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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.
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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.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 5



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



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

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 11



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
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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 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.

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



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.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 65



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
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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.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 69



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.

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



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.

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



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.

UA025307 - Specification - Edexcel GCE in Travel and Tourism - Issue 3 - September 2010 © Edexcel Limited 2010 73



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

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

89



90

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



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
