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	INSTRUCTIONS:
· This paper consists of FIVE sections.
· All questions are COMPULSORY.
· Answers must be numbered correctly.
· Answer each question carefully and follow the instructions given.
· Answer each NEW QUESTION on a NEW PAGE in your answer book.

· Non-programmable pocket calculators may be used.


	


	SECTION A
QUESTION 1
	


	1.1
Five international tourism icons are pictured below.  Copy the following table into 
your answer book and use it to complete the information regarding each icon.
	


	No. of icon
	Name of icon
	City of location
	Country of location
	Local Currency
	

	1.1.1

1.1.2

1.1.3

1.1.4

1.1.5
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       1.1.1



1.1.2



1.1.3
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    1.1.4





1.1.5

5 x 4 =
	(20)


	1.2 The following questions are based on information contained in the SATOUR FACT FILES.
1.2.1
In which city are the headquarters of SATOUR?

1.2.2 Name the THREE high risk malaria areas in South Africa.

1.2.3 In which province is the world’s highest permanent bungy jump bridge situated?

1.2.4 In which part of South Africa can the paradise of flowers be seen, during August and September?

1.2.5 In which city is the Playhouse Theatre complex situated?

1.2.6 In which province are most of the top tourist attractions in South Africa situated?
1.2.7 Name any TWO adventure activities that tourists can enjoy in Mpumalanga.

1.2.8 What months are the best for observing the Southern Right Whale?

1.2.9 Name TWO tourist attractions in Soweto that foreign tourists are keen to see and experience.
	(1)

(3)

(1)

(1)

(1)

(1)

(2)

(3)

(2)


	1.3
Give a short explanation, in the context of the travel industry of the following 
terms:
1.3.1 WORLDSPAN

1.3.2 FOREX

1.3.3 PASSPORT

1.3.4 PAX

1.3.5 SWIFT








5 x 1 =
	(5)

[40]


	QUESTION 2
	


	2.1 The graph below represents how tourists who visited South Africa felt about their personal safety, while visiting the country, during the times shown.  Good meant they felt safe and not in danger;  Fair that there were a few occasions when they did not feel too safe;  and Below Average meant there were many times when they felt their personal safety was at risk.

Study the graph carefully, and then answer the questions that follow.
	


	RATING OF PERSONAL SAFETY
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2.1.1
When did the majority of tourists feel safe while in South Africa?  What 


percentage of tourists gave such a response?
2.1.2 When did the highest percentage of tourists indicate that they felt unsafe and what was the figure?

2.1.3 When did the highest percentage of tourists say that they felt fairly safe and what was the figure?

2.1.4 Interpret, in your own words, the findings for the period January 1993.
	(1)

(1)

(1)

(2)


	2.2
The graph below indicates the different types of accommodation foreign visitors 
made use of during January 1997 and January 1998.

Study the graph carefully, then answer the questions that follow.
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TYPE OF ACCOMMODATION USED BY FOREIGN VISITORS
	


	

	


	2.2.1 In which year was hotel accommodation the highest and what was the percentage?
2.2.2 What kind of accommodation was used the least and in what year did that occur?

2.2.3 Foreign visitors sometimes make use of accommodation with friends and family.  In which of the two years was this accommodation higher and what was the percentage?

2.2.4 When the two years are compared, two types of accommodation showed a sharp decline relative to the year before.  What were the two types of accommodation concerned in this instance and in each case, by how much did it decrease?

2.2.5 When the two years are compared, which type of accommodation showed the largest increase in use and what was the percentage increase?
	(1)

(1)

(1)

(2)

(1)


	2.3
The graph below indicates the number of overseas arrivals (not from Africa) to 
South Africa (bar graph) as well as the percentage growth compared to the 
previous year (line graph).

Study the graph carefully, and then answer the questions that follow.
	


	OVERSEAS ARRIVALS (NON-AFRICAN)
	


	


	


	2.3.1 When was the highest growth in overseas arrivals recorded and what was the percentage growth?
2.3.2 When was the lowest growth in overseas arrivals recorded and what was the percentage growth?

2.3.3 When did the lowest number of overseas visitors come to South Africa and what was the number?

2.3.4 When did the highest number of overseas arrivals come to South Africa and what was the number?

TOTAL FOR SECTION A:
	(1)

(1)

(1)

(1)

[15]
[55]


	SECTION B
SERVICE EXCELLENCE AND TECHNOLOGY

QUESTION 3

GLOBAL PERSPECTIVES
	


	3.1
Read the article below “Great Service Earns Singita Top Honours”, then answer 
the questions that follow:
	


	GREAT SERVICE EARNS SINGITA TOP HONOURS
	

	Singita Private Game Reserve, an exclusive wildlife retreat in Mpumalanga adjacent to the Kruger Park, made news last week when it was not only rated the top hotel in the world by the readers of America’s biggest selling travel magazine, Conde Nast Traveler but simultaneously achieved the seemingly impossible:  an unprecedented perfect score of 100.
   No other hotel anywhere has ever managed this in the 13 years of the existence of the awards, with readers giving the two lodges on the reserve full marks
on all accounts – rooms,
service, food and location.

   These achievements could mark the turning point for South Africa’s Tourism Industry, once constantly castigated for its lack of a service ethic.
   The award was greeted with delight by the staff of Singita.

   Mark Witney, group general manager of Singita, summed up their philosophy:  “There is no such phrase as ‛we don’t’ or ‛we can’t’ at our lodges in the reserve.  We provide anything our guests want whenever they want it.”
   He said that when he arrived at a top hotel in the Indian Ocean islands one evening a year or two ago, he missed dinner by five minutes.  He was told by a seemingly gleeful manager:  
	
	   “Sorry, but the dining room closed at 9:45”.  He vowed that guests at Singita would never experience the same treatment.

   To ensure guests are given the welcome they deserve, training is a vital component of working at Singita.  Most of the staff are locals.

   Witney said that when a tracker is ready for promotion to game ranger, he or she is flown to a five star hotel in Cape Town for the experience.  There they are waited on by others and attend courses at wine farms.  They are encouraged to develop conversational skills and to understand the cultural background of international visitors.  By the time they take over their new jobs, they can hold their own with anyone.
    “Some of our young staff have never been on a plane or stayed at a hotel, so the experience is something of a revelation,” Witney said.  “By the time they move to their new jobs they are totally confident.”
   What is it like staying at the world’s only perfect hotel?

   Witney invited me to visit Singita and arranged for SA Express to fly me there for a quick look.
	
	   Yet it wasn’t the luxurious accommodation that made the one-day stay memorable.  Many lodges are as well equipped.  Many provide fine fare. I wanted to know what made Singita the best hotel in the world.
   Graham Ledger, general manager of Singita, belie-ves in including everyone in the business of running the lodge.  This is one of few places in South Africa where it appears there is no distinction between colour or gender.  Everyone works together as a team.
   It became increasingly apparent that the two lod-ges are something of a microcosm, of South Africa at its best.  They exude warmth, informality and the spirit of ubuntu for which this country is justifiably famous.  The staff seems to love their jobs, their guests and each other.
   I have no doubt at all why Singita carried away the ultimate accolade.  The people there have created the ambience that makes it so special.
	


	Condensed from an article in The Star November 2001
	


	3.1.1 In your own words say why Singita was awarded a perfect score of 100.
3.1.2 List the FOUR aspects for which “Readers gave the two lodges on the reserve, full marks on all accounts.”

3.1.3 Discuss the philosophy that is adhered to at Singita.

3.1.4 Name the vital component of working at Singita, to ensure guests are given the welcome they deserve.

3.1.5 Briefly outline the experience a tracker will enjoy when he is flown to Cape Town.

3.1.6 What does Graham Ledger, general manager of Singita believe?

3.1.7 “It became increasingly apparent that the two lodges are something of a microcosm of South Africa at its best”.  What do they exude?

3.1.8 List any FIVE basics of service excellence that a worker must follow when he or she is working with tourists.


	(2)
(2)

(2)

(1)
(4)

(1)

(3)

(5)

[20]


	QUESTION 4
TECHNOLOGY

4.1
Read the article below very carefully before answering any questions.
	



	
	


	Taken from “Which? Business Equipment” Vol. 18.5
	


	4.1.1 What is the key element for any successful business?
4.1.2 “Up until recently having meetings with staff, partners or clients meant physically having to be there.”  What does video conferencing now enable one to experience?

4.1.3 Discuss the ultimate results of video conferencing.

4.1.4 Briefly summarize the merits of video conferencing.

4.1.5 Mention what statistics have shown.

TOTAL FOR SECTION B:
	(1)
(2)

(3)

(3)

(1)
[10]
[30]


	SECTION C
BASIC CALCULATIONS, FOREX, TIME ZONES AND TIMETABLES

QUESTION 5
	


	5.1
Study the table below which gives the exchange rate of the Rand to several other 
currencies.  Use it to answer the questions that follow.  Show all your 
calculations.  Answers must be given to two decimal places.
	


	COUNTRY
	RAND EQUIVALENT
	

	United States of America
	11,49
	

	United Kingdom
	16,25
	

	Japan
	0,09
	

	Zimbabwe
	0,21
	

	Botswana
	0,91
	

	European Monetary Union
	5,06
	


	
5.1.1
A South African tourist travels to several countries and spends the 



following amounts, charging them to his credit card:  $178,45 and £116,97 

and E566,43.  His credit card statement will show these amounts in South 


African Rands.  What will the total be, in South African Rands?  Show all 


your calculations.
	(4)


	5.1.2 A tourist from Zimbabwe visited South Africa.  He would have spent


R3 045,68 on accommodation, R2 688,91 on vehicle hire and R880,50 on 
meals, but he stayed with family and saved all that money.  How much did 
he save, in total, converted into Zim Dollars?  Show all your calculations.
	(4)


	5.2
Study Addendum 1, the extract taken from the Internet, dealing with the recent 
introduction of the Euro in the European Union, then answer the questions that 
follow.
5.2.1 Give the date on which the Euro would be brought into use.

5.2.2 Give the Internet Address of the European Central Bank.

5.2.3 Is the United Kingdom part of the European Monetary Union?  Give a reason for your answer.

5.2.4 Name TWO precautions tourists should take, when visiting countries in the Euro Area, when paying for goods and services.
	(1)

(1)

(2)

(3)

[15]


	QUESTION 6
	


	6.1
Study Addendum 2, the world time-zone map, and use it to calculate your 
answers to the questions that follow.  In your answers, the time must be given 
using the 24-hour format and you must state whether it is the same day, the next 
day or the previous day.  Show all your calculations.
	


	6.1.1 A South African businessman is due to fly to three different destinations during June.  He has instructed his Personal Assistant to calculate his time of arrival in each city, given below.
(a) Rio de Janeiro: Departing Cape Town 09:00, flying time 8 hours

(b) Delhi: Departing Durban 09:00, flying time 6 hours
(c) Berlin: Departing Johannesburg 21:00, flying time 11 hours
	(2)

(2)

(3)


	6.1.2 Mrs Nkuni is due to fly to New York where it is winter.  The airline timetable indicates her non-stop flight will leave Johannesburg at 21:00 and arrive in New York at 04:40 the next morning.  How long will the flying time be?
6.2
Study Addendum 3, tariff structure for Protea Hotels, and then answer the 
questions that follow.  All calculations must be shown.
	(3)


	6.2.1 A couple are going to Durban for their honeymoon.  They qualify for the Procard Rate as they have a Protea Card.  They want to stay at the cheapest hotel for a total of 6 nights.
(a) Which hotel should they choose?

(b) What is included in the price?

(c) How much will they pay for their stay there?

(d) They have to pay a 30% deposit when they make their reservations.  How much will it be?

(e) They must pay the balance on arrival at the hotel.  How much will that be?

TOTAL FOR SECTION C:
	(1)

(1)

(1)

(1)

(1)

[15]
[30]


	SECTION D
ANALYSIS AND EVALUATION OF REGIONAL TOURISM MARKETS AND WORKPLACE EXPERIENCE

QUESTION 7
	


	Read the background, Addendum 4, the general instructions and the specific instructions for each question very carefully before answering any questions.
	


	GENERAL BACKGROUND
	


	After reading the advertisement “Ecotourism Extravaganza” (Addendum 4), two Zimbabwean tourists, Jack and Jill, decide to include St. Lucia in their tour of South Africa.  They decide to spend 3 days and 3 nights in St. Lucia.
	


	On arrival at the resort, early on day one, they would like to spend the morning at the resort, getting acclimatised and to lounge around the pool.  They very much want to do the early morning walk along the shores of the lake, and on the last night there, to do the evening beach braai.  They definitely have to do the walk to the Mangwazi Caves and the Turtle Tour.  They will also try to find time to do some bird watching and also take the snorkelling and whale watching trip to Cape Vidal.  If time permits, they want to spend an afternoon canoeing along the shores of the lake.  The 4 x 4 night safari is a must, which they would like to do on their first night.
They have already hired and paid for a 4 x 4 but will budget an extra R200 for petrol.  They have each budgeted R120 per day for meals and drinks and they have R100 each for small gifts and curios for their family back home.  R200 has been set aside for tips for the staff, from both of them.
	


	7.1
Copy the Tour Plan below into your answer book.  Use the information in the 
advertisement (Addendum 4) and the wishes and requests of Jack and Jill, as 
set out in the General Background to compile a tour for them for the 3 days and 
3 nights they will be in St. Lucia.
	


	Day
	Morning Activity
	Afternoon Activity
	Evening Activity
	Accommodation
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


	
	(10)


	7.2
Prepare a report on “South Africa’s eco-tourism potential” in the light of the 
information supplied in Addendum 4.  Use the following heading:  “The greater
St. Lucia Wetland Park and the Heritage Eco-Resort”.
	(9)


	7.3
Copy the table below into your answer book and use it to compile a travel budget 
for the tourists.  All calculations must be shown.
	


	Costs:  per couple
	R
	(10)

	Travelling
	
	

	Accommodation
	
	

	Meals and drinks
	
	

	Excursions
	
	

	Gifts and tips
	
	

	TOTAL
	
	


	
	[29]


	QUESTION 8
WORKPLACE EXPERIENCE
	


	8.1
Read the article below from the The Star – WORKPLACE February 2001, then 
answer the questions that follow.
	


	Keeping the guests
fed and comfortable









the job file:







    Hotel Manager


	

	WHAT DO THEY DO
Hotel managers are responsible for mana-ging all areas of their hotel.

   Staff members will manage the individual departments but the responsibility for making a profit remains that of the manager.  A hotel can be divided into the following depart-ments:
· Front of house–reception, reservations and porters.
· Food preparation.

· Administration–managing of payroll and accounts.

· Housekeeping.
· Food and beverages–running of restau-rants, pubs and room service.

· Maintenance.

   In smaller hotels the manager will co-ordinate all these activities while in bigger hotels each of these departments will have their own manager.  The hotel manager establishes pricing policies, and must ensure that the guests are comfortable.
	
	WORK ENVIRONMENT
Hotels are normally aesthetically appea-ling and are therefore pleasant to work in.  Hotel managers work indoors in a well-equipped office.  Not everybody who works in a hotel however will work in an office.

THE PERSONALITY

Hotel managers, like any other manager, need to have strong leadership skills.  They should be good communicators, both verbally and non- verbally.  A good attention to detail is important in this job.  They need to be extroverted and enjoy interacting with others.  In addition they need to have a good understanding of business as many of them deal with budgets that run into millions of Rands.
   Because hotels never sleep, the manager must be willing to deal with problems at any time of the day or night.  They should have high energy levels and good problem-solving skills.
	


	8.1.1 Write a paragraph describing the role of a good hotel manager.  Your answer must include the following:
· Responsibilities
· Departments

· Character traits

TOTAL FOR SECTION D:
	[6]
[35]


	TOTAL:
	150


	ADDENDUM 1


	


	ADDENDUM 2


	




	ADDENDUM 4
	


	ECOTOURISM EXTRAVAGANZA
FEATURING THE GREATER ST. LUCIA WETLAND PARK &

THE HERITAGE ECO-RESORT

The Greater St. Lucia Wetland Park covers 260 000 hectares and is internationally recognized as a World Heritage Site.  This is an exceptional slice of Africa and is a significant destination for the ecotourist seeking the ultimate outdoor experience.

The Park hosts a remarkable variety of habitats featuring five ecosystems including Dune Forest, Ocean, Wetlands, Mangrove Swamps and Grasslands.
St. Lucia is a truly unique experience as it is one of the few places that offer the best game sightings in the African bush combined with the attractions of the ocean, a spectacular coastline and beaches and all its creatures, all within a day’s drive.

Join us for an unforgettable experience in our lakeside eco-resort.
	


	The Heritage Eco-Resort
offers you an unparalleled choice of ecotourism options.

While enjoying our superb hospitality, take advantage of the following options, all of which are included in our low, low R450 p.p.p.n.s. tariff:
*
An early morning escorted walk along the shores of the lake, spotting crocodile, 
hippo, fish eagle, flamingo, pelican and the rare Goliath Heron

*
A night-time Turtle Tour, to catch sight of turtles coming to shore to lay their eggs
*
A 4 x 4 night safari through the bush, teeming with nocturnal game

*
Bird watching at any time of day
*
Early morning fishing trip to Mission Rock

*
A half day visit to Cape Vidal for snorkelling and whale watching, in season

*
A 9,5 km shoreline walk to the legendary Mangwazi Caves, followed by a traditional 
lunch served in the bush.
*
A romantic night boat ride on the lake to see the world-famous pink flamingos
*
An afternoon canoe adventure along the shores of the lake.
*
Visit a local Zulu kraal and spend a morning there.
*
Spend time lounging around our crystal-clear, freshwater pool and deck bar.
*
An evening beach braai, which includes a walk along the shore of the lake in 
the mysterious moonlight.

Our tariff includes a full English Breakfast served on The Lake Deck which overlooks serene waters of the lake.  For lunch and dinner, we offer an extensive ‘a la carte’ menu in our traditionally decorated Boma Restaurant, featuring daily specials of ethnic dishes.  Alongside the restaurant is the Bush Bar where you can enjoy midday refreshments or sundowner cocktails while sitting under the magnificent flamboyant trees, so much a feature of this unique environment.
The en-suite chalets all have stunning views of the lake and each has its own private walkway to the water.  Air-conditioners are installed in all the rooms.  Twenty-four hour room service is available.

Free your spirit.  Abandon your cares.  Relax away your stress.
Commune with nature.

Let it all happen here, in the Greater St. Lucia Wetland Park, at the Heritage Eco-Resort.
	


A South African game reserve has won the highest accolade in the travel business:


a perfect 100, awarded by the most discerning tourists around.  Tourism Editor Winnie Graham went to see what’s so   special about this luxurious hotel.
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