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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	                                                                                 Cherie-Ann Potgieter
                                                                             Student no: 20190
                                                                      Assignment 2
                                                            Page 1
                                                             

1. What are tangible and intangible services in tourism? Give at least two examples for each. 6
Tangible means having a physical existence or form, like natural and historical assets, Infrastructure and superstructure. They can be measured, assessed and required to meet certain minimal standards. Examples of tangible services in tourism can be the quality of service which include the interior and exterior designs of hotels, the equipment found in hotels and the ambient conditions in the environment of the hotel. 

Intangible is not like tangible that has a physical presence, but what can be seen is their effect. Intangible services are factors that come together to create the environment, location, the feeling of welcome, the friendliness of staff all play a part as a tourist product. Regardless of how great all the tangible factors are, one cannot always promise happiness or satisfaction of the customer. The way tourists are treated and the way they feel about their tourist/holiday experience   is dependent upon their actual and perceived level of enjoyment. This is many times influenced more by the intangibles than by the tangibles.   Examples of intangible customer satisfaction in tourism can be: “The hotel guide was very helpful and concerned”, “the hotel personnel were efficient”, “wellness spa staff of the hotel was perfect.”
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2. What is tourism product? 6 

Definition of tourism product is made up of facilities, location, image, services, transportation and price. It is also made up of the total experience and occurrences the customer experiences. It can be defined as the sum of the physical and psychological satisfaction it provides to the tourist during their travelling en route to the destination. The tourist product focuses on facilities and services designed to meet the needs of the tourist. Tourism product is made up of intangible and tangible aspects. 

Tangible elements have a physical presence. There are resources which cannot be produced or improved like natural assets. These are lakes, waterfalls, rivers or mountains and then there are historical and culture characteristic that can’t be copied either. Parts which can be duplicated or added is infrastructure and superstructure.

Intangible elements are how the tourist are treated, the hospitality, friendliness, the atmosphere and everything of a subjective character. Each subsequent experience or even the tourist passes through has to be in synchronization and add to the total feeling of pleasure and wellbeing. 


3. Define tourism infrastructure and superstructure. 4 

Infrastructure and Superstructure are related and dependent on one another for tourist destination development. It is considered to be the backbone of tourism. Infrastructure makes available the basis for superstructure, for instance Infrastructure includes airports and roads, for tourists to make use of to get to their destinations, electricity, water supply, sewerage system and drainage. Typically provided by central or local government.
Superstructure will be the different types of accommodation made available, from apartments to hotels and resorts. This will also include restaurants. Normally provided or owned by tourist developer or tourist operators. Good examples of Superstructure will be Disney World, Sun City and Las Vegas.
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4. What is cluster concept in tourism? 8 
A cluster is “a group of companies and institutions co-located in a specific geographic region and linked by interdependencies in providing a related group of products and / or services.  Because of their proximity (both in terms of geography and activities) It goes without saying that any destination with a lot of tourism potential is going to unite, inside a cohesive geo-spatial framework. The tourism cluster is a cluster which ambition is to reinforce, in terms of sustainable 


development, Identify the destination like what makes it different from other destinations – and which stakeholders are all responsible for it. It has been said that once the theoretical framework has been set, it remains to prove that clustering is a main force behind the development of locations. significant range and assortment of matching tourism assets. The exact variety of facilities, attractions and services that are in close proximity of each other, will be determined by the place. There is the main product and the marginal or optional product.
The core product is made up of the appropriate types of accommodations, eateries, and recreational amenities along with the tourist attractions. The marginal products add to this by providing other tourist enticements in the way of different scenic, leisure, historic, amusement, shopping, entertainment, and recreational venues. The perfect destination is represented by a combination of all these components.

5. What are resort complexes? 6
A resort is an isolated place, self-contained commercial establishment that tries to provide more a vacationer wants, such as food, drink, lodging, sports, entertainment and shopping on the premises. They often provide services for business or meetings and are characteristically located in vacation-oriented settings. Some resorts are also condominium complexes that are timeshares or owed fractionally or wholly owned condominium.
In order for a lodging to be considered at a resort, certain qualifications must also be met. These include: 
· Provide one signature amenity or anchor attribute
· Provide five secondary recreation/leisure/entertainment experiences
· Provide a full-service food and beverage outlet
· Bed-base must include short-term or overnight experiences
· Minimum of 25 rooms or other accommodation units
· Emphasise a leisure or retreat-environment experience.
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[bookmark: _GoBack]From a marketing angle, resorts of these types usually stand for a superior product, providing well-spaced, appropriately organised, and appealingly landscaped surroundings.
All-inclusive resorts of this type are also very appealing and marketable. Being concentrated in a given area, they avert the possibility of disruption created by the more spread out forms of tourism. Examples of such resorts include Cancun in Mexico, Playa Dorada. People tend to be social and like to socialise with others. People also want at some point to have peace and quiet surroundings for resting and relaxing and seek calmness of appealing and pretty surroundings where they desire peace and quietness. Resorts cater to these needs.

Numerous amenities and services play a role in the overall product: hotels, motels and other accommodation venues, restaurants & other eateries, camping, casinos, theme parks, resorts, information providing facilities, excursions, tours, shopping, cultural attractions, sports, recreational facilities and entertainment.
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KPI’S
https://www.scoro.com/blog/key-performance-indicators-examples/
Examples of sales key performance indicators:

1. Monthly Sales growth
2. Monthly sales/new customers
3. Customer lifetime value/customer profitability
4. Hourly, daily, weekly, monthly, quarterly, and annual sales
5. Average conversion time
6. Customer turnover rate
7. Number of monthly sales demos
8. Customer engagement level
9. Shopping cart abandonment rate
10. Number of Monthly quotes/orders
11. Average order value
12. Average purchase value
13.  Sales per representative
14. Average annual sales per customer
15. Average monthly sales per customer
16.  Value of returned goods and warranties
17.  Percentage of total sales from existing customers
18. Monthly sales quota attainment 
19. Sales quota attainment by sales representative
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