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Answer all questions.

1.	 Travel and tourism organisations may receive different levels of complaints from both internal 
and external customers which need to be dealt with in appropriate ways.

	 (a)	 Discuss the range of basic and complex complaints that could be received from 
external customers using examples from two of the following types of travel and tourism 
organisation:

	 (i)	 a large hotel
	 (ii)	 a tour operator
	 (iii)	 a major tourist attraction.	 [10]

	 (b)	 (i)	 Describe the complaints procedures used by one named travel and tourism 
organisation you have studied for dealing with both basic and complex complaints 
from external customers.	 [10]

		  (ii)	 Evaluate the complaints procedures used by travel and tourism organisations for 
dealing with complaints from internal customers.	 [8]

	 Total = 28 marks

2.	 Managers in travel and tourism organisations need to ensure that the service their staff deliver 
is meeting their customers’ needs. To do this they set customer service quality standards.

	 (a)	 Outline how a manager could identify customers’ needs when setting up a new travel and 
tourism organisation.	 [8]

	 (b)	 Explain how the range of customer service quality standards set by named travel and 
tourism organisations meet customers’ needs.	 [8]

	 In order to assess the effectiveness and quality of their customer service delivery, travel and 
tourism organisations need to set up procedures to monitor these standards.

	 (c)	 Evaluate the procedures for monitoring customer service quality standards used by one 
named travel and tourism organisation you have studied.	 [8]

	 Total = 24 marks
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3.	 Research shows that organisations with well motivated staff perform better than those with 
poorly motivated staff.

	 (a)	 Describe the variety of motivational techniques that managers of travel and tourism 
organisations could use to ensure that their staff are well motivated.	 [10]

	 (b)	 Identify and assess the likely effects on the operation of travel and tourism organisations 
which could result from having poorly motivated staff.	 [8]

	 Managers use different management styles when running travel and tourism organisations.

	 (c)	 Evaluate the strengths and weaknesses of two different management styles you have 
studied.	 [10]

	 Total = 28 marks

4.	 Travel and tourism managers need to ensure their organisations comply with the requirements 
of a range of laws and regulations.

	 (a)	 Describe the operational practices travel and tourism organisations must have in place 
to ensure the security of information under the requirements of the Data Protection Act 
1998.	 [10]

	 Travel and tourism organisations must comply with the Disability Discrimination Acts of 1995 
and 2005, the requirements of which have been updated into the Equality Act 2010.

	 (b)	 For one named travel and tourism organisation you have studied, describe and evaluate 
the measures put in place to comply with current disability laws and regulations for 
external and internal customers, and for people applying for jobs within the organisation.

			   [10]

			   Total = 20 marks
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