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TOURISM 
 

MARKING GUIDELINES 
 

Time: 3 hours 200 marks 
 
 
These marking guidelines are prepared for use by examiners and sub-examiners, 
all of whom are required to attend a standardisation meeting to ensure that the 
guidelines are consistently interpreted and applied in the marking of candidates' 
scripts. 
 
The IEB will not enter into any discussions or correspondence about any marking 
guidelines. It is acknowledged that there may be different views about some 
matters of emphasis or detail in the guidelines. It is also recognised that, 
without the benefit of attendance at a standardisation meeting, there may be 
different interpretations of the application of the marking guidelines. 
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QUESTION 1 
 
Refer to Addendum A: Sustainability in the tourism industry 
 
1.1 Any careers, such as chef, worm farm manager, cleaner, manager, 

receptionist, waiter. (Any 2) (2) 
 
1.2 Career path must reflect a matriculation and a clear process of studying, in-

service training, qualification attained, years of study. All steps must relate 
to the last step in the career path (top-level position). (8) 

 
1.3 Purpose: spells out expected conduct of staff in the performance of their 

duties, and guidance for staff members faced with ethical challenges. (Or 
any reasonable answer) (2) 

 
1.4 Value: creates a co-operative, collaborative atmosphere, promotes integrity 

in the workplace. Improves service delivery and improves business image. 
(Or any reasonable answer) (3) 

 
1.5 1.5.1 Providing ramps for disabled people in wheelchairs, LED for deaf 

announcements, Wi-Fi access for business conferences, handrails 
for older people or disabled people, special menus for intolerant or 
religious people. (Any 5) (5) 

 
1.5.2  Wedding parties, business tourists, family leisure tourists, eco 

tourists, golfers, trout fishers, families. (6) 
      [26] 
 
 
QUESTION 2 
 
2.1 Hygiene, communication skills, grooming, neatness, uniform and dress 

code. (Any 4)   (4) 
 
2.2 Logo – visual representation of everything the company stands for, what 

they hope to achieve, the identity of the company, enhances potential 
customers and partners' crucial first impression of the business. A good 
logo can build loyalty between the business and customers, establish a 
brand identity, and provide the professional look of an established 
enterprise.  
Slogan – short, catchy phrase, reveal the ethos of the business, can be 
humorous.  
Website – must be easy to navigate, links must all work, clean and free of 
clutter, easy to read, up to date.  
Environmental policies – most customers want to support responsible 
businesses, knowing the company cares about the environment as much as 
they do. Policies must be transparent and on the website, use of 
environmentally friendly packaging and stationery should show the 
company's commitment to 'going green'.  
Stationery – must have the contact details, logo, slogan of the business, 
look well-made and professional.  (4 × 2 = 8) 
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2.3 2.3.1 Negative impact, tourist volumes drop, loss of revenue, less profit, 
may have to reduce staff leading to retrenchments, business may 
close, job losses lead to lower standard of living, poorer community 
means crime may increase, pride in community drops. (Any 8 points) (8) 
 

2.3.2 Strategies to ensure staff deliver excellent service: performance 
management, quality control checks, customer surveys, team and 
peer reviews, in-service training. (Any 4) (4) 

 
2.3.3 If the service they receive at these various places is good, or 

excellent, then their travel experience is a positive one and these 
tourists will, more than likely, return at a later date (repeat visitation) 
and will probably also tell many others (positive word of mouth) 
about their fantastic holiday. This may result in increased tourist 
volume to these attractions. Tourist spending in the transport, 
hospitality and attractions sectors will then also increase, contribution 
to the country's GDP which will increase and the country's economy 
will benefit. 

 
Tourism ventures (hotels, restaurants, resorts, transport) will receive 
more income from this increased tourism volume and spending. The 
demand for goods and services goes up, therefore the ventures 
need to procure (buy) more goods and employ more staff. If the 
ventures employ local people and buy locally produced goods, 
then the money circulates within the local community and benefits 
the local community. This is called a linkage. 
 
The staff employed in this venture, are paid with money from the 
tourists. Their standard of living improves because they have 
employment; they are able to buy more food, other goods and 
services. Once again, the demand goes up and the local businesses 
must supply this demand. In this way, more employment is created, 
more money is circulated in all businesses in the community and, 
ideally, everyone benefits. 
 
Opportunities are also created for informal businesses development 
such as SMMEs and entrepreneurial ventures such as car guards, 
food vendors, street vendors, even local guides. In this way, 
excellent service will encourage tourists to return, leading to growth 
in the tourism industry and the multiplier effect. (Any 10 points) (10) 

     [34] 
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QUESTION 3 
 
3.1 Yes, he has crossed many more than 3 time zones; his body clock will be 

lagging behind and will need to reorient himself to the new time.  (1 + 2 = 3) 
 
3.2 3.2.1 7 hours difference, 16:00 – 7 hours = 09:00 12 Sept + 26 hour 

flight = 11:00 13 September  (5) 
 

3.2.2 If the time is 12 p.m. in SA, the equivalent time in Japan will be 
12 p.m. + 7 hours, = 19:00 on 13 September. Yes he can pay with 
the card as he has 5 hours to spare.  (4) 

 
3.3 International Date Line (for full name. 0 if name is incorrect in any way) (2) 
 
3.4 Daylight Savings Time, the clock is moved forward an hour in spring and 

summer months to make more productive use of daylight hours when the 
sun rises earlier in spring and summer. (2 + 2 = 4) 

 
3.5 More leisure hours in the evening with the family when it is still light enough 

to be outside; fewer accidents on the road; less use of lighting and saving of 
electricity; less pollution/lower carbon footprint.  (Any 3) (3) 

 
3.6 The green channel.   (1) 
 
3.7 Hepatitis A and B inoculations; bilharzia – do not swim in stagnant water; 

cholera – drink bottled water as the low water levels have caused diseases 
and cholera. (Any 2) (NOT Yellow fever) (2) 

 
3.8 Don't go out alone at night, don't visibly display expensive jewellery or 

valuables, do not leave valuables in the car, use well-known taxi companies 
for transport, don't pick up hitchhikers. (Any 3 valid points) (3) 

 
3.9 His income and the exchange rate from yen to rand.  (2) 
     [29] 
 
 
QUESTION 4 
 
4.1 Has the lowest value to the ZAR. When compared to the ZAR, the JPY is 

the weakest currency.  (2) 
 
4.2 Bank is buying his foreign currency from him. – Bank buying rate.  (2) 
 
4.3 100 000 JPY times 0.143828 = ZAR 14 382.80  (4) 
 
4.4 R6 500 divided by 0.143828 = JPY 45 192.87 He should buy it in Japan. It 

will cost less.   (5) 
 
4.5 No, the table changes daily. The values will no longer be accurate due to 

fluctuating exchange rates.  (1 + 2 = 3) 
 
4.6 ZAR 150 divided by JPY 900 = 0.166666. The new exchange rate is 

JPY/ZAR 0.166666. OR One JPY will cost 0.166666 (17 South African 
cents).   (3) 

     [19] 
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QUESTION 5 
 

Criteria 4 3 2 1 0 Possible 
Score 

5.1 Benefits of 
teamwork to 
the team 

 3–4 benefits 
to the team 
mentioned. 

2 benefits to 
the team 
mentioned. 

Only 1 benefit 
to the team 
mentioned. 

No benefits 
identified. 3 

5.2 Benefits to 
the 
profitability of 
the business 

 3–4 benefits 
to the 
profitability of 
the business 
mentioned. 

2 benefits to 
the profitability 
of the 
business 
mentioned. 

Only 1 benefit 
to the 
profitability of 
the business 
mentioned. 

No benefits 
identified. 

3 

5.3 Link between 
teamwork and 
service 
delivery 
analysed 

Learner 
shows an in-
depth and 
sophisticated 
understanding 
of the 
relationship 
between 
teamwork and 
service 
delivery. 

Learner 
shows a clear 
understanding 
of the 
relationship 
between 
teamwork and 
service 
delivery. 

Learner 
shows some 
understanding 
of the 
relationship 
between 
teamwork and 
service 
delivery. 

A link has 
been made, 
but poorly 
articulated, or 
no analysis 
conducted. 

Learner 
cannot identify 
links between 
these 2 
concepts. 

4 

5.4 Learners own 
strengths and 
weaknesses 
analysed in 
an honest 
manner. 
Impact on the 
team 
evaluated 

Learner 
clearly 
acknowledges 
own strengths 
and 
weaknesses, 
in an honest 
and 
introspective 
manner. 
Impact on the 
team 
evaluated. 
 
 

× 2 

Learner 
identifies 
clearly 
strengths and 
weaknesses 
in own 
character. 
Learner 
recognises 
impact on the 
team. 
 
 
 
 

× 2 

Learner can 
either identify 
only strengths 
or only 
weaknesses, 
or little depth 
of self-
evaluation 
shown. 
Learner 
recognises 
some 
accountability, 
but not in any 
depth. 

× 2 

Learner can 
identify only 
strengths or 
only 
weaknesses 
AND little 
depth of self -
evaluation 
shown OR no 
understanding 
of impact on a 
team.  
 
 
 

× 2 

No self-
evaluation 
attempted. 

8 

5.5 Links 
indicating 
relationships 
between 
concepts 

 All possible 
links shown 
with 
explanation of 
relationships 
indicated.  

Some links 
are made or 
some 
explanations 
are omitted. 

Only one link 
is made 
and/or no 
explanations 
are given. 

No links 
made. 

3 

5.6 Key with 
colours 

  Key in 
different 
colours 
indicates all 
concepts and 
links. 

Key is drawn 
but no 
colours, 
and/or no 
concepts 
clearly 
indicated 
and/or links 
not indicated. 

No key. 

2 

TOTAL      23 
 
MARKER IS TO REFER TO THESE POSSIBLE ANSWERS WHEN USING THE 
RUBRIC ABOVE: 
 
5.1 Listing 3–4 benefits of teamwork to the team itself: 

• The sharing of responsibilities gets the task done in less time. 
• Each team member can focus on his/her strengths to the benefit of the 

task. 
• Reduces conflict. 
• Builds a sense of camaraderie and shared sense of purpose and 

success when aims are achieved. 
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5.2 Identifying 3–4 benefits of teamwork to the profitability of the business: 
• In a team, you can come up with different ways to get the job done. 
• Goals can be achieved more quickly than they would if you were doing it 

by yourself. 
• Good teamwork leads to efficient service, good communication, a 

positive reputation and increased visitor volumes, increased profits. 
• The goals of the organisation will be achieved more efficiently and the 

needs and expectations of the customers will be met. 
• This will give the business a more professional image and lead to 

positive word of mouth, repeat visitors, increases in numbers of visitors 
and more profit. 

• This also leads to more bookings made, more contribution to GDP and 
many more economic benefits. 
 

5.3 Analysing the relationship between teamwork and service delivery: 
• A group needs to have the same goal or mission in mind, so that all are 

trying their best to reach that one goal. 
• If just one member of the team has a different agenda, the group cannot 

function as a unit and there will be mistakes made, or someone will 
forget to do something. 

• This will lead to the delivery of a service to be interrupted. 
• The customers expect prompt service, consistency, value for money and 

professional conduct on the part of the staff. Any person working outside 
the goal of the team will prevent the customers' needs and expectations 
being met. 

• Customers will see this as promises not being honoured, as not getting 
value for money; they will not trust the service provider and will become 
angry. They will then tell others about this, or post their negative 
comments on feedback forums such as HelloPeter.com. 

• Word spreads very quickly, whether negative or positive and this will 
cause harm to the reputation of the business. 

• The brand name will be affected, people will stop going to this business 
and cause the business to lose money. The opposite is also true. 

     [23] 
 
 
QUESTION 6 
 
RIO OLYMPICS 2016: ECONOMIC OPPORTUNITY OR THREAT?  
 
6.1 Own answer with valid justification, text quoted to validate answer. Points to 

consider: 
Opportunity: 
• Increased incomes. 
• Increased foreign exchange. 
• Increased employment. 
• Multiplier effect. 
• Preservation of customs and crafts. 
• Provision of community facilities and public services. 
• Aiding of international cultural understanding and tolerance. 
• Encouraging travel, mobility and social integration.  
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Threat: 
• Decline of traditional employment opportunities. 
• Temporary nature of employment. 
• Increased living costs. 
• Leakages. 
• Increased taxes. 
• Conflict with the host community. 
• Crime. 
• Loss of cultural identity. 
• Social problems, such as begging and prostitution. 
• Traffic congestion. 
• Strain on availability of resources such as water or electricity.  (1 + 4 = 5) 

 
6.2 6.2.1 Own valid answer. (2 + 2 = 4) 
 

6.2.2 Agree or disagree with justification.  (2 + 3 = 5) 
 
6.3 Strengths  

• Already have stadia because of World Cup. 
• Existing tourism interest due to World Cup. 
• Tourism will increase. (1 + any 2) 
Weaknesses  
• Lack of money – huge initial capital input, costing taxpayers millions. 
• Locals – loss of homes, initially. Unhappy locals, lack of buy-in and 

support. 
• Locals have to pay inflated costs for goods. 
• Drain on local resources and products may be in shortage. 
• Transport congestion. 
• Pollution increases. (1 + any 2) 
Opportunities  
• Profit making for the country. 
• Boost public transport. 
• Increase in sales of all tourism products. 
• Opportunity to make money in incidental/informal employment. 
• Olympic villages can be low cost housing for locals after the event. 
• Advertising and marketing puts the country in a good light, may bring 

more tourism later. 
• If tourists have a positive experience, they will return and bring others 

with them. (1 + any 2) 
Threats  
• Zeka virus may cause a drop in numbers expected. 
• Fewer tourists means money lost. 
• Homeless people are not an attractive sight for tourism, may cause less 

return tourism. (1 + any 2) 
(All the above may have any reasonable alternative answers) (12) 

 
6.4 6.4.1 Above the line, mass marketing, reaches a huge audience.  (1 + 2 = 3) 
 

6.4.2 Television and social networking.  (Any 2 valid answers) (2) 
    [31] 
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QUESTION 7 SUSTAINABLE AND RESPONSIBLE TOURISM 
 

 4 3 2 1 0 Total 
7.1 Clear 

definition of 
sustainable 
tourism given 

 Learner has a 
clear 
understanding 
of all the 
aspects of 
sustainability. 

Learner does 
not fully 
comprehend 
the meaning of 
sustainability. 

Only one 
aspect is 
understood or 
mentioned. 

No definition. 

3 

7.2 Benefits of 
this 
company's 
practices to 
Tourism and 
the Triple 
Bottom Line  

At least 3 
benefits to 
Tourism AND 3 
to the TBL 
mentioned.  
 

× 3 

At least 2 
benefits to 
Tourism AND 2 
to the TBL 
mentioned.  
 

× 3 

At least 1 
benefit to 
Tourism OR 
only 2 to the 
TBL 
mentioned.   

× 3 

At least 1 
benefit to 
Tourism OR 
only 1 to the 
TBL 
mentioned.   

× 2 

No benefits 
discussed. TBL 
not identified. 

12 

7.3 Each Pillar of 
Sustainability 
mentioned 

 3 pillars 
mentioned. 

2 pillars 
mentioned.  

1 pillar 
mentioned. 

No pillars 
mentioned. 3 

7.4 Examples 
taken from 
the passage 
and 
categorised 
correctly 

 3 examples 
from the text 
mentioned. 
 
 
 
 
 

× 3 

2 examples 
from the text 
mentioned for 
each pillar, OR 
only 1–2 
examples for 
1–2 of the 
pillars. 

× 3 

1 example from 
the text 
mentioned for 
each pillar, OR 
only 1 example 
for 1 of the 
pillars given. 
 

× 3 

No examples 
from the text 
mentioned. 
 

9 

7.6 FTTSA 
explained and 
3 objectives 
correctly 
identified 

FTTSA 
explained AND 
3 objectives 
correctly 
identified. 

FTTSA 
explained AND 
2 objectives 
correctly 
identified. 

Learner may 
not understand 
the role of the 
FTTSA OR 
knows only 1 
objective. 

Learner may 
not understand 
the role of the 
FTTSA AND 
knows only 1 
objective. 

No discussion 
of FTTSA. 

4 

7.5 In the spirit of 
the 
competition, 
present a 
convincing 
argument to 
win 

No doubt that 
with this 
argument Van 
den Heever is 
a winner! 

Essay 
presented as a 
solid argument 
throughout. 

At times essay 
veers away 
from an 
argument. 

Essay is a 
pedestrian list 
of facts without 
being an 
argument. 

 

4 

7.7 Essay format  Correct format, 
integrated 
paragraphs, 
introduction 
and conclusion 
included; 
appropriate 
title. 

Format correct, 
lacking in 
correct 
paragraphing 
technique OR 
introduction 
and conclusion 
missing, OR no 
title.  

One aspect of 
the format is 
correct OR 
many aspects 
of format 
disregarded.   

 

3 

Total:       38 
 
MARKER IS TO REFER TO THESE POSSIBLE ANSWERS WHEN USING THE 
RUBRIC ABOVE: 
 
7.1 • Sustainable tourism is: 

‒ Meeting the needs of the present tourists and host destinations, 
‒ While protecting and enhancing the destination and environment for 

the future generations. 
• Responsible tourism is: 

‒ A tourism management strategy that includes planning, 
management, product development and marketing. 

‒ Bringing about positive economic, social, cultural and environmental 
impacts. 
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• Additional ideas: 
‒ Sustainable – 

o Referring to the environment/planet.  
o Making sure resources are protected and not used up.  

‒ Responsible – 
o Referring to the social/people.  
o Making sure that the locals benefit from the initiative. 
o Their standards of living improve because of it. 
o Having a share in the profits and benefits. 

 
7.2 • Minimises negative economic, environmental, and social impacts. 

‒ Generates greater economic benefits for local people and enhances 
the well-being of host communities, improves working conditions and 
access to the industry. 

‒ Involves local people in decisions that affect their lives and life 
chances. 

‒ Makes positive contributions to the conservation of natural and 
cultural heritage, and to the maintenance of the world's diversity. 

‒ Provides more enjoyable experiences for tourists through more 
meaningful connections with local people, and a greater 
understanding of local cultural, social and environmental issues. 

‒ Provides access for people with disabilities. 
‒ Is culturally sensitive, engenders respect between tourists and hosts, 

and builds local pride and confidence. 
• By making sustainability a focus, businesses can: 

‒ Increase tourists by promoting your sustainability credentials to 
'green-savvy' consumers who make purchase decisions based on 
minimising their own footprint. 

‒ Reduce operating costs by undertaking initiatives that reduce waste, 
water and energy consumption. 

‒ Develop a competitive advantage by establishing and promoting 
sustainable business practices as a point of difference. 

‒ Attract and retain valuable staff by adopting policies that meet with 
employee values and concerns. 

‒ Encourage investors interested in companies with long-term 
sustainability plans that minimise operating risks in the future. 

‒ Increase long-term profitability by putting plans in place now that will 
create savings in the future, such as minimising transport costs that 
will continue to rise as fuel becomes more expensive. 

 
7.3 The 3 pillars are economic, environmental, social.  
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7.4 • Social: 
‒ Locals sell recycled materials. 
‒ Use of only FTTSA products ensuring locals are not exploited. 
‒ Locals can send their children to school. 
‒ Carpenter uses alien trees to make furniture, souvenirs. 

• Environmental: 
‒ Septi-Clean is biodegradable and used in the septic tanks to degrade 

human waste. 
‒ Invasive alien trees removed to save water. 
‒ Recycling of all the restaurant waste benefits the worm farm and 

makes compost. 
‒ Water collected in JoJo harvesters, instead of using municipal water. 
‒ Energy-saving lights. 

• Economic: 
‒ Saving money on the cost of water, electricity. 
‒ Employment provided for locals. 
‒ Functions raise money for the attraction. 
‒ Eco-showerheads save water, cost less. 

 
7.5 Fair Trade in Tourism is about ensuring that the people whose land, natural 

resources, labour, knowledge and culture are used for tourism activities, 
actually benefit from tourism. 
• Buy locally made goods and use locally provided services. 
• Encourage customers to spend money in the local economy by 

providing them with opportunities to purchase locally made goods. 
• Respect social and cultural diversity, learn a greeting in the local 

language. 
• Reduce environmental impacts by using cleaner energy, switching off 

electronic devices, showering not bathing, towel washing system. 
• Use natural resources sustainably. 
• Do not litter or remove protected artefacts. 
• Share transport or walk, or ride a bicycle. 

 
Objectives: 
• Democracy. 
• Respect for human rights, culture and environment. 
• Reliability. 
• Transparency. 
• Sustainability. 
• Poverty reduction. 
• Fair wages and working conditions. 
• Purchasing and distribution of benefits. 
• Ethical business practice. 
• Candidate must present a convincing argument. 

     [38] 
 
  Total: 200 marks 
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