonal unemployment, increased living costs for
the local community, eg rising house prices

e environmental

— positive: environmental education for local people and tourists,
improved assets, landscaping, conservation and habitat
preservation, regeneration of derelict areas

— negative: traffic congestion, erosion of land, loss of natural
habitats, decreasing biodiversity and pollution (air, water, noise,
visual)

e socio-cultural

— positive: preservation of customs and crafts, revival of festivals
and ceremonies, provision of community facilities and public
services, improved infrastructure for local community

— negative: conflicts with and influence on local community, crime,
prostitution, staged authenticity of festivals and events, loss of
cultural identity.
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7.4

7.5

94

The tourist area
life cycle

The
management of
responsible
tourism in
destinations

You will learn about the model of the Tourist Area Life Cycle (TALC) which
shows tourist numbers over time so you can identify and describe the
characteristics of each stage.

You will learn that the tourist area life cycle consists of a number of
different stages:

e exploration — small number of visitors arrive seeking ‘unspoiled’
destinations creating few negative impacts. Attitudes of local people
are positive towards tourism

e involvement — local people begin to provide resources (facilities,
people, events) for tourists. Tourist numbers increase

e development — the number of tourists keeps increasing attracted by
natural and cultural attractions but also more human-made facilities
are provided

e consolidation — local economy begins to rely heavily on tourism,
growth in facilities and easier access attracts more organized package
tours — strain on environment is growing

e stagnation — saturation is reached in ‘mature’ destinations. The
quality of tourist services and amenities falls and environmental
degradation is obvious. Local attitudes to tourism vary

potentially either:

e decline — tourists numbers decrease, economy suffers in area, poor
image of destination fails to attract back tourists

or

e rejuvenation — re-imaging and regeneration of area, new focus for
tourism, new attractions, tourist numbers start to rise again.

You will learn to apply the model to different destinations so that you can
identify the stage of development they are at and explain the link between
changing impacts and popularity and appeal.

You will learn about how the impacts of tourism are managed to support
the principles of ‘responsible tourism’. You will learn to explain in detail
how positive impacts can be maximised and negative impacts minimised
through a number of different principles and strategies. These include:

e Maximising positive impacts through:

— retention of visitor spending, widening access to facilities, staff
training and development, investment of tourism income in
community projects, training and employment of local people and
tourism education

e Minimising negative impacts through:

— visitor and traffic management, planning control, implementing
changes as a result of environmental impact assessments and
environmental audits.

You will learn to justify to what extent these can support responsible
tourism development.

You will learn to research a range of destinations from the UK, Europe and
worldwide (both MEDW and LEDW) so you can give real examples to
support your answers in the external assessment.
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Assessment evidence

This unit will be assessed through external assessment.
The mark you achieve for this assessment will be your mark for the unit.

The external assessment will be in the form of a marked test. This test will
consist of long and short-answer questions. The content of the external
assessment will relate directly to what you should have learned as a result
of the activities you have carried out as part of your work for this unit.

You will need to be able to apply the knowledge, skills and understanding
of the unit to the demands of the questions set. The ability to transfer
knowledge, skills and understanding to different situations is an invaluable
preparation for employment, training, further education and higher
education. External assessment is one example of where this transference
is critical, eg coping with the controlled conditions of an external
assessment, the scenarios and responding to questions.

The external assessment will require evidence of:

a being able to demonstrate knowledge, skills and understanding of the
subject content of this unit, and of related skills in vocationally-
related contexts

b being able to apply your knowledge, skills and understanding of the
subject content of this unit, and of related skills in vocationally-
related contexts

c being able to use appropriate research techniques to obtain and
analyse information relevant to the subject content of this unit

d being able to evaluate information and reach reasoned judgements,
draw conclusions and make recommendations based on the subject
content of this unit.

Delivering this unit

Review definitions of
responsible tourism

Encourage learners to scrutinise different definitions of types of
responsible tourism, particularly those relating to ‘alternative’ or ‘new
tourism’. New tourism forms include many terms including alternative
tourism (alternative to the excesses of mass tourism) Within alternative
tourism there is green tourism (rural/nature tourism) and ecotourism.
Alternative tourism embraces the principles of fair trade, ethical,
responsible and sustainable tourism. This will support learners in extending
their understanding of the nature of travel and tourism from AS level, It
will also enable learners to review and question their own attitudes about
the different types of tourism, eg ‘is all ecotourism green?’ or ‘is it too
simplistic to see all mass tourism as irresponsible and alternative tourism
as responsible?’.
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Research

Case studies

Practical activities
relating to different
sectors of the industry

Learners will need assistance in order to develop research skills and
familiarise themselves with different sources of information about
international, national and domestic tourism organisations and agencies
involved in responsible tourism development. Learners should consider
which organisations and agencies are involved, identify sectors and
objectives and ascertain the extent of their involvement. Analytical skills
could be developed through group discussions which could encourage
learners to investigate how different organisations, agencies and
stakeholders work together in their quest for responsible tourism. Where
there are conflicts of interest between stakeholders, encourage learners to
suggest how these conflicts may be overcome. This could be based on a
local tourism development venture.

The internet can be used to access information on key tourist destinations,
their appeal and their target markets. Many destinations also now publish
tourism strategies on their websites. Learners should be encouraged to
analyse and evaluate the extent to which such strategies support
responsible tourism in practice.

Information from national tourist offices and tour operators’ brochures are
also very useful tools for researching destinations. Learners can develop
their written communication skills by contacting via email or letter.

Primary research is a good method for determining the appeal of a
destination. This can develop the learners’ skills in interviewing,
questionnaire writing, analysis of results, and subsequent IT skills when
presenting their findings.

Learners will need to be able to support their answers to questions in the
external assessment with a range of case study destinations where
different approaches to tourism development have occurred. This will
allow them to potentially access more marks.

Using case studies on key tourist destinations in the UK, continental Europe
and worldwide, both LEDW and MEDW, can develop learners’ knowledge,
values and personal opinions of the appeal of key tourist destinations and
the markets they attract. This will also extend their understanding of how
development has occurred and the impact it has had. Case studies can also
provide the opportunity to discuss positive and negative impacts and
generate ideas about how tourism development can be sustained or how
tourism can satisfy the needs and values of different stakeholders in
tourism. Using case studies from the local area will allow opportunities for
visits, guest speakers and local media interpretations to be evaluated.
Topicality is also important so that learners are aware of current
developments taking place.

Learners’ understanding of the different roles and objectives of the
different sectors of the industry can be supported through undertaking
practical activities. This could take the form of responding to declining
visitor numbers at a local tourist destination and putting forward a
‘responsible tourism’ development plan for consideration at a public
meeting. Participating in a mock public meeting, each taking on the role of
different agents, could help provide more in-depth understanding.
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Guest speakers and
visits

Videos

Regular updating of
industry activities
through newspaper,
journal reviews and
press releases

Many UK destinations, tourist areas and entertainment and shopping
centres now have managers who can provide knowledge as to why and how
the destination has developed over time. Guest speakers from destinations
or organisations could also provide links with industry, giving explanations
of how tourism is managed to ensure sustainability. Guest speakers provide
up-to-date information, putting knowledge into context, as well as giving
learners an opportunity to develop their communication skills, in particular
their questioning and listening skills.

Visits to destinations will enable learners to gain first-hand knowledge of
the appeal of a destination and the impact the development of tourism has
had. Overseas residential visits are also a way that learners can experience
the range of approaches adopted by destinations.

There are numerous examples of how tourism has been developed in key
destinations, and consequently many videos are available. It is useful to
view videos on UK, continental Europe and worldwide destinations, to
provide learners with visual images and aid understanding for this external
assessment.

Weekly or monthly reviews of travel sections of daily newspapers and trade
press, eg Travel Weekly and Travel Trade Gazette will reinforce learners’
knowledge of current issues and concerns relating to ‘responsible tourism’.
Learners can examine ‘Sustainable Tourism Award’ shortlists to evaluate
the criteria on which they have been chosen in relation to their own
understanding of what is ‘responsible tourism’.

Links

Other units

Unit 1: The Travel and Tourism Industry — this builds on their
understanding of the travel and tourism industry.

Unit 3: Destination Europe — this gives knowledge of Continental European
destinations and their appeal.

Unit 4: Destination Britain — this provides knowledge of key UK
destinations and their appeal.

Unit 8: Current Issues in Travel and Tourism — where issues related to
responsible tourism development in a destination may be studied in more
depth.

Unit 11: Special Interest Holidays — this gives locational knowledge of
international destinations and their appeal.
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Resources

Textbooks

Websites

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may

change.

Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational

Publishers, 2006) ISBN 0435463543

Fennel D — Ecotourism: An Introduction, Second Edition (Routledge, 2003)

ISBN 0415303656

Holloway C — The Business of Tourism, Seventh Edition (Financial
Times/Prentice Hall, 2006) ISBN 0273701614

Jafari J (editor) — Encyclopaedia of Tourism (Routledge, 2003)

ISBN 0415308909

Prosser R — Leisure, Recreation and Tourism (Collins Educational, 2000)

ISBN 0003266508

Yale P — The Business of Tour Operations (Longman, 1995)

ISBN 0582277973

Organisations
Greenstop

International Centre for
Responsible Tourism

International Ecotourism Society
Planeta
Responsible Tourism Partnership

Sustainable Development
Commission

Tourism Concern
Tourism for All
Travel Foundation
Travel Mole

UN Division for Sustainable
Development

UN Environment Programme
World Tourism Organization
World Travel and Tourism Council
World Wildlife Fund

www.greenstop.net

www.icrtourism.org
www.ecotourism.org
www.planeta.com

www.responsibletourism.co.uk

www.sd-commission.org.uk
www.tourismconcern.org.uk
www.tourismforall.org.uk
www.thetravelfoundation.org.uk
www.travelmole.com

www.un.org/esa/sustdev/documents/
agenda21/index.htm

www.unep.org
www.world-tourism.org
www.wttc.org

www.wwf.org.uk
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Websites (Continued)

Videos

Other resources

Travel/tour operators

Association of British Travel www.abta.com

Agents

Association of Independent

Tour Operators www.aito.co.uk
Responsible Travel www.responsibletravel.com
Tour Operators Initiative www.toinitiative.org

Travel companies

British Airways www. britishairways.com
Exodus www.exodus.co.uk

Explore Worldwide www.exploreworldwide.com
Other

Travel Weekly www.travelweekly.co.uk

Goa Under Siege — Tourism Concern, 1998
Looking Beyond the Brochure (Gambia) — Tourism Concern, 1999

National Trust/BBC productions

The Good Alternative Travel Guide (Earthscan)

Which? Holiday

In Focus magazine (Tourism Concern)

Leisure Management

National Geographic

Tourism Intelligence Papers and Insights (English Tourism Council)
Travel Trade Gazette

Travel Weekly

Daily newspapers, eg Guardian, Times

Specific destination case studies

Tour operators’ brochures
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Unit 8: Current Issues in Travel and Tourism

Internally assessed

Introduction Through this unit you will have the opportunity to develop knowledge and
understanding of an issue that is currently affecting or recently affected
the travel and tourism industry. This may be something you have
developed an interest in through your earlier studies or something you are
introduced to through this unit. The issue will be current in that it has
arisen in the last five years or is ongoing.

The travel and tourism industry is dynamic and continually responding to
demands and changes in the environment. Many of these demands and
changes are issues that can be studied in depth to be the focus of a
research project.

Through this unit, you will be able to reflect on the knowledge that you
have already gained in the other units of this qualification to appreciate
the connections between different aspects of your learning and of the
travel and tourism industry.

The unit requires you to plan, carry out and present a research project on
a travel and tourism-related issue. It will be important to consider
carefully an issue in travel and tourism that you enjoy studying and that
will provide opportunities for further research.

Recommended prior learning

This A2 unit can build upon the knowledge and understanding gained in all
other units of this GCE, drawing on aspects of each, to inform the choice
of issue to research.
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What you need to learn

8.1

102

Issues in travel
and tourism

Issues in travel and tourism may be political, economic, environmental,
social, cultural or technological but they will affect a travel and tourism
organisation, sector or industry as a whole. You will learn about a number
of issues so that you are able to analyse their effect on a travel and
tourism organisation, sector or industry. You will focus on one of those
issues for assessment.

You will learn how to select an issue for a project through a review of its
potential for providing data and an appropriate level of analysis. You will
learn to determine the research requirements of the project and to
undertake initial research to assess the potential availability of
information. Data may present itself in a range of formats, some being
easy to access and consider, whilst other information may need careful
consideration to pinpoint an appropriate method of accessing it. You will
learn how to access and use information and data presented in different
formats.

When selecting a research topic you may wish to consider some of the
following.

e The emergence of e-tourism and e-retailing in travel and tourism and
the developments in Information Communication Technology (ICT).

e Global warming and the effect on climate, such as increasing strength
and frequency of hurricanes and other climatic phenomenon.

e Globalisation in different sectors of the travel and tourism industry
from hotel chains to the UK’s leading tour operators.

o The increase in terrorism and specific acts of terrorism such as those in
New York, Bali, Madrid and Egypt.

o The removal of barriers to travel has seen the spread of disease that
has had an effect on the travel and tourism industry, such as SARS and
foot and mouth.

e The effect of tourism development on the culture of Less Economically
Developed Countries (LEDCs).

¢ In the last century, developments in transport and the movement of
troops that took place during the world wars are often linked to
development of tourism. More recently, wars have had an adverse
effect on tourism in destinations such as Turkey, Cyprus and Israel.
International relations could have positive or negative effects on travel
and tourism.

This list is not exhaustive; there will be a number of other issues well
worth consideration. You will need to discuss the issue you plan to
research with your tutor, to ensure that it is appropriate and will provide
the required opportunities for research.
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8.2 Travel and In order to successfully complete your research project, you will learn how
tourism to plan, then carry out and finally present it in an acceptable format. You

research will need to learn to:

project e produce a research proposal; a rationale including a summary of the
research project, its aims and the parameters of the study, stating the
‘what’, ‘why’ and ‘how’ of the project

e use and evaluate the research methodology, assessing the merits of
different research techniques such as interviews, questionnaires,
scrutiny of documents as well as the sources used to obtain
information

e present your project in an appropriate format; the inclusion of aims,
methodology, research, analysis, conclusions, references/bibliography.

Assessment evidence

Assessment evidence will consist of a completed research project, where a
range of research methods have been used, that focuses on a travel and
tourism issue. Evidence will include some written commentary and may
also be supported by witness testimonies and observation statements if
some of the tasks are presented orally. Written notes will be presented in
support of any oral presentations.

It is suggested that between two and four thousand words would be
appropriate for a ‘written’ project.

Your work must include evidence of:
a aresearch proposal that includes a description of the issue
and

a plan that shows the project aims and the research methodology
adopted, including timescales and planned sources of reference

b how you have worked independently and followed your research plan
to meet the project aims and timescales

and
how you have dealt with changes to your plan

c research undertaken as indicated in the plan for the project
and

an analysis of the issue and its effect on the travel and tourism
industry or one of its component sectors

d* an evaluation of the project and the research methodology with
recommendations for approaches to be adopted for future projects.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).
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Assessment guidance

Mark band 1

For this assessment, learners should select an issue that is or has affected
the travel and tourism industry, or a sector of the industry, within the last
five years. Within a cohort of learners, they may all select to investigate
and analyse the same issue or each may select a separate issue. Either
approach is acceptable. Learners are assessed on their ability to work
independently. This needs to be considered where a cohort has all selected
to investigate the same issue.

Learners’ evidence will tend to be limited in detail, showing some
knowledge and understanding of an issue but in a manner that is
descriptive rather than analytical and that shows little evidence of
planning and effective use of a research methodology. The learner is
required to be able to identify an area of research and to organise how the
research will be carried out. At this level, there may be the need to assist
the learner with a number of issues critical to the success of the whole
project, the plan may be unrealistic in parts. There may also be the need
to direct the learner to specific issues that would lend themselves to
further investigation or provide the scope for a worthwhile data collection
and appropriate sources of information via books, journals, the web and to
access library support systems.

a The research proposal will identify the issue. The issue may not be
appropriate in that it is no longer current (within the last five years).
There will also be a description of the issue although detail may be
limited.

A research plan is submitted. It will include project aims although
these may not be specific. There will also be a research methodology.
This is likely to lack detail in that information is listed with little
description. There is little attempt to show how the plan will enable
the aims to be met. Some of the plan may be unclear or vague and
may also be unrealistic in parts, eg timescales, range of information
sources to be used, attempts to collect primary data.

b Learners must undertake the project and it should be mainly
completed although there may be some omissions. The learner may
need support and guidance throughout the project either to identify
what information is relevant, its implications to the industry and how
it can be presented. Learners may need to be reminded of the project
aims so that emerging evidence supports the research.

The learner has generally not followed a plan and may not be meeting
planned deadlines. The final project will be completed by the deadline
set. Most aims will be met.

Changes were not made to the plan even though the plan was not
followed. Where changes were required this will mainly be as a result
of factors within their control, eg they have not met deadlines.

c Research has been undertaken but a limited range of sources will be
used, eg one or two websites, textbooks or journals. The sources used
will be mainly those directed by a tutor and few will have been found
independently. There is some use of the research methodology
presented in the plan but this is limited.
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There is some analysis of the issue although this is mainly descriptive.
The effect on the industry is limited to one or two impacts only and
these are covered mainly superficially.

The learner is required to look at their completed project. The
evaluation undertaken will be mainly subjective with little supporting
evidence. Coverage will be superficial.

There is an evaluation of the research methodology adopted. This will
include some reference to the sources of information used and the
extent to which this was sufficient to meet the aims of the project.

Areas learners think could be improved will be recommended but their
suggestions may not always be relevant and ideas as to how
improvement could be made may not always be realistic.
Recommendations will lack detail.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2 For this assessment, learners should select an issue that is or has affected
the travel and tourism industry, or a sector of the industry, within the last
five years. Within a cohort of learners, they may all select to investigate
and analyse the same issue or each may select a separate issue. Either
approach is acceptable. Learners are assessed on their ability to work
independently. This needs to be considered where a cohort has all selected
to investigate the same issue.

Learners will tend to produce work that meets the requirements of the
task with some detail and some clarity. They will undertake research using
a range of sources and use the information and data obtained to analyse
issues in relation to the travel and tourism industry. They will show the
ability to work independently and deal with problems as they arise.

a The research proposal will clearly identify the issue. The issue will be
current (within the last five years). There will be a description of the
issue with some detail.

A research plan with some detail is submitted. It will include project
aims that are specific. It will also detail how these aims will be met
through a research methodology. The plan will mainly be clear and
realistic.

b Learners must complete the project as outlined in the plan. There may
be some minor omissions. Most of the project is completed
independently although there may have been some support and
guidance. Learners may need to be reminded of the project aim so
that emerging evidence supports the research.

The learner has generally followed a plan. The final project will be
completed by the deadline set. Aims will be met.

Alterations or changes are an accepted part of the process and fully
incorporated into updating their plan in response to changes that are
required either because of lack of evidence or resources available or
changes in demands on their time.

c Research has been undertaken that used a range of sources either
primary or secondary. The sources used will be mainly found
independently and referenced throughout the project. There is use of
the research methodology presented in the plan.

The issue is analysed in terms of its effect on the industry or a specific
sector.

d The learner is required to evaluate their completed project. The
evaluation will have some objectivity and some depth through
consideration of a range of factors or through detailed evaluation of
one or two factors. Evaluation is used to draw mainly reasoned
conclusions.

There is an evaluation of the research methodology adopted. This will
clearly evaluate the limitations of the research undertaken, either
range of sources used or specific sources. There will be an explanation
of how the research has affected the outcomes of the project.

There will be recommendations made. There will be some detail in the
recommendations that are mainly appropriate and drawn from
conclusions. Some recommendations are justified.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

For this assessment, learners should select an issue that is or has affected
the travel and tourism industry, or a sector of the industry, within the last
five years. Within a cohort of learners, they may all select to investigate
and analyse the same issue or each may select a separate issue. Either
approach is acceptable. Learners are assessed on their ability to work
independently. This needs to be considered where a cohort has all selected
to investigate the same issue.

Learners will produce work that clearly meets the requirements of all tasks
with detail and clarity. They will undertake comprehensive research using
a wide range of sources and select appropriate information and data to
analyse issues in relation to the travel and tourism industry. They will work
independently and deal effectively with problems as they arise.

a The research proposal will clearly identify the issue. The issue will be
current (within the last five years). There will be a detailed
description of the issue. This will clarify the scope and range of the
issue.

A detailed research plan is submitted. It will include project aims that
are specific. It will also detail how these aims will be met through a
research methodology. Each aim will be clearly referred to in the plan.
Priorities will be identified, described and explained. The plan will be
clear and realistic.

b Learners complete the project as outlined in the plan. The project is
completed independently.

The learner has clearly followed a plan with all aims clearly met within
the range and scope described and all significant timescales adhered
to.

Alterations or changes are an accepted part of the process and fully
incorporated into updating their plan in response to changes that are
required. Potential changes have been identified and contingencies put
in place in advance. They will need to demonstrate the process
associated with a systematic enquiry.

c Research has been undertaken that used a wide range of primary or
secondary sources. The sources used will be found independently and
fully and clearly referenced throughout the project. There is use of the
research methodology presented in the plan and where additional
sources are used in addition to those planned, these are explained.

The issue is clearly and comprehensively analysed in terms of its effect
on the industry or a specific sector.

d The learner is required to comprehensively evaluate their completed
project. The evaluation will be objective and in depth through
consideration of a range of factors in detail. Evaluation is used to draw
clearly reasoned conclusions.

There is an evaluation of the research methodology adopted. This will
fully evaluate the range and limitations of the research undertaken.
There will be a clear and thorough explanation of how the research has
affected the outcomes of the project.

There will be a number of detailed and appropriate recommendations
made. These will be drawn from conclusions and fully justified.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Tutor-led and self-
directed study

Guest speakers

Research project

This unit has been designed with a research focus to stimulate learners
into both tutor-led and self-directed study. As it is internally assessed
there is tremendous scope for the travel and tourism industry to be related
directly to the interests of the learners. Tutors could introduce issues to
stimulate interest and indicate typical sources of information. As marks are
awarded according to the level of independent work, learners should be
encouraged to work independently through a series of workshops. These
should have clear learning outcomes with a focus on a straightforward
issue so that learners can appreciate how to undertake a research project.

Guest speakers may stimulate areas of research or provide sources of
information. The library may inspire learners to identify research material
or provide them with the information to investigate further avenues of
potential data.

Newspapers, journals or magazines may provide the focus of some areas of
study to provide mini or pilot discussions, work could be analysed in
seminars or relayed through presentations.

It is envisaged that the major project will form the main focus of this unit
and should be planned so that the learners have enough time to plan,
organise and write up their findings.

Presentation Presentations should naturally follow the submission of the research
project and could be delivered in several ways; ranging from a PowerPoint
supported presentation, to an informative guide or leaflet.

Links

Other units

Industry

This unit potentially links to all units of this qualification, depending on
the issue used to form the focus of the research project. The other units of
this qualification will form a knowledge base from which learners should
be able to consider the issues that need to be addressed.

Links with industry could be developed to assist the learners by introducing
them to an issue to investigate or to discuss how an issue has affected
their organisation.
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Resources

Textbooks

Websites

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Texts which look at research methods, particularly those with a leisure
focus, will be a useful resource, including:

Bell J — Doing Your Research Project (Open University Press, 2005)
ISBN 0335215041

Burns R — Introduction to Research Methods, Fourth Revised Edition (Sage
Publications, 2000) ISBN 0761965939

Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational
Publishers, 2006) ISBN 0435463543

BBC www.bbc.co.uk

Daily Telegraph www.telegraph.co.uk
English Heritage www.english-heritage.org.uk
Guardian www.guardian.co.uk
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Unit 9: Working in Travel and Tourism

Internally assessed

Introduction

One of the attractions of the travel and tourism industry for many people
is the variety of employment opportunities that it offers. With this unit you
will look at the nature and range of those employment opportunities and
the skills required for a successful career within travel and tourism. You
will also explore how to work effectively in a team and develop and use
team working skills that will be useful to you when working in the industry.

By understanding the skills you need to work in the industry, you will be
able to evaluate your own skills level by conducting a personal skills audit
and create a personal development plan for a selected employment
opportunity within the industry.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

Unit 2: The Travel and Tourism Customer

What you need to learn

9.1

The range,
nature and
skills required
for employment
opportunities
within travel
and tourism

You will learn to research the range of employment opportunities available
within the travel and tourism industry. You will learn where employment
opportunities are advertised so that you will know where to look for your
information on employment opportunities. You will learn to examine a
range of job advertisements and other sources of information so that you
can draw conclusions about the nature and range of employment
opportunities available at different levels, in different sectors of the
industry. You will learn to examine

e the contractual requirements of jobs in the travel and tourism
industry, eg temporary or permanent, self-employed or employed
status

e the rates of pay available for different jobs

e the working hours of different jobs, eg unsociable hours, split shifts,
length of working day

e the location of different jobs, eg local, regional, national,
international, some jobs are only available in certain locations
(airport, ferry terminal, tour operators, attractions)

e seasonality of different jobs

e the age and other entry requirements of different types of jobs, eg
minimum age for resort representatives, physiological requirements for
cabin crew.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 113



9.2

114

Teamwork

You will learn to analyse the evidence obtained through research regarding
the nature and range of employment opportunities in the travel and
tourism industry.

With knowledge of the different jobs available, and the work undertaken
in these jobs, you will learn to examine the technical and interpersonal
skills and qualities that are required so that you can understand the key
skills and qualities needed to work in the travel and tourism industry. You
will understand the relationships between different job roles in different
sectors of the industry so that you can analyse how acquisition of these
skills and qualities can lead to a career that encompasses the different
sectors of the industry at different levels.

You will learn about the theory of effective teamwork so that you can
understand how and why different types of teams are created and operate.
Different types of teams are:

o formal and informal teams
e short-term, long-term and ad-hoc teams.

You will learn about different situations when these teams are developed
in travel and tourism.

You will learn about the role of the individual in any team and how their
needs must be considered to effectively manage the team’s development
and cohesion, as well as any conflicts that may arise between team
members.

You will also learn to develop your own skills for working as a member of a
team. You will learn to apply your understanding of the theory of team
work to participate in the formation of a team working towards completing
a specific travel and tourism-related task and deal with issues and conflicts
that arise throughout their operation.

You will learn to evaluate your performance in team activity, based on
information from a range of sources.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



9.3 Personal skills You will learn to evaluate your own potential and assess potential careers

and career within the travel and tourism industry. You will learn to undertake a
development personal skills audit, using a variety of sources of evidence and evaluate
your:

e own personal skills

e attitudes

e qualities

e knowledge and experience.

You will learn to use this understanding of your personal skills to assess
potential career opportunities within the industry. You will learn to devise
a personal career development plan based on your personal skills audit.
The personal career development plan will cover a minimum of five years
and include:

e your career goal

e the types of job involved in achieving your career goal

e how you will develop the skills and qualities required

e how you will gain the knowledge and experience required
¢ how you will develop the qualities required

o how you will adapt your attitudes to be successful in the career
identified

e the timescales involved

e the sources of support that will be needed.

Assessment evidence

Assessment evidence could be in many different forms to allow for your
learning preferences and strengths to be accommodated. Task (b) would
be evidenced through witness testimonies. Many tasks could be evidenced
through written reports, but there could also be witness testimonies of
oral presentations with supporting notes.

Your work must include evidence of:

a your participation in a team, working towards completion of a
significant travel and tourism-related task. This could be as a result of
work completed on another unit in the qualification or a specific task
designed for this unit

b an analysis of the range of employment opportunities and the skills
and qualities required for a successful career in the travel and tourism
industry

a detailed career development plan based upon a personal skills audit
produced using information from a range of sources.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).
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Assessment guidance

Mark band 1

In task (b) the learner has to participate in a team event. This may be
specifically designed for this task or may contribute towards completion of
another unit. It must be related to travel and tourism. The team event
should be significant. This may be organising a residential visit,
undertaking a research project on behalf of a travel and tourism
organisation, delivering a training session to another travel and tourism
group, organising a travel exhibition or conference. There may be other
travel and tourism-related team events that they can be involved in. The
team event will be a specific task they are working towards.

At this mark band, learners will tend to produce work that is mainly
descriptive and subjective with limited detail. They are likely to undertake
research but using sources that are provided rather than seek alternatives.
Involvement with a team will tend to be directed and superficial with little
impact on overall outcome.

a The learner may not have a significant role but this will have been
agreed at the outset rather than as a result of their failure to fulfil
their requirements.

There is some evidence that the learner has recognised the
contribution of others in the team. This may be through an evaluation
or through comments made throughout the team process. This will
show some knowledge and understanding of the theory of teamwork
and how that can be applied in real situations.

b Some research will have been undertaken but this will tend to be from
one or two sources, perhaps only those that are tutor-directed and
evidence will be limited perhaps to a bibliography only.

Learners are to produce an analysis of the nature and range of
employment opportunities and the skills and qualities needed for a
successful career in the travel and tourism industry. This may be
descriptive rather than analytical. Analysis will be mainly linked to
specific jobs and not an overview of the nature of employment within
the industry. There is likely to be an emphasis on operational positions
and not a range of levels. Knowledge and understanding is evident but
little use is made of evidence to substantiate their findings.

c Learners are required to produce a career development plan. This may
lack detail in some parts and have some omissions. The limitations and
omissions are not significant. The focus of the plan may be on the
short term rather than medium term future in that they might focus on
the job they would like on leaving school/college. A personal skills
audit is produced. This lacks some detail in that some key skills
identified as necessary for the industry are not included. Evidence will
tend to be subjective with learners failing to draw from any
independent sources. There is some use of the personal skills audit to
produce the career development plan but this is limited or unclear.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

In task (b) the learner has to participate in a team event. This may be
specifically designed for this task or may contribute towards completion of
another unit. It must be related to travel and tourism. The team event
should be significant. This may be organising a residential visit,
undertaking a research project on behalf of a travel and tourism
organisation, delivering a training session to another travel and tourism
group, organising a travel exhibition or conference. There may be other
travel and tourism-related team events that they can be involved in. The
team event will be a specific task they are working towards.

At this mark band, learners will tend to produce work that is analytical and
evaluative, showing knowledge and understanding on a range of topics.
They are likely to undertake research widely across all tasks. Involvement
with a team will be significant in that it is likely to affect the overall
outcome of the task. They will often show the ability to use initiative and
work independently.

a The learner will have a significant role. This could be as a result of
working in a small group of no more than five people, likely to be
others in the class. It could also be through leading a larger team
where perhaps one or two members of the class are working with other
groups who are following their instructions. This might be working with
a group from a local school or community group. The learner will have
made a valid contribution to the team completing its task. They will
have carried out tasks as agreed although there may have been some
omissions or some tasks not completed to the required standard. Their
omissions would not have caused significant additional stress or work
for others in the team. Their contribution will have been effective in
that without it the task could not have been completed.

There is evidence that the learner has recognised the contribution of
others in the team. This may be through an evaluation or through
comments made throughout the team process. The learner has also
been able to deal with conflicts that have arisen. This may be through
pre-emptive action or restorative action. This will show knowledge and
understanding of the theory of teamwork and how that can be applied
in real situations.

b Research will have been undertaken using a range of sources, some of
which will have been obtained independently without direction from
others such as a tutor. These sources will be evidenced through some
referencing of sources within the content. There will also be a
bibliography.

The learner will produce an analysis of the nature and range of
employment opportunities and the skills and qualities needed for a
successful career in the travel and tourism industry. This will draw on
evidence related to a range of jobs at different levels demonstrating
knowledge and understanding in some depth. The learner will clearly
show the skills and qualities generic to the industry. Knowledge and
understanding is evident, with use made of evidence to substantiate
their findings.
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Learners are required to produce a career development plan. This will
include some detail in terms of action required. It may also include
details of costs and timescales. It will consider development of skills
and qualities as well as knowledge, experience and qualifications.
Some parts of the plan are justified with clear links to their personal
skills audit. There may be some omissions but these are not significant.
The plan covers a minimum five year period so will involve at least two
stages, eg post school/college and the next stage of first employment.
An example might be to work in ground handling on leaving
school/college and then on to be an overseas representative.

A personal skills audit is produced. This covers all key skills identified
as necessary for the industry. There is some detail and reasoning in the
personal skills audit. Some findings will be substantiated with evidence
drawn from some independent sources. A description of a range of
employment opportunities within the travel and tourism industry is
given. There will be employment opportunities described at all levels
and for a range of industry sectors. Job roles will be described in some
detail showing knowledge and understanding of what the jobs involve
and where differences may apply.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

In task (b) the learner has to participate in a team event. This may be
specifically designed for this task or may contribute towards completion of
another unit. It must be related to travel and tourism. The team event
should be significant. This may be organising a residential visit,
undertaking a research project on behalf of a travel and tourism
organisation, delivering a training session to another travel and tourism
group, organising a travel exhibition or conference. There may be other
travel and tourism-related team events that they can be involved in. The
team event will be a specific task they are working towards.

At this mark band, learners will tend to produce work that is clearly
analytical and evaluative, showing thorough knowledge and understanding
on a range of topics. They are likely to undertake research widely across
all tasks. Involvement with a team will be consistently significant in that it
is likely to affect the overall outcome of the task. They will clearly show
the ability to use initiative and work independently, taking on effective
leadership roles in one or more aspects of completing the task.

a The learner has participated in a team event. At this level, the learner
will have a significant role throughout the completion of the task. This
could be as a result of working in a small group of no more than 5
people, likely to be others in the class. It could also be through leading
a larger team where perhaps one or two members of the class are
working with other groups who are following their instructions. This
might be working with a group from a local school or community group.

The learner will have made a significant and valid contribution to the
team completing its task. They will have carried out tasks as agreed to
an appropriate standard. Their performance in the team would not
have caused significant additional stress or work for others. They will
have undertaken additional tasks using their own initiative to alleviate
the stress or workload of others. Their contribution will have been
significant in that without it the task would not have been completed.

The learner will have taken a leadership role within the team. This
may be through decision-making or dealing with unplanned or
unexpected outcomes. It is not necessary for them to have taken a
leadership role throughout the process but it should be at a significant
point; for instance where clear direction was needed to enable a task
to be completed or where there were significant problems in meeting
objectives or for a significant period of time.

Potential difficulties in meeting objectives will have been identified
independently. Alternative approaches to overcoming difficulties will
have been suggested that are valid and feasible.

There is evidence that the learner has acknowledged the contribution
of others in the team. This will be through comments made throughout
the team process. The learner has also been able to identify potential
conflicts within the team and have used techniques to either prevent
conflict or deal with them as they have arisen. This will be through
pre-emptive action or restorative action.

Evidence of involvement is drawn from a wide range of sources and
will show a thorough knowledge and understanding of teamwork and
problem solving.
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Research will have been undertaken using a wide range of sources,
most of which will have been obtained independently without direction
from others such as a tutor. These sources will be evidenced through
referencing of sources within the content. There will also be a
bibliography.

The learner will produce a comprehensive analysis of the nature and
range of employment opportunities and the skills and qualities needed
for a successful career in the travel and tourism industry. This will
draw on evidence from a range of sources of information to
substantiate their findings. The analysis will relate to a range of jobs
at different levels, across all sectors of the industry, demonstrating
thorough knowledge and understanding. The learner will clearly show
the skills and qualities generic to the industry.

A comprehensive and detailed personal skills audit is produced. This
covers all key skills identified as necessary for the industry, as well as
others that may be required for specific jobs or specific levels of jobs
appropriate to the learner’s aspirations. Findings will be substantiated
with evidence drawn from a range of independent sources.

Learners are required to produce a career development plan. This will
be detailed in terms of action required, timescales and costs. It will
consider development of skills and qualities as well as knowledge and
experience and qualifications. The plan is reasoned and justified and
clearly linked to their personal skills audit. The plan covers a
significant period of time but at least five years. It should involve at
least three stages, eg post-school/college, first employment in the
industry and then progression. An example might be to go on to
university to study for a degree, then to be cabin crew and then a
trainer for an airline.

A personal skills audit is produced. This covers all key skills identified
as necessary for the industry. There is clear detail and reasoning in the
personal skills audit. Findings will be substantiated with evidence
drawn from a range of independent sources.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Guest speakers

Workshops

Case studies

Role plays

Learners should be encouraged to create a file of travel and tourism job
advertisements to enable them to have a realistic understanding of the
types of opportunities they are suited to and qualified to apply for. Whilst
the trade press can provide advertisements there will also be examples in
local and regional newspapers. Many travel and tourism organisations
include career summaries (and, often, online application forms) that
learners can access for further information. Not only will learners gain
knowledge and understanding of the topics, they will also learn where to
investigate employment opportunities when seeking work for themselves.

Through research, learners will also obtain information on the theories of
teamwork. They can determine their own preferred role in a team, which
should assist them when working on their team project. This will also help
them when analysing their teamwork activities as they could relate them
to the theories they have researched.

Many travel and tourism organisations are keen to talk to learners about
career opportunities. A further source of valuable advice is from
employment agencies — many of whom have presentations and information
packs on topics such as interview skills, writing CVs, career planning, etc.
Whilst not all of this is a requirement of the unit, this input is of relevance
and would assist learners when developing their own career plan.

When evaluating their own skills and qualities, their own performance in
teamwork and when learning to develop their own career plans, learners
will need support and guidance from various sources. This will include
teachers and careers advisors as well as other learners in their class.
Workshop-style activities, with clear and focused learning outcomes and
appropriate resources available would enable learners to complete
activities fully.

Through the use of case studies, learners can learn to analyse performance
to see where skills were lacking and improvements are needed. Case
studies can also introduce them to problems and potential conflicts. They
could use these to discuss different approaches to resolution and to
develop their own problem-solving skills. This would also assist learners
when working in teams as they could more easily identify potential
problems and conflicts and put into practice the ideas they discussed. Case
studies can be developed through class activities drawing on learners’ and
teachers’ own experiences of working in teams. They could also be through
scrutiny of episodes of TV programmes such as Airline or Airport.

Learners could participate in role plays to gain a clearer understanding of
the job roles and the skills and qualities required to undertake tasks
effectively. Through the role plays they could also learn to analyse the
performance of an individual.
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Work placement

Where learners undertake a work placement, a range of additional
opportunities arise, enabling learners to learn about the roles of a specific
job and the skills required to undertake that job. They are also likely to
develop teamwork skills. Through work placement, learners may also
consider their own values and attitudes to working in the travel and
tourism industry.

Links

Other units

Industry

Unit 1: The Travel and Tourism Industry — this builds on learners’
understanding of the different sectors within the industry and specific
roles.

Unit 2: The Travel and Tourism Customer — when looking at the necessary
interpersonal skills required for employment opportunities, learners will
need to consider the skills learned in Customer Service.

Unit 6: Resort Operations — where learners have selected employment
opportunities from resort operations they will benefit from their
understanding of this unit.

Unit 12: Travel Organisations — where learners have selected employment
opportunities from travel organisations they will benefit from their
understanding of this unit.

Involving industry representatives in providing input to employment and
skills required will greatly enhance the delivery of this unit. They may also
be able to propose a realistic project for learners to demonstrate team
work skills or they could provide work experience where learners can learn
about employment opportunities and skills and qualities required within a
sector of the industry.
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Resources

Textbooks

Videos

Websites

Other resources

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Belbin M — Team Roles at Work (Butterworth-Heinemann, 1996)
ISBN 0750626755

Collins V — Working in Tourism: The UK, Europe and Beyond, Third Edition
(Vacation Work Publications, 2004) ISBN 1854583115

Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational
Publishers, 2006) ISBN 0435463543

Gagnon P — Travel Career Development: Student Workbook, Seventh
Edition (Institute of Certified Travel, 2002) ISBN 0931202531

Poore C — Building Your Career Portfolio (Career Press, 2001)
ISBN 1564145409

Fly-on-the-wall documentaries on organisations such as airlines, hotels and
tour operators can provide stimulating careers discussion material for
learners.

TV Choice offers videos on the various sectors of the travel and tourism
industry as well as some focused on teamworking for the educational
market (TV Choice Ltd, PO Box 597, Bromley, Kent BR2 OYB, UK).

BBC Learning Zone also has a number of useful programmes related to
working in travel and tourism.

Most travel and tourism organisations have websites and a large number
include a section on careers within the organisation as well as providing
online application forms. The major tour operators, travel agents, airlines,
train and ferry operators, hotel chains and many visitor attractions also
include job descriptions. The following site may also be useful:

Springboard www.springboarduk.org.uk

Leisure Management
Leisure Opportunities
Travel Trade Gazette

Travel Weekly
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Unit 10: Promotion and Sales in Travel and Tourism

Externally assessed

Introduction In this unit, you will learn about the marketing process and the key role
that promotion plays. You will learn about different techniques used by
travel and tourism organisations to promote their products and services
and to evaluate the effectiveness of these techniques. As the purpose of
promotion is often to increase sales of the organisations’ products and
services, you will learn about the sales process and how to use this to
develop your own selling skills.

Recommended prior learning

Unit 1: The Travel and Tourism Industry

Unit 2: The Travel and Tourism Customer

External assessment

This unit will be assessed through an examination set and marked by
Edexcel.

There will be a 1 hour and 30 minute examination paper.
The number of raw marks available is 90.

The examination will be available in the January and June examination
series.

The paper will be a question and answer booklet.
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What you need to learn

10.1 The sales
process and
buyer
behaviour

10.2 The role of
promotion in
the marketing
process

There are different approaches that travel and tourism organisations use to
sell their products and services. These may be face-to-face, telephone or
electronic. You will learn to describe the skills and qualities needed to
effectively sell a product or service and explain how they may differ
according to the situation involved.

You will learn to describe the different selling situations that exist for
travel and tourism organisations and explain how buyer behaviour can
differ in each situation.

You will learn the stages involved in the sales process:
e establish rapport

e determine customer needs and expectations

e outline features and benefits

e overcoming objections

e closing a sale

e after-sales service.

You will learn to describe each stage. You will also learn to apply the sales
process in different travel and tourism situations.

You will learn about the marketing process and the key stages involved.
For each stage you will learn the role that promotion plays in ensuring its
effectiveness. The stages in the marketing process you will learn about
are:

e setting marketing objectives — so that you can explain how different
approaches to promotion can be used to achieve these objectives

e market segmentation — you will learn different ways used to segment
the market (age, socio-economic group, lifestyle, gender, ethnicity
and geography) and how this can be used to develop promotional
materials and campaigns

e market research — you will learn the difference between primary and
secondary research and the methods used for each approach. You will
learn to analyse these methods and explain their advantages and
disadvantages for different types of travel and tourism organisations
and situations. You will focus on learning about market research used
to assist in segmenting the market to develop promotional activities
and to determine the effectiveness of promotional activities
undertaken

o analysing the key factors of the business environment likely to affect
promotional activities (legal, environmental, profitability,
competition, economic, technological)

¢ developing a marketing mix by describing an organisation’s products,
price, place and promotion and explain how they work together to
meet the organisation’s objectives.
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10.3 The promotion You will learn to understand and use the range of different terminology
mix used in connection with promotional activities of travel and tourism
organisations:

e marketing communications

e communication channels

e media

e promotional techniques

e promotional materials.

You will learn about the following promotional techniques:

e advertising — for example TV, local and national press, radio,
magazines, internet, posters, point of sale

e holiday brochures
e displays

o direct marketing — for example direct mail/mail-shot, telemarketing,
door-to-door, media direct response

e public relations (PR) — for example press release, media inclusion,
community relations, corporate communications (colours, logos, etc)

e sponsorship

¢ sales promotions — for example discounts, incentives, free gifts,
special offers, competitions, loyalty schemes, extra products, trade
promotions

e personal selling — face to face, telesales, cold calling.

You will learn to describe each technique and identify where they are
being used by an organisation. You will also learn to recommend which
techniques are appropriate to meet an organisation’s objectives, justifying
your choices. You will learn to evaluate the appropriateness of techniques
used by travel and tourism organisations.

You will learn to evaluate promotional materials used by travel and
tourism organisations. You will also learn to design effective promotional
materials that are appropriate for a specified target market.

You will learn about promotional campaigns. You will learn to devise a
promotional plan that covers a period of time and uses a range of
techniques and materials to meet specified objectives, working within a
budget. You will learn to justify your proposals for a promotional plan. You
will also learn to investigate promotional campaigns undertaken by travel
and tourism organisations so that you can evaluate their effectiveness.
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Assessment evidence

This unit will be assessed through external assessment.
The mark you achieve for this assessment will be your mark for the unit.

The external assessment will be in the form of a marked test. This test will
consist of a series of short and long-answer questions. The content of the
external assessment will relate directly to what you should have learned as
a result of the activities you have carried out as part of your work for this
unit.

You will need to be able to apply the knowledge, skills and understanding
of the unit to the demands of the questions set. The ability to transfer
knowledge skills and understanding to different situations is an invaluable
preparation for employment, training and higher education. External
assessment is one example of where this transference is critical, eg coping
with controlled conditions of an external assessment, the scenarios and
responding to questions.

The external assessment will require evidence of:

a being able to demonstrate knowledge and understanding of the subject
content of this unit, and of related skills in vocationally-related
contexts

b being able to apply your knowledge and understanding of the subject
content of this unit, and of related skills in vocationally-related
contexts

¢ being able to use appropriate research techniques to obtain
information to analyse vocationally-related issues and problems

d being able to evaluate information to make reasoned judgements,
draw conclusions and make recommendations about vocationally-
related issues and problems.

Delivering this unit

Research

Learners will specifically need to undertake research related to
promotional campaigns of travel and tourism organisations as they may be
asked to analyse these in the external assessment. They should be
encouraged to obtain details of different types of campaigns used by
different types of organisations such as a local museums campaign for a
new range of exhibits or a new ride for a large theme park or a tour
operator’s brochure launch or an airline’s new products. They could
undertake their research in groups and present their findings to others in
the class in the form of a seminar. The results of the research would need
to be discussed and analysed.

Research could also be undertaken on different products and services
provided by organisations and how they are promoted. The same approach
could be taken for all aspects of the marketing mix.

Research could also be undertaken to evaluate the effectiveness of
promotional materials and campaigns. This would assist their
understanding of different approaches to market research and could also
develop their communication skills and their analytical, number and IT
skills when interpreting the results.
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Guest speakers

Guest speakers could be invited that are marketing specialists in fields that
are not travel and tourism-related to focus on how different promotional
techniques are used, how they ensure promotional materials are effective,
and how they measure and monitor their effectiveness.

Guest speakers could also be invited to give presentations on sales
techniques and how to overcome objections from potential customers.

Workshops There could be workshops where learners develop their own promotional
materials. These could be using ICT equipment or audio/visual equipment
to consider approaches using a range of media.

Links

Other units

Industry

Unit 1: The Travel and Tourism Industry — this builds on learners’
understanding of the different sectors within the industry which they can
use to determine appropriate approaches to sales and buyer behaviour as
well as how promotional activities vary according to different sectors of
the industry.

Unit 2: The Travel and Tourism Customer — when looking at the necessary
interpersonal skills and the role of selling and sales in customer service.

Unit 6: Resort Operations — where learners are involved in selling
additional services and promoting available services through welcome
meetings and support materials.

Unit 8: Current Issues in Travel and Tourism — where learners may choose
to study changes in buyer behaviour and how this has affected promotional
activities of travel and tourism organisations.

Involving industry representatives in providing input will enhance the
delivery of the sales aspect of this unit. Industry representatives can give
specific examples of different types of sales situations, how skills can be
used, the types of objections encountered and how they can be overcome.
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Resources

Textbooks

Websites

Videos

Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Briggs S — Successful Tourism Marketing (Kogan Page, 2000)
ISBN 0749434694

Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational
Publishers, 2006) ISBN 0435463543

Horner S and Swarbrooke J — Consumer Behaviour in Tourism: An
International Perspective (Heinemann Educational, 1999) ISBN 0750632836

Kotler P et al — Marketing for Hospitality and Tourism, Fourth Edition
(Pearson Education, 2005) ISBN 0132017733

Smith | — Meeting Customer Needs, Third Edition (Butterworth
Heinemann, 2003) ISBN 075065984X

Stewart M — Keep the Right Customers (McGraw-Hill, 1996)
ISBN 0077091396

Most travel and tourism organisations have websites and a number have
specific sections for learners and/or marketing information. The following
may also be useful:

Marketing Magazine www.marketingmagazine.co.uk

Television documentaries about travel and tourism organisations often
provide useful discussion material for marketing.

TV Choice offer a wide range of both general and travel and tourism
specific marketing videos for the educational market (TV Choice Ltd,
PO Box 597, Bromley, Kent BR2 0YB).
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Unit 11: Special Interest Holidays

Internally assessed

Introduction

In this unit you will learn about special interest holidays in worldwide
destinations. You will look at the features of special interest holidays, the
destinations where they take place and the tour operators who cater for
this market. You will assess the factors affecting their popularity with
tourists and recommend a suitable holiday you have designed to meet the
needs of different types of tourists.

You will have the opportunity to learn about a range of special interest
holidays, some in detail.

Recommended prior learning

Unit 1: The Travel and Tourism Industry
Unit 2: The Travel and Tourism Customer
Unit 3: Destination Europe

Unit 4: Destination Britain

What you need to learn

11.1

The range,
geographical
distribution,
features and
providers of
special interest
holidays

Special interest holidays are those that focus on a specific activity. There
are two categories of special interest. Examples of different types of
special interest holidays for each category are:

e holidays that normally take place in one destination for their duration
— cultural such as attending a music festival
— religious such as pilgrimage or retreat
— heritage, which could be industrial or historical

— sporting, which could be attending as a spectator such as at the
Olympics or World Cup or participating in a sporting activity such
as golfing or scuba diving

— specialist activity such as dancing or cooking

— health and fitness such as staying at health spas
— weddings and honeymoons

— working such as on a kibbutz or summer camp

— conservation such as restoring natural habitats
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e holidays that involve tourists moving around during their stay, with
some form of tour or travel; in these types of special interest holiday,
the travel is often an essential element

— trekking such as walking or horse-riding
— c¢ycling
— cruising

— rail journeys using established rail systems, such as Blue Train,
Orient Express, Trans Siberian

— specialised tours such as wine tasting

— overland adventure

— safaris

— independent travel such as backpacking.

You will learn about a range of different types of special interest holiday in
each category, their geographical distribution, key features and providers.

You will learn about destinations throughout the world where tourists can
experience different types of special interest holiday. You will learn to
group destinations for each type of special interest holiday and to locate
them on a map to show their geographical distribution. You will learn how
to add details and clarity to your maps by annotating and labelling key
features.

You will learn about the features of destinations that are used to support
different types of special interest holidays. You will learn where to find
information so that you can select those features that are significant to
the type of special interest holiday and they can then be described and
summarised. You will consider:

o climate

e landscape

e transport routes and accessibility
e accommodation

e local services

e natural and built attractions

e events and entertainment

o local culture and heritage

e activities and facilities.

You will learn to explain why certain destinations and features are
significant to special interest holidays.

You will learn about the providers of special interest holidays. You will
learn to identify those that provide specific special interest holidays.
Providers include:

e mass market and independent tour operators
e specialists in tailor made holidays
e specialists in one destination or market segment

e transport principals.
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11.2 Itineraries for An itinerary is a plan or schedule for tourists to follow. You will learn how
special interest to put together an itinerary for a special interest holiday that takes place
in one destination. You will learn to include the following in an itinerary:

holidays
e who the itinerary is prepared for
o dates
e timing
e what is included such as activities, excursions, accommodation
e contact details
o details of destination such as attractions featured.

You will learn the amount of detail needed and the format that is
appropriate.

You will be given pen portraits of tourists by your tutor that describe their
needs and circumstances. You will learn to apply your knowledge of key
features and destinations that support different types of special interest
holiday by producing and itinerary that meets their needs and
circumstances as described in pen portraits. You will learn that there are
‘basic’ and ‘complex’ needs including:

e education

o leisure

e sports

o religious

e relaxation

e special travel arrangements

e special facilities and services

e alternative activities for different members of a group

e standards, quality, exclusivity.

You will also learn to justify any recommendations you make.

You will learn about a number of types of special interest holidays and
focus on one for assessment of this topic.

11.3 Appeal and You will learn where to find information about the popularity and appeal

popularity of of different types of special interest holidays. You will learn to analyse the
information you obtain and use it to compare the popularity and appeal of
different types of special interest holidays. You will learn to interpret
statistical data and other information to draw conclusions about how
destinations and their features are significant to the popularity and appeal
of special interest holidays.

special interest
holidays
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11.4 Factors that You will learn about the factors that have influenced the popularity of
influence the different types of special interest holidays so that you can assess which
have been significant to the popularity of different types of special

popularity of interest holidays. Factors you could consider include:

special interest
holidays e life-work changes

e accessibility

e availability of attractions and other tourist facilities

e changing attitudes

e increased awareness of cultural, environmental and health issues
e increased health, wealth and fitness of retirees

e increased interest in national sports, education, adventure

e changing holiday patterns — increased demand for short breaks.

You will learn how to research current statistical data so that you can
assess the popularity of special interest holidays and make judgements on
the factors influencing their appeal.
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Assessment evidence

Assessment evidence could be in many different forms to allow for your
learning preferences and strengths to be accommodated. There will at
least be maps for task (a), and an itinerary for task (b), but there could
also be written reports, or witness testimonies of oral presentations or
customer service role plays with supporting notes.

For task (a) of the assessment you should consider all types of special
interest holidays from the range given in 11.1.

Task (b) requires you to select a type of special interest holiday that is
based at one destination.

For task (c) and task (d) you are required to investigate two types of
special interest holiday. You must choose one holiday type from each of
the two categories given, eg one must be a holiday that involves a tour or
some travel and the other must be based at one destination. You can
choose the same types of holiday for tasks (c) and (d).

Your work must include evidence of:

a maps showing the geographical distribution of different types of
special interest holidays

and

a description and explanation of the geographical distribution and
providers of a range of special interest holidays

b anitinerary for a special interest holiday based at one destination and
an explanation of how the itinerary meets the needs of tourists as
provided to you by your tutor in the form of a pen portrait

c a comparison of features, tourist types and popularity of two different
types of special interest holidays; one involving a tour and one based
at one destination

d* an assessment of the factors influencing the popularity of two types of
special interest holidays; one involving a tour and one based at one
destination.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 137



010Z Pa)WI] 199XaPp3 @  010T 49quiandas - € anss| - WSLINOL pue 19ARI L UL 3)9 19Xap3 - uolyedy1aads - /0€6Z0VN 8¢€1
Gl (S1-€1) (z1-8) (£-0)
x31dwod aJe yoym jo *Spaau diseq
*spaau xajdwod | Auew ‘spasu patjliads 03 syul] Jea)d yum 11343 U0 9q )M siseydwg *spasu $3SLIN0Y
JI3Y3 03 Syul] Jea)d Yiim 1s1Ino3 ay3 Jo ISLIN0Y 9Y3 JO SPaau ay) S199W AJelaulll | 03 SyUL| pallwil] ayew pue aA13dLIDSap Ajutew
SPa9u ay3 SjoawW Aueldaulll 413U Y3 Moy 3y} Moy jo uoljeue)dxa ue st aJay] 9q 1M Jeadde 1noge uotjeueidxa sy
JO uolnjeur)dxa aAlsuaya1dwod e st 249y . .
194d1a3ul Ajuie)d Suppoe) uoljew.ojut (zov)
*yse) ay3 Joj ayeridoudde si ey 0] Asea pue Jea)d st Jeyl 9)A1s e ul 0] pea) Aew uonyeiuasaud jo 9)A1s
91A1s e ul pue Ajea)d pajuasald aq ))m | pajuasald aq )M Aledsull Y| SIUSWD 9y ‘pasn uaaq sey a8eyded Jo Alesauil q
3| ‘JeutsLIo aq ItM Adedaullt sy “duy1dads JeutdLio Auew apnjdul )M Alelautll BullISIXD Ue Jey] 15988NS 0] DIUSPIAD
pue pajile1ap 9 |)IM papiaocad uoljewliolu| 9y *)le1Sp UL paqLIdsap 1l Jo yonw | aq Aew auay] -itesyiod uad ayj ul papiraoad
*SUOLSSLWO J0 S3LdeINIIRUL OU 9] ‘uoryewojul ayeridoadde e apn)oul ))IM | se Spaau ,SIsLIN0} 0) ajelidoudde st 3 *Lelap
1ItM 313y *Spaau ,SisLinol 0) ajelidoudde AJeiauty| ‘spasu 3s1ino} 03 ajeundoidde |  pajlwil) pue SUOLSSIWO IO SaLDRINDIRUL SWOS
A)Jea)d pue dlisheal aq )M Aesaunll ay g pue d1istjeal aq M Aledaunl ay g 9Aey Aew jey) papiwqns st Aselauijl uy
4" (zr-01) (6-2) (9-0)
*sy3onpoud paweu 214103ds jo sajdwexa
YMm paless st sAeprioy 1salaiul jetdads jo
98uel 9pIM e JO sIaplAoLd Jo S5uel SpIM Y
‘uonnqUIsIp 1eo1ydelSos8 ay) pue sainjes) A ‘pauljdwaxa wayy o awos | ‘paliwl) 9q Aew sAepljoy 3sa1a3ul jerdads Jo
oy UBoM15Q SULI 18515 SoveLL 18 pauluapL aJde sAepljoy 1sa4a3ul jedads sadA} JualayyLp 03 yul] J13Y3 INg pajels ale
M 19q SHYuL] Jes7d sayew jey)
sAepIIoY 152191u1 1e19ads Jo aBURI PIM Jo suapiroad jo sadA] Jusuayylp Jo d8uel v | sAeplioy 1saJa3ul je1dads Jo siapiroad swosg
e JO uolnqLisLp 1eo1ydel50a5 ay) JO UDALS *sainlea) A9y 01 9oUID)a1 SsayeW *aAldLIDSap (Lov)
St uolyeue)|dxa aAIsUSYa.dWOD pue 1ed)d 1eyy sAepljoy 3sa4aiul jerdads jo asuel Aurew aq 1™ uotanguilstp 1edwydelsoas jo
v '93eJndde pue pajiaqge] Ajny ‘pajteisp e Jo uolinguilstp 1eatydel3oas ay3 Jo uorjeue)|dxa ay] °‘pajed0] aJe suoljeullsap e

aJe sdey *saunjea) A9y pue uol}ed0)

1193 pue sAepljoy 3sa4a3ul jetdads Jo
95Uk SPIM B 10} SUOLIRULISSP SPLM-PlIOM
ajelidoudde ayy moys sdew ‘uorinqLiisLp
1e21ydel3095 J1oyl 03 92U49)aJ Jea)d YIM
1le1Sp UL paqLIdsap aJe sAeplioy 3159493Ul
Jetdads Jo a5uel SpIM B JO SuoLIed0) 3y

uoljeue)dxa ue S| 49y *|lLISP SWOS 3]
1M 213y *A)23e4NdDR paled0) AJe Jey)
suoljeullsap ajetidoudde Joy pajuasaud

aJe sdey ‘uonnquasip jediydessoas
J19Y] 03 9DUI943J Jed)d Y}IM 1el1ap
SWOS Ul paqLIdsap aJe sAeplioy 1sa4ajut
Jetd>ads jo a5ued e Jo suoledo) ay|

93eridosdde swos ysnoyije uoLied0)

pue UOLJRULISIP JO UOLIDD)3S UL SaLdRINIIRUL
aAey Aew sdew awos ‘paprrold oq )im
a8uelJ pajlwl) v "uoringuistp jeswydeasoas
331 03 92U313J3J 3133L] YUM paqLidsap

99 111m sAeplioy 1sa4a1ul jerdads jo

95uel pajlwl) e J0j SUOLIRULISIP JO UOLIRIOT

pap.Jeme
Naew

€ pueq yiew

Z pueq ey

| pueq ey

eLI9]LID JUSWISSISSY



651 0107 PONWIT 190X9Pp3 @ 0L0Z 42quia1das - € aNSS| - WISLINO | PUe 19ARI] Ut 3D 199X3P3 - uoiesudads - Z0£5Z0VN

(g xipuaddy 23s sQy jo uondLidsap 104)

09 SyJdew |ejo]
8l (81-G1) (¥1-01) (6-0)
Aoeundoe
SWOS YILM pasn aJe Jewwels Jo sajnt ay3 -AoeJndde pajlwl] YIm pash alde Jewwels
*AoeJIndOe 9)qeIapISUOD YIIM pasn pue uoljenydund ‘uljads ‘uolyesiuesio 10 s9)nJ Y3 pue uoijenidund ‘Sulpads
aJe Jewuwels Jo s9)nJ ay3 pue uoryeniound pue snJ0j aWos SMoys asuodsal ay3 pue ‘uolyestuesto pue AjLie)d syoe) asuodsal (11-1)
‘8ul)ads ‘uoljesiuesio pue sNd0) poos SWLI9] Isheldads awos sasn Jauded) ay| | 9yl pue a5endue) AepAISAS sasn JauJed) ayl MO
smoys asuodsal ay3 pue A)3Ua3SISUOD SWID) . .
yidap Ay
3sHerpads sjetidoudde sasn Jau.es) ayL -UL 9Je YDIYM JO SWOS ‘Speul SJUSWISSIsse dJe SJUSWWIOD pPasijelauan *|leiap pue (rov)
*9peW SJUSWISSISSe aleljueisqns 0l ay3 1oddns 03 pash si yaJ1easal ysnoayy 92USPIAS Sulioddns 91331 Yim aAnduosap
Pasn SL 9JUSPIAS ISY]0 pue elRp |edsIIels pauLe1qo 95uaplAag “sAepljoy 1sa193ul pue aA1123[qgns Ajutew aq )M Sty P
*Aepljoy 3sa4a1ul jerdads Jo sadAy om] Jo 1e1oads jo sadAy om] Jo Ayueindod | “sAeprjoy 1sa493ul jerdads Jo sadAy Juauaip
Auendod ay3 Sutduan)jul siolde) Jo asueld ay3 Sulduan)juL sioldey Jo asuel OM} Jo Jeadde pue Ajuieindod sy Suydayje
SPIM B JO Spell S| JUSWSSISSe pajlelap v ®© SJ9PISUOD 1BY] SpeW SI JUSWISSISSe Uy $J010B} 93] JO JUSWISSISSE Ue SI aJay |
Gl (s1-€1) (z1-9) (z-0)
‘pajeljuelisgns aJe SSULpuUL{ “udyelIapun -1Joddns
yoJeasal JO 3)Nsal e se paulelqo ‘paieliueisqns uL pasn ejep edL1sL1e)s o UoLlewiojul
eIEp |BDLISI]e)S puR UOLIRWLIOJUL UO SMRIP aJe sSulpul} SWoS *ejep eslisiiels pue 40 3sn 31131 YUM aA13d3[gns Ajurew
1ey3 sAepljoy 1salajut jerdads Jo sadAy UOLJRWLIOJUL WO} UMBIP 9JB SUOLSN|DU0) SJe suolsn)douod 3y ‘uostiedwod paywl) | (gQV)
JU3434J1p oM] Jo Ajeindod pue jeadde ‘paJedwod uaaq aAey sAepljoy SL 9493 Ing paph)dul usaq aAeY sAeplioy
ay3 Jo uostiedwod aAlsuayasdwod e st 152.491ul Jetdads Jo sadA) Juaualilp om] 152193ul Jedads Jo sadA) JuauaiLp OM) o}
9J9Y] °"padualajal ade yolym ‘uonjewtojul | jo Ayueindod pue jeadde ay] ‘padualalal Jo Aeindod pue jeadde ay] °Aydessonqiq
JO S324N0S JO 95uel B WO} 9DUSPIAD Sl 3Je UDLYM JO SWOS ‘S9DIN0S JUIDLJLP e uL papiaoid aq Aew 9oUSpLAD
919Y3 puUe JUSPLAS SI Y2Jeasal Jusapuadapu| Suisn uaye1IapUN USSQ SeY YdIeasay pue usye1IapuUN USS( SeY YdIeasal awos
pap.Jeme
Hlew € pueq ey ¢ pueq ylew | pueq ey




Assessment guidance

Mark band 1 Learners’ evidence will tend to be limited in detail, with omissions, and
descriptive rather than analytical or showing detailed reasoning. Learners
will need to be presented with pen portraits for task (b). The assessor
should write the pen portraits. Examples of pen portraits will be provided
in the Teacher guidance to be published separately. These can be the same
for a cohort of learners or can be written to target a specific mark band.
This would support learners to achieve at a level appropriate to their
potential. If written to target specific mark bands, see comments below
about content.

a Learners are likely to describe the location of types of special interest
holidays. This will be limited in terms of the numbers of destinations
included or the detail provided for each. There is likely to be no
description that gives an overview of geographical distribution (eg on a
regional, national or global scale) in that specific destinations are
described rather than their features and relationship with each other.
Maps provided may lack destinations that have been identified or have
inaccuracies in their location. They will tend to contain minimal
information. Learners will identify providers of special interest
holidays but these are likely to be limited in range and are more
generic providers rather than specifically related to the types of
special interest holidays given.

b Learners will submit an itinerary for a special interest holiday. It is
likely to have a number of omissions, although these should not be
significant. The itinerary will meet most needs as given in a pen
portrait. The itinerary is likely to show an over-reliance on existing
packages and information taken directly from holiday brochures
without specific detail of features, amplification or amendment. The
presentation of the itinerary may lack clarity. There will be some
attempt to explain the appeal of some of the features to each tourist
type, but this will focus on tourists’ basic needs with little
discrimination in terms of features included or how they meet the
complex needs of tourists. The learner will have either been given a
pen portrait of a tourist that has straightforward needs or has failed to
consider the complex needs that were in the pen portrait. A pen
portrait that focuses on straightforward needs will have limited detail,
eg covers type, number, duration, general needs, eg skiing, nightlife.
Some parts of the itinerary may be unrealistic, such as tour itinerary
travel times and costs, or inaccurate, such as climate.

c Some research has been undertaken but this tends to be from easily
available sources that are mainly directed by others such as a tutor.
Evidence of research is limited perhaps to a bibliography only. The
appeal and popularity of two different types of special interest holiday
has been given but there is little comparison of the two. Conclusions
made are mainly subjective with little evidence used to support their
ideas. Little use is made of data and information so that comment is
generic.
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d Learners are likely to produce an assessment of a limited number of
factors. It is likely to contain generalised statements with little
supporting evidence. The assessment will tend to be largely descriptive
and subjective with some reasoning. Conclusions made will be
simplistic and generalised with little specific reference to the
destinations. At this mark band, there is likely to be one destination
that is covered superficially.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

Learners will tend to produce work that meets the requirements of the
task with some detail and some clarity. They will show sound knowledge
and understanding through the ability to apply some of that in vocational
situations. They will show some ability to undertake research
independently and use their findings to make some reasoned judgements.
Learners will need to be presented with pen portraits for task (b). The
assessor should write the pen portraits. Examples of pen portraits will be
provided in the Teacher guidance to be published separately. These can be
the same for a cohort of learners or can be written to target a specific
mark band. This would support learners to achieve at a level appropriate
to their potential. If written to target specific mark bands, see comments
below about content.

a Learners will describe the location of a range of special interest
holidays in some detail, in that there will be a range from each
category included. For each type there will be destinations showing
global distribution and/or each will be described in some detail. There
will be a clear reference to geographical distribution that summarises
their global spread with reference to destination features. Maps are
provided in support of their descriptions. The location of destinations
on the map is appropriate and accurate. Maps will have detail in terms
of geographical features related to the special interest holiday.
Learners will provide details of a range of providers of different special
interest holidays that are exemplified in that they are specific
examples for each type included in their evidence.

b Learners will submit an itinerary for a special interest holiday. It will
be appropriate to tourists’ needs and realistic. It will be mainly
accurate with insignificant inaccuracies. The itinerary will show
evidence of the learner using original sources rather than a package to
create an itinerary to meet customer needs. The itinerary will be
presented in a format that is clear and easy to interpret. There will be
an explanation of how the itinerary meets the tourists’ needs. There
will be a clear link between the features in the itinerary and
destination and tourists’ basic and some complex needs. The learner
will have been given a pen portrait of a type of tourist that has some
complex needs or has a range of complex needs and only some of these
have been considered. The pen portrait will have some detail, eg
family with three children under five with one an infant, one of adults
is an advanced skier, one of children likes snowboarding and the other
children want to learn to ski but mornings only, they want glacier
skiing and late season. Learners may have failed to refer to some of
the detail in the pen portrait.

c Research has been undertaken that uses a range of techniques and
sources of information, some of which have been obtained
independently as a result of initial research. Some sources are clearly
referenced throughout their work. The appeal and popularity of two
different types of special interest holiday has been given. There is a
comparison between the two types that identifies and explains a
number of similarities and differences. Conclusions made are reasoned
and mainly drawn from data and information presented.
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d Learners provide an assessment that considers a variety of factors
influencing the appeal of the two selected special interest holidays.
There will be consistency in the coverage of both destinations.
Assessments made show clear reasoning, some of which is drawn from
evidence to substantiate judgements made. Some assessments made
are in depth.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

Learners will submit evidence that clearly meets the requirements of the
task with detail and clarity. They will show sound knowledge and
understanding and apply this in vocational situations. They will undertake
research using a range of sources that they have found and used
independently. They will show how they can use their findings to meet
complex customer needs, using reasoning throughout, including making
reasoned judgements. Learners will need to be presented with pen
portraits for task (b). The assessor should write the pen portraits.
Examples of pen portraits will be provided in the Teacher guidance to be
published separately. These can be the same for a cohort of learners or
can be written to target a specific mark band. This would support learners
to achieve at a level appropriate to their potential. If written to target
specific mark bands, see comments below about content:

a Learners describe in detail a wide range of special interest holidays.
Detail will include the number of special interest holidays included
from both categories, the number of range of destinations described to
ensure global coverage and each will be described in detail. There will
be a clear summary of the geographical distribution of a wide range of
special interest holidays that fully explains the link between features
and their location. Maps are provided to support the descriptions in all
cases. These show appropriate world-wide destinations and key
features. The locations of destinations and features on maps are
consistently accurate. Learners will provide details of a wide range of
providers of different special interest holidays that include specific
examples for each type which detail the products and services these
provide.

b Learners will submit an itinerary for a special interest holiday. It will
be clearly appropriate to tourists’ needs and realistic. It will be
accurate with no inaccuracies or omissions. Information provided will
be detailed and specific and all parts will be original. The itinerary will
be presented in a format that is clear and easy to interpret. There will
be a comprehensive explanation of how the itinerary meets the
tourists’ needs. There will be a clear link between the features in the
itinerary and destination and tourists’ complex needs. The learner will
have been given a pen portrait of a type of tourist that has a range of
complex needs and all have been considered. The pen portrait will
have some detail, eg family with three children under five with one an
infant, one of adults is an advanced skier and one of children likes
snowboarding, the other children want to learn to ski but mornings
only, and they want glacier skiing and late season.

¢ Independent research has been undertaken using a wide range of
appropriate techniques and information sources. Sources are
referenced consistently throughout the work submitted. The appeal
and popularity of two different types of special interest holiday has
been given. There is a comprehensive comparison between the two
types that clearly identifies and comprehensively explains similarities
and differences. Conclusions made are clearly and consistently
reasoned and drawn from data and information presented.
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d Learners provide an assessment that considers a wide range of factors
influencing the appeal of the two selected special interest holidays.
There will be consistency in the coverage of both destinations.
Assessments made are detailed and comprehensive using statistical
data and other information to draw conclusion and substantiate
judgements made.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Guest speakers

Case studies

Learners may need to be introduced to resources that provide appropriate
information to support completion of the unit. This may include atlases,
holiday brochures, travel guides, travel press, travel supplements in the
national press, media and the internet. Learners will need to know how to
produce a bibliography and reference sources. The type of information
they will access in these resources should also be discussed. This may be
through a model presentation of findings on one or more special interest
holidays. Learners will need to develop research skills in order to complete
the assessment requirements of the unit but in preparation they will need
clear guidance in terms of the breadth and depth and usefulness of the
information available. Research applies to all aspects of the unit. Learners
can research the range of special interest holidays, the providers of special
interest holidays, the locations of destinations providing these kinds of
holidays, the elements of package holidays, the key features of special
interest holidays and appeal to tourists’ needs, trends, types of tourists
and the factors affecting popularity. The travel and tourism industry
continually comments on the lack of knowledge of travel destinations
amongst those seeking employment. Through this unit, there are
opportunities to develop knowledge and understanding of a range of
different types of destinations through learning activities. Learners could
undertake research in small groups and feedback findings to the rest of the
group. In this way, the group will gain an overview of a wide range of
destinations. They could also develop effective oral and written
communication skills through the feedback given. Feedback could be in the
format of a welcome meeting, customer role play or exhibition display
stand.

Guest speakers can be a great advantage and can provide first-hand
information that is not available from conventional sources. Unlike
textbooks they can respond to questions, and questioning develops
reasoning and communication skills. It also give learners the opportunity to
review their own attitudes and values in terms of the appeal of different
types of special interest holidays and an appreciation of a range of
different types of tourists’ needs.

A local independent travel agent who recommends all kinds of different
holidays to a wide range of customers on a daily basis may be available on
anticipated ‘quiet days’; they may also be able to provide information on
factors influencing the popularity of special interest holidays. Overseas
representatives may be available during winter months to give
presentations on destinations where they worked and they type of tourist
they dealt with.

In order to apply their knowledge and understanding of the appeal and
popularity of special interest holidays, learners need to be familiar with
the needs of different types of tourist. Throughout this unit, learners could
be provided with or develop their own portfolio of different types of
tourists with increasingly complex needs. These could be presented in
writing, perhaps as a request for information from a tourist board or
transport operator or through role plays when through questioning,
learners can determine needs and feedback findings. This will develop
communication skills, such as listening, speaking and writing as well as
reasoning skills, and allows for different learning styles to be addressed.
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Visits Overseas residential visits are able to give learners first-hand knowledge of
individual European tourist destinations and are to be recommended if this
is possible. Learners could undertake initial research to determine
suitability of different destinations for this purpose and in planning
activities to be undertaken during the visit.

Links

Other units

Unit 1: The Travel and Tourism Industry — this unit builds on the learners’
understanding of the travel and tourism industry.

Unit 2: The Travel and Tourism Customer — where learners learn about
customers and their needs.

Unit 4: Destination Britain — where similar types of resources will be
accessed to obtain information.

Industry The use of outside speakers and the provision of material from the travel
and tourism industry would provide a great deal of information.
An overseas residential visit would provide the opportunity to experience a
destination and its transport links.

Resources
Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Textbooks Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational
Publishers, 2006) ISBN 0435463543
Holloway J C — The Business of Tourism (Financial Times/Prentice Hall,
2006) ISBN 0273701614

Websites Association of Independent

Tour Operators www.aito.co.uk

Audley Travel www.audleytravel.com
Blakes www.blakes.co.uk

British Airways www.britishairways.com
Brittany Ferries Holidays www.brittanyferries.com
Colours of India & Indochina www.partnershiptravel.co.uk
Cox and Kings www.coxandkings.co.uk
Crystal Cruises www.crystalcruises.com
Cunard www.cunard.co.uk

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 147



Websites (continued)
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Earthwatch Institute
Esprit Holidays
Eurocamp

Exodus

Explore

First Choice

French Life
GeoProjects

Great Rail Journeys
Guerba

Headwater

Holiday Travel Watch
Journey Latin America
Kirker Holidays
Lonely Planet

Mark Warner
Mountain Kingdoms
MyTravel

Neilson BeachPlus
Noble Caledonia

On the Go Tours
Orient Express

P&O Ferries
Ramblers Holidays
Solo’s Holidays
Sunsail

Thomas Cook
Thomson Holidays
Titan HiTours
Trailfinders

Travel Renaissance Holidays
Travel Weekly
Virgin Atlantic

Voyages of Discovery

www.earthwatch.org
www.esprit-holidays.co.uk
WWW.eurocamp.com
www.exodus.co.uk
www.explore.co.uk
www.firstchoice.co.uk
www.frenchlife.co.uk
www.geoprojects.co.uk
www.greatrail.com
www.guerba.com
www.headwater.com

www. holidaytravelwatch.org
www. journeylatinamerica.com
www. kirkerholidays.com
www. lonelyplanet.com
www.markwarner.co.uk
www.mountainkingdoms.com
www.mytravel.com
www.neilson-beachplus.co.uk
www.noble-caledonia.co.uk
www.onthegotours.com
www.orient-express.com
www.poferries.com
www.ramblersholidays.co.uk
www.solosholidays.co.uk
www.sunsail.co.uk
www.thomascook.co.uk
www.thomson-holidays.com
www.titanhitours.co.uk
www. trailfinders.com
www.travelrenaissance.com
www. travelweekly.co.uk
www.virgin-atlantic.com

www.voyagesofdiscovery.com



Multimedia

Other resources

Travel Geography CD ROM — The Travel Training Company, 2000

Lonely Planet

OAG Holiday Guide — summer and winter
Rough Guide

Travel Trade Gazette — CNP Information Ltd
Travel Weekly

World Travel Atlas — Columbus Press

World Travel Guide — Columbus Press
Timetables

Travel channels on television

Travel sections in daily and Sunday newspapers
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Unit 12: Travel Organisations

Internally assessed

Introduction

This unit provides you with the opportunity to investigate one sector of the
travel and tourism industry. Sectors include travel agents, tour operators,
airlines, attractions, tourist boards etc. You will select a sector of the
industry and explore its connections with other sectors in the industry. You
will also examine the legal and regulatory requirements of organisations in
the sector and how these have affected their operations. You will select an
organisation from your sector that you can study in depth, considering its
operations, products and services and how they can be adapted to meet
the needs of its actual and potential customers. Much of your study of this
unit could be undertaken through work experience or through desk
research.

Recommended prior learning

Unit 1: The Travel and Tourism Industry
Unit 2: The Travel and Tourism Customer

Unit 9: Working in Travel and Tourism

What you need to learn

12.1

Sectors of the
travel and
tourism
industry

There are many different sectors of the travel and tourism industry. These
include:

e travel agents

e tourist boards

e attractions

e tour operators

e transport providers such as airlines
e accommodation providers.

Through research, you will learn to obtain and interpret statistical data
regarding market share, turnover and profit as well as their marketing
objectives to determine the key organisations in the sector and the degree
of influence they have.

You will also learn how your chosen sector has connections with other
sectors in the industry so that you can analyse its significance.
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12.2

12.3

Legal and
regulatory
requirements of
organisations in
a selected
sector of the
travel and
tourism
industry

A travel
organisation, its
operation and
how it meets
the needs of
customers

There are regulations and legislation that organisations in the travel and
tourism industry must adhere to. These have affected their operations as
well as the products and services they provide. Some of that legislation is
specific to the industry or a sector within the industry. These include:

e EU Package Directive

e ABTA Code of Conduct

e ATOL.

Others are more generic and so apply to all organisations. These include:

¢ health and safety, eg Health and Safety at Work Act, Working Time
Directives

e equal opportunities, eg Disability Discrimination Act, Sex
Discrimination Act, Race Relations Act, Age Discrimination Act

e consumer protection, eg Trade Descriptions Act, Sale of Goods Act,
Sale of Goods and Services Act

e data protection, eg Data Protection Act.

These are only examples of legislation that affect organisations in the
industry. You will learn to summarise details of current legislation that
affect organisations and analyse the extent to which organisations have
adapted their operations to meet the requirements.

You will learn about one organisation from within the sector you have
studied. You will learn to describe the organisation in terms of its scale
and structure as well as the way it operates in terms of its business
systems. You will also learn about the products and services it provides for
its customers so that they can be described. You will learn to explain how
the products and services available meet the needs of different types of
customers and also identify gaps in provision. From these gaps you will
learn to recommend new or adapted products and services, facilities or
systems that the organisation can introduce.

152
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Assessment evidence

Assessment evidence could be in many different forms to allow for your
learning preferences and strengths to be accommodated. Tasks could be
evidenced through written reports, or witness testimonies of oral
presentations with supporting notes. For task (b) there may also be
diagrams or images used. You are required to investigate one sector of the
travel and tourism industry and one organisation within that sector.

Your work must include evidence of:

a

d*

a description of a selected organisation from within your chosen sector
of the industry. The description should include the type, scale and
structure of your organisation, as well as a description of its products
and services.

You should also explain how the products and services meet the needs
of its customers, identifying gaps in provision

your proposal for a new or adapted product, service or facility for your
selected organisation to fill the identified gap(s) in provision. It should
include a detailed description of your proposal and an explanation of
how it meets customer needs

research undertaken to complete all tasks and an analysis of the
extent to which legal and regulatory requirements have affected the
operation of the chosen sector of the industry

an evaluation of the degree of influence held by key organisations in
the sector and the connections between the sector and others in the
travel and tourism industry.

*Opportunity for learners to be assessed on Quality of Written
Communication (QWC) - (i-iii).
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Assessment guidance

Mark band 1 Learners’ evidence will tend to be limited in detail, with omissions and
descriptive rather than analytical or showing detailed reasoning.

a

A selected travel and tourism organisation has been described. The
description will include reference to the type, scale and structure of
the organisation. Some aspects of the description may be limited in
detail or have omissions. For instance, scale may refer to market share
only and not cover numbers employed, numbers of facilities/outlets,
numbers of customers etc. Structure of the organisation may refer to
one facility or outlet rather than the organisation as a whole, for
instance the focus may be on Lunn Poly rather than TUI. It may also be
that the organisation selected lacks the potential for a detailed
description, eg a small, voluntary sector museum or independent
travel agency.

A range of products and services are described. Some of the products
and services will be described in detail but some may be listed. Detail
may be omitted. It is likely that the focus is on the main products and
services with ancillary and support services offered or those provided
free of charge are not included.

An explanation is provided of how the products and services meet the
needs of different types of customers. There may be a limited range of
customers considered or customers are referred to in general terms.
The explanation may be basic and be more descriptive with little
reasoning. Reasoning may not link to specific needs of customers but
be very general.

Gaps in provision are identified but will have little detail. There may
be gaps that are omitted. Gaps identified may not be linked to earlier
explanation.

A proposal is submitted for a new or adapted product, service or
facility. The proposal may not be appropriate to the organisation and
its customer needs, for instance it may be a proposal for a new white
knuckle ride at a theme park where the gaps in provision have focused
on meeting the needs of younger children. The proposal may lack
detail and clarity in that there is no clear vision for the product,
service or facility.

An explanation of the proposal is given but this may be limited in
terms of its links to customers needs. It may be general in terms of
meeting organisational needs such as increasing profit but not show
links with identified gaps.

Some research has been undertaken but this tends to be from one or
two sources, perhaps only those that have been tutor-directed, and
evidence is limited perhaps to a bibliography only.

A range of legal and regulatory requirements that have affected the
operation of the chosen sector of the industry are selected and
summarised. There may be some omissions in terms of those
requirements selected or some that are covered are not appropriate to
the sector, for instance there may be reference to ATOLs or ABTA Code
of Conduct for attractions. There is some reference to how the
operations in the sector of the industry have been affected but these
are not clearly presented and tend to be descriptive rather than
analytical.
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d Details are provided of key organisations in the sector and these are
mainly descriptive with some evaluation. Some key organisations may
be omitted and some less important organisations included that have
not been used to evaluate the degree of influence within the industry.
The evaluation makes some reference to statistical data but this is
limited. Statistical data is presented but not used fully. There may be
omissions in the coverage of statistical data.

There is an evaluation of the connections between the sector and
other sectors in the travel and tourism industry but this is mainly
descriptive. There may be limited reference to some sectors of the
industry. Judgements made may lack reasoning and be mainly
subjective.

The learner uses everyday language and the response lacks clarity and
organisation. Spelling, punctuation and the rules of grammar are used
with limited accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 2

Learners will tend to produce work that meets the requirements of the
task with some detail and some clarity. They will show sound knowledge
and understanding through the ability to apply some of that in vocational
situations. They will show some ability to undertake research
independently and use their findings to make some reasoned judgments.

a

A selected travel and tourism organisation has been described. The
description will include reference to the type, scale and structure of
the organisation. All aspects of the description will have some detail
but it may not be comprehensive. Type is likely to refer to ownership,
legal status and level of independence. Scale is likely to refer to
market share, numbers employed, numbers of facilities/outlets,
numbers of customers etc. Some of these will be described in detail.
Structure will refer to the whole organisation and its operation at
national, regional and local level although detail may not be provided
at all levels.

A range of products and services are described. Many of the products
and services will be described in detail. There may be some omissions
but these will tend to be minor ancillary and support services offered,
or those provided free of charge are not included.

An explanation is provided of how the products and services meet the
needs of different types of customers. There may be a range of
customers clearly identified. The explanation will have some clear
reasoning and show clear links between products and services provided
and the needs of the specified customers. Gaps in provision are
described with some detail and will be drawn from earlier explanation.

A proposal is submitted for a new or adapted product, service or
facility. The proposal is appropriate in concept and detail in that it will
fill a gap in meeting identified customer needs. The proposal is given
in detail. There is clarity in the description. It is clear that the learner
has fully considered their proposal by the detail given.

An explanation of the proposal is given and it makes clearly reasoned
links to how it will enable the organisation to meet customers’ needs.
The learner has linked their proposal to gaps identified.

Research has been undertaken using a range of sources, some of which
have been obtained independently without direction from others such
as a tutor. These sources are evidenced through some referencing of
sources within the content. There is also a bibliography. The learner
has given an analysis of how the legal and regulatory requirements
have affected the operation of a chosen sector. Appropriate legal and
regulatory requirements have been selected for coverage. The analysis
relates to how the legal and regulatory requirements have affected
operations within the sector and includes some exemplification.

There is an evaluation of the degree of influence held by key
organisations in the sector. All appropriate key organisations have been
included. The degree of influence is clear. The evaluation makes use of
statistical data, some of which is current, in order to draw conclusions.
Data is interpreted mainly accurately although there may be some
inaccuracies.
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There is an evaluation of the connections between the sector and
other sectors in the travel and tourism industry. There are clear
references to all key sectors of the industry although some ancillary
sectors may not be included. Omissions are minor and not significant to
the evaluation made. Judgements made show some reasoning and
some are substantiated.

The learner uses some specialist terms and the response shows some
focus and organisation. Spelling, punctuation and the rules of grammar
are used with some accuracy.

(See the section Applying the mark bands for further guidance.)
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Mark band 3

Learners will submit evidence that clearly meets the requirements of the
task with detail and some clarity. They will show sound knowledge and
understanding and apply this in vocational situations. They will undertake
research using a range of sources that they have found and used
independently. They will show how they can use their findings to meet
complex customer needs, using reasoning throughout, including making
reasoned judgments.

a

A selected travel and tourism organisation has been described. The
description will be comprehensive and detailed. Type will cover
ownership and legal status as well as level of independence. Scale will
cover market share, numbers employed, numbers of facilities/outlets,
numbers of customers etc. Structure will refer to the whole
organisation and its operation at national, regional and local level. All
of these will be described in detail accurately using information that is
current.

A wide range of products and services are described in detail. This will
include ancillary and support services offered and those provided free
of charge.

An explanation is provided of how the products and services meet the
needs of different types of customers. There will be a range of
customers clearly identified with their needs clearly described. The
explanation will be exemplified with clear reasoning showing links
between products and services provided and the needs of the specified
customers. A range of gaps in provision is described in detail and these
are clearly linked to customers and the earlier explanation.

A proposal is submitted for a new or adapted product, service or
facility. The proposal is appropriate in concept and detail in that it will
fill a gap in meeting identified customer needs. The proposal is
comprehensively described covering main aspects of the product,
service or facility as well as any ancillary or support elements. There is
clarity in the description. It is clear that the learner has fully
considered their proposal by the detail given.

A thorough explanation of the proposal is given and it makes clearly
reasoned links to how it will enable the organisation to meet customer
needs. Not only the concept but the detail of the proposal is shown to
link to identified gaps and customers’ needs. Full reasoning is given.

Research has been undertaken using a range of sources, many of which
have been obtained independently without direction from others such
as tutors. These are evidenced through referencing of sources
throughout the content. There is also a bibliography. A wide range of
appropriate legal and regulatory requirements have been selected for
analysis and their effect on the operations of the chosen sector of the
industry are consistently analysed and exemplified.
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There is a comprehensive evaluation of the degree of influence held by
key organisations in the sector. All key organisations have been
included in the evaluation. Other organisations are referred to and are
used in support of conclusions made. Conclusions are drawn from the
evidence and are reasoned. The evaluation makes use of a range of
current statistical data. Data is interpreted accurately and used
appropriately.

There is comprehensive evaluation of the connections between the
sector and other sectors in the travel and tourism industry. There are
clear references to all key sectors of the industry. Judgements made
are reasoned and substantiated.

The learner uses appropriate specialist terms consistently and the
response shows good focus and organisation. Spelling, punctuation and
the rules of grammar are used with considerable accuracy.

(See the section Applying the mark bands for further guidance.)
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Delivering this unit

Research

Guest speakers

Case studies

Work experience

Visits

Learners may need to be introduced to resources that provide appropriate
information to support completion of the unit. Learners will need to know
how to produce a bibliography and reference sources. The type of
information they will access in these resources should also be discussed to
enable learners to pursue their own sources independently. Learners will
need to develop research skills in order to complete the assessment
requirements of the unit but in preparation they will need clear guidance
in terms of the breadth and depth and usefulness of the information
available. Research applies to all aspects of the unit. Learners will need to
learn how to use their findings, including interpreting statistics, analysing
information and drawing reasoned conclusions. Learners could undertake
research in small groups and feedback findings to the rest of the group.

The use of guest speakers can be a great advantage and can give
information not available from conventional sources based on personal
experience. Unlike textbooks they can respond to questions and
questioning develops reasoning and communication skills.

Use can be made of staff from different sectors of the industry. They can
provide input on how their sector has responded to legal and regulatory
requirements and how they have affected working practices and
employment opportunities, where relevant. This can relate to sectors that
are not the focus of assessment so that learners can learn to analyse
information and then apply this to their chosen sector. They can also
compare what they have learned from other sources researched with what
they learn from the guest speaker.

Guest speakers can also explain how their organisations work with other
sectors so that learners can learn the connections within the industry and
start to evaluate the extent to which this takes place.

Guest speakers can also discuss how their products and services have
changed over time, suggest gaps in provision they have identified and set
problem-solving activities.

Case studies can be presented to develop problem-solving skills. Scenarios
can outline operational practices and learners suggest how they may be
adapted to meet the legal and regulatory requirements. Case studies can
also outline gaps in provision so that learners can suggest ways in which
gaps can be filled and learn how to propose these in detail.

Through work experience, learners will have the opportunity to observe
operational practices within an organisation and the connections between
the organisation and other sectors of the travel and tourism industry. They
can research in depth the types of customer of the organisation and how
products and services meet their needs.

Within the UK, the most useful visit would be to a key organisation within
a sector to observe their operational practices.
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Links

Other units Unit 1: The Travel and Tourism Industry — this unit builds on the learners
understanding of the travel and tourism industry to focus on one sector.

Unit 2: The Travel and Tourism Customer — where learners learn about
customers and their needs.

Unit 9: Working in Travel and Tourism — where learners will learn about
operational practices in the industry and consider their own career
aspirations.

Industry The use of outside speakers and the provision of material from the travel
and tourism industry would provide a great deal of information.

Work experience would provide learners with the opportunity to gain in-
depth knowledge and understanding of the products and services provided
by a travel and tourism organisation and how the sector has connections
with others in the industry.

Resources
Please note that while resources are checked at the time of publication,
materials may be withdrawn from circulation and website locations may
change.

Textbooks Dale G — Edexcel A2 GCE Travel and Tourism (Heinemann Educational
Publishers, 2006) ISBN 0435463543
Holloway J C — The Business of Tourism (Financial Times/Prentice Hall,
2006) ISBN 0273701614
Page S J — Transport for Tourism (International Thomson Business Press,
1999) ISBN 1861529694

Websites British Airways www. britishairways.com
First Choice www. firstchoice.co.uk
Holiday Travel Watch www. holidaytravelwatch.org
MyTravel www.mytravel.co.uk
P&O Ferries www.poferries.com
Thomas Cook www.thomascook.co.uk
Thomson Holidays www.thomson.co.uk
Tourism Concern www. tourismconcern.org.uk
Travel Weekly www. travelweekly.co.uk
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Other resources Travel channels on television
Travel sections in daily and Sunday newspapers
Travel Trade Gazette

Travel Weekly
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Assessment information

Assessment Objectives (AO) and weightings

There are four Assessment Objectives for GCEs in Travel and Tourism. They detail the knowledge, skills
and understanding that learners are required to demonstrate.

For this qualification, the weightings for each Assessment Objective are given below.

Assessment Objectives

Weighting

AS

A2

Advanced Subsidiary
GCE and Advanced
GCE (Double Award)

AO1

Demonstration of knowledge,
understanding and skills

Candidates demonstrate knowledge and
understanding of the specified content,
and of related skills in vocationally-
related contexts.

25-35%

15-25%

20-30%

AO2

Application of knowledge,
understanding and skills

Candidates apply knowledge and
understanding of the specified content,
and of related skills in vocationally-
related contexts.

20-30%

20-30%

20-30%

AO3

Research and analysis

Candidates use appropriate research
techniques to obtain information to
analyse vocationally-related issues and
problems.

20-30%

20-30%

20-30%

AO4

Evaluations

Candidates evaluate information to make
judgements, draw conclusions and make
recommendations about vocationally-
related issues and problems.

15-25%

25-35%

20-30%
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Relationship of Assessment Objectives to units

Unit AO1 AO2 AO3 AO4
1* 25-30% 25-30% 20-25% 20-25%
2 30% 25% 25% 20%

30% 25% 25% 20%
4 30% 25% 25% 20%
5* 25-30% 25-30% 20-25% 20-25%
6 30% 30% 20% 20%
7* 20-25% 20-25% 25-30% 25-30%
8 20% 25% 30% 25%
9 20% 25% 25% 30%
10* 20-25% 20-25% 25-30% 25-30%
11 20% 25% 25% 30%
12 20% 25% 25% 30%

*  Arange of weightings for each Assessment Objective is given for the externally assessed unit.

External assessment

The following units in the Edexcel GCE in Travel and Tourism are externally assessed:
e Unit 1: The Travel and Tourism Industry

e Unit 5: Travelling Safely

e Unit 7: Responsible Tourism

e Unit 10: Promotion and Sales in Travel and Tourism.

Assessment for these units will consist of a 1 hour and 30 minute written examination set and marked
by Edexcel. There will be short and longer answer questions relating to scenarios and information given
in each paper. The papers will be in the form of a question and answer booklet which will be available
to learners in January and June of each year.

Internal assessment

Supervision of learners and authentication of work submitted

Learners must submit a portfolio of work for each internally assessed unit. Teachers are expected to
guide and advise learners on the production of their portfolios. Teachers should monitor progress to
ensure that the work is appropriate for the requirements of the specification. The GCSE, GCE, and
GNVQ Code of Practice requires that assessors record full details of the nature of any assistance given
to individual learners beyond that of the teaching group as a whole, but within the parameters laid
down in this specification. The level of assistance should be taken into account when assessing learners’
work; this is indicated in the Delivering this unit section that accompanies each internally assessed unit
in this specification. In addition, sufficient work must take place under direct supervision to allow the
teacher marking the work to authenticate each learner’s work with confidence.
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If learners’ practical skills are being assessed it is important that witness statements/checklists are
completed by assessors to authenticate learner work and provide evidence that learners have achieved
the level of performance required in the assessment criteria grid.

Observation records will be found in the separately published Teacher guidance together with the mark
sheets which must be used for recording learners grades for the units.

Applying the mark bands

Portfolios will be marked by the centre, and externally moderated by Edexcel. Each of the internally
assessed units has an assessment criteria grid, divided into three broad mark bands, showing how to
award marks in relation to the task and the Assessment Objectives. The assessment criteria grids
indicate the required assessment outcomes as well as the quality of the outcomes needed for
achievement in each of the mark bands. In general terms, progression across the bands is characterised
as follows.

e The assessment criteria grid shows the allocation of marks by assessment criterion and by mark
band. This grid should be used to determine marks for learner achievement in each unit. Learners
can achieve marks in different bands for each assessment objective. The total mark achieved will
depend on the extent to which the learner has met the assessment criteria overall.

e Within each assessment criterion, it is a general principle that shortcomings in some aspects of the
assessment requirements may be balanced by better performance in others. However, it is also
important to note that for full marks in any particular assessment criterion, all the requirements
should have been met.

e Marks should be awarded according to the criteria for each strand set out in the assessment criteria
grid, and assessors should apply their professional judgement where relevant. The Assessment
guidance section in each unit gives specific details of how marks should be allocated.

e There should be no reluctance to use the full mark range and, if warranted, assessors should award
maximum marks. Learners’ responses should be considered positively. A mark of 0 should be
awarded only where the learner’s work does not meet any of the required criteria.

e All learners are entitled to initial guidance in planning their work, but the level of assistance
required should be taken into account when their work is assessed. In this publication, reference
may be made to learners working with ‘some support and guidance’, with ‘limited guidance’ and
‘independently’. When marking the work, assessors should follow the guidelines below.

‘Some support and guidance’: the learner has to be guided and advised throughout to ensure
that progress is made. The learner relies on the support of the teacher, who has to assist in
most aspects of the work. This level of support restricts the learner’s mark to band 1,
irrespective of the quality of the outcomes

‘Limited guidance’: the teacher supports the learner in the choice of topic for investigation.
From then on, the teacher reacts to questions from the learner and suggests a range of ideas
that the learner acts upon. The learner frequently checks matters of detail. The teacher needs
to assist in some aspects of the work. This level of support restricts the learner’s mark to bands
1 or 2, irrespective of the quality of the outcomes

‘Independently’: the teacher supports the learner in the choice of topic for the investigation or
task. From then on, the teacher occasionally helps the learner, and only when asked, but
monitors progress throughout. This level of support gives access to all three mark bands.

e For internal record-keeping purposes, centres may wish to make a copy of the assessment criteria
grid for each learner and use it to record the mark for that unit. The GCSE, GCE, GNVQ Code of
Practice requires assessors to show clearly how credit has been assigned.
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Differentiation across AS and A2 units

Differentiation across AS and A2 units is characterised in general terms by:
e increasing depth and breath of understanding

e increasing application of knowledge and understanding and skills

e increasing analysis, synthesis and evaluation

e increasing independence.

There is also differentiation through the content of the units. AS unit content forms the foundation of
knowledge and understanding which underpins the higher-level concepts found in the A2 units.

Synoptic assessment

Synoptic assessment occurs at A2 in Unit 8: Current Issues in Travel and Tourism. It is designed to link
together concepts, skills, knowledge and understanding across the entire course. The synoptic unit is
internally assessed as a project where learners can select an issue related to the travel and tourism
industry that they can research and analyse and present findings.

Standardisation and moderation

Where marking for a unit has been carried out by more than one assessor in a centre, there must be a
process of internal standardisation to ensure that there is consistent application of the criteria laid
down in the assessment criteria grids.

Marks awarded by the centre will be subject to external moderation by Edexcel. This is to ensure
consistency with national standards. A sample of learner portfolios will be examined, and marks will be
adjusted where they are found to vary from the national standard. If the moderation process reveals an
inconsistent application of the assessment criteria by centre assessors, Edexcel reserves the right to
return the sample work in order for internal standardisation to be carried out.

Language of assessment

Assessment for this qualification will be available in English only. Assessment materials will be
published in English only and all written and spoken work submitted for examination and moderation
must be produced in English.

Statutory requirements

All assessment of this qualification will be carried out in accordance with the GCSE, GCE and GNVQ
Code of Practice, published annually by the regulatory authorities.
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Grading information

Mark bands

The assessments are designed to allow learners to demonstrate positive achievement and to have a
positive experience in completing each assessment.

In line with the above, the criteria for assessing each assignment have been written so that a learner
working at the lower end of the GCE ability range should be capable of meeting approximately

80 per cent of the band 1 criteria. This equates to approximately 40 per cent of the total credit
available for the assignment.

Grading, aggregation, and equivalence

The overall grade for:

e Advanced Subsidiary (Single Award) qualifications will be graded on a five-grade scale from A to E
where A is the highest grade.

e Advanced Subsidiary (Double Award) qualifications will be graded on a nine-grade scale from AA to
EE where AA is the highest grade.

e Advanced GCE (Single Award) qualifications will be graded on a six-grade scale from A* to E where
A* is the highest grade.

e Advanced GCE with Advanced Subsidiary (Additional) qualifications will be graded on a 10-grade
scale from A*A to EE where A*A is the highest grade.

e Advanced GCE (Double Award) qualifications will be graded on an 11-grade scale from A*A* to EE
where A*A* is the highest grade.

The mark bands used for internal assessment do not relate to pre-determined grade boundaries.
Following each examination and moderation series, Edexcel will set the grade boundaries for internally
and externally assessed units at an awarding meeting.

The raw mark boundaries will be converted to uniform marks on a scale of 0-100. The final grade for
the qualification will be determined by aggregating the uniform marks for the units. The table below
gives details of the uniform mark scales (UMS) used for the units and for the qualifications.

In Advanced Double Award, to gain Grade A*A* candidates must gain Grade AA on the qualification
overall and at least 90% of the maximum uniform mark on the aggregate of the six A2 units. To gain
A*A, candidates must gain Grade AA on the qualification overall and at least 90% of the maximum
uniform mark on the aggregate of the three best A2 units.

In Advanced with AS Additional, to gain Grade A*A candidates must gain Grade AA on the qualification
overall and at least 90% of the maximum uniform mark on the aggregate of the three A2 units.
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Unit results

The minimum uniform marks required for each grade:

Unit grade A B C D E

Maximum uniform mark = 100 80 | 70 | 60 | 50 | 40

Candidates who do not achieve the standard required for a grade E will receive a uniform mark in the
range 0-39.

Qualification results

Advanced Subsidiary (Single Award)

The minimum uniform marks required for each grade:

Qualification grade A B C D E

Maximum uniform mark = 300 240 210 180 150 120

Candidates who do not achieve the standard required for a grade E will receive a uniform mark in the
range 0-119.

Advanced GCE (Single Award)

The minimum uniform marks required for each grade:

Qualification grade A B C D E

Maximum uniform mark = 600 480 420 360 300 240

Candidates who do not achieve the standard required for a grade E will receive a uniform mark in the
range 0-239.

Advanced Subsidiary (Double Award)

The minimum uniform marks required for each grade:

Qualification grade AA AB BB BC CcC CD DD DE EE

Maximum uniform mark = 600 480 | 450 | 420 390 360 330 300 270 240

Candidates who do not achieve the standard required for a grade EE will receive a uniform mark in the
range 0-239.
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Advanced GCE with Advanced Subsidiary (Additional)

The minimum uniform marks required for each grade:

Qualification grade AA | AB | BB | BC | ¢cC | ¢cD | DD | DE | EE

Maximum uniform mark = 900 720 | 690 | 630 | 600 | 540 | 510 | 450 | 420 | 360

Candidates who do not achieve the standard required for a grade EE will receive a uniform mark in the
range 0-359.

Advanced GCE (Double Award)

The minimum uniform marks required for each grade:

Qualification grade AA | AB BB BC | CC | CD | DD | DE EE

Maximum uniform mark = 1200 | 960 | 900 | 840 | 780 | 720 | 660 | 600 | 540 | 480

Candidates who do not achieve the standard required for a grade EE will receive a uniform mark in the
range 0-479.
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Performance descriptions

Performance descriptions for this subject are given in Appendix D.
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Additional information

Learner entry

Details of how to enter learners for this qualification can be found in Edexcel’s Information Manual
produced each year, a copy is sent to all Examinations Officers. The information can also be found on
our website (www.edexcel.com).

Resitting of units

There is no restriction on the number of times a unit may be attempted before claiming certification
for the qualification. The best available result for each unit will count towards the final grade.

Results of units will be held in Edexcel’s unit bank for as many years as this qualification remains
available. Once the Advanced Subsidiary or Advanced GCE qualification has been certificated, all unit
results are deemed to be used up at that level. These results cannot be used again towards a further
award of the same qualification at the same level, but unit results remain available for any other
qualifications available in this specification.

Access arrangements and special requirements

Edexcel’s policy on access arrangements and special considerations for GCE, GCSE, and Entry Level aims
to enhance access to the qualifications for learners with disabilities and other difficulties (as defined by
the Disability Discrimination Act 1995 and the amendments to the Act) without compromising the
assessment of skills, knowledge, understanding or competence.

Please see the Edexcel website (www.edexcel.com) for:

e the JCQ policy Access Arrangements and Special Considerations, Regulations and Guidance Relating
to learners who are Eligible for Adjustments in Examinations.

e the forms to submit for requests for access arrangements and special considerations
e dates for submission of the forms.
Requests for access arrangements and special considerations must be addressed to:

Special Requirements
Edexcel

0One90 High Holborn
London WC1V 7BH

Disability Discrimination Act (DDA)

Please see the Edexcel website (www.edexcel.com) for information with regard to the Disability
Discrimination Act.
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Quality of Written Communication (QWC)

Learners will be assessed on their ability to:

i) ensure that text is legible and that spelling, grammar and punctuation are accurate so that meaning
is clear

ii) select and use a form of writing appropriate to the purpose and to complex subject matter

iii) organise information clearly and coherently, using specialist vocabulary when appropriate.

Stretch and challenge

Learners can be stretched and challenged in A2 units through the use of different assessment strategies,
for example:

e using a variety of stems in questions - for example analyse, evaluate, discuss, compare
e ensuring connectivity between sections of questions
e arequirement for extended writing

e use of a wider range of question types to address different skills - for example open-ended
questions, case studies etc.

Malpractice and plagiarism

For up-to-date advice on malpractice and plagiarism, please refer to the Joint Council for Qualifications
Suspected Malpractice in Examinations: Policies and Procedures document on the JCQ website:
www.jcq.org.uk.

Learner recruitment

Edexcel’s access policy concerning recruitment to our qualifications is that:
¢ they must be available to anyone who is capable of reaching the required standard
¢ they must be free from barriers that restrict access and progression

e equal opportunities exist for all learners.

The wider curriculum

Key skills

This qualification gives opportunities for developing and generating evidence for assessing the key skills
listed below:

e application of number

e communication

e information and communication technology
e improving own learning and performance

e problem solving

e working with others.
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Appendix A maps the opportunities available at Level 3. Where appropriate, these opportunities should
be directly cross-referenced, at specified level(s), to the criteria listed in Part B of the key skills
specifications.

Spiritual, moral, ethical, social, cultural (SMESC) and other wider curriculum links

This qualification gives opportunities for developing an understanding of spiritual, moral, ethical, social
and cultural issues, together with an awareness of environmental issues, health and safety
considerations, and European initiatives consistent with relevant international agreements appropriate
for the travel and tourism sector. Appendix C: Wider curriculum maps the opportunities available.
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Resources, support and training

Edexcel publications

You can order further copies of the Specification, Sample Assessment Materials (SAMs) and Teacher’s
Guide documents from:

Edexcel Publications
Adamsway

Mansfield

Nottinghamshire NG18 4FN

Telephone: 01623 467467

Fax: 01623 450481
Email: publication.orders@edexcel.com
Website: www.edexcel.com

Endorsed resources

Edexcel also endorses some additional materials written to support this qualification. Any resources
bearing the Edexcel logo have been through a quality assurance process to ensure complete and
accurate support for the specification. For up-to-date information about endorsed resources, please
visit www.edexcel.com/endorsed

Please note that while resources are checked at the time of publication, materials may be withdrawn
from circulation and website locations may change.

Edexcel support services

Edexcel has a wide range of support services to help you implement this qualification successfully.

ResultsPlus — ResultsPlus is an application launched by Edexcel to help subject teachers, senior
management teams, and learners by providing detailed analysis of examination performance. Reports
that compare performance between subjects, classes, your centre and similar centres can be generated
in ‘one-click’. Skills maps that show performance according to the specification topic being tested are
available for some subjects. For further information about which subjects will be analysed through
ResultsPlus, and for information on how to access and use the service, please visit
www.edexcel.com/resultsplus

Ask the Expert — Ask the Expert is a new service, launched in 2007, that provides direct email access
to senior subject specialists who will be able to answer any questions you might have about this or any
other specification. All of our specialists are senior examiners, moderators or verifiers and they will
answer your email personally. You can read a biography for all of them and learn more about this
unique service on our website at www.edexcel.com/asktheexpert

Ask Edexcel — Ask Edexcel is Edexcel’s online question and answer service. You can access it at
www.edexcel.com/ask or by going to the main website and selecting the Ask Edexcel menu item on the
left.

The service allows you to search through a database of thousands of questions and answers on
everything Edexcel offers. If you don’t find an answer to your question, you can choose to submit it
straight to us. One of our customer services team will log your query, find an answer and send it to you.
They’ll also consider adding it to the database if appropriate. This way the volume of helpful
information that can be accessed via the service is growing all the time.
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Examzone — The Examzone site is aimed at learners sitting external examinations and gives
information on revision, advice from examiners and guidance on results, including re-marking, re-sitting
and progression opportunities. Further services for learners - many of which will also be of interest to
parents - will be available in the near future. Links to this site can be found on the main homepage at

Www.examzone.co.uk.

178 UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



Appendices

Appendix A: Key skills mapping
Appendix B: Key skills development suggestions
Appendix C: Wider curriculum

Appendix D: Performance descriptions

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010

181
183
195
201

179



180 UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010



181

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

€ €Ll

>

>

[ W]

>

LTELDI

ASojouyda3 uoljestunwwod
pue uoljeuwLiou|

€

e

qLed

SISISS

SIS|ISS

SIS|ISS

SISISS

SIS|ISS

SISISTS

SIS|ISS

eL'ED

uoljesiuNWWwo?)

S

>

€EN

S

>

>

S

>

CEN

L'EN

Jaquwnu jo uoijedyddy

1 aun

LN

0l Hun

6 3tun

8 3tun

Lnun

9 Hun

G pun

¥ nun

€ 3tun

nun

I 3un

(€ 19A97) sp s Aoy

suirddew s)jiys A9) :y xipuaddy




010 P3)IWI7 199Xap3 @  0LOT 19quia3das - € aNnss| - WSLINOL pue 1aAeJL UL 3D9 199Xap3 - uoljedyldads - L0£6Z0VN

(413

€ EOM

>

S

S

S

>

>

EOM

L"EOM

SJI9Y30 UM SuIyIoM

€°¢sd

>

(AR

}"€Sd

BulAjos wia)qold

€ ed1

>

>

edl

L'ed

9ouew.oyuad
pue Sutuuea] umo sutaoidwi

1 1un

L1 3un

0l 3un

6 3tun

8 3tun

Lnun

9 Hun

G Hun

¥ nun

€ 3tun

nun

I un

(€ 19A97) snIis Aay




€81 0107 PAUWIT 199%3P3 © (10T 42quia3das - € aNSs| - WSLINO] pUe 19AR1] UL 39 199%3P3 - UOLRILIdAdS - /0£SZ0VN

*sisAjeue pue suoissnostp 1oddns Aew ejep Jo u01123]10D Y3 ‘1031D3S

e ul suoljestueso A9y Sululwialap pue j14oid pue JaAoulny ‘aJeys 19yJew oy} SULISPISUOD USUM 71 wun
*Aaasnput ay3 ul JuswAoydwsa

JO S19A3] 0} SulIL)24 BIRP JO UOLID3))0D ‘santuniioddo JuswAojdwsa jeryuajod SULISPISUOD USYM 6 3un

*9jeridoidde aq Aew eiep 40 UOLIISY0D SY3 “SANSSL JUSLIND SULYDIRSSDI USYM 8 3un

*KaAins }jelys/lawolsnd

e ysnouyl pa1da])0d 9q PIN0d Blep ‘UOL1esSIuRSI0 UR ULYILM IDLAISS JOWOISND Suljen|eAd Usym nun '$92.N0S JUEA9)S.
AR o : : : WOJ} UOLIRWLIOJUL JURAD)D

*so13s13e3s 394diaiul 03 Sutuies) usym L un 195 pue AjlAlDe ue ueld L'EN

jJuswsauinbau

JUSWISSASSe |eulalul Jo Jusawdo]aAsp 1o} sartunyioddp sjlun Zvy/Sy 9DUSPIAS oljoj3iod )bys Ay

(€ €N) sweugelp Jo sydead ‘syreyd Suisn sAem Juaaalilp OM] UL sSuLpuly Juasald e

(Z°EN) p pue 2 ‘q ‘e ym op 03 suoljejndjed 1no Auied e

(L"EN) elep Jo swall G J9A0 3L “19S elep 95Je] B Sulpn)dul ‘$921N0S JO S9dA] JUSISJLp OM} 3Sh e
:3SNW SI3UJe3)] SSIIIALIOR 3J0W IO SUO YSNOoIy3 ‘||elaAQ

*€*¢N pue (p 10 D 10 g Jo®) Z°EN ‘L EN JOJ S%Se1 apn)duL pINoys YdLYm JO SUO Udea ‘SaljIALIDOR aJ0W JO U0 Ino Alied pue ueld

€ 19A97 — J9qunu jo uoljedljddy

suol1)sagsns Juawdo)aAap s||Ys A9) :g xipuaddy



0107 Pa)IWIT 19X9PT @ 10T J2qUWa1daS - € SNSS| - WSLINOL Pue }9AR1] UL DD ]99X9P3 - UOIEIIIDAdS - Z0£6Z0VN v8l

‘pajuasaud oq Aew ‘10323s e ul suollesiuesio A9y Jo Jjoud pue usAouuny ‘aueys 3axdew ay| 71 1uun
‘pajuasald aq pinod AJisnpul WSLINO} pue 19AeRI} 3y ut satjtunjioddo juswAoidws Jo ayeds ayl 6 31Un

‘pajuasald aq pjnod aNssi JUS.LIND B UO s§uLpuLy} Jo sisAjeuy 8 31un *spoy3iaw InoA

‘pajuasald 9q pINod UoLeSIURSIO UR UL 9IAI9S JOWOISND UO ASAINS B JO SHNSaJ dy | nun Aiasnf pue ssuipuyy anoA

P 9P A o 0 5H Y (5 juasaud ‘suorieindjed noA

*A13snpul WSLINO} pue 19ARI} 3Y3 JO 3)eds Y3 Jo suoljelaldiajul Jisy) Juasald pinod sisulesT L Hun 10 s3nsau ay) 1a4dianu| €EN
*papasu oq Aew suoljejndied ‘10329
e ul suoljestuesio Aay Sululwialap pue j1joid pue J9A0UINY ‘aJeys 39yJew aY3 SULISPISUOD USYM 71 nun
‘suolyejnojed )
a8e)s-131nw Ino Auied 03 ALge oyl dojoASp 01 pash 9q PIN0I S19A9) JuawAojdws uo eye(q 6 3Un se|nwuoj Buisn - p

*A31A130R Sse)D e se §ulssnosip aJe 1o sonsnels Bunpuey 3

paydJeasas aAeY A3y} SNSSL JUSLIND B U0 PI}IS)|0d BIep FUlSn SUOLIRINDBD 9)e}ISpuUn piNod SidulesT 8 1un uonyiodoud Jo sajeds g
‘uoLIBSIURSIO UR ULYIM S9Z|S JO Sjunowe e
9JLAJISS J9W03snd Jo Ajenb ayj uo AsAins e ysnoayy pa3yda)od eyep areindiuew pinod sidules u
[ 3snd jo A3 u3 Uysno.ayy pa3da))10d ejep de|nd P 7 z1n :)1M Op 0] SUOHEINIIED
*A13snput 98e3s-131nW INo Auued
WISLINO) pue |9ARJY 3Y3 JO 9IS ay) 03 Sulje)ad SO13s1Ie)s 191dJa3ul 03 Suluied) aJe SIduled) aJdaym 1 3un 0} UOLJRWLIOJUL SIYY SN T'EN
jJuswsauinbau

JUSWISSASSE |euldlul 1o JusawdolaAsp 104 sa1tunyioddo sjLun 7v/Sy 9DUSPILAS oljoj3iod s Aoy




G8l 0107 PAUWIT 199%3P3 © (10T 42quia3das - € aNSs| - WSLINO] pUe 19AR1] UL 39 199%3P3 - UOLRILIdAdS - /0£SZ0VN

*S9LPNIS 9SeD YBNO0JY) Se 1)]9M Se SUOL}eAIaSqo
pue s9ouaLIadXd UMO J19Y] U0 paseq ‘uolssnostp 404 satliunlioddo sapliaoid os\e unotaeyaq 49Anqg
40 103[gns ay] -uSredwed jeuorjowoud e ueld 03 Suluiea) uaym dde)d aye) osje ued suoLssnosLq

*uoLSSNDSIP Joj) saljtunjioddo Auew ade aJayjy ‘sjeLiajew jeuorjowold ajenjeAs 0] Suluiea) Uaym 0l 1un
‘uoljen)eAa pue uonyejuawsajdu
‘Butuue)d ay3 uL uolssndsLp Joy satytunjioddo aqg )M aJay3 ‘AJLAL1DR HJomMweal ayl ysnouyl 6 3lun
*dnoJg J1ay3
ULYILM UOLSSNISLP 03 SULpea) ‘Sansst USSOYD U0 SJRULWSS ped) 0S| PIN0D SJauJded *Sse)d Ul $9Jloyd
a1qissod ssnasLp ued siauJed) ‘yidap ul 91e513S9AUL 03 YSIM ASY] aNSSL JUS.LIND SY] SULISPLISUOD USYM 8 1un

*WSLINOY 0} S9PN3L1IR Pue SaNJRA UMO IL3Y] S ]19M Se ‘siap|oyayels A3y Jo sanjeA pue
sapnjiije ay3 pue JuaWwdolaASp WSLINOY JO SJUSSE USaMISQ SIDLJJUOD UO SULIZUD SUOLSSNISLP 3] 0)
A)9Y1) 2Je 2133 ‘SUOLIRULISIP JUBISHLP UL JUSWAO)SASP WSLINOY UO S3LPNIS 8sed patapisuod Suirey / 1un

*UOLSSNISLP Ysnoay)y
3q pINoD sy} ‘Suturesy pue uoldnput jo asuellodwi ay) asAjeur 03 SuLLLIED) USYM "SUOLSSNISLP
UL PaAJOAUL 8q 03 SJaulea) Joj saljtuniioddo alde aJayy ‘sgurjosw awodam Suruasald uaym 931N

*A13snpul WsLINO} pue JaAe.] ay3 ul A3Lndas pue Alajes ‘yjjeay uo pey
sey | 9] 3oedwt ay3 ssnasip 03 saljiuniioddo os)e ade aJay] ‘SUOLILSIURSIO WSLINOY pue |9ARI) 03 SISIA
SULMO01104 1O S3LPN]S 3sed Ul pajuasald uollew.oul JO UOLIeIapLISU0D YSnoJyl asLie pinod suoLssnasiq G un

*S9OUSLIadXS UMO J1aY3] J0 udyellapun ydueasal uodn
paseq jeadde pue Ajueindod uoljeullsap e aALS Jey)l saunies) ay3 uo adejd ayel pjnod suolssnosiq ¥ 3un

‘Jjeadde pue Ajieindod auniny 109)je 03 Aj9yL) $403de) SuLpJeSal SUOLSSNISLP 9q 0S]e PIN0d 343y |
*S9DUSLISdXS 9593 SSNISIP UBD pue YN 3yl Ul WISLINO0] paduaLIadxa aAey 03 A1yl aJe siauled) Auey € uun

"|le134 Se yons 103123s AJIsnpul Jayjoue Jo
WISLINO] puR ]3AE.] UL J3Y3LS ‘9DIAISS J3WO0ISND SUIALSDAU pue SULISALISP UL S92UaLIadXa UMO JLaY] se

119M Se 9J1AISS 13W03snd Ul SupyJewydusq pue spiepuels Ayjenb ssnasip 03 satjiunjioddo ale auay| 3N
-A13snput ay3 Jo SD13SLI91dRIRYD pUR aJnjeu dY) pue SI0]Je} |RUIIIXD
0} 3)geJau|nA st A1snput ay3 Moy ssndsip 03 saltuniioddo osje aJe a1ay] "WsLINO} JO UOLLULIIP ‘uoLssnosLp
e SULULWISISP USYM WSLINO) PUB )9AR] UL SSNJBA PUB SSpN3LIe Uo PIay 9 pinod uolssnostd } un dnoig e urjyed aye] ®BL°ED
jJuswsauinbau
JUSWISSASSe |eulalul Jo Jusawdo]aAsp 1o} sartunyioddp sjlun Zvy/sy 9DUSPIAS oljoj3iod bys Ay

€ ]9A97 — UoLEIIUNWWO)



0107 Pa)IWIT 19X9PT @ 10T J2qUWa1daS - € SNSS| - WSLINOL Pue }9AR1] UL DD ]99X9P3 - UOIEIIIDAdS - Z0£6Z0VN 981

*ANeJo pajuasaid aq pinod ssulputy

A13Y3 ‘101235 9Y3 ULYlIM uoliesiuesio ue 1o ‘A13snput 9yl JO 10123s B SuljeS11SaAUL SJe SISUIed) I3YM 71 anun
*sAeplioy 1saJ91ul Je1dads Jo sadA) Juaayjip uo uorjeluasald e SALS pIN0d SJauled L1 un
‘uolyesiues.lo
WwIsLIN0} pue 19Ae.] e Joj udledwed Jeuorjowoud pauueld e uo uoteluasald e SALS PNOD soules 0l 3un
*A1A30e wea) pauue)d oyl Jo 3)nsaJ e se suoleluasald aq osje Aew auay|
*AJ3snpul WSLINO} pue 19AeRI} 3Y3 Ulym sanntunlioddo JuswAojdwa uo suoneluasald aq pinod auay L 6 lUn
*9NSS1 JUS.LIND B Sk uol1es11saAul Joj Jesodoud Jiay) uo uoljeiuasald e 9ALS sioudea 8 31un
-3usWdo)oASp WSLINOY JO SIUSSR JUIDHIP
JO 9]0J 93 JO/puUeR SUOLJRULISIP JUIDLJLP Ul JudWdO]9ASp WISLINO] UO suoljejuasald aq pinod atay | /uun
*sa3nuLW 3Ys1a Isea) Je Jo uollejuasald e 9q pjNOM SuL}OSW SWO0D)19M Sy 9 31un
"Aiisnput ay3 Ag yim 3jeap sem it moy pue
uorjenits Aouaiaws ue uo uayeIdpuUN aAey Asy] eyl youeasad uo suolejuasaud aq pinod aisy] G 1uun
*Jeadde pue Ajueindod aininy
10944k 01 A19Y1] SJ010B} Y] JO/PUR SUOLIRULISIP YN 4O S2IN3e3) SY3 UO suoleluasald aq p)nod auay| ¥ N
*Jeadde pue Ajueindod
Wway3 9ALS 1eyl saunied) A9y ayl pue suolleullssp ueadoun3 uo suolrejuasald aq pinod aiay € 31un
: ddns
‘Uo11eSIURSIO UR ULYILM 9DLAISS J2WO03snd Jo Alljenb syl uo suolyejuasald ayew pinod siauJed u 1etlsjeul 110
1yesiues Wy L 3snd jo A 0h! ne) Yew py 1 z3un 19430 10 S8ewLy UB Bulsh
*s24nssaud JeulaIxa 03 9)qeJtaulnA st Aiasnput 3yl Moy sanuLw Jys1La 1sea) 1e Jo
UO JO SUOLIeSLURSGIO JUSIDLILP JO SalLIgisuodsal pue $310J Yl UO suolleluasald ayew pinod siautea | 1un | uorjejuasald jewloj e ayew  qL°€D
*SUOLSSNISLP 01 pea) ued AJlsnpul Y3 JO SI01D3S JUDISLILP UO SIeuLwas rA|

*WISLINO} 0} S9NJBA pue S9PN3LIIR UMO J1aY3 SSnosLp 03 sanjtunlioddo ade alay] “siayeads
1S9N5 WOy suolyejuasald pue SOSpPIA SULMOI)0) JO ‘suoliejuasald Jauled) ‘sieutwas ysnoayy oq pinod
SLY] “uoLssSndsLp Joy sarjtuniioddo apiaoid ued sAepiioy sijetdads Jo sadA) 1ua49))Lp JO UOLINIOAS Sy L 113N

jJuswsauinbau
JUSWISSASSE |euldlul 1o JusawdolaAsp 104 sa1tunyioddo sjLun 7v/Sy 9DUSPILAS oljoj3iod s Aoy




L8]

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

*33LIM NOA SJUSWINDOP 3Y3 JO SUO UL UOLJRWLIOUL ASAUOD 0} JO ‘UoljewWLIouL Uleldo 0] JaY3Ld ‘a5ewl auo 1sea) Je asn

*AJ3SNpul WSLINO} pue 19ARJ] Y3 JO Jo3das e uo Jodal v | 7| 3un
*Aeplioy 1sa491ul 1e1dads Jo adAy e uo Jaded Jeulwas y L1 3un
‘uoljesiues.lo
WISLINOY pUB |9ARI] B JO S3l3LALIOR Jeuollowold Jo malaal e Jo uSiedwed jeuorjowoud pasodoud e uoj ajeuoneld v | Q) un
*A11A110@ Wea) e uo SulyJom Sduew04lad ,SIS9YJ0 pUBR UMO JO Uollen)eAl 6 3UnN
*9NSSL JUS.LIND B Uo 1Jodau y g N
*pa31eS13S2AUL UOLIRUL)SIP B Uo Jaded Jeulwsas y / 3un
*5U1199W SWO0D)aM B UL pasn g 0] UOLJRULISSP B U0 191%400q UOLIRWLIOUL Uy 9 un
*AJ3snpul WsLINO} pue 19ARI] 8Y3 Suldajje uotlenits Aouagiaws ue 0] ulle)ad 9)d1ue Jadedsmau y G un "8U0)
SPJOM 0001 3Ise9) Je
"SUOLJRULISSP YN JUSISHLP SULINIed) no) e Joj Aeiduldl Uy | # IUN | 3 3snw JusWINd0Op auQ
"uoleULISIP B JO saunjeay Aoy ay3 SulySIYSLY 1elIa3eW JeuUOLIOWO.Id €1un *s3oalqns
B x91dwod jnoge
ssuLpuLy
) uoljeULIOJUL JUSIDLP
ajenuelsqns 03 syJeyd aid pue sydeds Suisn ‘uoljesiueSIo Ue ULYIIM 9DLAISS Jowolsnd jo Ajnenb ayy uo jiodas y Z3un SUIALS 3UO YIea
*AJISnpul WsLINO) pue 19AeJ} 3Y3 JO Nmu.cwc:.du.o_u J0 sadAy
21N32N.43S 3Y3 UO 10 AJISnpul WSLINOY pue 19ARJ} aY3 Sul}daje saunssald |eulalxa ayj Jo auo uo Jaded Jeulwas y L LN JUDIJIP OM] DILIM €€
*A13snpul ay3 Jo s10329s paLjldads uLyilm suoljesiuesio Sulyodeasal Usym | Z1 un
*sAepljoy 1s9491ul je1dads Jo sadA] JuaiajIp SuLydIeasal UsYm L1 N
*9NSSL WSLINO) pue 19ARI] B SULYDIeaSal USUM g 1N
*8U0) SpJOM
‘wiexa ay3 Joj uoljetedald ul wsLINO) 31qLsuodsal UO SILPNIS SSBD SULYDIeasSal USYM / 3un 000} JO WNWiULW
‘wiexa ayj Joj uoijesedaud uL ym 99 SNl 3UsSWIN0p Yoed
11eap a49M A3yl MOy pue AJisnputl WSLINO) pue 19ARIY 9y ULYIIM a.4nafbw 8340 JO suolieniis SULydIeasal Usym G 1uUN | -123lgns awes ay) Inoqe
3 SJUSWINDOP OM} 1Se3)
SUOL1RUL]SSP 9AR 3Y3 UO uoleULIOUL SULYDIRSSIL UD u
13eulyssp | ninayl n Jul suly Um ¥ 3un 1@ WOJj UoIRULIOUL
*SUOLIeUL)SSP ISLIN0Y ueadon3 ay3 UO UOLJRULIOUL SULYDIRISDS USUM € N 9SISOYIUAS pue peay YAl %)
sjun jJuswsauinbau
JusWISSasse JeuJalul 1o Juswdo)aAap 1oy sartunyioddp ZV/SY 9DUSPILAS oljoj3iod s Aoy




0107 Pa)IWIT 19X9PT @ 10T J2qUWa1daS - € SNSS| - WSLINOL Pue }9AR1] UL DD ]99X9P3 - UOIEIIIDAdS - Z0£6Z0VN 881

. ‘uoryew.ojut
UOLJRWLIOJUL MBU SALISP 0} pado)aAap ag P)N0OD aNSSI JUSLIND B UO pauleldo uoljewlojul sy J0 yanw g 31N MU SALISP
‘elep pue coBmE_.oE_

asAjeue 03 pasn aq Uayj PINOd YdLym 323yspealds 1o aseqeiep e 03U0 Paajud aq pPiNod ASAINS B JO S}NSaJ ay | z31un | ayy dojaasp pue uaquy  Z'€10I

*AJ3snpul WsLINO} pue 19Ae.}
3y3 JO 103D3s e ULYILM Uoljesiueslo ue 1o AJ3snput ay3 4O J03D3S B UO UOLJRWLIOUL JOJ UDJeas p)nod siaulea | 7| un

*A13Snpul WsLINO} pue j9Ae.}

9y3 uL spuaJy JuswAoidws pue santunyioddo JuswAo)jdwa UO UOLIRWLIOUL JO $9DIN0S paseq || Auew e a4y 6 3Un 5525
*9NssL JuUaLIND e 3UO 1Sk 1k UL eLIDILID
UO UoLJeWLIOUL ULRIqO 0 ‘S92UN0S paseq ] J| SpnjduL AW YdIYM ‘S9DINO0S JUSIDHP UIJeas 03 pasau )M Siauied 9 3lun yoJeas a)dijnw

pue ‘s92uNn0Ss JUIS4IP

*uoljesiuUeSI0 UR UL 9DLAJISS JOWO0ISnd Jo Ajenb ay3 uo AsAJns e ygnoiyy aq pinod sty z3un Suisn ‘uoreULIOJUL

*A13snpul WSLIN0)} pue ]9ARJ} 3Y3 JO 9IS Y} U0 Blep edlisiie)s Joj 8q pinod styl 1 3un J0j ydJeas L €1dl
sjun jJuswsauinbau
JusWISsasse jeuJalul 1o Juswdo]aAap 1oy sartunyioddp V/SV 9DUSPIAS oljoj3iod )bys Ay

*¥se) ay3 031 paje|al JuSWYDdeIIR UR dARY ISNW S)LRWS 3S3Y] JO SUO f|lews Jo asn nyasodnd Jo 90USpLAD Juasald e
95eWl pue 1x3] JOo Jaqwnu pue 35ewl J0 ‘1aquinu pue 1xa] Se Yons ‘uoljeuwliojul paulquiod jo 3)dwexa auo asn e
Jlaquinu Jo a)dwexs suo pue a5ewl Jo a)dwexa auo “1x3] Jo 3)dwexs Suo }sea) e asn e

921N0S uoljew.ojulL paseq- | J)|-Uou SUo ISea) e 9pnduL e

921N0S UoljeulLIojuL paseq-] )| SUO ISea)] Je apnpuL e

:ISNW SJ9UJIR3)] SSIJLALIOR OM] ISed)] Je YSNodyj ‘||elaAQ

*paJaA0d st Juauodwod yoea ainsua 03 pasn aq Aew
Syse] Ja)|ewS "Sa0UaLpne JUSJIaJLp OM] 1Sea) 1B J0) PAJSA0D 3] ISNW ¢ ¢ J| PUB ‘9DIM] 1Se3) 1B PaJaA0d g ISNW ‘€€ 1D] pue Z'S1D] ‘1 €1D] “Qusuodwod yoe3

€€ 1] PUBR Z°€1D] ‘1 €11 SuLIaA0D ysel Jolew e aq ISNW YDLYM JO SUO ‘SySsel JUaJa4Lp JO Jaquinu e ysnodyl Auied pue ue)d ued siauiea) 3yl Moys

€ 19A97 — ASojouyd33} uol}edIUNWWOD puk uoljew.ou|



681

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

‘uolyejuasald julodiomod e Aq palsoddns Aeuo osie Ing 1iodal e se pajuasald aq pinod g 11N *1agquinu yjmm
*s1Jeyd Jeq pue syieyd aid se yons safewlt muwmruc” Mmmhﬁﬁchﬂ wﬁ%
Bulyioddns yym 1iodau e se pajuasald aq pinod 3J1AISS 12W03shd Jo Ajljenb ay3 uo ASAINS e JO SSWO0DIN0 w A
1 UM} pa3 q P ! 1sNd JO AJY ul 3 ] uL zuun Se 4oNs UoLeWLIOUL
*SWI04 JUJa4Lp Auew Suisn pajuasald g piNOd WISLINO) puR 19AR.] JO 9]eDS SY3 U0 SD1ISIIRIS L N paulquwod Juasald  €°€19I
sjun jJuswsauinbau
JusWISSasse JeuJalul 1o Juswdo)aAap 1oy sartunyioddp ZV/SY 9DUSPILAS oljoj3iod s Aoy




010 P3)IWI7 199Xap3 @  0LOT 19quia3das - € aNnss| - WSLINOL pue 1aAeJL UL 3D9 199Xap3 - uoljedyldads - L0£6Z0VN 061
*syesodo.d
pue Seapl JeljluL 30949 AelW SJUSWSASLYDR pUR SDUSPIAS MaU Se palepdn pue pamalAal 8 OS|e ued JIpne SIS
pue ue)d jJuawdo)aAp JeUOSIS "paJinbal st aouewWLIOISd SISYI0 pue UMO pue AJLAL}DR %JOMLIES] JO SDUSPLA] 6 31Un "SIUSWA3IYDE InoA
: : T ’ : JO 9DUSPLAS USL|qeIsd
*19W 9q ued 51354e] 24NSUS 0] A)JURISUOD PAMILAL 9] PINOYS Ydaeasal Jo ssaidoud ay| g 1un pue ssaigoid MaINDY  €£°€d1
*SJUSWIDAILYDE JeU0SIad U0 S3S2493UL MAU JO 1NSal -smueuLoLsd Inok
e se uejd Juawdo)aAap Jeuosiad e mMalaal 03 santunjioddo aq Aew aJay]| duewloliad aAroidwl 0) saydeoudde saosdut U:w 519510
Jay30 J9apisuod pue ueyd e suisn ssai5oid MaLAaL 0] AJIALDR ylomweal ay) ysnouayy sarjtuniioddo aq Aew auo w :
yio ispl p 1 ! L 1 AJIAL)DR Y 194l y Y3 ss1jiuny q ulL 6 3Un 190w diay 03 ueyd Jnok
‘9jeridoudde se sueyd youeasals ydepe pue sulsn ‘guiuiea) JnoA
ssa450.4d mataal 03 sarltunlioddo aJe 249yy ‘ansst JUS.LIND B JO UOLIRSIISOAUL Y] JO uol1a)dwod ay3 Inoysnoly L g 1N Joj Aniqisuodsal oyl 7°€d1
3USWd01AP 104 g 1M 353Y] MO ..ch_L
$398.4e) Jeuostad 3as 0] Siy3y asn 03 salylunlioddo ade aiayy ‘Iipne s)ys jeuostad e 5ul3a)dwod Usym “pasalyde _ucm w._aoma Mw‘m:aﬂahm
9q )M 353Ul MOy 03 Se palejnuiio) ueld e pue 13s 9q 01 Paau |]IM s3958.4e] ‘AJIAL10R Wea) ay3 Supjeliapun ud u :
qnt Yl moy 0] se paje) J ueld e pue 31ss 2q 0] p NM s 1 AL 1 3Y3 subqellsp Um 6 3Un WO} UOLRULIOJUL
-Buluue)d JuedLLUSLS J0) PI3U 3 LM 243Y3 ‘91eS511S9AUL 0] SNSSE JUSLIND YdLYM SULISPLSUOD USYM g N Suisn s3964e119S  L°€d1
sjun jJuswsauinbau
JusWISSasse Jeulalul 1o Juswdo)aAsp 1oy sartunyioddp V/SY 9DUSPILAS oljoj3iod 1ys Ay

*aouewIoIad J19y3 aAaoldwi 0] Sutuiea) Jo sAem Juaiajilp OM] ISe3] 18 asn ued A3yl Moys
ISNW sJauled) ‘)|eJaAQ *(s195.4e3 9a1y] 15e3) 18 J9A0D p)noys S)dwexa ay3) £°€d1 pue 7°€d1 ‘1°€d1 104 pJepueis ay3} Suljoaw Jo a)dwexa auo 1sea) je aplLAoid

€ 19A97 — 9duew.0419d pue Sutuies) umo sutaoaduw|




161 0107 PAUWIT 199%3P3 © (10T 42quia3das - € aNSs| - WSLINO] pUe 19AR1] UL 39 199%3P3 - UOLRILIdAdS - /0£SZ0VN

*s3)qeLIeA JO Jaquinu e ajelod.iodut

03 Q191 st 3eyy Aeprioy 3s9433ul 1e1DadS ke J0) 93eyded e usay31ago) Ind 03 palinbal aJe siauues L1 3un
‘paJaplisuod

pue uayel aq pjnod ey saydeoudde jo A1aLieA e aAey |)m uGledwed Jeuorjowoud e Surdojaasq 0l Mun
*way3 SuLpde) JO SABM JUSIDHIP

AJ13USpL ued siaulea) alaym swalqoad jerjualod Auew juasaud 03 Aoy st AJLALIDR HIOoMWeD) 9y | 6 31Un
‘paJaplisuod

9q 01 SAeM JUDI394Ip SJe 319Y] ‘SuoLIeS1ISIAUL J1aY3 10} AS0j0poyraw Ydieasal e SuidojaAsp usaym g N
*PaJaplIsu0d 3q pInod saydeoidde JuaiaiLp Y "UOLIRULISIP B UO WSLINO] Jo syoedwl

aAlsod Suistwixew pue s}oeduwll 9AL11RSU SULSIWLULW JO SABM JSPLISUOD |)IM WISLINOY 3)qisuodsay /13un

‘wa)qoad Joawolsnd e Yim Jesp 01 paJinbal aue sisuiea 9 1uNn
"UIIM Jesp

9q PINOD 1L SABM JUSISLJLP JOPLSUOD PINOD SiduJed) ‘uollenils ADua5iawa ue uo Apnis ased e wo.4 G 1un
‘paJapisuod
99 P)N0d ey} SIY3 SulPde) JO SABM JUDISHLP SJe 3193 ‘SPasu JaWOoIsnd 399w A)9AISSY0D

pue AjjenplAlpul Jeyl uolleul}sap Jo sadA} Juaualilp sapnjdul Jeyl Adelaulyl ue 1ayiasol sulland usym ¥ un
*JOSIA

e JO Spaau x3)dwod ay3 393W ])IM Jey) SUOLIeULISSP JO SFUeJ B SULISPISUOD SJe SISUJIed) USYM € nun
‘saydeoidde aAljeUIS)R JSPISUOD PINOI SIdUIRST

‘pa3en|eAd ¢ P)N0D UOLIBSLURGIO UR UL 9DIAISS J9WO03sNd Jo Ajljenb ayy jeyy shkem Auew ale auay] nun

3L Supe)
JO sAem juauayjlp Aj1auapl
pue wayqoid e a10\dx3  L°€Sd

JUSWISSASSE |euldlul 1o JusawdolaAsp 10} sa1tunyioddo

Sjun zy/sv

jJuswsauinbau
9DUSPILAS oljoj3iod 1ys Ay

"(1°€Sd 40j) wa)qo.d e Fulpdey

10 sAem 1uaiajiip 934y3 1sea) e Suiojdxa apn)dul pjnoys aydwexa ayl "€ €Sd pue 7°€Sd ‘1°€Sd 104 pJepuels ay3 Surlaaw jo 9)dwexa auo Isea) 38 Splaoid

€ |9A97 — 8ulAjOS Waqo.d




010 P3)IWI7 199Xap3 @  0LOT 19quia3das - € aNnss| - WSLINOL pue 1aAeJL UL 3D9 199Xap3 - uoljedyldads - L0£6Z0VN

6l

*BULA)OS
wayqoud 03 yoeoudde unoA
M3LADJ pUB PAJOS U3(

*PaA)0S Ud3q Ssey wa)qo.d ay3 JayIdum MalAJ 03 3)ge 3] )M A3y3 AJIALIOR YIoM wea) 3y} ysnodyl 6 3uUn sey wayqoad ayy L YI3AYD)  €°€Sd
*9sue jeyy swajqoid yym
Suljeap Joj seapl Jayy Juswadwli 0] ANALDR ylomwes) ay3 ysnoayy ssntuniioddo aq Aew aiayl 6 un woiqoud oy
*paJapisuod aAey Aays syesodoud ayy o suo juswaidwt BULAOS JO Aem auo Ised)
ued SJSUJe) ‘UoLeSIURSIO UR UL 3DIAISS J9WOISND JO Ajljenb sy} JO UOLIBNIBAS UR Sulyelapun Usym nun Je juswaldwli pue ueld  Z7°€Sd

JUSWISSASSE |euldlul 1o JusawdolaAsp 104 sa1tunyioddo

Sjun zy/sv

jJuswsauinbau
9DUSPILAS oljoj3iod s Aoy




€61

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

*A31A130@ Wea) ay) INoYSNoIY3 usyelISpun 9q ued Sy 6 uUn
*s3uLpuly O uoljejuasald J1dY) pue UsSYeSpUN Ydueasad Uuo ssa430.ad yayd ued sisuleaT /1uun
*sSuLpuly 0 uolleluasald JIdY) pue USYeISpUN YIJeasad Uo ssa4d0ad 3Iayd ued sisuleaT G 1un
‘uonjediylenb
3y3 Jo padinbau piepueils ay) 03 SULJOM 3Je ASY3 24NSUS 0] SIIILALIDR UL3Y3 UOo Sssau5oad %oayd ued siauied ¥ N
-uonesLenb *S9A1103[qo paause
3y3 Jo padinbau piepueils ayj 031 SujJOM aJe ASY3 24nsua 03 SSIILALIDR ULaY3 uo ssaugoud yoayd ues ﬂm.vﬁmm._ € nun AnoA sp.emo ssaJzoud
: : A : : }29y> pue uoljesado
*sBuLpuly Jo uoljejussald J1Sy) pue usyenapun Ydueasad uo ssaigoud ydayd ued sisuleaT L aun -00 dojoASp 01 ¥93S  ZT'EOM
‘ugtedwed jeuorjowoud e ueld 0] sdnoug uL YJOM pINod Siauldea] | (Ol un
*A11A110e Wea] e ul ajedpined Jsnw sisulea 6 1uUn
*uolJeul}SOP B UL WSLIN0) 3)qIsuodsal Sulies1IsaAul yoes ‘sdnous ul }40M PINod Sisudes] /un
*A13snpul wislinoy
pue 19Ae.} 33 paldayje sey jeyy uotyenits Aouagisws ue ulyegLIsaAuL yoes ‘sdnous ul JOM PINod Sisudes G Hun
*SUOLIRUL}ISSP JUSIDHIP Bulydaeasal AQ ‘Juswssasse 03 Jorid pasinbau Suipueisispun
pue 93pa1MOoUuy JO 19A3] 3y} SULWISISP 0} WaY3 Jo) ‘sdnoig ul 3JOM Jeriul SWos op PiNod Siaudes p un
*SUOLIBULISOP JUDIDHIP Bulydaeasal AQ ‘Juswssasse 03 Jorid palinbau Suipueisisapun
pue 93pa1MOoUY JO 19A3] Sy} SULWISISP 0} WaY3 Jo) ‘sdnodg ul 3JOM Jerlul SWos op PNod Siaudes] € nun
*AJ43snpul aY3 JO SJ03109S JUID4LP AQ JDW SJB SPISU JSWOISND MOY SULISPLISUOD ‘SANOJS UL YJOM PINOD SIdUIedT rAR11Vp
*9)1qeJau)NA st A13snputl U3 YdLlym 03 aNnsst 1euI9IXd
ue Jo AJisnpul WSLINO} pue 19ARI]} SY] JO DlISl9)deieyd e 3uljedLIsaAuL yoes ‘sdnous ul JOM PIN0D Sidules L UM | "SI9YI0 UM MIOM UR)d L EOM
sjun jJuswsauinbau
JusWISSasse jeulalul 1o Juswdo]aAap 1oy sartunyioddp V/SV 9DUSPIAS o1joj3iod bys A9y

(Z'SOM JoJ) suolsedd0 om3 uo ssaigoud
Y29YD ISNW SJauieaT "uoljenits weal Jo dnois e uL YoM apn)duL 03 ‘€ EOM PUB Z°SOM ‘1 SOM 40} pJepuels ay) Sulzaaw jo a)jdwexs auo 1ses) e SplAoid

€ ]9A97 — SI3Y30 YIM SuljIOMm




010 P3)IWI7 199Xap3 @  0LOT 19quia3das - € aNnss| - WSLINOL pue 1aAeJL UL 3D9 199Xap3 - uoljedyldads - L0£6Z0VN

vél

*sasod.nd
JUSWISSISSe 10} ALALIOR Y3 Jo uolya1dwod uo palinbal st 3ng ssad04d ay3 3noysno.yl usyellapun aq ued Siy| 6 31Un
*sgulput} jo uorjejuasaud guimonos ‘1uoddns yim ‘palajdwod aq ued sty / nun
*sgulput} Jo uoryejuasald Suimonos ‘yioddns Yim ‘pajajdwod aq ued sty G un
*24n3ny ayy
*sguLput} Jo uoryejuasald Suimonos ‘yioddns Yim ‘pajajdwod aq ued sty ¥ un UL JOM 3AL3eI0gR]10D
. ¢ p sutroudwit jo
ssulpuly Jo uoryejuasald Suimon o) ‘11oddns yim ‘palajdwiod oq ued sty | €3N sAem 33,5 puE S92
*sBuLpuly jo uotyejuasald Suimonoy “uoddns yum ‘palajdwod aq ued sty 1 un UM IOM MAIASY  €°EOM
sjun jJuswsauinbau
JusWISSasse JeuJalul 1o Juswdo)aAap 1oy sartunyioddp ZV/SY 9DUSPILAS oljoj3iod s Aoy




G61

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

K3ajes pue yjjesH

S

S

S

saAllel}ulL ueadouny

>

>

JusWUOIIAUT

SISISES

diysuaziytd

eanyn)

SISTISS

JeLoos

1821413

SISTIS|S

SIES|S

SIS|ISISES

SISTIS|S

SISTISISIS|S

SISTISS

SISTIS|S

SISTIS|S

JeJow

s

Jen3uids

1 3N

Ll aun

0l 3un

6 3tun

8 un

Lyun

9 un

G Hun

¥ nun

€3N

nun

I un

anss|

surysodusis

WiNjNJLLIND J9PLIM D Xlpuaddy




0107 Pa)IWIT 19X9PT @ 10T J2qUWa1daS - € SNSS| - WSLINOL Pue }9AR1] UL DD ]99X9P3 - UOIEIIIDAdS - Z0£6Z0VN 961

-Juawdo)anap
WwIsLIN0} 10} Seapl pue wsLINo} Jo s1dedwl SULISPLISUOD USYM SINSSL JeJ0W SsnosLp 03 satltuniioddo Auew aue auay /N

"SINssL JeJow Jo Suipuelsiapun siaulea) dojoAap
03 PasSNISIp 94 Ued Jey) aA1RIUISDIda) SBISISAO UR SB SUIJOM USYM PaJalunodua 3q 03 A1ay L suolenils Auew aJe auay) 9 3un

*ALqisuodsad 1e89) ou sey Jojesado unoj e pue uotyenits Aoussiaws
ue S9DUSLIDAXS JBWO0ISND B USYM ‘O1dwexs 104 *saltjiqisuodsal 1e59) Jtay3 spaadxs sdeydad jeyy A1ajes Jowoisnd
13pisuod 03 AlLqisuodsal jeiow e SARY SUOL]eSIUBSIO WSLINOY pue j9Ae.) Jey) sAem ssndstp 03 satunyioddo aue auay| G Hun

*ALqisuodsal ou aAey Aayy Ajjess) sdeysad usym ‘spasu
Jawolsnd 193w 03 A))Lgisuodsal jeaow e 9ARY SUOLIBSIURSIO WISLINOY pue 19AR1]} Jey) sAem ssnostp 03 satjtunlioddo aJe aiay] Hnun Jesow

*sansst jen3Lids ssnosip 03 satuniyioddo aJe
2J3Y3 s3] JO aWOSs Inoge Suluiea) Usym os pue suoseal jeniuitds 1oy sAeprjoy 3salaiul jetdads ut ayedioiyied sysuinoy Auew | L 3un

*INolARYS(Q J3ANg 03 UOLIL)aJ UL PasSNISIp 3 Os|e ued
3] "suStedwed pue sjeLiajew jeuoryowold J0 JUSWAO)IASP IO UOLJRN|RAS UR 03 UOLIR}aJ UL PasSNISIp 8q PINod sansst jenmutds | o} 3un

3N sy Jo AIsSAL9p 9yl ysnodyl passnastp oq Aew ey) sansst jeniuids jerauajod Auew auae aiay) ‘awl) Aue
1e Aep Aue uo %J0M 0] s9aA01dws aitnbau pue 1q0)8 a4k A3snpul WSLINO) pue jaAe.] 3y3 Ul saljunlioddo juswAhoydws sy 6 lUNn

*UO1IRS11SSAUL J3Y1IN) IO} SANSSI
10 28Ukl © 19PISUOD SI2UJR3) S UOLSSNISIP Jelllul 1oy pajuasald 1o jiun siy3 Jo) Yyidap ul pasapisuod aq Aew sansst jeniLids g 31N

*A3unwiwod 3soy ay3 o Alljeniiids oyl uo wstnol jo 3oeduw
9y Japisuod 0] sarjtunyioddo aie auay] uolieun}sap e ul SulAl) a)doad 3o944e ued Jey) syoedut 1ednljnd-oLdos sey WsLINo | / nun

*s3ledldod uad ojul USILIM Sg ued 3say |
*Spaau jenjuids J1ay3 Japisuod 03 juelsoduwil St I ‘S9IURISWNDILD puUR SPadu Jawo3snd Jo Sulpuelsiapun ue SuldojoAsp usym ¥ 1un

‘syleJylod uad ojul USIILIM 3q Ued 33|

*Spaau jenjLitds J1ay3 Japisuod 03 juellodwl St L ‘S9DURISWINDILD pue SPasuU JaWO03sND Jo Sulpuelsiapun ue SuldojaAsp USYm € 1un
*pPassnNISLp 9q 0S]e ued spaau jenjLitds ,SJ1aWo3snd 399W SUOLIeSIURSIO WISLINOY pue |9ARI} UYdLIYMm UL sAep “sAed
9)0.J 03UL PaJNPO.IIUL PUR PasSSNISIP 8 UeD 3say) pue Jawolsnd Jo sadA) Jualajllp Jo spasu ay) 1094je Aew sansst jeniLiids rA
*Sansst
1eniuids jo JuawdojaAsp 03 pea) ued eyl WsLINO) Jo sadA} JuaJa)lp pue WSLINOY Jo Jusawdo)jaAap a3 Jo sydadse alde atay | L wun jemuids
syun
juawdojaAsap Joj santunyioddp V/SV anss|

suol3sagsns jusawdo)araq



L6l

010Z Pa)iWI] 192X9p3 @  010T 49quiandas - € anss| - WSLINO| pue 19ARIL UL 3)9 192X9p3 - uolyedy1ads - /0€6Z0VN

*UOLSSNISIP
0] 9SL1 DALS URD 9591 pue SaLINP J13Y] SURIISPUN USYM SINSSL JBLIOS J19JUN0DUD 03 A)ayL) aJe SaALIeIUasaIdal 110Say 9 Jun
*SuOLssassod ULaY] pue sua)19AR] JO A11IND3s Y3 pue A1ajes ‘yljeay 03 Sulle)ad SaNSSL 1eL1O0S G Jun
‘sytealiod uad ojul pasnpoJiuL g UBD SI9WO0ISND JO S9DURISWNDILD pUR SPasu Jeldos ay | ¥ un
*syteayiod uad ojul pasnpoJiuL g UBD SI9WO03ISND JO S9DURISWNDILD pUR SPasu Jeldos ay | € 1un
*Spaau J1aYy3 pue Jawolsnd Jo sadA) 03 uolje)ad uL passnIsLp 9q UeD Jeyj SSNSSL e1D0S aJe a4ay | 73un
*S9NSSL |BLI0S JO UOLSSNISLP 01 pea) p)nod sjuawdo)aAap
JUSLIND pue 1edLIolISIY U9SMIS] SaljLIe|LWILS Sy} pue S5UeyD 1eLI0S JO }NSSJ B SB 919M WSLIN0Y JO syuswdo)aasp Auew L Hun 1eLos
*Kepl1joy 3stje1dads jo sadAy urellad 03 Sulie)ad sansst 1edJLY1d ssnastp 01 santunjioddo aJe alay| Ll aun
*S3NSSL 1BIIYID JO UOLSSNISLP 0} ped) PIN0d SUOoLjesiuesIo WSLIN0) pue 19Aes} AQ pash spoylaw jeuoljowold Jo uoljenieAd uy | () un
*S9NSSL 1BILYID JO UOLSSNISLP 03 3SLI SALS PIN0D AJIsnpul WISLINO} pue 19AeJ) 9Y3 Ul sarjtunlioddo JuswAoydwsa jo ainjeu sy 6 Jun
*UOL1RS11S9AUL JBYLIN) 10} SSNSSL
JO 98UelJ B ISPISUOD SIBUJIRD) S UOLSSNISLP Jelliul J0) pajuasald 1o jiun syl Jo) yydap ul patapisuod aq Aew sansst 1ediyl] g Jun
*wsLINo} dojaAsap 03 sutuue)d aJe 10 dARY SUOLIRULISSP JUSIDHLP MOY SULISPISUOD USYM Padnpoiul 8q pinod sansst 1ediyl] /uun
*S9NSSL
1e21y3e 93elodiodul 03 satunlioddo aue a4ay) ‘OA1IRIUSSDIADI 140S3 B JO SallL|Lqisuodsad pue saLInp ay3 SULSSNISLP USYM 9 11un
*SJ9]19ARJ} UO pade|d SuoL)dLIISAI pue suoljesiuesio
wISLINO} pue 19AeJ} Jo ALqisuodsal A1ojeingal pue 1e39) 9y3 03 Sulle)aJ SaNSSE 1eILY3Id SsnosLp 03 satjtunlioddo aJe aiay] G jun
*13Wo3snd Jo sadA) Juauallp
JO SPaau 3y3 199W SUOLJLSIURSIO WISLINO} PUB |9ARIY YDIYM UL SABM SULISPLSUOD USYM PsSSNISIP 9q PINod $ansst 1ediyl] 7un 122133
Aepnjoy 1stjerdads jo sadA} ureluad 03 Sulle)ald SaNssL JeJow Sssnosip 01 satjtunyioddo aue auay ] L1 N
*S9NSSL J_JOW JO SUOLSSNISIP 0} pea) ued asay3 ajowoud Aay) Aem ay)] pue SadLAISS 10
s3onpoud J1ay3 Jo auo SulAng 03 suor}dalgo Jowo3Isnd SWO0IISA0 0} 3dwalje suoljesiuesIo WSLINO) pue 19ARI} UDIYM UL SAep | 01 3tun
*SONSSL |_JOW JO UOLJRISPLISUOD 03 pPe3) UeD AIISNpul WSLINO} pue |aARJ} 9y] Ul s9aAojdwsa Jo JnotAeyaq aY3 JO UOLSSNISLP Y 6 JluN
*UOL1eS11SOAUL JBYLIN) 10} SONSSL
JO 98Ul B ISPISUOD SISUIRI) SB UOLSSNISIP Jeliul J10) pajuasald Jo jiun syl Jo) yydap ul patspisuod oq Aew sansst 1elow Q Jun (panutjuod) yeiow
sjun
juawdojaAsap Joj santunyioddp V/SV anss|




0107 Pa)IWIT 19X9PT @ 10T J2qUWa1daS - € SNSS| - WSLINOL Pue }9AR1] UL DD ]99X9P3 - UOIEIIIDAdS - Z0£6Z0VN 861

+diysuaziiLd ssnosip 03 satunlioddo apiaoad ued WsLINO} pue j9Ae.] Ul saljtunlioddo JuswAoidwy 6 lun

+diysuaziiLd ssnastp 03 saniuniioddo ade a1ay) ‘YN 9yl ut Ajendilied ‘Quawido)aASp WSLINOY SULISPISUOD USYM / nun

*passnsip aq ued diysuazilld “UajiLp uleilig ul SSLIIUNO0D pue suol§al Moy SULISPISUOD USUM ¥ uun

-diysuazaLd ssnasip 03 saniunyioddo ale aiayy ‘wsLino} jo JuawdolaAap ay3 pue ageiliay SuLISpISUOD USYM L wun dwysuazily

*Aeprjoy stjerdads jo sadA} urelad 03 Sulle)ad sansst 1eld0s ssnJsLp 03 sayiunlioddo aJe aiay | L1 N

*SANSSI 1_INIIND JO UOLSSNISLP 03 3SLi SALS PIN0D AJISNpul WISLINO} pue 19Aes} 9y} Ul saltunyioddo juswAoidws jo ainjeu ay 6 31UN

*UO011e811S9AUL J3Y1INn) 10) SINSS!
JO 95Ukl © JSPISUOD SIaUIR3) SB UOLSSNISLP Jelllul J0) pajuasald Jo jiun sty J0) Yyidap ul paiapisuod aq Aew sansst jeinjn) g 31N

*S9NSSI 14NN UO SUOLISSNDSLP 0] 3SLI SALS UDe3 )IM UOL1eulIsap e ul wsLinol suldojaAap Jo sAem pue wsLINol Jo s1dedwl ay | /1N

*S3NSSL 1e4N3IND SSNISLP 0)
saljiunjioddo Auew apiaoad )tm 3UN YL *24Nn3)ND 1eD0] 3Y3 UO SIOIISIA SSIAPe 0} pa1dadxa 0s|e aJe A3y "S24N3ND JUIB4LP

YILM SUOLIRULISIP UL YJOM pUB SpUNoJdydeq JeJn}nd JuaIap Yim a1doad 1a3unodus 0} A)ayL] aJe saAljeIuasaldal 110saY 9 Jun
‘uLelldg JO S3LJIUNOD puUR SUOLSSI JUDIDHLP UL ISIXD JRYJ SSOUDIDHLP 1.INGIND SSNISIP
03 santunyioddo os|e aJe a1ay] ‘ulejlig 03 SIO}ISIA SBISIDAO S}ORJIIR JeUM SULISPISUOD USYM PISSNISLP 94 UeD SINSSL jednin) ¥ Hun
*sytes3Jod uad 0jul USJILIM puUR SIIURISWNDILD PUB SPa3U JSWOISND JO
SWLI9} UL PassnIsIp 9q os|e ued A3y °"suoljeul}ssp ueadony Jo sainjeay A9y ay) O SWIS) Ul PASSNISLP g ued SaNsst 1ean3nd € 3un
*sAeld
9104 0jUL US33LIM pue Jun sIy3 Jo 3ed se passndsip 99 ued SIY} pue suolie3dadxa pue spasu JaWo03Isnd 30944 ued ainyn) rAN Jedanyn)

*passndsIp 8q ued jey) AJIsnput ay3 Jo 103123s J141dads B 03 pajejad sansst |e1dos g Aew aJayl | 7} N

*Aeprjoy 1stjerdads jo sadA} ureluad 03 Sulle)ad SaNsst 1e1d0s ssnIsLp 03 satunlioddo aue auay L1 un

*SONSSL 1eLJ0S JO UOLSSNISLP 0) pea) pInNod suoljesiuesio WsLINo} pue 19AeJl AQ pasn spoyilaw jeuotjowo.d jo uotjenjeAs uy | QL un

*S3NSSL 1e1D0S JO UOISSNISIP 01 3SLI 9ALS pJNod AJISNpul WISLINO] pue 2AeJ) a3 ul saijtunlioddo juswAojdwsa jo ainjeu ay) 6 3Un
‘uo11es13SaAUL Jay1iny 1o} sansst Jo aguel
e JSPISUOD SJSUIR3] SB UOLSSNDSLP Jelitul 4o paiuasald 1o jwun siyl 4o yidap ul paJaplsuod St Jeyl auo 3q Aew Sansst |e1d0S g 1un
‘wsLIno} dojaAap 03 Suluue)d aJe 1o aARY SUOLIRULISSP JUSI34JIP MOY SULISPISUOD USYM padNnpoJiul 8q pNod Sanss! |eldos /N (panuijuod) yetdos
spun

juawdojaAsap Joj santunyioddp V/SV anss|




661 0107 PAUWIT 199%3P3 © (10T 42quia3das - € aNSs| - WSLINO] pUe 19AR1] UL 39 199%3P3 - UOLRILIdAdS - /0£SZ0VN

*A13snpul WsLINO} pue 19AB1} 9Y3 104 S)19YJew 135483 MaU pajeald aARY saAlenuL ueadolny | Q) Hun
*saljunlioddo jJuawAhoydwa mau paplaold
9ARY pue AJISNpul WSLINO} pue 19AeI} 3y} Ul sad13deld Supjiom pa3dajje aAey jeyy saAlenyiul ueadoiny Auew ale auay] 6 3UnN
*U011eS511S9AUL J9YLIN} J0) SANSSL JO
95Ukl B J9PISUOD SISUJRI) SB UOLSSNISLP |eljiul Jo) pajuasald 1o Jiun siy3 4o) yydap ul pataplisuod aq Aew saAljerjiul ueadouny 8 1un
un syl
ysnoJyy passnosip 9g Ued 3s3U3} pue S9AL}RIUSSSIAD. SBISISA0 JO S9d130eId SULIOM BU) Pa}dajje ARy SaAllelLUL ueadoing 9 un
*sJ9)19AR.} J0 AJLINDas pue Ajajes oy} pajdajse aAeYy jey) saAljer}iul ueadouny Auew aJe alay| G 3un
*S9ALjeLIUL ueadoung JO 3NsaJ e Se aq Aew AJ3SNpul WSLINO} puUe 19ARI} 33 3039}4B JeY3 SJ0}DR) |eUIDIXT | JUnN | SaALleluL ueadouny
*]e213LID 3q |)LM SINSSL |RJUSWIUOIIAUD “AJISNPUL WSLINO) PUR 19ARI) 3] JO S103I9S SWIOS 04 L1 3un
*UO13eS1ISaAUL J9Y3INy 104 SONSS| JO SFuel
© JSPISUOD SISUJR3) SB UOLISSNISIP Jeljtul Joj pajuasald 10 Jiun siyl Joj yidap uL paJaplsuod aq Aew SaNssL |eIUSWUOILAUT 8 1un
‘wIsLINO} Jo s3oedwl Jnode Suludes) USYM PassnISIP 3q J)LM SINSSL 1RIUSWIUOIIAUT / nun
*SONSS| 959Y3 JOPLISUOD 03 SJSUIe3) ped) Ued Sy} SuldNpoJiul
pue SSul19aW SW02)9M YSN0oay3 SISLIN0) 0] SINSSL |RIUSWUOIIAUS UO UOLIeWLIOjUL SpLAold ued S9ALIRIUSDIdDI 110SIY 9 1un
*PaSSNISIP 9q UBD SINSSL |RIUSWIUOIIAUS ‘Jeadde suoljeullsap aALS Jeyl sainileay A9y SuLISpISUOD USYM ¥ nun
*PasSNISIp 9q UeD SINSSL |RIUSWIUOIIAUS “UOLIRULISIP
e Jo jeadde pue Ajieindod syl paldajse aAey Jey) asoy) pue jeadde suolleullssp SALS Jeyl SaInies) A9y SULIDPISUOD USYM € Jun
‘wis1Ino} jo syoedwl 9Y3 0} SIduJed) SuLdNPOJIUL USYM PISSNISIP 94 UBD SINSSL 1RJUSWIUOIIAUT L 3un juswuoJdiAug
sjun
juswdo)jaAsp Joj sanrunlioddo V/SV anss|




010 P3)IWI7 199Xap3 @  0LOT 19quia3das - € aNnss| - WSLINOL pue 1aAeJL UL 3D9 199Xap3 - uoljedyldads - L0£6Z0VN

00t

*passnsLp g ued AIisnpul a3 JO SI0123S JUDILILP 0] SDURAD|AI SIL pue A1a)es pue yljeaH | 7J un
‘Buistnud pue sLiejes se yons sAepljoy ishjerdads o sadA) JuatajLlp 03 uolje)al UL passnosLp g pinod Ayajes pue yijesH | L1 un
‘Aanoe
Wwea) ay3 JO SWIa) UL passnasLp 9 osje Aew 3ng JuswAoidwa Jo ainjeu ay3 JO SWIISY UL PASSNISLP ¢ pPInod A1ajes pue YijeaH 6 3N
*Uo11eS1ISOAUL J9Y1INy JO) SINSSL JO d5URI B I9PISUOD
SJauJes) Se uolssnISLp Jeliul Joj pajuasald 1o jiun siyl Joj yidsp ul paisplsuod st jeyy auo oq Aew A1ajes pue yijeay g un
*SHJ37 Ul 3usWdo)2ASp WISLINOY JO SWIS) UL PasSNISLp 9q pinod Alajes pue YjeaH /un
*J9WO03IsND ay3 Jo A1ajes pue Yyijeay ayl apn)duL saAlleluasaldal 110sal Jo sanliqisuodsal ay | 9 1un
*31UN SLY3 40 AISALISP 33 UL JUSW)S A9y e 2q pInoys Ajajes pue yljeaH G 1un
‘Jeadde pue Ajueindod 1o palaplsuod sainiea) ay3 JO SUO 3q PINOD UOLIRULISIP € UL A}ajes pue Y3jeaH ¥ un
Jeadde pue Ajueindod 1o palaplsuod sainiea) ay3 JO SUO g PINOD UOLIRULISIP € UL A}ajes pue Y3jeaH € un
‘uoljesIUeSIO UR UL 9D1AISS JOWOISND 93BNjRAS 0] Pash eLIalLId Alljenb A3y ay3 Jo auo aq p)nod A}ajes pue yijeaH rA ]
*wisLINo}
10 JuUaWd0)9A3P 3Y) Pa1dajie SARY 1Ry SJ01DOR) SUL|gRUS puR SULleALIOW 3Y) JO SWLIS) UL PASSNISLp g ued A1ajes pue yjjeay L un K1ajes pue yyesHy
syun
juswdo)jaAsp Joj sanrunlioddo V/SV anss|




Appendix D: Performance descriptions

The performance descriptions for GCE Travel and Tourism aim to describe learning outcomes and levels
of attainment likely to be shown by a representative candidate performing at the A/B and E/U
boundaries for the AS and A2. The performance descriptions illustrate the expectations at these
boundaries for the AS and A2 as a whole; they have not been written at specification or unit level.

Each performance description is aligned to one Assessment Objective. An alphabetical system has been
used to denote each element of a performance description. There is no hierarchy of elements.

Performance descriptions are designed to assist examiners in exercising their professional judgement at
awarding meetings where the grade A/B and E/U boundaries will be set by examiners using professional
judgement. This judgement will reflect the quality of the candidates’ work, informed by the available
technical and statistical evidence. Performance descriptions will be reviewed continually and updated
where necessary.

Teachers may find performance descriptions useful in understanding candidates’ performance across
qualifications as a whole but should use the marking criteria identified in the specification when
assessing candidates’ work.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 201



010Z Pa)1WIT 195Xap3 @ 0107 4oquia1das - € anss| - WSLINO] pue J9Ae] UL 3)9 190X9P3 - Uoljed1dads - Z0€SZ0VN 20t
*swayqo.d
pUE S9NSSt pajers. ‘suolyenils Jo AlaLieA
-AjjeUoL1RD0A JNOQR .
suorjenyis e ul patnbau s))1s
SuUOL}epUSWIWO0D3
paje)aJ-A)jeuoliedoA paje)aJ-A)jeuoL1edoA
pue sjuawasdpn(
Jepwejun 3y3 Jo Sulpueisiapun
pauoseal-)|am ayew D
SWOS pue Jeljlwey pue a5pajmouy|
ey swajqo.d ‘swa)qo.d pue sansst UL S]IYS JUeAD) puUNOS ‘SUOLSSILIO M3}
2|NQRI0A ¢
Isieroads pue sanssi pajejal paie)aJ-AjeuoL}ed0A ay3 Alaandayye Aldde g UM ‘9jelisuowsp
euidodde cuorstouos pen el | Uorelior s san suopenys 202
Sasn YoLym e SN Ph P H Jut s} q paje)aJ-A)jeuoliedoA palejaJ-Ajjeuol1ed0A
03 9DUSPIAD AUy asn  (
SULURAW $921N0S Jepjiwejun 10 A1aLIeA B ssoude
- doudde yoJeasal J0 98uel e wo.y SW0S pue Jeljlwey 0} JU9lU0D paLydads
SAOALOD LOIUM o ysnouy3y pauleiqo uoljeW.Io UL JUBAJ)D. JU9lU0D paLydads oyl 9y3 Jo Sulpueisiapun
i uoljew.ojut ay3 ute3qo 03 sanbiuyday J0 Suipuelsispun pue pue a5pajmouy| suondunsa
uolssaldxa J0 ssauajeridoudde yoJeasal jo aguel 98pajmouy| 1ueAd)DI puUNOS ‘SUOLSSLLO MO} mucm.”_t.o Lmn
usylM asn e dyj 91eNnjeAd @ e AlaAl3dayjo asn e Apeouq Aldde e UM ‘9jeljsuowsp e Kuep %:on
:s93epLpUR) :s93epLpUR) :s91epLpuUeR) :sa1eplpue) :sa1epLpue) a/v sy
‘swayqo.d
pue sanssi pajejal *SIX93U0D *SIX9IU0D
-A)jeuor1edoA noge ‘swa)qo.d pue sansst paje)aJ-A)jeuol1ed0A paje)aJ-A)jeuol1ed0A
SUOL}RPUSWIWIODA. dyew paje)aJ-A)jeuolied0A utL ss palejal utL ‘sis paiejal 19A9]
puB SUOISNDUO0D MEIP asAjeue 0] uonew.iojut 1O pue JujU0d payldads | Jo pue ‘ualuod paljdads pasueApy
‘syuswaspn( pauosesal uteyqo o3 sanbiuyday 9Y3 Jo Sulpuelsiapun 9Y3 Jo Suipuelsiapun pue sy yioq
9yew 03 uoljew.ojul yoJeasals ajeridosdde pue agpajmouy pue agpajmouy | Joj saA133[q0
91eN|eAa sajeplpue) sn sajepipue) Aydde sajepipue) 9)eJISUOWSp Sajeplpue) JUBWISSISSY
uoljesIuNWWwo)
USYILIM JO AjenD | § 9AIID3[QO JUSWSSASSY | € DA1329[qQ JUSWISSOSSY | 7 DAIDA[QO JUSWISSISSY ] 9A1329[qQ JUSWISSISSY

*SOA1323[QQ JUSWISSISSY INO4 118 YSNoJy3 19w 3q ]]IM UOLIeILUNWIWOD USJILM
Jo Aajenb ,sajepipued ssasse 03 suoljedlydads 19A3] ZV pue Sy e Joj Juswalinbal ay) "SsJaylo ul aduewoylad 193132q AQ padue)eq aq Aew juswssasse Jo syoadse
3WOS UL SSULL0D1I0YS *)1_JSA0 SALID3[QQ JUSWISSASSY aY) J2W SeY 31epLpuRd ay3 UYdIYM 03 Jua3xa 3y} uodn ad13deld uL puadap |)IM papJeme apels ay] 3uajuod
3y3 auLyap 03 pausisap jou aJe A3y ‘uoledtyidads ayj UL pauljINo JUa3U0D 3y} 03 uoliejal UL pajaldiajul aq pinoys suoldLdsap ay] "SaWodINo Suluiea) painbal

3Y3 JO J0jedLpul 1edauas e aALS Aoy "sajepipued Aiepunog /3 pue g/V JO D1IsLia)deieyd Jusawuielle Jo 19A3) ay3 33edipul Sy Jo) suorydLinsap asuewojiad ay |




€0¢

0107 pa)iwly 195x9p3 @

0107 49qWia1das - € aNSS| - WISLINO | Pue 9ARI] Ut 3)9 199X3P3 - UOHed193ds - /0£SZ0VN

‘Aem
Isljerdads-uou
e uL passaldxa
9q Aew yoiym o

suluesaw
AoAu0d 03
alenbape St YoIym e

*swayqo.d pue sansst
paje)al-AjjeuotyedoAa
IN0ge SUOISN)DU0D

‘swa)qo.d pue sansst
paje)aJ-A)jeuoljedoA

JO sisAjeue
J1seq awos Jno Aued g

uoljeuLiojut
uLe}qo 03 9ouepLng

*9duepLng

Y3tm ‘suolyeniis

paie)aJ-A]euoL}ed0A

Jeljtwe) 03 SIS
jueAsjal swos Aidde g

suolyenyis pajejal
-A)euot1edonA Jerjwey
03 JUjU0D palydads
33 jo Suilpueisiapun

*SUOLSSLWO JURDLLUSLS
9q Aew auay]
*SUOLIBNLS UDALS
uL paJtnbau syys
palejaJ-A)euol1ed0A
3y3 Jo Bulpueisiapun
pue a8pajmouy

olseq ajeJisuowdp g

SUOLSSIWO JUeDLJLUBLS
9q Aew auay]
*SIX93U0D paie)al
-A)euol1edoA usALS
utL JU9lU0D paLydads
3y3 Jo Butpueisiapun

suolydiidsap
uolL1edIuUNWWOo)D J1Seq MERIp pue U3m sanbruyday pue 95pajMmouy pue a5pajMmouy soueuLIoyad
ualIM asn e uonjewuojut yussasd e yoJeasal asn e awos Aidde e Jlseq ajeJisuowap e
A1epunoq
:s9jeplpue) :s9jeplpue) :s9jeplpue) :s9jeplpue) :sajeplpue) n/asv
‘swayqo.d
pue sanssi paje)al *SIX93U0d *SIX93U0d
-A))euol1ed0A Jnoge ‘swajqo.d pue sansst palejal-A)euoL1ed0A paie)aJ-A)jeuolied0A
SUOL}epUSWIWODAI SYew palejal-A)jeuol1ed0A utL ‘sqqs paiejal ut ‘s)ys pajejad 19A9)
pue SUOLSN]DU0D MeIp 9sAleue 0] uoljew.ouL | JO pue ‘1U93U0d paLLdads |  JO pue ‘3uaU0D paLdads pacueApy
‘syuswadpn( pauoseal uteyqo o3 sanbiuyday 9Y3 Jo Sulpuelsiapun ay3 jo Bulpueisiapun pue Sy yjoq
9Yew 0} uolyew.lojul yoJeasau ajeridosdde pue a5paymouy pue a5pa)Mouy | 10} S9ALS[QO
9)en|eAd sa1eplpue) asn sajepipue) Aydde sajepipue) 9jelisuowap saleplpue) JUSWISSISSY
uoljesLunwWwo)

usanuM jo Ayjend

¥ 9A1323[qQ JUDWISSISSY

€ 9A1303[qQ JUSWISSISSY

7 9A1303[qQ JUSWISSISSY

1 9A1303[qQ JUSWISSISSY




010Z Pa)1WIT 195Xap3 @ 0107 4oquia1das - € anss| - WSLINO] pue J9Ae] UL 3)9 190X9P3 - Uoljed1dads - Z0€SZ0VN v0¢
‘wioj ayeridoidde
‘swajqo.d pue |ed150) ‘Jea)d e
pUE Sanssi pajejal UL UOLIBWIOUL JUBA)D
-A)euoi1e0A JN0qER juasaud pue asiuesio
309195 Aay] "a8ensue) ‘suorlenits Jo asuel
SuOol}epUSWWOI3I
ue sjuswaspn( ]e21uyd3a] JO puerWIWOD e ul paJinbau s)ys
P : poo3 e ajeJjsuowsp D palejas-Ajeuol1edoA
pauoseal 19M ew D .
swa)qo.d pue sansst suolyeniLs 3y3 Jo Sulpueisiapun
swa)qoJd pue sansst paje)aJ-AjjeuolyedoA pa3ejal-A)jeuolyedoA ysnoioyy
-K1e)nqes0oA paleja4-Ajeuol1ed0A x91dwod jo sisAjeue Jeljlwejun pue Jerjiwey pue a8pajmouy
1sijeidads noge suolsnjdouod 1e213LID e 3yew 0} UL SJIYS JueASIad yydop ul ajessuowsp
5 m:.am‘_aam pajeljueisgns uoljewojut sty asn - q 3Y3 suoldadxa may
Jel pUE pLJeA MeJp yam Aidde Ajaadays g $IX3ju0d
S9SN YJIYM e : S92.1Nnos paje)al-AjjeuolyedoA
03} 9JU3PIAd 3Y3 dsh suolyenis
Jo d8uel e wody JO d8uel e ssoloe
Sulueaw pa3ejal-A)jeuoliedoA d
sreudoudde yoJeasal uollew.ojuL JueAd|al JeNIWeUN pue Jerie JUSjU0D paljdads
SASAUOD UDIUM @ ysnoJyj pautelqo ute1qo 03 A19A13094)9 03 JU23U0D paiydads 3y3 Jo Bulpueisiapun
uorjewJojut ay3 sanbiuysa) youeasal ay3 JO Sulpue3sIopUN ysnoioyy suonyduosap
uolssaudxa 40 ssauajeridoudde 9jenidoudde jo 121310 pue a5pajmouy pue a8pajmouy mucm.EL.otm d
U9JILIM 3sn e | 9y} 9lenjeAd Ajeo3lid e | adued e asn pue 109)9s e jueAsjas Aidde e | Yidsp-ul ajesjsuowsp e Auepunog
:so3jeplpue) :S9jeplpue) :S9jeplpue) :s9jeplpue) :sajeplpue) a/v v
‘swayqo.d
pue sanss| paje)al *SIX9IU0D *SIX9IU0D
-A)1euoliedoA noge *swa)qoad pue sansst paje)aJ-A)jeuoliedoA pajejal-A)jeuol}edoa
suolyepusaWwWodal ayew pa3je)aJ-A)jeuoliedoA ut SIS palejal utL ‘sqys paiejal 19A9)
pue suoLSN1dU0d Melp 3sAjeue 03 uoljewlojul JO pue juaju0d palydads pue ‘3uajuod palydads pasueApy
‘syuswadpn( pauoseal ute3qo 03 sanbiuyodal 3y} Jo Sulpuelsispun 3y} Jo Sulpuelsispun pue Sy yjoq
9Yew 0} uolyew.ojul yoJeasau ajeridosdde pue a5paymouy pue a5pa)Mouy | 10} S9ALS[QO
jen|eAs sajeplpue) asn sajeplpue) Aydde sajepipue) 9je.isuowap sayeplpue) JUSWISSISSY
uoljeslunwwo)
ua33LIM Jo Ajjenpd ¥ 9A1323[qO JUSWISSIASSY € 9A1123[qQ JUSWSSISSY 7 2A11D3[qQ JUBWISSISSY ] 9A1123[qQ JUSWSSISSY

*SOA1323[QQ JUSWISSISSY INO4 118 YSNoJy3 19w 3q ]]IM UOLIeILUNWIWOD USJILM
J0 Aajenb ,sajepipued ssasse 03 suoljedlydads 19A3] ZV pue Sy e Joj Juswalinbal ay] *sJay3o ut aduewloylad 19132q AQ pasue)eq aq Aew juswssasse Jo syoadse
3WOS UL SSULL0D1I0YS *)1_JSA0 SALID3[QQ JUSWISSASSY aY) J2W SeY 31epLpuRd ay3 UYdIYM 03 Jua3xa 3y} uodn ad13deld uL puadap |)IM papJeme apels ay] 3uajuod
3y3 auLyap 03 pausisap jou aJe A3y ‘uoledtyidads ayj UL pauljINo JUa3U0D 3y} 03 uoliejal UL pajaldiajul aq pinoys suoldLdsap ay] "SaWodINo Suluiea) painbal

3y3 JO J0jedipul 1eauas e aALS Ay "sajepipued Aiepunog /3 pue g/V JO D1IsLIa)oeieyd Juswuielle Jo 19A3) ay3 33edLpul Zy Joj suolidiidsap aduewloylad syl




G0¢

010Z Pa)iWI7 192X9p3 @ 0LOT 49quialdas - € aNnss| - WSLINO | pue J9ARI] UL 3D9 192X9p3 - Uoljedy1dads - Z0£6Z0VN

J\ZLZ-1"20p"€anss| (pMy 31qQ) WISLINOL pue 1aAR1] Ul 339 L0ESZOVN\IDD Palddy\ad\LT\:Z01809ZWP8Y6E

‘Aem
Isljetdads-uou
e uL passaldxa
9q Aew YoIym e

suluesw
AaAu0d 03
ojenbape st YoIym e

*swayqo.d

pue sanssiL paje)a.l

-A)Jeuo11ed0A Jn0ge
syjuswaspnl ayew >

SUOLSN}OU0D
MeIp 0] 2DU3PIA2 SN g

yoJeasal
ysnouayj paureiqo
uoljeuLIojuL awos

‘swa)qo.d pue sansst
paje)aJ-A)jeuol}ed0A
J0o sisAjeue
pJemiojiysielis 3no
Auled 03] uoljewojul
SIY} JOo asn ayew q

S92UN0S pajlwl) Wo.y
uoljeuLIOJUL JURAD)S.
ute}qo 03 9duepLng

‘suolyenils
paje)aJ-A)jeuoliedoA
Jeljluejun awos
pue Jel)lwey} awos

uL s)s Jueadjas Aidde g

suorjeniis
paie)aJ-A]eUOL}RI0A
Jeljlwejun awos

pue Jel)lwey} awos

0} JU93U0D paldads
3y3 Jo Sulpueisiapun

*SUOLSSLWO JURDLJLUSLS
9q Aew alay]
‘suoljenyis paje)al
A)jeuo1Ied0A USALS
uL paJtnbau syys
palejaJ-A)euol1ed0A
9y3 Jo Sulpueisiapun
pue a8pajmouy

SWos djeljsuowap q

SUOLSSIWO JUeDLJLUBLS
9q Aew auay]
*SIX93U0D paie)al
-A)euol1edoA usALS
utL JU9lU0D paLydads
3y3 Jo Butpueisiapun

suolydiidsap
uolssaldxa J0 ssauajeridoudde yum sanbruyoay pue a5pajmouy| pue a8pajmouy souewIopad
uslIM asn e 9y} 9jenjeAs B yoJeasal asn e swos Aidde e SWOSs djeJIsUOWap B
A1epunoq
:sajeplpue) :s9jeplpue) :s9jeplpue) :s9jeplpue) :sajeplpue) n/awtv
‘swayqo.d
pue sanssi pale)al *SIX93U0d *SIX93U0d
-A)jeuoled0A Jnoge ‘swajqo.d pue sansst palejal-A)euoL1ed0A pajejal-A)jeuol}edoa
SUOL1EPUSWILIODII dyew palejal-A)jeuol1ed0A ut s)|1ys pajejal utL ‘sqys paiejal 19A9)]
pue SUOLSN]|DUO0D MBIP 9sAjeue 0] uoljew.ojul 10 pue JujU0d paLydads pue ‘3uajuod palydads pacueApy
‘syuawaspn( pauoseal uteyqo o3 sanbiuyday 9Y3 Jo Sulpuelsiapun 3y} Jo Sulpuelsispun pue sy yjoq
9Yew 0} uolyew.lojul yoJeasau ajeridosdde pue a5paymouy pue a5pa)Mouy | 10} S9ALS[QO
9)en|eAd sa1eplpue) asn sajepipue) Aydde sajepipue) 9jeJisuowsp sajepipue) JUSWISSISSY
uoljesiuNwwo)

usanuM jo Ayjend

¥ 9A1323[qQ JUDWISSISSY

€ 9A1303[qQ JUSWISSISSY

7 9A1303[qQ JUSWISSISSY

1 9A1303[qQ JUSWISSISSY




edexcel

advancing learning, changing lives

fQua

NI

Further copies of this publication are available from /./
Edexcel Publications, Adamsway, Mansfield, Notts NG18 4FN P "'JA-
T h 1623 467467 :
elephone 01623 46746 Llywodraeth Cynulliad Cymru

Fax 01623 450481
Email: publication.orders@edexcel.com

Welsh Assembly Government

Publications Code UA025307 September 2010

For more information on Edexcel and BTEC qualifications please
visit our website: www.edexcel.com

Edexcel Limited. Registered in England and Wales No. 4496750
Registered Office: One90 High Holborn, London WC1V 7BH. VAT Reg No 780 0898 07 . .
Rewarding Learning


mailto:publication.orders@edexcel.com
http://www.edexcel.org.uk/

	Introduction  
	 Qualification overview  
	Structure 
	Guided learning hours 
	Overview of units 
	Rationale 
	Recommended prior learning  
	Progression 
	Classification code 
	Links with other qualifications  

	Specification content  
	Unit 1: The Travel and Tourism Industry 
	Unit 2: The Travel and Tourism Customer 
	Unit 3: Destination Europe 
	Unit 4: Destination Britain 
	Unit 5: Travelling Safely 
	Unit 6: Resort Operations 
	Unit 7: Responsible Tourism 
	Unit 8: Current Issues in Travel and Tourism 
	Unit 9: Working in Travel and Tourism 
	Unit 10: Promotion and Sales in Travel and Tourism
	Unit 11: Special Interest Holidays 
	Unit 12: Travel Organisations
	 Assessment information  
	Assessment Objectives (AO) and weightings 
	External assessment 
	Internal assessment 
	Language of assessment 
	Statutory requirements 

	 Grading information  
	Mark bands 
	Grading, aggregation, and equivalence 
	Performance descriptions 

	 Additional information  
	Learner entry 
	Resitting of units 
	Access arrangements and special requirements  
	Disability Discrimination Act (DDA) 
	Quality of Written Communication (QWC) 
	Stretch and challenge 
	Malpractice and plagiarism 
	Learner recruitment  
	The wider curriculum 

	 Resources, support and training  
	Edexcel publications 
	Endorsed resources 
	Edexcel support services 

	 Appendices  
	Appendix A: Key skills mapping 
	Appendix B: Key skills development suggestions 
	Appendix C: Wider curriculum  
	Appendix D: Performance descriptions 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles false
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile ()
  /CalRGBProfile (Adobe RGB \0501998\051)
  /CalCMYKProfile (Europe ISO Coated FOGRA27)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJDFFile false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 524288
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage false
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
    /AdLibBT-Regular
    /AdobeSansMM
    /AdobeSerifMM
    /Aldine401BT-BoldA
    /Aldine401BT-BoldItalicA
    /Aldine401BT-ItalicA
    /Aldine401BT-RomanA
    /Aldine721BT-Bold
    /Aldine721BT-BoldItalic
    /Aldine721BT-Italic
    /Aldine721BT-Light
    /Aldine721BT-LightItalic
    /Aldine721BT-Roman
    /AlgerianBasD
    /AlgerianD
    /AllegroBT-Regular
    /AlternateGothicNo2BT-Regular
    /AmazoneBT-Regular
    /AmeliaBT-Regular
    /AmericanaBT-Bold
    /AmericanaBT-ExtraBold
    /AmericanaBT-ExtraBoldCondensed
    /AmericanaBT-Italic
    /AmericanaBT-Roman
    /AmericanGaramondBT-Bold
    /AmericanGaramondBT-BoldItalic
    /AmericanGaramondBT-Italic
    /AmericanGaramondBT-Roman
    /AmericanTextBT-Regular
    /AmericanUncD
    /AmerigoBT-BoldA
    /AmerigoBT-BoldItalicA
    /AmerigoBT-ItalicA
    /AmerigoBT-MediumA
    /AmerigoBT-MediumItalicA
    /AmerigoBT-RomanA
    /AmerTypewriterITCbyBT-Bold
    /AmerTypewriterITCbyBT-Medium
    /AndaleMono
    /Arial-Black
    /Arial-BlackItalic
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArnoldBoeD
    /ArribaArribaLetPlain
    /ArrusBT-Black
    /ArrusBT-BlackItalic
    /ArrusBT-Bold
    /ArrusBT-BoldItalic
    /ArrusBT-Italic
    /ArrusBT-Roman
    /ArsisD-Regu
    /ArsisD-ReguItal
    /AtlanticInline-Normal
    /AuroraBT-BoldCondensed
    /AuroraBT-RomanCondensed
    /AvantGardeITCbyBT-Book
    /AvantGardeITCbyBT-BookOblique
    /AvantGardeITCbyBT-Medium
    /AvantGardeITCbyBT-MediumOblique
    /BakerSignetBT-Roman
    /Ballads
    /BalloonBT-Bold
    /BalloonBT-ExtraBold
    /BalloonBT-Light
    /BangLetPlain
    /BankGothicBT-Light
    /BankGothicBT-Medium
    /BarCode39cHR
    /BauerBodoniBT-Black
    /BauerBodoniBT-BlackCondensed
    /BauerBodoniBT-BlackItalic
    /BauerBodoniBT-Bold
    /BauerBodoniBT-BoldCondensed
    /BauerBodoniBT-BoldItalic
    /BauerBodoniBT-Italic
    /BauerBodoniBT-Roman
    /BauerBodoniBT-Titling
    /BauhausITCbyBT-Bold
    /BauhausITCbyBT-Heavy
    /BauhausITCbyBT-Light
    /BauhausITCbyBT-Medium
    /BeehivePSMT
    /BellCentennialBT-Address
    /BellCentennialBT-BoldListing
    /BellCentennialBT-NameAndNumber
    /BellGothicBT-Black
    /BellGothicBT-Bold
    /BellGothicBT-Roman
    /BelweBT-Bold
    /BelweBT-Light
    /BelweBT-Medium
    /BelweBT-RomanCondensed
    /BenguiatGothicITCbyBT-Bold
    /BenguiatGothicITCbyBT-BoldItal
    /BenguiatGothicITCbyBT-Book
    /BenguiatGothicITCbyBT-BookItal
    /BenguiatITCbyBT-Bold
    /BenguiatITCbyBT-BoldItalic
    /BenguiatITCbyBT-Book
    /BenguiatITCbyBT-BookItalic
    /BergellLetPlain
    /BernhardBoldCondensedBT-Regular
    /BernhardFashionBT-Regular
    /BernhardModernBT-Bold
    /BernhardModernBT-BoldItalic
    /BernhardModernBT-Italic
    /BernhardModernBT-Roman
    /BernhardTangoBT-Regular
    /BertramLetPlain
    /BibleScrT
    /BinnerD
    /Blackletter686BT-Regular
    /BlacklightD
    /BlippoBT-Black
    /BodoniBT-Bold
    /BodoniBT-BoldCondensed
    /BodoniBT-BoldItalic
    /BodoniBT-Book
    /BodoniBT-BookItalic
    /BodoniBT-Italic
    /BodoniBT-Roman
    /BoinkLetPlain
    /BookAntiqua
    /BookAntiqua-Bold
    /BookAntiqua-BoldItalic
    /BookAntiqua-Italic
    /BookmanITCbyBT-Demi
    /BookmanITCbyBT-DemiItalic
    /BookmanITCbyBT-Light
    /BookmanITCbyBT-LightItalic
    /BookmanOldStyle
    /BookmanOldStyle-Bold
    /BookmanOldStyle-BoldItalic
    /BookmanOldStyle-Italic
    /BornBold
    /Braille
    /BremenBT-Black
    /BremenBT-Bold
    /BroadwayBT-Regular
    /BroadwayEngravedBT-Regular
    /BrodyD
    /BronxLetPlain
    /BruceOldStyleBT-Italic
    /BruceOldStyleBT-Roman
    /Brush445BT-Regular
    /Brush738BT-RegularA
    /BrushScriptBT-Regular
    /BulmerBT-Italic
    /BulmerBT-Roman
    /BusoramaITCbyBT-Medium
    /BusterD
    /BuxomD
    /CalisMTBol
    /CalistoMT
    /CalistoMT-BoldItalic
    /CalistoMT-Italic
    /Calligraphic421BT-RomanB
    /Calligraphic810BT-Italic
    /Calligraphic810BT-Roman
    /CamelliaD
    /CandidaBT-Bold
    /CandidaBT-Italic
    /CandidaBT-Roman
    /CarminaBT-Black
    /CarminaBT-BlackItalic
    /CarminaBT-Bold
    /CarminaBT-BoldItalic
    /CarminaBT-Light
    /CarminaBT-LightItalic
    /CarminaBT-Medium
    /CarminaBT-MediumItalic
    /Caslon224ITCbyBT-Bold
    /Caslon224ITCbyBT-BoldItalic
    /Caslon224ITCbyBT-Book
    /Caslon224ITCbyBT-BookItalic
    /Caslon540BT-Italic
    /Caslon540BT-Roman
    /CaslonBT-Bold
    /CaslonBT-BoldItalic
    /CaslonOldFaceBT-Heavy
    /CaslonOldFaceBT-Italic
    /CaslonOpenfaceBT-Regular
    /CastleT-Bold
    /CastleT-Book
    /CastleT-Ligh
    /CastleT-Ultr
    /CataneoBT-Bold
    /CataneoBT-Light
    /CataneoBT-Regular
    /CataneoBT-RegularSwash
    /CaxtonBT-Bold
    /CaxtonBT-BoldItalic
    /CaxtonBT-Book
    /CaxtonBT-BookItalic
    /CaxtonBT-Light
    /CaxtonBT-LightItalic
    /Century725BT-Black
    /Century725BT-Bold
    /Century725BT-BoldCondensed
    /Century725BT-Italic
    /Century725BT-Roman
    /Century725BT-RomanCondensed
    /Century731BT-BoldA
    /Century731BT-BoldItalicA
    /Century731BT-ItalicA
    /Century731BT-RomanA
    /Century751BT-ItalicB
    /Century751BT-RomanB
    /CenturyExpandedBT-Bold
    /CenturyExpandedBT-BoldItalic
    /CenturyExpandedBT-Italic
    /CenturyExpandedBT-Roman
    /CenturyGothic
    /CenturyGothic-Bold
    /CenturyGothic-BoldItalic
    /CenturyGothic-Italic
    /CenturyOldstyleBT-Bold
    /CenturyOldstyleBT-Italic
    /CenturyOldstyleBT-Roman
    /CenturySchoolbook
    /CenturySchoolbook-Bold
    /CenturySchoolbook-BoldItalic
    /CenturySchoolbookBT-Bold
    /CenturySchoolbookBT-BoldCond
    /CenturySchoolbookBT-BoldItalic
    /CenturySchoolbookBT-Italic
    /CenturySchoolbookBT-Monospace
    /CenturySchoolbookBT-Roman
    /CenturySchoolbook-Italic
    /CharterBT-Black
    /CharterBT-BlackItalic
    /CharterBT-Bold
    /CharterBT-BoldItalic
    /CharterBT-Italic
    /CharterBT-Roman
    /Charting
    /CheckNums-MICR
    /CheltenhamBT-Bold
    /CheltenhamBT-BoldCondensed
    /CheltenhamBT-BoldCondItalic
    /CheltenhamBT-BoldExtraCondensed
    /CheltenhamBT-BoldHeadline
    /CheltenhamBT-BoldItalic
    /CheltenhamBT-BoldItalicHeadline
    /CheltenhamBT-Italic
    /CheltenhamBT-Roman
    /CheltenhamITCbyBT-Bold
    /CheltenhamITCbyBT-BoldItalic
    /CheltenhamITCbyBT-Book
    /CheltenhamITCbyBT-BookItalic
    /Chesterfield
    /ChiselD
    /CircleD
    /CityD-Bold
    /CityD-Ligh
    /CityD-Medi
    /ClarendonBT-Black
    /ClarendonBT-Bold
    /ClarendonBT-BoldCondensed
    /ClarendonBT-Heavy
    /ClarendonBT-Light
    /ClarendonBT-Roman
    /ClarendonBT-RomanCondensed
    /Classic
    /ClassicalGaramondBT-Bold
    /ClassicalGaramondBT-BoldItalic
    /ClassicalGaramondBT-Italic
    /ClassicalGaramondBT-Roman
    /Clocks
    /CloisterBlackBT-Regular
    /CloisterOpenFaceBT-Regular
    /ComicSansMS
    /ComicSansMS-Bold
    /CommercialScriptBT-Regular
    /CompactaBT-Black
    /CompactaBT-Bold
    /CompactaBT-BoldItalic
    /CompactaBT-Italic
    /CompactaBT-Light
    /CompactaBT-Roman
    /Composer
    /CooperBT-Black
    /CooperBT-BlackHeadline
    /CooperBT-BlackItalic
    /CooperBT-BlackItalicHeadline
    /CooperBT-BlackOutline
    /CooperBT-Bold
    /CooperBT-BoldItalic
    /CooperBT-Light
    /CooperBT-LightItalic
    /CooperBT-Medium
    /CooperBT-MediumItalic
    /CopperplateGothic-Bold
    /CopperplateGothicBT-Bold
    /CopperplateGothicBT-BoldCond
    /CopperplateGothicBT-Heavy
    /CopperplateGothicBT-Roman
    /CopperplateGothicBT-RomanCond
    /CopperplateGothic-Light
    /CountdownD
    /Courier
    /Courier10PitchBT-Bold
    /Courier10PitchBT-BoldItalic
    /Courier10PitchBT-Italic
    /Courier10PitchBT-Roman
    /Courier-Bold
    /Courier-BoldOblique
    /CourierNewPS-BoldItalicMT
    /CourierNewPS-BoldMT
    /CourierNewPS-ItalicMT
    /CourierNewPSMT
    /Courier-Oblique
    /CroissantD
    /CurlzMT
    /CushingITCbyBT-Heavy
    /CushingITCbyBT-HeavyItalic
    /DanceItalic
    /DavidaBoldBT-Regular
    /Decorated035BT-Regular
    /DellaRobbiaBT-Bold
    /DellaRobbiaBT-Roman
    /DeVinneBT-Italic
    /DeVinneBT-ItalicText
    /DeVinneBT-Roman
    /DeVinneBT-Text
    /DexGothicD
    /DextorD
    /DextorOutD
    /DfCalligraphicOrnamentsLetPlain
    /DfDiversionsLetPlain
    /DfDiversitiesLetPlain
    /DingbatsTwo
    /DiskusD-Medi
    /DL-Manel
    /Docu
    /DomBoldBT-Regular
    /DomCasualBT-Regular
    /DomDiagonalBT-Bold
    /DomDiagonalBT-Regular
    /Dutch766BT-BoldA
    /Dutch766BT-ItalicA
    /Dutch766BT-RomanA
    /Dutch801BT-Bold
    /Dutch801BT-BoldItalic
    /Dutch801BT-ExtraBold
    /Dutch801BT-ExtraBoldItalic
    /Dutch801BT-Italic
    /Dutch801BT-ItalicHeadline
    /Dutch801BT-Roman
    /Dutch801BT-RomanHeadline
    /Dutch801BT-SemiBold
    /Dutch801BT-SemiBoldItalic
    /Dutch809BT-BoldC
    /Dutch809BT-ItalicC
    /Dutch809BT-RomanC
    /Dutch823BT-BoldB
    /Dutch823BT-BoldItalicB
    /Dutch823BT-ItalicB
    /Dutch823BT-RomanB
    /EckmannD
    /Egyptian505BT-Bold
    /Egyptian505BT-Light
    /Egyptian505BT-Medium
    /Egyptian505BT-Roman
    /Egyptian710BT-RegularA
    /ElegantGaramondBT-Bold
    /ElegantGaramondBT-Italic
    /ElegantGaramondBT-Roman
    /Elephant-Regular
    /EmbassyBT-Regular
    /Emboss-Normal
    /EmpireBT-Regular
    /EnglischeSchT-Bold
    /EnglischeSchT-DemiBold
    /EnglischeSchT-Regu
    /English111AdagioBT-Regular
    /English111PrestoBT-Regular
    /English111VivaceBT-Regular
    /English157BT-Regular
    /EngraversGothicBT-Regular
    /EngraversMT
    /EngraversOldEnglishBT-Bold
    /EngraversOldEnglishBT-Regular
    /EngraversRomanBT-Bold
    /EngraversRomanBT-Regular
    /EnviroD
    /ErasITC-Bold
    /ErasITCbyBT-Bold
    /ErasITCbyBT-Book
    /ErasITCbyBT-Demi
    /ErasITCbyBT-Light
    /ErasITCbyBT-Medium
    /ErasITCbyBT-Ultra
    /ErasITC-Demi
    /ErasITC-Light
    /ErasITC-Medium
    /Euclid
    /Euclid-Bold
    /Euclid-BoldItalic
    /EuclidExtra
    /EuclidExtra-Bold
    /EuclidFraktur
    /EuclidFraktur-Bold
    /Euclid-Italic
    /EuclidMathOne
    /EuclidMathOne-Bold
    /EuclidMathTwo
    /EuclidMathTwo-Bold
    /EuclidSymbol
    /EuclidSymbol-Bold
    /EuclidSymbol-BoldItalic
    /EuclidSymbol-Italic
    /EuroSig
    /EuroSigMon
    /EwieD
    /Exotic350BT-Bold
    /Exotic350BT-DemiBold
    /Exotic350BT-Light
    /FelixTitlingMT
    /Fences
    /FencesPlain
    /FeniceITCbyBT-Bold
    /FeniceITCbyBT-BoldItalic
    /FeniceITCbyBT-Regular
    /FeniceITCbyBT-RegularItalic
    /FetteFraD
    /FlamencoD
    /FlamencoInlD
    /Flareserif821BT-Bold
    /Flareserif821BT-Light
    /Flareserif821BT-Roman
    /FlashD-Bold
    /FlashD-Ligh
    /FlemishScriptBT-Regular
    /FolioBT-Bold
    /FolioBT-BoldCondensed
    /FolioBT-Book
    /FolioBT-ExtraBold
    /FolioBT-Light
    /FolioBT-LightItalic
    /FolioBT-Medium
    /FolliesLetPlain
    /Formal436BT-Regular
    /FormalScript421BT-Regular
    /ForteMT
    /FrakturBT-Regular
    /FrankfurterHigD
    /FranklinGothic-Book
    /FranklinGothic-BookItalic
    /FranklinGothic-Demi
    /FranklinGothic-DemiCond
    /FranklinGothic-DemiItalic
    /FranklinGothic-Heavy
    /FranklinGothic-HeavyItalic
    /FranklinGothicITCbyBT-Book
    /FranklinGothicITCbyBT-BookItal
    /FranklinGothicITCbyBT-Demi
    /FranklinGothicITCbyBT-DemiItal
    /FranklinGothicITCbyBT-Heavy
    /FranklinGothicITCbyBT-HeavyItal
    /FranklinGothic-Medium
    /FranklinGothic-MediumCond
    /FranklinGothic-MediumItalic
    /Freeform710BT-Regular
    /Freeform721BT-Black
    /Freeform721BT-BlackItalic
    /Freeform721BT-Bold
    /Freeform721BT-BoldItalic
    /Freeform721BT-Italic
    /Freeform721BT-Roman
    /Freehand471BT-Regular
    /Freehand521BT-RegularC
    /Freehand575BT-RegularB
    /Freehand591BT-RegularA
    /FreestyleScrD
    /FreestyleScriptITC-Bold
    /FrenchScriptMT
    /FrizQuadrataITCbyBT-Bold
    /FrizQuadrataITCbyBT-Roman
    /Frutiger-Black
    /Frutiger-Bold
    /Frutiger-Roman
    /FrysBaskervilleBT-Roman
    /FuturaBlackBT-Regular
    /FuturaBT-Bold
    /FuturaBT-BoldCondensed
    /FuturaBT-BoldCondensedItalic
    /FuturaBT-BoldItalic
    /FuturaBT-Book
    /FuturaBT-BookItalic
    /FuturaBT-ExtraBlack
    /FuturaBT-ExtraBlackCondensed
    /FuturaBT-ExtraBlackCondItalic
    /FuturaBT-ExtraBlackItalic
    /FuturaBT-Heavy
    /FuturaBT-HeavyItalic
    /FuturaBT-Light
    /FuturaBT-LightCondensed
    /FuturaBT-LightItalic
    /FuturaBT-Medium
    /FuturaBT-MediumCondensed
    /FuturaBT-MediumItalic
    /GalliardITCbyBT-Bold
    /GalliardITCbyBT-BoldItalic
    /GalliardITCbyBT-Italic
    /GalliardITCbyBT-Roman
    /GandoBT-Regular
    /Garamond
    /Garamond-Bold
    /Garamond-Italic
    /GaramondITCbyBT-Bold
    /GaramondITCbyBT-BoldCondensed
    /GaramondITCbyBT-BoldCondItalic
    /GaramondITCbyBT-BoldItalic
    /GaramondITCbyBT-Book
    /GaramondITCbyBT-BookCondensed
    /GaramondITCbyBT-BookCondItalic
    /GaramondITCbyBT-BookItalic
    /GaramondNo4CyrTCY-Ligh
    /GaramondNo4CyrTCY-LighItal
    /GaramondNo4CyrTCY-Medi
    /Geometric212BT-Book
    /Geometric212BT-BookCondensed
    /Geometric212BT-Heavy
    /Geometric212BT-HeavyCondensed
    /Geometric231BT-BoldC
    /Geometric231BT-HeavyC
    /Geometric231BT-LightC
    /Geometric231BT-RomanC
    /Geometric415BT-BlackA
    /Geometric415BT-BlackItalicA
    /Geometric415BT-LiteA
    /Geometric415BT-LiteItalicA
    /Geometric415BT-MediumA
    /Geometric415BT-MediumItalicA
    /Geometric706BT-BlackB
    /Geometric706BT-BlackCondensedB
    /Geometric706BT-BoldCondensedB
    /Geometric706BT-MediumB
    /Geometric885BT-RegularD
    /GeometricSlab703BT-Bold
    /GeometricSlab703BT-BoldCond
    /GeometricSlab703BT-BoldItalic
    /GeometricSlab703BT-Light
    /GeometricSlab703BT-LightItalic
    /GeometricSlab703BT-Medium
    /GeometricSlab703BT-MediumCond
    /GeometricSlab703BT-MediumItalic
    /GeometricSlab703BT-XtraBold
    /GeometricSlab703BT-XtraBoldCond
    /GeometricSlab703BT-XtraBoldItal
    /GeometricSlab712BT-BoldA
    /GeometricSlab712BT-ExtraBoldA
    /GeometricSlab712BT-LightA
    /GeometricSlab712BT-LightItalicA
    /GeometricSlab712BT-MediumA
    /GeometricSlab712BT-MediumItalA
    /Georgia
    /Georgia-Bold
    /Georgia-BoldItalic
    /Georgia-Italic
    /GildeSorts
    /GillSansMT
    /GillSansMT-Bold
    /GillSansMT-BoldItalic
    /GillSansMT-Condensed
    /GillSansMT-ExtraCondensedBold
    /GillSansMT-Italic
    /GillSansMT-UltraBoldCondensed
    /GillSans-UltraBold
    /GlaserSteD
    /GloucesterMT-ExtraCondensed
    /GorillaITCbyBT-Regular
    /Gothic720BT-BoldB
    /Gothic720BT-BoldItalicB
    /Gothic720BT-ItalicB
    /Gothic720BT-LightB
    /Gothic720BT-LightItalicB
    /Gothic720BT-RomanB
    /Gothic725BT-BlackA
    /Gothic725BT-BoldA
    /Gothic821CondensedBT-Regular
    /GothicNo13BT-Regular
    /GoudyCatalogueBT-Regular
    /GoudyHandtooledBT-Regular
    /GoudyOldStyleBT-Bold
    /GoudyOldStyleBT-BoldItalic
    /GoudyOldStyleBT-ExtraBold
    /GoudyOldStyleBT-Italic
    /GoudyOldStyleBT-Roman
    /GoudyOldStyleT-Bold
    /GoudyOldStyleT-Italic
    /GoudyOldStyleT-Regular
    /GoudySansITCbyBT-Black
    /GoudySansITCbyBT-BlackItalic
    /GoudySansITCbyBT-Bold
    /GoudySansITCbyBT-BoldItalic
    /GoudySansITCbyBT-Light
    /GoudySansITCbyBT-LightItalic
    /GoudySansITCbyBT-Medium
    /GoudySansITCbyBT-MediumItalic
    /Greek-WSI
    /GriffonPSMT
    /GrizzlyITCbyBT-Regular
    /GrouchITCbyBT-Regular
    /Haettenschweiler
    /HandelGotD-Bold
    /HandelGotD-Ligh
    /HandelGothicBT-Regular
    /Hardcore
    /HarlowD
    /HazelLetPlain
    /HehenHebT-Bold
    /Helvetica
    /Helvetica-Bold
    /Helvetica-BoldOblique
    /Helvetica-Oblique
    /HoboBT-Regular
    /HomePlanning
    /HomePlanning2
    /HoratioD-Bold
    /HoratioD-Ligh
    /HoratioD-Medi
    /HorndonD
    /Humanist521BT-Bold
    /Humanist521BT-BoldCondensed
    /Humanist521BT-BoldItalic
    /Humanist521BT-ExtraBold
    /Humanist521BT-Italic
    /Humanist521BT-Light
    /Humanist521BT-LightItalic
    /Humanist521BT-Roman
    /Humanist521BT-RomanCondensed
    /Humanist521BT-UltraBold
    /Humanist521BT-XtraBoldCondensed
    /Humanist531BT-BlackA
    /Humanist531BT-BoldA
    /Humanist531BT-RomanA
    /Humanist531BT-UltraBlackA
    /Humanist777BT-BlackB
    /Humanist777BT-BlackItalicB
    /Humanist777BT-BoldB
    /Humanist777BT-BoldItalicB
    /Humanist777BT-ItalicB
    /Humanist777BT-LightB
    /Humanist777BT-LightItalicB
    /Humanist777BT-RomanB
    /Humanist970BT-BoldC
    /Humanist970BT-RomanC
    /HumanistSlabserif712BT-Black
    /HumanistSlabserif712BT-Bold
    /HumanistSlabserif712BT-Italic
    /HumanistSlabserif712BT-Roman
    /HuxleyVerticalBT-Regular
    /IceAgeD
    /Impact
    /ImperialBT-Bold
    /ImperialBT-Italic
    /ImperialBT-Roman
    /ImpressBT-Regular
    /ImprintMT-Shadow
    /Incised901BT-Black
    /Incised901BT-Bold
    /Incised901BT-BoldCondensed
    /Incised901BT-Compact
    /Incised901BT-Italic
    /Incised901BT-Light
    /Incised901BT-Nord
    /Incised901BT-NordItalic
    /Incised901BT-Roman
    /Industrial736BT-Italic
    /Industrial736BT-Roman
    /Informal011BT-Black
    /Informal011BT-Roman
    /IowanOldStyleBT-Black
    /IowanOldStyleBT-BlackItalic
    /IowanOldStyleBT-Bold
    /IowanOldStyleBT-BoldItalic
    /IowanOldStyleBT-Italic
    /IowanOldStyleBT-Roman
    /Ipa-samdUclphon1SILDoulosL
    /Ipa-samdUclphon1SILDoulosLBold
    /Ipa-samdUclphon1SILDoulosLBoldItalic
    /Ipa-samdUclphon1SILDoulosLItalic
    /Ipa-sammUclphon1SILManuscriptL
    /Ipa-sammUclphon1SILManuscriptLBold
    /Ipa-sammUclphon1SILManuscriptLBoldItalic
    /Ipa-sammUclphon1SILManuscriptLItalic
    /Ipa-samsUclphon1SILSophiaL
    /Ipa-samsUclphon1SILSophiaLBold
    /Ipa-samsUclphon1SILSophiaLItalic
    /Japanese-Generic1
    /Jazz
    /KabarettD
    /KabelITCbyBT-Book
    /KabelITCbyBT-Demi
    /KabelITCbyBT-Medium
    /KabelITCbyBT-Ultra
    /KaufmannBT-Bold
    /KaufmannBT-Regular
    /Kidnap
    /KingTut1
    /KingTut2
    /KisBT-Italic
    /KisBT-Roman
    /Korean-Generic1
    /KorinnaITCbyBT-Bold
    /KorinnaITCbyBT-KursivBold
    /KorinnaITCbyBT-KursivRegular
    /KorinnaITCbyBT-Regular
    /Kuenstler480BT-Black
    /Kuenstler480BT-Bold
    /Kuenstler480BT-BoldItalic
    /Kuenstler480BT-Italic
    /Kuenstler480BT-Roman
    /KunstlerschreibschD-Bold
    /KunstlerschreibschD-Medi
    /LandscapePlanning
    /Lapidary333BT-Black
    /Lapidary333BT-Bold
    /Lapidary333BT-BoldItalic
    /Lapidary333BT-Italic
    /Lapidary333BT-Roman
    /LasVegasD
    /Latin725BT-Bold
    /Latin725BT-BoldItalic
    /Latin725BT-Italic
    /Latin725BT-Medium
    /Latin725BT-MediumItalic
    /Latin725BT-Roman
    /LatinExtraCondensedBT-Regular
    /LatinWidD
    /LcdD
    /LeawoodITCbyBT-Book
    /LeawoodITCbyBT-BookItalic
    /LetterGothic12PitchBT-Bold
    /LetterGothic12PitchBT-BoldItal
    /LetterGothic12PitchBT-Italic
    /LetterGothic12PitchBT-Roman
    /LetterGothicMT
    /LetterGothicMT-Bold
    /LetterGothicMT-BoldOblique
    /LetterGothicMT-Oblique
    /LibertyBT-Regular
    /LibertyD
    /LibraBT-Regular
    /LifeBT-Bold
    /LifeBT-BoldItalic
    /LifeBT-Italic
    /LifeBT-Roman
    /Lithograph
    /Lithograph-Bold
    /LithographLight
    /Love
    /LubalinGraphITCbyBT-Bold
    /LubalinGraphITCbyBT-Book
    /LubalinGraphITCbyBT-Medium
    /LubalinGraphITCbyBT-XtraLight
    /LuciaBT-Regular
    /LucidaConsole
    /LucidaSans
    /LucidaSans-Demi
    /LucidaSans-DemiItalic
    /LucidaSans-Italic
    /LucidaSans-Typewriter
    /LucidaSans-TypewriterBold
    /LucidaSans-TypewriterBoldOblique
    /LucidaSans-TypewriterOblique
    /LucidaSansUnicode
    /LydianBT-Bold
    /LydianBT-BoldItalic
    /LydianBT-Italic
    /LydianBT-Roman
    /LydianCursiveBT-Regular
    /MachineITCbyBT-Regular
    /MaiandraGD-Regular
    /MandarinD
    /Map-Symbols
    /MariageD
    /MattAntiqueBT-Bold
    /MattAntiqueBT-Italic
    /MattAntiqueBT-Roman
    /Mega
    /MetropolitainesD
    /MICR10byBT-Regular
    /MICR12byBT-Regular
    /MICR13byBT-Regular
    /MicrogrammaD-BoldExte
    /MicrogrammaD-MediExte
    /MilanoLet
    /Minion-Web
    /MiraraeBT-Bold
    /MiraraeBT-Roman
    /MisterEarlBT-Regular
    /Modern20BT-ItalicB
    /Modern20BT-RomanB
    /Modern735BT-RomanA
    /Modern880BT-Bold
    /Modern880BT-Italic
    /Modern880BT-Roman
    /MonaLisaRecutITC-Normal
    /Monospace821BT-Bold
    /Monospace821BT-BoldItalic
    /Monospace821BT-Italic
    /Monospace821BT-Roman
    /Monotypecom
    /MonotypeSorts
    /MorseCode
    /MotterFemD
    /MSOutlook
    /MT-Extra
    /MT-Symbol
    /MT-Symbol-Italic
    /MurrayHillBT-Bold
    /Music
    /NevisonCasD
    /Newage
    /NewBaskervilleITCbyBT-Bold
    /NewBaskervilleITCbyBT-BoldItal
    /NewBaskervilleITCbyBT-Italic
    /NewBaskervilleITCbyBT-Roman
    /News701BT-BoldA
    /News701BT-ItalicA
    /News701BT-RomanA
    /News702BT-Bold
    /News702BT-BoldItalic
    /News702BT-Italic
    /News702BT-Roman
    /News705BT-BoldB
    /News705BT-BoldItalicB
    /News705BT-ItalicB
    /News705BT-RomanB
    /News706BT-BoldC
    /News706BT-ItalicC
    /News706BT-RomanC
    /NewsGothicBT-Bold
    /NewsGothicBT-BoldCondensed
    /NewsGothicBT-BoldCondItalic
    /NewsGothicBT-BoldExtraCondensed
    /NewsGothicBT-BoldItalic
    /NewsGothicBT-Demi
    /NewsGothicBT-DemiItalic
    /NewsGothicBT-ExtraCondensed
    /NewsGothicBT-Italic
    /NewsGothicBT-ItalicCondensed
    /NewsGothicBT-Light
    /NewsGothicBT-LightItalic
    /NewsGothicBT-Roman
    /NewsGothicBT-RomanCondensed
    /NewtextITCbyBT-Regular
    /NewtextITCbyBT-RegularItalic
    /NicolasCocT-Blac
    /NicolasCocT-Regu
    /NicolasCocT-ReguItal
    /NimbusRomDGR-Bold
    /NimbusRomDGR-BoldItal
    /NimbusRomDGR-Regu
    /NimbusRomDGR-ReguItal
    /NormandeBT-Italic
    /NormandeBT-Roman
    /NovareseITCbyBT-Bold
    /NovareseITCbyBT-BoldItalic
    /NovareseITCbyBT-Book
    /NovareseITCbyBT-BookItalic
    /Nowdance
    /NuptialBT-Regular
    /OCRAbyBT-Regular
    /OCRAExtended
    /OCRB10PitchBT-Regular
    /OfficePlanning
    /OkayD
    /OldTowneNo536D
    /OnyxBT-Regular
    /OrandaBT-Bold
    /OrandaBT-BoldCondensed
    /OrandaBT-BoldItalic
    /OrandaBT-Italic
    /OrandaBT-Roman
    /OrandaBT-RomanCondensed
    /OratorBT-FifteenPitch
    /OratorBT-TenPitch
    /OrbitBbyBT-Regular
    /OriginalGaramondBT-Bold
    /OriginalGaramondBT-BoldItalic
    /OriginalGaramondBT-Italic
    /OriginalGaramondBT-Roman
    /OzHandicraftBT-Roman
    /PabloLetPlain
    /PalaceScriptMT
    /ParisianBT-Regular
    /ParkAvenueBT-Regular
    /Perpetua
    /PerpetuaTitlingMT-Light
    /Petra
    /PhotoBold
    /PhyllisD
    /Pica10PitchBT-Roman
    /PioneerITCbyBT-Regular
    /PiranesiItalicBT-Regular
    /PlaybillBT-Regular
    /PlayingCards
    /PlazaD-Regu
    /Pop
    /PosterBodoniBT-Italic
    /PosterBodoniBT-Roman
    /Present
    /Prestige12PitchBT-Bold
    /Prestige12PitchBT-BoldItalic
    /Prestige12PitchBT-Italic
    /Prestige12PitchBT-Roman
    /PrincetownD
    /PSL-TX
    /PTBarnumBT-Regular
    /PumpTriD
    /QuicksilverITC-Normal
    /QuillScript-Normal
    /QuorumITCbyBT-Black
    /QuorumITCbyBT-Light
    /QuorumITCbyBT-Medium
    /RageItalic
    /RageItalicLetPlain
    /RaleighBT-Bold
    /RaleighBT-DemiBold
    /RaleighBT-ExtraBold
    /RaleighBT-Light
    /RaleighBT-Medium
    /RaleighBT-Roman
    /Rap
    /Remember
    /RevueBT-Regular
    /Ribbon131BT-Bold
    /Ribbon131BT-Regular
    /Rock
    /Rockwell-Bold
    /Rockwell-Condensed
    /Rockwell-CondensedBold
    /Rockwell-ExtraBold
    /Rockwell-Italic
    /RomanaBT-Bold
    /RomanaBT-Roman
    /RubberStampLetPlain
    /SchadowBT-Black
    /SchadowBT-BlackCondensed
    /SchadowBT-Bold
    /SchadowBT-Light
    /SchadowBT-LightCursive
    /SchadowBT-Roman
    /SchneidlerBT-Black
    /SchneidlerBT-BlackItalic
    /SchneidlerBT-Bold
    /SchneidlerBT-BoldItalic
    /SchneidlerBT-Italic
    /SchneidlerBT-Light
    /SchneidlerBT-LightItalic
    /SchneidlerBT-Medium
    /SchneidlerBT-MediumItalic
    /SchneidlerBT-Roman
    /ScribaLetPlain
    /Script12PitchBT-Roman
    /ScriptMTBold
    /SeagullBT-Bold
    /SeagullBT-Heavy
    /SeagullBT-Light
    /SeagullBT-Medium
    /Semaphore
    /SerifaBT-Black
    /SerifaBT-Bold
    /SerifaBT-BoldCondensed
    /SerifaBT-Italic
    /SerifaBT-Light
    /SerifaBT-LightItalic
    /SerifaBT-Roman
    /SerifaBT-Thin
    /SerifaBT-ThinItalic
    /SerpentineD-Bold
    /SerpentineD-BoldItal
    /ShotgunBlanksBT-Regular
    /ShotgunBT-Regular
    /SignLanguage
    /Signs
    /Slicker
    /SlipstreamLetPlain
    /SloganD
    /SnellBT-Black
    /SnellBT-Bold
    /SnellBT-Regular
    /Software
    /SouvenirITCbyBT-Demi
    /SouvenirITCbyBT-DemiItalic
    /SouvenirITCbyBT-Light
    /SouvenirITCbyBT-LightItalic
    /Square721Blk-Italic
    /Square721Blk-Normal
    /Square721-BoldItalic
    /Square721BT-Bold
    /Square721BT-BoldCondensed
    /Square721BT-BoldExtended
    /Square721BT-Roman
    /Square721BT-RomanCondensed
    /Square721BT-RomanExtended
    /Square721Demi-Italic
    /SquareSlabserif711BT-Bold
    /SquareSlabserif711BT-Light
    /SquareSlabserif711BT-Medium
    /SquireD-Bold
    /SquireD-Regu
    /Staccato222BT-Regular
    /Staccato555BT-RegularA
    /StencilBT-Regular
    /StopD
    /StuyvesantBT-Regular
    /StymieBT-Bold
    /StymieBT-BoldItalic
    /StymieBT-ExtraBold
    /StymieBT-ExtraBoldCondensed
    /StymieBT-Light
    /StymieBT-LightItalic
    /StymieBT-Medium
    /StymieBT-MediumItalic
    /Swiss721BT-Black
    /Swiss721BT-BlackCondensed
    /Swiss721BT-BlackCondensedItalic
    /Swiss721BT-BlackExtended
    /Swiss721BT-BlackItalic
    /Swiss721BT-BlackOutline
    /Swiss721BT-BlackRounded
    /Swiss721BT-Bold
    /Swiss721BT-BoldCondensed
    /Swiss721BT-BoldCondensedItalic
    /Swiss721BT-BoldCondensedOutline
    /Swiss721BT-BoldExtended
    /Swiss721BT-BoldItalic
    /Swiss721BT-BoldOutline
    /Swiss721BT-BoldRounded
    /Swiss721BT-Heavy
    /Swiss721BT-HeavyItalic
    /Swiss721BT-Italic
    /Swiss721BT-ItalicCondensed
    /Swiss721BT-Light
    /Swiss721BT-LightCondensed
    /Swiss721BT-LightCondensedItalic
    /Swiss721BT-LightExtended
    /Swiss721BT-LightItalic
    /Swiss721BT-Medium
    /Swiss721BT-MediumItalic
    /Swiss721BT-Roman
    /Swiss721BT-RomanCondensed
    /Swiss721BT-RomanExtended
    /Swiss721BT-Thin
    /Swiss721BT-ThinItalic
    /Swiss911BT-ExtraCompressed
    /Swiss911BT-UltraCompressed
    /Swiss921BT-RegularA
    /Sydnie
    /Symbol
    /SymbolMT
    /SymbolProportionalBT-Regular
    /TagLetPlain
    /Tahoma
    /Tahoma-Bold
    /TangoBT-Regular
    /Techno
    /Thanks
    /Thehits
    /ThunderbirdBT-Regular
    /TiffanyITCbyBT-Demi
    /TiffanyITCbyBT-DemiItalic
    /TiffanyITCbyBT-Heavy
    /TiffanyITCbyBT-HeavyItalic
    /TiffanyITCbyBT-Light
    /TiffanyITCbyBT-LightItalic
    /TigerRagLetPlain
    /Times-Bold
    /Times-BoldItalic
    /TimeScrD-Bold
    /TimeScrD-Ligh
    /TimeScrD-Medi
    /Times-Italic
    /TimesNewRomanMT-ExtraBold
    /TimesNewRomanPS-BoldItalicMT
    /TimesNewRomanPS-BoldMT
    /TimesNewRomanPS-ItalicMT
    /TimesNewRomanPSMT
    /Times-Roman
    /Transitional511BT-Bold
    /Transitional511BT-BoldItalic
    /Transitional511BT-Italic
    /Transitional511BT-Roman
    /Transitional521BT-BoldA
    /Transitional521BT-CursiveA
    /Transitional521BT-RomanA
    /Transitional551BT-MediumB
    /Transitional551BT-MediumItalicB
    /Trebuchet-BoldItalic
    /TrebuchetMS
    /TrebuchetMS-Bold
    /TrebuchetMS-Italic
    /TrumpetLite-Bold
    /TrumpetLite-BoldItalic
    /TrumpetLiteItalic
    /TrumpetLite-Normal
    /TwCenMT-Bold
    /TwCenMT-BoldItalic
    /TwCenMT-CondensedBold
    /TwCenMT-CondensedExtraBold
    /TwCenMT-CondensedMedium
    /TwCenMT-Medium
    /TwCenMT-MediumItalic
    /TypoUprightBT-Regular
    /UmbraBT-Regular
    /UniversityRomanBT-Bold
    /UniversityRomanBT-Regular
    /Unplug
    /URWWoodTypD
    /VAGRoundedBT-Regular
    /Venetian301BT-Demi
    /Venetian301BT-DemiItalic
    /Venetian301BT-Italic
    /Venetian301BT-Roman
    /Verdana
    /Verdana-Bold
    /Verdana-BoldItalic
    /Verdana-Italic
    /VictorianD
    /VinetaBT-Regular
    /VivaldiD
    /VladimirScrD
    /Webdings
    /WeddingTextBT-Regular
    /WeidemannITCbyBT-Bold
    /WeidemannITCbyBT-BoldItalic
    /WindsorBT-Elongated
    /WindsorBT-Light
    /WindsorBT-LightCondensed
    /WindsorBT-Outline
    /WindsorBT-Roman
    /Wingdings-Regular
    /Xmas
    /ZapfCalligraphic801BT-Bold
    /ZapfCalligraphic801BT-BoldItal
    /ZapfCalligraphic801BT-Italic
    /ZapfCalligraphic801BT-Roman
    /ZapfChanceryITCbyBT-Bold
    /ZapfChanceryITCbyBT-Demi
    /ZapfChanceryITCbyBT-Medium
    /ZapfChanceryITCbyBT-MediumItal
    /ZapfDingbats
    /ZapfDingbatsITCbyBT-Regular
    /ZapfElliptical711BT-Bold
    /ZapfElliptical711BT-BoldItalic
    /ZapfElliptical711BT-Italic
    /ZapfElliptical711BT-Roman
    /ZapfHumanist601BT-Bold
    /ZapfHumanist601BT-BoldItalic
    /ZapfHumanist601BT-Demi
    /ZapfHumanist601BT-DemiItalic
    /ZapfHumanist601BT-Italic
    /ZapfHumanist601BT-Roman
    /ZapfHumanist601BT-Ultra
    /ZapfHumanist601BT-UltraItalic
    /ZinjaroLetPlain
    /ZurichBT-Black
    /ZurichBT-BlackExtended
    /ZurichBT-BlackItalic
    /ZurichBT-Bold
    /ZurichBT-BoldCondensed
    /ZurichBT-BoldCondensedItalic
    /ZurichBT-BoldExtended
    /ZurichBT-BoldExtraCondensed
    /ZurichBT-BoldItalic
    /ZurichBT-ExtraBlack
    /ZurichBT-ExtraCondensed
    /ZurichBT-Italic
    /ZurichBT-ItalicCondensed
    /ZurichBT-Light
    /ZurichBT-LightCondensed
    /ZurichBT-LightCondensedItalic
    /ZurichBT-LightExtraCondensed
    /ZurichBT-LightItalic
    /ZurichBT-Roman
    /ZurichBT-RomanCondensed
    /ZurichBT-RomanExtended
    /ZurichBT-UltraBlackExtended
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 350
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /ENU ()
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /BleedOffset [
        0
        0
        0
        0
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName (sRGB IEC61966-2.1)
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements true
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2540 2540]
  /PageSize [595.245 841.846]
>> setpagedevice


