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TOPIC: TOURISM SECTORS  
   
NOV 2014 NSC  
QUESTION 7  
    
Study the information below and answer the questions that follow.  
   

  
   
7.1 Refer to the above extract and explain how this company succeeded in 

establishing a positive brand image through the following:  
   
 7.1.1 Its logo (2) 
    
 7.1.1 The name of the business (2) 
    
 7.1.3 The physical appearance of the business (2) 
    
 7.1.4 The special attraction for parents with young children (2) 
   
7.2 State TWO advantages of the Steak Beef Ranches having a recognisable, 

positive image.                                                                                        (2 x 2) 
 

(4) 
   
7.3 Refer to the photographs above and discuss TWO points that can form part 

of the dress code for waiters working at a Steak Beef Ranches restaurant. 
                                                                                                                (2 x 2) 

 
 

(4) 
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NOV 2015 NSC  
QUESTION 7  
  
Read the extract below and answer the questions that follow.  
  

  
  
7.1 Give the term used to describe employees in a business who work directly 

with customers. 
 

(1) 
   
7.2 Name the document that governs dress code, physical appearance and 

grooming in a hotel. (1) 
   
7.3 Quote from the text to prove that the hotel in the extract has a policy on the 

physical appearance of employees. (2) 
   
7.4 Explain why a company has to have the policy, referred to in QUESTION 

7.3, in place. (2) 
   
7.5 Give ONE reason why some tourists could be offended by Jane's 

appearance. (2) 
   
7.6 Jane's case is going to court. You are the attorney (lawyer) representing 

the employer (hotel).  
   
 Justify FIVE points that you will use to argue in favour of dismissing (firing) 

the employee. (10) 
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NOV 2016 NSC  
QUESTION 7  
    
Study the brand images of companies below and answer the questions that follow.  
   

The professional image of a company is more than just a recognisable and 
trustworthy brand. It is portrayed (shown) in many ways other than the physical 
appearance of the buildings and the staff.  

   

  
   
7.1 Identify TWO tourism companies above where the staff must have excellent 

telephone skills and e-mail writing skills when making transport bookings. (2) 
   
7.2 Give ONE reason for your choice in QUESTION 7.1 (2) 
   
7.3 List FOUR elements that must appear on the letterhead of Sunset Air that 

will project a professional image. (4) 
   
7.4 Give ONE example of how the companies in QUESTION 7.1 may improve 

their e-mail writing skills to promote their professional image. (2) 
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NOV 2017 NSC  
QUESTION 7  
   
7.1 Refer to the extract from the website of South African National Parks below 

and answer the questions that follow.  
   
 

  
   
 Choose an item from the extract that matches a description below. Write 

only the question number (7.1.1–7.1.4) and the letter (A–D) in the ANSWER 
BOOK, for example 7.1.5 E.   

   
 7.1.1 The logo of South African National Parks (1) 
    
 7.1.2 ONE aim of South African National Parks (1) 
    
 7.1.3 Information on South African National Parks (1) 
    
 7.1.4 Availability of accommodation at South African National Parks (1) 
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7.2 Study the photograph below and answer the questions that follow.  
   
 

  
   
 7.2.1 State TWO aspects of Nkosi Xaba's dress code that show the 

professional image of South African National Parks (SANParks). 
 

(2) 
    
 7.2.2 Refer to Nkosi's words in the speech bubble.   
    
  Discuss ONE way in which routine patrols show that SANParks has 

an environmental policy in place. 
 

(2) 
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NOV 2018 NSC  
QUESTION 7  
  
7.1 Read the extract below and answer the questions that follow.  
   
 

  
   
 7.1.1 Explain the term contract of employment. (2) 
    
 7.1.2 Identify ONE way in which Megan is being exploited at her place of 

employment in the extract above. (2) 
    
 7.1.3 Advise Megan and give TWO ways how her grievances in the 

workplace can be addressed. (4) 
    
 7.1.4 Discuss TWO ways in which the current working conditions can 

impact on Megan's work ethic. (4) 
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FEB-MARCH 2015 NSC  
QUESTION 7  
    
7.1 Study the advertisement below and answer the questions that follow.  
    
 

  
   
 7.1.1 Identify the type of tourism activity shown in the photographs above.  (2) 
    
 7.1.2 Themba is employed by a company called Siviwe's Adrenaline 

Rush.  
    
  Name ONE work-related risk that Themba is exposed to daily. (2) 
    
 7.1.3 Explain TWO ways in which Themba's employer can ensure that 

Themba's safety is not at risk while he is doing his job. 
 

(4) 
    
 7.1.4 Siviwe's Adrenaline Rush conducts most of its business outdoors.  
    
  State TWO ways in which they can incorporate the environmental 

pillar of sustainable tourism into their business. 
 

(4) 
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FEB-MARCH 2016 NSC  
QUESTION 7  
  
Study the car rental advertisements below and answer the questions that follow.  
  
While on board an aeroplane, a passenger saw the two advertisements in the in-
flight magazine. He plans to hire a car upon arrival at his destination.  
  

  

  

  
   
7.1 Identify the car rental company whose advertisement does NOT project a 

professional image and a sense of trust and confidence to a prospective 
customer. (2) 

   
7.2 Discuss THREE elements from the advertisement to support your answer to 

QUESTION 7.1. (6) 
   
7.3 Some companies do not consider a professional image as important and 

concentrate only on profits.  
   
 7.3.1 Discuss TWO negative consequences of such an attitude. (4) 
    
 7.3.2 Referring to picture B, suggest TWO ways how the staff of 

Supreme Car Rental can contribute to the professional image of the 
company. (4) 
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FEB-MARCH 2017 NSC  
QUESTION 7  
   
Study the picture below and answer the questions that follow.  
   

  
   
7.1 Identify the tourism industry sector shown in the picture. (2) 
   
7.2 Explain the importance of personal appearance in the sector identified in 

QUESTION 7.1. (2) 
   
7.3 The employee in the picture above does not comply with the code of 

conduct of the Palms Hotel.  
   
 Identify THREE examples of unprofessional appearance/conduct by the 

employee in the picture. (6) 
   
7.4 Suggest THREE intervention strategies to management that will improve 

this employee's conduct. (6) 
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FEB-MARCH 2018 NSC  
QUESTION 7  
    
Study the information below and answer the questions that follow.  
  
7.1 

  
   
 7.1.1 Name the document employees have to sign when accepting a 

position in the hospitality industry. (2) 
    
 7.1.2 Explain why the owner of this hotel can take disciplinary action 

against the manager after seeing the e-mail above. (2) 
    
 7.1.3 Explain ONE reason why the hotel's slogan 'We put you first' will 

be included in the hotel's customer feedback policy. (2) 
    
 7.1.4 The manager of the A1 Hotel has poor business writing skills.  
    
  (a) Identify TWO examples of poor written communication in 

the manager's e-mail that should NOT be used in business 
communication. (2) 

     
  (b) Correct TWO examples of poor written communication 

identified in QUESTION 7.1.4(a). (2) 
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7.2 Study the advertisement below and answer the questions that follow.  
    
 

  
    
 7.2.1 Refer to the advertisement above, name TWO values expected 

from the person applying for this position. (2) 
    
 7.2.2 Name TWO communication skills that are required for this 

position. (2) 
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MAY-JUNE 2018 NSC  
QUESTION 7  
   
Study the pictures of employees at a travel agency below and answer the 
questions that follow.  
   

  
   
7.1 Explain the importance of a code of conduct at a travel agency. (2) 
   
7.2 Discuss TWO ways in which the unprofessional behaviour of the staff 

members in the pictures above can impact negatively on the work ethics of 
the other staff members at the travel agency with regard to:  

   
 7.2.1 Harassment (4) 
    
 7.2.2 Laziness (4) 
    
7.3 Explain TWO ways in which the employer can deal effectively with the 

above cases of unprofessional behaviour to ensure productivity at the travel 
agency. 

 
 

(4) 
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MAY-JUNE 2019 NSC  
QUESTION 7  
  
7.1 Read the information below and answer the questions that follow.  
   

 Zach, a qualified tour operator, wants to open up his own tour operating 
company. He is aware that the professional image of his company is 
important for the success of his business.  

   
 7.1.1 Explain how the following can contribute to the professional image 

of Zach's business:  
    
  (a) Branded stationery (2) 
     
  (b) An appropriate name for the business (2) 
     
 7.1.2 Discuss TWO reasons why most tourism businesses prefer their 

staff to wear uniforms. 
 

(4) 
     
7.2 Study the information below and answer the questions that follow.  
   
 A business card is an important communication and networking tool used 

indirectly for marketing but which is often not used effectively by 
companies.  

     
 

  
     
 7.2.1 Identify TWO items that appear on the above business card. (2) 
    
 7.2.2 Explain TWO reasons why the above business card cannot be 

regarded as an effective communication and networking tool to 
promote a business. 

 
 

(4) 
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SEPT 2014 EC  
QUESTION 7  
  
Read the scenario below and answer the questions.  
   

  
  

Nomvuyo has recently been employed as a receptionist at a private game reserve in 
the Eastern Cape. She works long hours and it is expected of her to work on 
weekends and public holidays.   
  
Nomvuyo has been given accommodation at the lodge and is allowed to go home 
on the weekends that she is off. Her working hours are 07:00 to 19:00.  
  
She often does not get a lunch break as she has to deal with tourists at peak 
times. She is provided with a uniform and it is expected of her to be neat and 
presentable at all times. The lodge prides itself on giving excellent customer 
service.  

  
7.1 Name the document that stipulates the laws under which Nomvuyo is 

employed. (1) 
   
7.2 It is essential that Nomvuyo signs an employment contract before starting 

her new job at the lodge.  
   
 Suggest ONE reason to support this statement. (1) 
   
7.3 Nomvuyo should also be given the code of conduct of the lodge before 

starting her new job.  
   
 7.3.1 Explain the value of a code of conduct. (2) 
    
 7.3.2 Name ONE item that can be included in a code of conduct. (1) 
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SEPT 2015 EC  
QUESTION 7  
    
Study the Tsogo Times front page newspaper article and answer the questions 
that follow.  
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7.1 It is essential that all employees of Tsogo Sun are aware of, and adhere to, 
their conditions of employment.   

    
 Quote a sentence from the extract that indicates that Tsogo Sun is willing to 

invest in their employees in order to ensure that they deliver excellent 
service to their guests. 

 
 

(2) 
     

7.2 Tsogo Sun is committed to providing outstanding working conditions for 
their staff. The hospitality industry is, however, a challenging industry for 
staff members.  

    
 Deduce TWO difficult conditions that employees in the hospitality industry 

are required to work under.                                                                   (2 x 1) (2) 
    

7.3 Tsogo Sun is very specific about the expectations of their employees in 
their code of conduct.  

    
 Discuss the value of a code of conduct for employers and employees in the 

hospitality industry.                                                                                (2 x 2) 
 

(4) 
    

7.4 The images in the newspaper article indicate that Tsogo Sun portrays a 
professional image of its company and staff.  

   
 Predict how this professional image can assist in attracting potential clients. (2) 
    

  



18 GRADE 12 TOURISM: TOURISM SECTORS – TERM 2 (EC 2020) 

COMPILED BY E FERREIRA (SES: SERVICES SUBJECTS NMB DISTRICT) 

 

SEPT 2016 EC  
QUESTION 7  
    
7.1 Study the images below and answer the questions that follow.  
   
 

  
    
 The image of staff in the hospitality industry has an impact on guest 

perceptions in the hospitality industry.  
   
 Motivate this statement by comparing the images above. (4) 
   
7.2 

  
   
 7.2.1 List TWO conditions of employment that can be included at A and 

B to complete the diagram.                                                      (2 x 1) (2) 
    
 7.2.2 Discuss the value of a contract of employment for an employee in 

the hospitality industry. (2) 
    
 7.2.3 A code of conduct is an essential document in the hospitality 

industry.  
    
  Explain the purpose of this document. (2) 
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SEPT 2017 EC  
QUESTION 7  
   
Study the collage below and answer the questions.  
  

  
  
7.1 Discuss how the dress code of the SAA staff in the collage contributes to 

the professional image of the business. (2) 
   
7.2 List TWO other factors, other than the company logo and appearance of 

staff, that can contribute to the professional image of SAA.                   (2 x 1) (2) 
   
7.3 All SAA staff members must sign a contract of employment.  
   
 7.3.1 Explain why it is essential for an employee to sign a contract of 

employment. (2) 
    
 7.3.2 List TWO items that can be included in a contract of employment 

that must be signed by employees.                                            (2 x 1) (2) 
    
7.4 SAA employees undertake to uphold the company’s code of conduct when 

they are employed. Discuss the value of a code of conduct for employees in 
the airline industry. (2) 
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SEPT 2018 EC  
QUESTION 7  
    
Study the image below and answer the questions that follow.  
  

  
    
7.1 Identify the type of tourism service provision that the team from Amapondo 

Backpackers Lodge is involved in. 
 

(2) 
   
7.2 The staff from Amapondo Backpackers Lodge work in a demanding 

environment. Give ONE reason to support this statement. 
 

(2) 
   
7.3 State ONE condition of employment that should be included in the contract 

of employment of the staff members employed at Amapondo Backpackers 
Lodge. 

 
 

(2) 
   
7.4 Suggest ONE reason why the staff employed at Amapondo Backpackers 

Lodge wear informal clothing and not a formal uniform. 
 

(2) 
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SEPT 2019 EC  
QUESTION 7  
   
Study the image below and answer the questions that follow.  
  

  
  
7.1 Explain to Mr Smith what a contract of employment is. (2) 
   
7.2 List THREE stipulations (terms) that could be included in Mr Smith’s 

contract of employment.                                                                        (3 x 1) 
 

(3) 
   
7.3 On the office wall you will see a framed code of conduct for PENIKA’s 

Travel Agency. Discuss the value of a code of conduct for a business. 
                                                                                                              (2 x 2) 

 
 

(4) 
   
7.4 Discuss, giving TWO reasons, the importance of the staff at PENIKA’s 

Travel Agency presenting a professional image at all times.                (2 x 2) 
 

(4) 
    

 


