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Question 1
Refer to Fig. 1.1 (Insert), a photograph of a museum.

(a) Describe two ways the museum could keep its staff motivated.

[4]
(b) Explain three customer feedback techniques which may be used in a museum.
ettt et et e e —eeeeeet—eeeeeeateeeeeaesteeeeaaseeeeeaesteteeeaasteeeeaaaeeeeeaateteeeaaareeeeeaaaeeeeaanreeeeaanraeaens
2 et e e e ——— e e ee——eeeeei——eeeee——eeeeae——eeeeae—eeeeeaat—eeeeaataaeeeaaraaaeas
B et ettt eeeeeeeeeeeeeeseeeeeeeeeeeeeeesteeeeeansteeeeaasteeeeeaastteeeaasteteeeantteeeeaanteeeeeannteeeeaaraeeeeeanreeaeeanns
[6]

© UCLES 2021 9395/12/M/J/21



3

(c) Explain three ways a non-commercial organisation, such as a museum, generates income.
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(d) Discuss how a museum may meet the different needs of its external customers.

[Total: 25]

© UCLES 2021 9395/12/M/J/21



Question 2
Refer to Fig. 2.1 (Insert), an advert for The Briangle Shopping Centre.
(@) (i) Shopping centres will appeal to special interest tourists.

Define the term ‘special interest tourism’.

(a) (ii) Suggest three facilities The Briangle Shopping Centre could provide for customers with
specific needs.

(b) Explain one way The Briangle Shopping Centre appeals to each of the following visitor types:

families With YOUNG ChIlAren ...........ooooiii e e s
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(c) Explain two benefits to The Briangle Shopping Centre of providing good customer service to
its internal customers.
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(d) Discuss the likely impacts of changes in the value of the national currency on different visitor
attractions.

[Total: 25]
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Question 3
Refer to Fig. 3.1 (Insert), information about tourism in Costa Rica.

(a) Describe two characteristics of rural destinations.

[4]
(b) Explain three likely roles of a local tourism organisation in Costa Rica.
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(c) Explain how Costa Rica has differentiated its tourism products to appeal to different types of
tourists.

© UCLES 2021 9395/12/M/J/21 [Turn over



10
(d) Discuss how social factors may encourage the growth of international tourism.

[Total: 25]
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Question 4

(@) Suggest four reasons why tourism may be in decline in some countries.
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(c) Explain two reasons why domestic tourism is important to a country.
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(d) Discuss the likely impacts of changes to legislation on tourism.

[Total: 25]
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The boundaries and names shown, the designations used and the presentation of material on any maps contained in this question paper/insert do not imply
official endorsement or acceptance by Cambridge Assessment International Education concerning the legal status of any country, territory, or area or any of its
authorities, or of the delimitation of its frontiers or boundaries.

Permission to reproduce items where third-party owned material protected by copyright is included has been sought and cleared where possible. Every
reasonable effort has been made by the publisher (UCLES) to trace copyright holders, but if any items requiring clearance have unwittingly been included, the
publisher will be pleased to make amends at the earliest possible opportunity.

To avoid the issue of disclosure of answer-related information to candidates, all copyright acknowledgements are reproduced online in the Cambridge
Assessment International Education Copyright Acknowledgements Booklet. This is produced for each series of examinations and is freely available to download
at www.cambridgeinternational.org after the live examination series.
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