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INSTRUCTIONS AND INFORMATION

	1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

11.
	Answer ALL the questions.

Read ALL the instructions carefully, and adhere to them, when commencing with the question paper.

There are FIVE questions of 40 marks each.  The total is 200 marks.

Number the answers according to the numbering system used in this question paper.

Read the background information carefully and base your answers where possible on that information.

All the questions are tourism related. The answers must reflect the situation in the tourism industry.

Provide factual and relevant answers. Be specific. No marks will be earned with meaningless and vague answers.

Only material handed out in the examination venue may be used.  You are not allowed to use paper or pictures you may have in your resource material.

Leave a line open between the answers to the short questions.

Start each question on a NEW page. 

Write neatly and legibly. No attempt will be made to decipher illegible handwriting.
	
	


	
	
	


	


QUESTION 1

Case study

	Mr and Mrs Küsel from Germany rented a car from Supreme Cars on 8 May - with the intention to tour Namibia during their 21-day vacation. While driving, the car broke down on the same day (Friday) between Kimberley and Upington and refused to start again. That was at 20:00. They phoned the emergency number of the rental company several times during the night and the weekend, but there was no response. Fortunately the police took them to Upington where they could find accommodation.  At 10:00 on Monday Supreme Cars responded to all the messages left for them. Only on Wednesday afternoon (5 days after the car broke down) Supreme cars provided a replacement car. 

Mr Küsel is furious and threatens with legal action, because he lost 5 days of his holiday, had to pay extra for accommodation in Upington, while he has already paid for accommodation in Ai-Ais and Luderiz. He also contacted the newspapers about the poor product and service.

Supreme Cars upgraded the car, refunded him for the accommodation in Upington, Luderitz an A-Ais. All cars are now checked thoroughly before leaving the premises.
	
	


	1.1


	1.1.1


	Give TWO examples of dysfunctional conflict as it occurs in the case study.
	
	


	
	1.1.2
	Explain the differences between functional and dysfunctional conflict.

(2 × 4)
	
	  (8)


	1.2
	There are always positive and negative consequences of conflict.
	
	


	
	1.2.1


	Name FOUR negative consequences in the situation in the case study.
	
	


	
	1.2.2
	Name FOUR positive consequences in this situation.
(2 × 4)
	
	  (8)


	1.3


	Several employees at Supreme Cars may face dismissal. Indicate the grounds for dismissal in each of the following situations:
	
	


	
	1.3.1


	Peter, in the workshop, is still not sure what to do when a car is booked for a service.
	
	


	
	1.3.2


	Joe, who was on duty during the weekend, switched of his cell phone.
	
	


	
	1.3.3


	Mary did not ensure that the car was serviced after the previous rental.
	
	


	
	1.3.4
	Mary and Susan often disagree in the presence of clients about the terms and conditions.

(4 × 1)
	
	  (4)


	1.4
	Explain the difference between incapacity and incompetence.
	
	  (4)


	1.5
	Name FIVE alternative solutions instead of retrenching employees.
	
	  (5)


	1.6


	Choose a term from COLUMN B that matches a description in COLUMN A. Write only the letter (A–E) next to the question number (1.6.1–1.6.5) in the ANSWER BOOK.
	
	


	COLUMN A
	COLUMN B

	1.6.1

1.6.2

1.6.3

1.6.4

1.6.5


	Peter is displaying pornographic pictures on his desk

Since Mary has responded to the manager's sexual advances, her merit ratings are very high

Joe irritates all the ladies as he always tries to touch them

Judy likes to tell jokes with sexual overtones to the guys

The employer promised Miriam to influence her promotion for sexual favours
	A

B

C

D

E


	sexual favouritism

physical conduct

quid pro quo harassment

non-verbal form of harassment

verbal form of

harassment



	(5 × 1)
	
	  (5)


	1.7
	Advise a new member of the staff, who is complaining about being sexually harassed, how to deal with the situation, by providing SIX hints.
	
	  (6)

[40]


QUESTION 2

	2.1
	POSITIVE LETTER OF ADJUSTMENT

Supreme Cars received a letter of complaint from Mr Küsel after his ordeal with one of your rental cars. You are Louisa Selokela, supervisor at this company. Using the information in the case study, write a letter explaining the reasons for the problem and how the company is going to adjust the matter. 

Your address is P.O. Box 2233, Kempton Park, 1620. Use a fictitious address for Mr Küsel.

Mark allocation
Lay out – 4
Language – 6
Content – 10

	
	(20)


	2.2


	INVESTIGATION REPORT

Use the information in the case study to answer this question.

Peter Scott was instructed by the manager, Lebo Mashaba, to investigate                Mr Küsel's complaints and write a report to be completed on 16 June.

He has interviewed Mr Küsel and the manager of Supreme Cars. He has studied questionnaires by clients who rented cars during May. 

Name THREE findings and TWO recommendations on which adjustments should be made to compensate Mr Küsel. The recommendations must be in accordance with the findings. 
	
	


	
	Write the report in memorandum format, using the following headings:

· Terms of reference

· Investigation procedures

· Findings

· Recommendations

Terms of reference (3)

Investigation procedures (3)

Findings (6)

Recommendations (4)

Mark allocation              

Lay out – 2                                        

Language – 2                                  

Content – 16                                      
	
	(20)

	
	
	[40]


QUESTION 3

	3.1


	Name THREE oral situations that may occur in this whole car-rental situation.

Be specific. 
	
	  (3)


	3.2


	How could the tone and pitch of your voice and the volume of your speech influence the communication with a very agitated Mr Küsel? Motivate your answer.
	
	  (6)


	3.3


	Name TWO ways in which you would know that Mr Küsel is listening to what you are saying. 
	
	  (2)


	3.4


	The manager decided to obtain the services of a motivational speaker to influence the staff and improve productivity. 
	
	


	
	3.4.1
	Name THREE ways in which a speaker can conclude his speech to ensure a strong catching way.
	
	  (3)


	
	3.4.2
	You have to welcome Mr Mokoena in a speech of ± 70 - 80 words, using the following information:
Mr Mokoena completed his studies at the University of Cape Town, 

owns his own very successful company and act as motivational speaker. He is married and has two teenage sons. He will address 
you on: 'How to be successful'.  Write this complete speech.
	
	(10)


	3.5
	Define the term seminar
	
	  (4)


	3.6
	The interviewer will ask a variety of questions during an interview.
Choose the type of question in COLUMN B to match the question in COLUMN A.  Write only the letter (A–E) next to the question number                    (3.6.1–3.6.5) in the ANSWER BOOK.
	
	


	COLUMN A
	COLUMN B

	3.6.1

3.6.2

3.6.3

3.6.4

3.6.5
	What is your date of birth?

Why are you interested in the car rental business?

What would you do if an angry client gets very aggressive?

Are you willing to work overtime?

So, why are you convinced that working overtime is an advantage?
	A

B

C

D

E


	reflective question

hypothetical question

open-ended question

closed question

specific question



	(5 × 1)
	
	  (5)


	3.7
	Indicate whether the following statements are TRUE or FALSE. Choose the answer and write only 'true' or 'false' next to the question number                        (3.7.1–3.7.7) in the ANSWER BOOK.
	
	


	
	3.7.1


	The candidate should arrive at least 30–40 minutes before the appointed time for a job interview.
	
	


	
	3.7.2
	You can dress in a track suit for a job interview.
	
	


	
	3.7.3


	You should write a thank-you letter to the interviewer after the interview.
	
	


	
	3.7.4


	Toilet and cloakroom facilities are not necessary when selecting a venue for a seminar.
	
	


	
	3.7.5
	The theatre seating layout is suitable for 10 people.
	
	


	
	3.7.6
	After the seminar you can get rid of the organisation file with all the details.
	
	


	
	3.7.7
	The overhead projector is suitable for any size venue.
(7 × 1)
	
	  (7)

[40]


QUESTION 4

	4.1
	Indicate whether you use subjective or objective language to communicate each of the following situations.
	
	


	
	4.1.1
	Supreme Cars for freedom and mobility.
	
	


	
	4.1.2
	Get an Opel Astra for R250 per day, unlimited km.
	
	


	
	4.1.3
	You need a credit card to book a vehicle.
	
	


	
	4.1.4
	You can not go wrong renting one of our fantastic cars.

(4 × 1)
	
	  (4)


	4.2
	Name THREE reasons why companies advertise.
	
	  (3)


	4.3
	Name TWO disadvantages of radio advertising.
	
	  (2)


	4.4


	In order for an advertisement to be successful, it should address the needs of the clients. Indicate which need is addressed in each of the following statements:
	
	


	
	4.4.1
	All Supreme cars are equipped with airbags.
	
	


	
	4.4.2
	Blankets and bottled water are supplied with the car.
	
	


	
	4.4.3
	Our vehicles bring friends and family together.
	
	


	
	4.4.4
	Our rental company received the 'Best rental car company of the year' award, three years in a row.

(4 × 1)
	
	  (4)


	4.5


	What type of tourist would you classify as the target audience for the following advertisements?
	
	


	
	4.5.1
	South Africa has many youth hostels in all its cities and towns.
	
	


	
	4.5.2


	This book with all the four-by-four routes in South Africa, will be on sale next week.
	
	


	
	4.5.3
	Special for the Cape Argus: your bicycle could fly with you.

(3 × 1)
	
	  (3)


	4.6
	Name TWO differences between classified and display advertisements.
	
	  (4)


	4.7
	Use a full page in the ANSWER BOOK to draw up an advertisement based on the following information:
Supreme Cars wants to advertise their company situated at suite 62 at Oliver Tambo International Airport.  They have all makes of cars available, from the smallest most basic car to the biggest, most luxurious car. They also deal in four-by-four vehicles, bakkies, motor homes and even off-road caravans.  A valid driver's licence and credit card is needed for a booking. The client must be older than 25 years. Overseas visitors need an international driver's licence.  The choice of cars is bigger with advanced bookings.

Tel 086 7232737 or 011 970 4545

The format should be that of an advertisement. Do NOT write a paragraph.
	
	(20)

	
	
	[40]


QUESTION 5

	5.1
	Which type of organisation would be most suitable in the following situations?
	
	


	
	5.1.1


	Supreme Cars deals with car rentals in Namibia, Western Cape, Eastern Cape and Gauteng.
	
	


	
	5.1.2
	In the travel industry you have to be able to deal with travel insurance, international travel documents, visa applications, transport bookings, etc.
	
	


	
	5.1.3
	The company has to deal with hunters, emigrants, business people and tourists.
	
	


	
	5.1.4
	A large travel company will have different departments for finances, marketing and human resources.

(4 × 1)
	
	  (4)


	5.2
	Identify the communication channels in the following examples:
	
	


	
	5.2.1


	You are the booking clerk, referring Mr Küsel's complaint to the manager.
	
	


	
	5.2.2


	It was decided to refund the accommodation in Upington. You have to contact the accounts department.
	
	


	
	5.2.3
	Mary says she heard that Joe is going to be fired.
	
	


	
	5.2.4
	You ask Peter, the other booking clerk, to deliver Mr Küsel's cheque.
(4 × 1)
	
	  (4)


	5.3
	Draw TWO columns with the headings: PRIVATE and PUBLIC and indicate THREE differences between these two kinds of meetings.                     (2 × 3)
	
	  (6)


	5.4
	Choose the term from COLUMN B to match the description in COLUMN A.  Write only the letter (A–F) next to the question number (5.4.1–5.4.6) in the ANSWER BOOK.
	
	


	
	COLUMN A
	COLUMN B
	
	

	
	5.4.1

5.4.2

5.4.3

5.4.4

5.4.5

5.4.6
	Change the wording of a proposal
Ground rules of an organisation
Meeting ends before the agenda has been dealt with completely
Fee paid for professional services
Administer the finances
Has to draw up the agenda and notice of the meeting
	A

B

C

D

E

F


	constitution
honorarium
treasurer
amendment
adjourn
secretary
	
	

	(6 × 1)
	
	  (6)


	5.5

	As the secretary of Supreme Cars you have to notify the staff that a special meeting will be held in the staffroom on 15 May at 10:00. You also have to enclose the agenda. The motion to deal with is that all the staff members must attend a seminar and to decide which matters should receive attention.
Write the notice and agenda for this meeting.
	
	(20)

	
	
	[40]


	TOTAL:
	
	200
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