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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
	
Q.A.1. Give Brief answers for following questions.
  I. What are tangible services in the tourism industry?
INTANGIBLE SERVICES
[image: ]
To begin: The Tourism Service Industry has a Tangible and & Intangible Service and so do many other organizations.  So, I will start with the tangible Tourism Services.
Tangible is products that can be seen and touched, smelt etc. for example if you see something online it’s not tangible until you purchase it and it has been mailed to you and you have received it.
[image: ]
holidays flights hotels food & drink is tangible because you can physically feel touch and smell.
Intangibility of services can be explained by a clear comparison between a bar of soap and a restaurant.

[image: ] Soap is about 500grams it is something you can touch smell and you know what the exact cost is of the product.

[image: ]
A service like a restaurant is always varying because you pay as per service that you receive.
YOU CANNOT TASTE THE FOOD THEN ORDER THE FOOD.
Obviously, you have to order it first hope it’s going to be great once it arrives its once it becomes tangible as you are then able to taste smell and touch.
[image: ] 
INTANGIBLE SERVICES POLICE INSURANCE                                                                                                HAIRDRESSERS              AIRLINES
Service quality in tourism industry has been examined in many different types of business enterprise, the intangible aspects of service quality are those factors that are not touched; they include reliability, responsiveness, assurance and empathy. The present study investigated the effects of both tangible and intangible aspects of service quality at hotels on both customers’ overall perception of service quality and loyalty. Data were collected from 209 respondents who were guests at some hotels. 	      
     [image: ]                                    [image: ]                                            [image: ]
CAN’T SEE                            CAN’T TOUCH                              CAN’T SMELL                                        CAN'T TASTE
Intangible: Tourism is an intangible product means tourism is such kind of product which cannot be touched or seen and there is no transfer of ownership, But the facilities are available for specified time and for a specified use. For e.g. a room in the hotel is available for a specified time.

ii.. What are Tourism Products?

Product: Tourist product is the combination of different products. It has not a single entity. In the experience of a visit to a place, various service providers contribute like transportation the tourist product cannot be provided by a single enterprise unlike a manufactured product. The tourist product covers the complete experience of a visit to a place. And many providers contribute to tourism experience. For instance, airline supplies seats, a hotel provides rooms and restaurants, travel agents make bookings for stay and sightseeing, etc.
TOURISM PRODUCTS.                                        
SOCIO-CULTURAL

Historical Building/Sites                                      
Traditional Handcrafts Folk Songs-Traditional Dancing.
[image: ]
NATURAL
Beaches Mountains Lakes Plants Animals.

ACTIVITIES & EVENTS
Festival & Celebrations Spiritual Ceremonies & Events & Sporting Competitions.
iii. Define Tourism Infrastructure & Superstructure.

TOURISM INFRASTRUCTURE
Is travel for pleasure or business; also, the theory and practice of touring, the business of attracting, accommodating, and entertaining tourists, and the business of operating tours. Tourism may be international, or within the traveler’s country. The World Tourism Organization defines tourism more generally, in terms which go "beyond the common perception of tourism as being limited to holiday activity only", as people "traveling to and staying in places outside their usual environment for not more than one consecutive year for leisure, business and other purposes". Tourism Infrastructure Development. Augmentation of quality tourism infrastructure throughout the country is a key area of functioning of the Ministry. More than fifty percent of the Ministry’s expenditure on Puff quality. At various tourist destinations, roads, railway lines, harbors, airport runways, water, electricity, other power supplies, sewerage disposal systems and other utilities to serve not only the residents but also the tourist influx (suitable accommodation, restaurants and passenger transport terminals form the superstructure of the region).

 Infrastructure comprises all the man-made facilities that make up a modern city including roads, electricity, water, sewer, buildings, parks, hotels, security systems.

Water supply systems, sewage disposal systems, gas lines, electric lines, drainage systems, telecommunication networks etc...

TOURISM SUPERSTRUCTURE 

A superstructure is a structure built on top of something else. Often it describes all the parts of a ship that are built above the main deck.[image: ] On a bridge, the portion of the structure that is the span and directly receives the live load is referred to as the superstructure. In contrast, the abutment, piers, and other support structures are called the substructure. 
[image: ]
Other superstructures such as restaurants, museums, hotels, shopping centers multi story carparks etc. A superstructure is an upward extension of an existing structure above a baseline. This term is applied to various kinds of physical structures such as buildings, bridges, or ships. As stated above, superstructure consists of the parts of the ship or a boat, including sailboats, fishing boats, passenger ships, and submarines, that project above her main deck. This does not usually include its masts or any armament turrets. Note that in modern times, turrets do not always carry naval artillery, but they can also carry missile launchers and/or anti-submarine warfare weapons.

IV. Why does demand for services in Tourism fluctuate?

Economic factors have a major impact on the tourism industry globally and locally. Fluctuations in the global and local economies can affect the level of demand and supply in tourism in local areas or globally. During the recession, the demand for tourism had been affected at a global scale. Favourable economic situation leads to favourable demand for tourism services globally. When the economic activity and employment are high, people have enough disposable income to spend on tourism and travel. This leads to favourable demand and on the other hand lower economic activity and employment lead to low consumption of tourism services and less spending. During the recession demand for tourism services fell because people were forced to cut down on extra costs and the level of employment had fallen worldwide. However, now that the world economy is back on track, demand has risen again, and people are spending more on tourism. Fluctuations in the local economies of several countries have kept happening and they can have short term impact on demand for tourism in these areas. Moreover, the role of economic factors in churning demand in the tourism industry also gets clear from the fact that in the Asian countries where economic activity has grown faster, the demand has also grown. Apart from the Asian countries including China, India, Indonesia and Malaysia, US and neighbouring countries like Canada, Mexico etc have also benefited by good economic activity and seen healthy demand for tourism services in the recent years. In this way, the economic factors have a major impact on demand for tourism globally.
 However, they affect both sides – demand and supply. A healthy economy and its agents serve tourists better. With improving condition of the global economy and technological innovation, demand in tourism has also grown. However, there are several more factors that influence demand in this sector and which will be discussed in this article. As per a report by the world Travel and Tourism Council, it created 7.6 trillion dollars in 2016 which is a little higher than 10 percent of the global GDP.  It employs more than 292 million people which is also nearly ten percent of the employment level of the world. This data shows the large size of the global travel and tourism industry and its importance as a part of the global economy.  It is affected by several global and local trends as well as economic, political and other factors.
TOURISM DEMANDS Refers to the willingness and ability of consumers. To buy different amounts of a tourism product at different prices during any one period.
THE TOURISM MARKET DEMANDIs a relationship between quantity demanded of the product and the various factors that influence this quantity?)
Distinguish between the demand for travel to destination (e.g. Visitor arrivals and expenditure).
The demand for.  Tourism related products or services within the destination (e.g. Hotel rooms restaurant meals tours or sunglasses. It is proposed here that adoption of the concept of packaging renders it possible for service organisations to manage demand fluctuation while, simultaneously, offering services which will consistently meet customer expectations. This paper concludes that customer satisfaction can be enhanced if tourists’ needs and expectations are considered during the design of the tourism packages offered. A tourism organisation’s strategic decision to adopt customer-oriented concepts will ensure the effective management of resources.
v. What is the cluster concept in tourism?
What constitutes a cluster vary? However, the concept of cluster generally refers to a geographically concentration of vertically or horizontally limited firms engaged in lines of business together with supporting organizations such as banks supplier’s business members organizations etc. Therefore, a cluster is a geographical concentration of interconnected companies’ suppliers and associate’s organizations in the particular field clusters share four critical characteristics.

PROXIMITY: The companies need to be sufficiently close in space to allow any positive spillovers and the sharing of common resources to occur.
[image: ]
LINKAGES: They need to share a common goal (e.g. Final marketing demands) for them to be able to profit for proximity and interaction.

INTERACTIONS: Being close and working on related issues is not enough, for positive cluster effects to occur, some level of active interaction must be present.

CRITCAL MASS: There needs to be enough participants present for the interaction to have meaningful impact on company performance.

vi. What are resort complexes? A resort is an isolated place, self-contained commercial establishment that tries to provide most of a vacationer's wants, such as food, drink, lodging, sports, entertainment, and shopping, on the premises. The term resort may be used for a hotel property that provides an array of amenities, typically including entertainment and recreational activities. A hotel is frequently a central feature of a resort, such as the Grand Hotel at Mackinac Island, Michigan. Some resorts are also condominium complexes that are timeshares or owed fractionally or wholly owned condominium.
[image: ] A resort is not always a commercial establishment operated by a single company, but in the late 20th century, that sort of facility became more common. The resort complex is the ideal place for those seeking a relaxing holiday, and it is suitable for couples and small families alike. It comprises 105 double superior rooms, 84 newly renovated studios and 110 apartments. The resort offers a reading room. library, front desk and taxi service. This hotel is situated on the edge of Calypsos and its beautiful gardens lead down to the shingle beach.
Q.A.2. Outline the factors on which the success of a destination depends
. Two main environmental factors that have led to the growth of tourism:
1. Good climate: Good climate is one of the most important features of attraction for any tourist place. Pleasant climate with warmth and ample of sunshine attracts tourists who come from the temperate and colder regions. For example, most of the sea-side resorts in U.S.A and U.K are located on a warmer southeast. On other hands, people from summer areas migrate to cooler regions to seek pleasure of cold fresh environment. For instance, in India places like Lonavala, Mahabaleshwar near Mumbai, Kula and Manali, Shill long, Kashmir, so on are well-known for their cool and pleasant climate. Other countries with cooler climate that attract tropical tourists are Switzerland, Sweden, etc.
2. Beautiful scenery: Tourism booms at picnic spots with beautiful sceneries. For example, sunrise and sunset points, long sea beaches, fresh water lakes, waterfalls, etc., often attract large numbers of tourists.
Four important socio-economic factors that influence the development of tourism:
1. Accessibility: Of all socio-economic factors, accessibility is the most important one. All tourist centers must be easily accessible by various modes of transportation like roads, railways, air and water. To enjoy nature's beautiful sites seeing traveling by roads and railways is a better option. If a tourist plans to reach a remote tour-destination in the quickest possible time, then airway is the most suitable choice. Generally, waterways are seldom selected unless a tourist decides to enjoy a luxury cruise experience in sea and/or interested to visit an isolated archipelago.
2. Accommodation: Places of tourists' interest must be capable enough to provide good accommodation and catering facilities. A type of accommodation required by tourists depends on their lives-styles, standard of living, capacity to spend money, nature of services expected, etc. Classification of accommodation centers (i.e. various hotels, motels, dormitories, etc.) on basic of rating like five stars and below are essential so that tourists can make a proper choice and plan their trips appropriately. Generally, tourism mostly prospers in those areas where good lodging and food facilities are available at reasonable prices.
3. Amenities: Growth of tourism at a place is also influenced crucial factors like; how well the site is maintained for touring activities like skiing, roping, paragliding, rowing, fishing, surfing, safari adventure, etc. Whether emergency facilities are available or not, so on.
4. Ancillary services: If a tour destination is equipped by ancillary (supplementary) services like banking and finance, the Internet and telecom connectivity, hospitals, insurance, so on, then such a place succeeds to hold (retain) more tourists for a longer time. This overall helps to boost the local economy to some extent.

3. Historical and cultural factors [image: ] Many tourists are attracted to places of historical significance and that which have a legacy of rich cultural heritage. People love and enjoy exploring destinations where there are famous ancient monuments, marvellous forts, castles and palaces of earlier kings and queens, etc.
Examples of places that are famous throughout the world for their historical and cultural accounts are; Taj Mahal in India, Nazca lines and Machu Picchu in Peru, Pyramid of Giza in Egypt, Great wall of China and Stonehenge in England.
4. Religious factors
People often make pilgrims to places of religious importance to seek inner peace, get blessing of their favourite deities and gurus, attain salvation before death, etc. Here, faiths, beliefs and sentiments of people contribute in booming tourism at holy places.
Examples of places that are well-known for their religious significance are Jerusalem in Israel, Mecca and Medina in Saudi Arabia, Varanasi and Amritsar in India, etc.
Q.A.3. What is the importance of image of a destination in the tourism industry?
 Destination image is commonly accepted as an important aspect in successful tourism development and destination marketing due to its impact on both supply- and demand-side aspects of marketing. Despite the ample amount of literature, a comprehensive conceptualization of destination image comprising its intricate relationships with several other factors on the supply and demand sides of the market has yet to emerge. In this study, a large body of literature on destination image and related concepts is reviewed and a comprehensive conceptualization of destination image is modeled. It was concluded that there are still many facets of this complex construct yet to be investigated empirically.
Image has a strong influence on travel behavior as it represents the destination in a tourist's mind and provides tourists with a pre-taste of the destination. Destination image is defined as the characteristics of a destination which influence tourists' decision to visit that destination. [image: ] The way the tourists feel about the destination and the physical attributes are very important in determining a destination's image. A tourist destination consists of different attractions such as cultural attractions and mountains therefore a tourist can develop multiple attitudes towards the different attractions for example a tourist can find mountains appealing and have a negative attitude towards cultural attractions.
[image: ] I.  What is the link between price and image?
Everyone likes a bargain and shopping around or looking on line on different websites. Therefore, millions of tourists sometimes book a bargain holiday assuming they will have a brilliant experience even though it’s a cheap holiday which includes flights accommodation and facilities.  You will find although it’s the same hotel it’s a bargain price some of the facilities may be out of bounds you may not have the nicest of rooms. 20% cheaper than anywhere else, or your moneyback would draw tourists to book a holiday where the offer sounds good, or if an item/product goes in the sale it also sounds good as its cheaper than the RRP.
[image: ] If you book a flight and it’s on a budget airline which offers cheap flights again you may be booking a cheap flight, but you will find there are some extra charges like paying for baggage allowance there might be extra to pay for baggage allowance.
 Although with dynamic pricing you could argue if customers are savvy they can catch a cheap deal, flat pricing gives them more piece of mind keeping the rate flat always means customers can trust that prices and the image. 
SIMPLE AND TRANSPARENT IT GAINS CUSTOMERTRUST AND LOYALITY [image: ]ACTIVITY: Plan a visit for a group of tourists for an area with which you are familiar. Suggest why the activities and visits you planned would appeal to the group, give as much information about the visit and activities.
I have planned a group trip for 6 tourists to go to Kos In Greece, for 7 days my tourists consist of 6 friends aged between 24 & 50 who all love travel and different cultures and scenery but also like to have fun and relax.[image: ]
They will be flying from Manchester Airport and all live in Middlesbrough. The flights were priced low which the tourists were happy about, the accommodation they required were 2 x double SC studio apartments (sea view option) and 2 x single rooms, with sea view studio apartments again they got a bargain for their apartments.
[image: ] They planned on going on daily excursions and take part in activities, I advised them to look at some of the activities and excursions [image: ]   they would like to take part in and when they decided to agree on an activity package which included a shopping trip, tour around the island of Zakynthos, boat trips and spar & leisure. They also wanted recommendations for local restaurants and bars for the day time and evening meals and entertainment. The group enjoyed all the trip as from start to finish everything they asked for they received they had laughs even saved enough between them to enjoy a last-minute day trip to a vineyard.
[image: ]
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