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Fig. 1.1 for Question 1

Tourism development in Saudi Arabia

Saudi Arabia is a country in western Asia. Most of the country has a desert climate with hot summers
and limited rainfall all year.

Saudi Arabia has invested over $66.6 million into a new tourism development in the east of the
country, known as the Central Awamiyah project.

The Central Awamiyah project aims to establish the area as a new tourist destination and artistic
centre.

All new buildings in the development will be built in the traditional architectural style of the area.
The new 180000 square mile development will include:

*  shopping areas

* acultural centre

e craft and heritage facilities

* green areas

* gardens

e children’s playgrounds

*  recreation areas.

Saudi Arabia wants the project to improve the quality of life for the local population, improve the local
economy, develop the tourism industry and attract investment to the area.
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Fig. 2.1 for Question 2
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Fig. 3.1 for Question 3

Customer service in the travel and tourism industry

The Institute of Customer Service has reported a decrease in customer complaints in UK tourism
organisations.

Research has shown that in the tourism sector in the UK 12.5% of customers made a complaint.
This is a decrease from the previous year when 14.1% of customers complained. This is in contrast
to all other industries, which have shown a 13% increase in customer complaints.

Further research has revealed the three main issues customers believe tourism organisations should
improve are:

* hard to use websites

* not being able to contact specific staff

* unfriendly staff.
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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.
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