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Section I
15 marks
Attempt Questions 1-15

Allow about 20 minutes for this section

Use the multiple-choice answer sheet for Questions 1-15.

1 Which of the following would be the best approach to establish customer needs?

(A) Showing sympathy
(B) Developing rapport
(C) Asking reflective questions

(D) Applying product knowledge

2 What type of misunderstanding is most likely being illustrated?

(A) Gender role
(B) Cross-cultural
(C) Workplace policy

(D) Conflict resolution

3 Which of the following does NOT list tasks that are routinely performed in a tourism and
travel office?
(A) Reporting GST, signing contracts
(B) Attending meetings, typing memos
(C) Preparing quotes, sorting brochures

(D) Answering the telephone, mailing letters



Which train will take a tourist through the town of Broken Hill?

(A) The Ghan

(B) The Sunlander
(C) The Overlander
(D) The Indian Pacific

Which of the following is an environmental hazard that could occur during a cruise?

(A) A contagious disease outbreak
(B) Biodegradable waste dumped at sea
(C) Unsafe disposal of cleaning chemicals

(D) Use of chlorine-free bleaches for cleaning

A new client telephones your office and you find it difficult to understand what she is
saying.

What is the best course of action?

(A) Place her on hold.
(B) Ask her to email her request.
(C) Transfer her call to another operator.

(D) Ask her to repeat her request more slowly.

A client wants to book a tour of Uluru from an old brochure.

What would be the most reliable source of information to provide the current pricing and
details?

(A) The internet

(B) A trade magazine

(C) The tour operator

(D) Terms and conditions
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What is the main role of a Work Health and Safety (WHS) committee?

(A) To promote a safe working environment
(B) To report accidents to a safety inspector
(C) To improve the employer’s health and safety

(D) To develop strategies after an accident in the workplace

Which of the following could be used by a tourism and travel business to monitor quality
assurance in their workplace?

(A) Feedback and perceptions

(B) Questionnaires and surveys

(C) Interviews and press releases

(D) Product referrals and familiarisations

A local community group is holding a festival in a park and has built a temporary
structure without obtaining the necessary council approval.

What might be a likely consequence of this?

(A) Loss of licence
(B) Removal of the structure
(C) WorkCover infringement notice

(D) Being reported to the Minister for the Environment

Which of the following would NOT be an effective organisational strategy to deal with
misunderstandings and conflict in the tourism and travel or events workplace?

(A) Gender stereotyping

(B) Team problem-solving

(C) Negotiation and mediation

(D) Workplace policies and procedures



12 Which of the following is a popular tourist destination in Victoria?

(A) Phillip Island

(B) Lake St Clair

(C) The Barossa Valley

(D) The Glasshouse Mountains

13 In a tourism and travel or events workplace, what is the first step in applying risk
management?

(A) Risk control
(B) Risk assessment
(C) Monitor and review

(D) Hazard identification

14  According to federal and state legislation there are several types of discrimination against
employees.

It is illegal for employers to discriminate against an employee based on

(A) skill level.
(B) marital status.
(C) geographical location.

(D) educational qualifications.

15  When it is 2 pm on 30 June in Perth, what time is it in Sydney?

(A) 11 am
(B) 12 noon
(€) 4pm
(D) 5pm
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2016 HIGHER SCHOOL CERTIFICATE EXAMINATION
Tourism, Travel and Events

Centre Number

Section 11

30 marks
Attempt Questions 16-21
Allow about 50 minutes for this section

Student Number

Answer the questions in the spaces provided. These spaces provide guidance for the expected
length of response.

Show all relevant working in questions involving calculations.

Question 16 (5 marks)

(a) Distinguish between internal and external customers. Provide an example of 2
each.
(b)  Assess the importance of teamwork in delivering optimal customer service. 3



Question 17 (4 marks)

(a) Outline the difference between the terms legal and ethical.

(b) Demonstrate your understanding of legal and ethical issues affecting the tourism
and travel or events industry.

Question 18 (2 marks)

With reference to a specific example, outline opportunities for improved resource
efficiency in a tourism, travel or events workplace.
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2016 HIGHER SCHOOL CERTIFICATE EXAMINATION
Tourism, Travel and Events

Centre Number

Section II (continued)

Student Number

Question 19 (6 marks)

An operator of a reef cruise has received an unfavourable report following an audit of
safety procedures.

(a) Outline the importance of identifying and reporting safety concerns in this 2
workplace.
(b) What are the cost implications for this business of failing to conduct a risk 4

minimisation assessment?

1512 11—



Question 20 (5 marks)
(a) Jessie works at a local travel agency.

Identify a range of sources Jessie could use to obtain accurate information about
Australian tourism regions, destinations and products.

(b)  Your client is travelling to Tropical North Queensland.

What health and safety advice would you give for travel to this tourism region?

—12 —
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2016 HIGHER SCHOOL CERTIFICATE EXAMINATION
Tourism, Travel and Events

Centre Number

Section II (continued)

Student Number

Question 21 (8 marks)

(a) Describe the tourist appeal of the South West region of Western Australia, 3
making reference to geographical features and popular tourist destinations.

(b) Recommend an extensive range of attractions and tourism products suitable 5
for a retired couple travelling to this region from interstate. Make reference to
climatic seasons and transport options.
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2016 HIGHER SCHOOL CERTIFICATE EXAMINATION
Tourism, Travel and Events

Section III
15 marks
Attempt Question 22

Allow about 25 minutes for this section

Answer the question in a writing booklet. Extra writing booklets are available.

Your answer will be assessed on how well you:
m demonstrate knowledge and understanding relevant to the question

m communicate ideas and information using relevant workplace examples and industry
terminology

m present a logical and cohesive response

Question 22 (15 marks)

Governments and environmental organisations, such as Ecotourism Australia, develop
regulations and guidelines to ensure tourism and travel businesses have a minimal impact on
the environment.

A new ecotourism lodge is being planned for a site on the Great Ocean Road in Victoria.
Explain factors to consider in the design and operation of the new ecotourism lodge to ensure

the sustainability of the destination. In your answer, refer to current environmental issues
affecting the industry.

Please turn over
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Section IV

20 marks
Attempt either Question 23 or Question 24
Allow about 25 minutes for this section

Answer this question in TWO SEPARATE writing booklets. Use one writing booklet to
answer parts (a) and (b) of the question. Use the other writing booklet to answer part (c) of the
question. Extra writing booklets are available.

Question 23 — Tourism and Travel (20 marks)

Source A
Alpine Slopes Lodge
Daily Midweek Daily Weekend
Twin ExCh ExAd Twin ExCh ExAd

Winterfest June 10-23
Alpine Spa 310 n/a n/a 345 n/a n/a
Chalet Spa 390 Free 65 435 Free 65
Balcony Spa 420 Free 65 465 Free 65

Midweek saver July 24-28, Aug 28-Sept 1, Sept 4-8

Alpine Spa 395 n/a n/a n/a n/a n/a
Chalet Spa 495 Free 80 n/a n/a n/a
Balcony Spa 535 Free 80 n/a n/a n/a
Peak June 24-Sept 3

Alpine Spa 445 n/a n/a 495 n/a n/a
Chalet Spa 560 65 95 625 65 95
Balcony Spa 595 65 95 665 65 95

Rates are per room per night twin share including full breakfast

¢ Single Occupancy — Room rate less 10%

¢ Alpine Spa Rooms — Max 2 people

Chalet or Balcony Spa Rooms — Max 3—4 people

MW: Sunday-Thursday WE: Friday and Saturday

Rates incl complimentary use of sauna, spa, plunge pool, internet facilities
Check in: Guaranteed by 16:00 Check out: 10:00

e Skiing and snowboarding lessons available at extra cost

Child rates:
e 3-5 years: $40.00 per night when sharing with two adults and using existing bedding
* 6-14 years: child rate if sharing with two adults in same room and using existing bedding

Question 23 continues on page 17
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Question 23 (continued)

A teacher from a local girls’ secondary school in Sydney is organising the annual ski
trip to Perisher for 2017 and has contacted your travel agency for assistance.

The group consists of twenty students aged 15 and 16 years, who will travel to the
NSW snow region for two nights midweek during July. There will be two teachers
accompanying them. (They require a separate room from the students.) The students
will pay for themselves and the school will pay for the teachers.

Answer parts (a) and (b) of the question in a SEPARATE writing booklet.

(a) Identify and explain the industry terminology and abbreviations which have
been used in Source A.

(b) Create a day-by-day itinerary that offers activities for the group of students.
Include recommendations of products and services that would suit the group.

Answer part (c) of the question in a SEPARATE writing booklet.

(c) Using Source A on page 16, prepare a quotation that shows suitable
accommodation options at the best possible price for this group. The quotation

should clearly state any inclusions along with booking and cancellation
conditions. Show all working.

OR

Please turn over

—17 -
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Question 24 — Events (20 marks)

You are involved in the management of an outdoor music festival.

Answer parts (a) and (b) of the question in a SEPARATE writing booklet.

(a) Describe the typical features of this event type. 4

(b) Identify the documentation and information required to monitor registrations 6
for this event. Discuss emerging issues, trends or problems that may arise in
monitoring attendance at the event.

Answer part (c) of the question in a SEPARATE writing booklet.

(c) Detail the various event staging requirements and resources which must be 10

arranged, and suggest safe work practices and contingency plans for managing
the music festival.

End of paper

— 18—

© 2016 Board of Studies, Teaching and Educational Standards NSW



	2016 HSC Tourism, Travel and Events
	Section I
	1
	2
	3 
	4 
	5 
	6
	7 
	8 
	9 
	10
	11 
	12 
	13
	14 
	15 

	Section II
	Question 16 
	Question 17
	Question 18
	Question 19
	Question 20
	Question 21

	Section III
	Question 22

	Section IV
	Question 23
	Question 24




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


