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Teacher’s Introduction

This course companion has been written to support the delivery of Unit 1: The

World of Travel and Tourism for the Pearson BTEC Level 3 Nationals in Travel Always check the exam board
and Tourism. The resource is suitable for teaching at all levels, from Certificate | website for new information,

through to Extended Diploma. including changes to the
specification and sample
This externally assessed, mandatory unit is taught over 90 guided learning assessment material.

hours (GLH). Teachers will have different approaches to the balance between
teaching and exam practice — this resource allows you to flexibly construct a teaching approach based around
your timetabling, the scheme of work, and the needs and abilities of your students. The resource includes
research activities and exam-style questions for practice. The format allows sections to be copied and easily
distributed for students who may have missed lessons or need extra support.

This resource matches the learning aims set in the specification and addresses every point of the essential
content that learners must cover prior to assessment:

Content Area A: Types of travel and tourism

Content Area B: The types of travel and tourism organisations, their roles and the products and services
they offer to customers

Content Area C: The scale of the travel and tourism industry

Content Area D: Factors affecting the travel and tourism industry

September 2019

Free Updates!

Register your email address to receive any future free updates*
made to this resource or other Travel & Tourism resources your
school has purchased, and details of any promotions for your
subject.

* resulting from minor specification changes, suggestions from teachers
and peer reviews, or occasional errors reported by customers

Go to zzed.uk/freeupdates
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A: Types of Travel and Tour

Al = Types of tourism

Tourism - a trip taken away from home $or one right or more

There are a number of ways of defining tourism. Certainly, tourism involves a t
within which a person works. However, it is not necessary to stay away from ho
activities. Millions of people take part in day trips every year; they participate i
contribute to the visitor economy, but they do not necessarll\’ stay away from h

Domestie tourism - taking haolidays a7 b 'n

W|th|n the UK, thousands of torr o4 ¢

Jooa v ly and friends and to attend sporting even
also includegesilikes . . .. The significance and importance of domestic tou
ted. Every day people travel by road, rail and air to differen
the UK outs the area where they live and work. On a daily basis, aircraft fl
major cities in England, Wales, Scotland and Northern Ireland. Hundreds of inte
carry tourists travelling for a variety of reasons, and countless journeys are mad
motorways and other roads. It is calculated that about 100 million domestic ov
are taken in the UK each year, and these generate nearly £20 billion in spending
addition, over £50 billion is spent by domestic tourists on day visits.

i \snde yaur aoantry of

In recent years, UK residents have taken an increasing number of domestic holi
being taken now than there were 10 years ago. This activity spreads the benefi
Domestic tourists tend to visit ‘traditional’ destinations, such as seaside towns.
contribution to the economy of resorts such as Blackpool, Brighton and Scarbor
tourists will also visit major towns and cities, as they will national parks and oth

Domestic tourists will use the full range of accommodation, from luxury hotels t
These tourists also spend money in a variety of restaurants and cafes, contribut
cases. Also, domestic tourists make up the majority of visits to major attraction
tourism is extremely important to the UK tourism industry.

‘Exam-style question

Assess the importance of domestic tourism to the UK tov-" :m industry.
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Inbourd tourism - visitors from overseas doming ints a aouniry

It is generally the case that inbound tourists spend more on tourism products an
Inbound tourists tend to stay for longer and generally stay in more expensive ac
about 38 million visits from inbound tourists each year and these tourists spend
the economy of the UK in a number of ways. It is calculated that each inbound t
region of £600.

By no means are all these visitors on holiday, as the figures in the table below in

Purpose of visit % of inbound L.

Holiday y 37%
Business .. -~ 259
VFR (visiting friexd. ~ d ~"utivi 31%

o Somm—

- (e.g. study) 7%

R

The UK is ogsilkhe - - . .opular inbound tourism destinations in the world. T

its ongoing . These include:

o Accessic¥ity — Heathrow and Gatwick are amaong the busiest airports in the
many global cities arriving each day. Furthermore, the UK is accessible by f
the Eurostar service links the UK with a number of important European citi

e Culture and heritage — The UK has a rich and varied cultural heritage. Visit
residences such as Buckingham Palace and Windsor Castle and many other
throughout the country.

* London is one of the most important cities in the world. Not only does it at
attractions, such as the Tower of London, but it is also a major financial cen
visitors.

e  Within the UK there is a wide variety of landscapes, ranging from wild area
hills of southern England. National parks are located in many highland area
Park has been designated a World Heritage Site.

e The UK has links with many other countries which make up the British Com
countries have migrated to the UK in recent years, which explains the high
table above.

There are a number of factors which might cause a reduction in the number of i
These include:

o Achange in the value of a country’s currency
e Terrorist activity and civil unrest

e Bad publicity

e Increased taxation

e  Poor levels of service

The UK is seen as a safe destination *-. it u ecent trends suggest that it rem
destinations in theworld. .~ o

“Research activity

Find out from which 10 countries most tourists visit the UK.

Can you think of any specific reasons why nationals from each of these countr
Try to consider these pull-factors from the point of view of each of the differe
(Holiday, Business, VFR, Other).

&
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Outbound tourism - tourists ﬂeavin% their aounfry of residence to tr

Outbound tourism increased rapidly in the second half of the twentieth century
relatively few people could afford to travel away from their own country. In the
the major seaside resorts such as Blackpool, Bournemouth and Scarborough.

There were three factors which led to the growth in outbound tourism from the

These were:

* Increased leisure time — in particular, workers in the UK became entitled to
they could go away for longer.

o Increased affluence — many people were better off than they had been bef
better holidays. /

e The development of air transport — many advar <. .te :hnology had bee
War and planes which could fly faster a=¢ ca v i..ie passengers became a

At about the same time, the . = "f:;lf”;gaver’ﬁment began to see tourism as way o
country. Foraaamp's = ;21957 UK residents flying to Spain had to buy a visa
travel. Wh A.\,.‘.uiréh‘ient was abolished it became much easier to visit Spa
. tal areas and sandy beaches, such as the Costa Blanca and Cos
hot summer weather, which UK resorts could not. UK travel companies started
whereby, for one price, holidaymakers could buy a flight and accommodation, f
a week’s stay in a UK seaside resort. By the early 1960s the package holiday rev
sangria’ had begun, and resorts such as Benidorm were transformed from sleep
with thousands of hotel beds in a very short space of time.

As the table below shows, Spain has remained the most popular destination for
for over 40 years.

Top five destinations for UK tourists

1975 2004 20
Spain Spain s
France France Fra:
Italy USA Its
Germany Greece U

Greece Italy Republic

The three ‘enabling’ factors mentioned above have continued to provide opport
present day. From the 1980s onwards, it became much easier and more afforda
enabled UK families to visit Florida, New York and other popular destinations in ¢

This growth in long-haul travel has enabled more and -2 - L residents to visit
is now possible to fly non-stop to Australia. This* «as ~ tiought possible a few

COPYRIGHT
PROTECTED

‘Exam-style Question

@ 5rs which led to the growth of outbound tourism from the UK'i | s
twentieth century. lg

~ Educat’ioﬂ
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A2 - Types of travel

deisure travel - travelling for pleasure, enjoyment, relaxation or .

The leisure tourist expects to enjoy a break away from their home and work to re
friends and/or family. They expect to enjoy ‘quality’ time doing something differ:
and work. Most leisure travellers travel with someone else, either as a couple, o
Generally, leisure travel is booked some way in advance and the type of activiti ‘
meet the needs of all of the people travelling.

Shart breaks

A short break is generally defined as a holiday Ias'r';“ 3p foar nights. A short kb
weekend or be a midweek break Short ‘hm ! _»apular with people who can;
L ,..;.sto do something different during I”;

City breaks %
It is estimated that 53% of holidays taken by UK residents recently were city
breaks. These are more popular than beach holidays. Many cities have becom
increasingly aware in recent years that tourism is an important source of
income and have marketed their attractions and facilities very successfully.
British cities are increasingly accessible by road and rail. The growth of
domestic low-cost air travel has also made it easier for tourists to travel to
cities such as Belfast, Edinburgh and Glasgow from the south of England in littl
over an hour.

Similarly, major European cities, such as Rome, Paris, Amsterdam and Barcelon
lasting no more than two hours. All major cities in the UK and Europe offer a rar:
easy to navigate using public transport. Increasingly, cities provide some form o
purchased, offers discounts on attractions and transport within the cities. Majo:
attractions, such as the Eiffel Tower and Louvre in Paris. It is usually the case tha
can be visited in two or three days. Alternatively, tourists can choose to visit les:
which they are particularly interested. '

One factor which has contributed to the increased popularity of city
breaks is the range of websites and other tools available to tourists.
People wanting to go on a city break can now book their flights online with
easylet or Ryanair, they can use Uber to travel within the city, they can
find reviews of restaurants and hotels using TripAdvisor and they can find
their way around using Google maps. This was not the case ? ) years ago.

e visiting a busy city where it’s
difficult to get away from the
crowds of people visiting major
attractions. Countryside breaks
usually offer a more relaxed
holiday with fresh air and

pleasant scenery. Tourists might also want to take part in the wide range of
leisure activities which are available in countryside areas. These range from fis
activities to mountain biking, abseiling and rambling.

There is a wide range of accommodation available in countryside areas, which inc
B & Bs, campsites and youth hostels. A popular option for a countryside break i

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 5 of 58
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Stag and hen
Stag and hen parties tourism has become increasingly popular in the last 20 yea
these parties visit city destinations and take part in a range of activities. The bri
the centre of attention during these activities. In recent years, new specialised
been established to cater for the needs of stag and hen parties. These organisa
range of zany activities for the participants.

Holidays

Package holidays

Package holidays are sold to customers by travel agents or tour operators. The
following:

e Transport —which could be trains, coaches or ferr v is usually flights
e Accommodation for at least part of the h-lic ay‘ -
e Other tourist services, such as card hoe e

The components of a p7c 4, s.uay must be sold to the customer for one incl
’ :; then the package is covered by the Package Travel

These regulations were introduced in 1962, and for the remaining years of the t
holidays sold by tour operators and travel agents were package holidays. Howev
bookings, numbers of tourists are able to book their flight directly with an airline
with a hotel. This would not constitute a package and the customer would not b

Independent holidays
Independent holidays involve the customer making all of the bookings themselv
companies (known as principals). The growth of the Internet has made it possi
accommodation, car hire, attraction tickets, etc. from home using their comput
no means all, the customer can save money making their own bookings.

However, the main advantage of independent, or self-packaged, holidays is tha
flexibility in terms of the dates and times of travel, the standard of accommoda
and so on.

Cruise holidays
Cruise holidays have become increasingly popular in the last 20 years. Previous
being expensive and exclusive, with passengers being required to dress formally
Although these options are still available on many cruises, a wider range of cust
holidays in recent years.

Many cruise holidays, but by no means all, involve a flight to a departure port.
New York, Dubai or any other port city around the world. 2" srnatively, UK por
and Liverpool, can be the departure port for a cru'M W ,mé, the necessity of a

1 dthe Norweglan Fiords, the Me

Popular cruise destinations include t* . f 4l
Alaska.

The table b, "f'é’pid global growth in the number of cruise passeng

Year Total number of cruise CKCSC
passengers Investigate the website

1990 3,775,000 as Cunard or P&0O. Sum

2000 7,210,000 offered.

2010 18,420,000 L

2015 24,000,000 Z\gézzgz:he key similar

2020 27,600,000 fest.) \Who are the target dem
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Spedial events

Within the UK there is an increasing number of events which attract thousands
be cultural or entertainment events, or sporting events. All major events gene
which they are held. For example, it is estimated that in Cardiff and the surrou
million is generated on every occasion that Wales play a home international ru
Stadium. Much of this income will be for accommodation, with providers bein
nights before and after the matches. Those attending the matches will spend m¢:
will need transport to and from the stadium. Hundreds of people will be empl
within the ground and in the locality.

A number of cities now hold annual events and festivals whick. generate a great ¢
of this is the Edinburgh Fringe. In 1947, eight theatre .~ s i{Jrned up uninvite¢
Festival, a newly formed cultural event. Today ti 3u-. s of performers and c
‘Fringe’, which takes place in over 7. 07 {it : et venues around the city. Thes
countries. It is estimated th>* & ;,L-urg"ﬁ Fringe contributes about £260 mil

spectators and generate millions of pounds in income. These include:
e The British F1 Grand Prix at Silverstone

o Wimbledon Tennis Championships

e The Cheltenham Festival

o The Grand National meeting at Aintree

These events are held over three or more days, so not only do they attract mor
need accommodation during their visit, adding to the income generated.

Additionally, major football matches, such as the FA Cup Final, will attract up to &
Premier League fixtures. Cricket test matches and rugby internationals can als

‘Exam-style question

Discuss the possible positive and negative impacts of major sporting events o
they are held.

Seasonal events

A range of events have become established in the tourism calendar in recent
years. A good example is the Chelsea Flower Show, whi~/ 5 -Jd each yearin
mid May at the start of the summer. Generall;, r. or asonal events are held
the summer, where better weather ic. 2 re | L y to'generate bigger crowds,
especially when the event is h .- 1utdoors.

Music festi: )y tume established as major events. Hyde Park in London

hosts conce na]'or stars and bands in July, and the Reading Festival is alwa 5
Holiday. The Glastonbury Festival, the Isle of Wight Festival, T in the Park, BBC P:
similar events are held throughout the summer.

( Re

Find out which ba

More recently, some destinations have developed winter :
festivals next sum

festivals with features such as temporary ice rinks and
Christmas markets. These have become successful and What types of to
have encouraged additional visits during what is festival? Conside
traditionally a period when visitor numbers are low. \do different festi

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 7 of 58
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Corporate travel

Corporate travel is most often associated with work or a job but will take place a
work. It may involve an overnight stay. Many people have to travel outside of t
and work in connection with their job. Corporate or business travel is important
it takes place on virtually every day of the year. Business travel is not confined t
teachers, builders and doctors are just three examples of jobs in which people m

It is a fallacy that all business travellers travel business class on planes and stay i
Many business travellers are self-employed and cannot justify the costs involved
may work on a project away from home during the week and stay in relatively ¢
Monday to Thursday.

Unlike leisure travel, it is often the case that b sii 25~ ...vel is booked at short n
may have less choice about when th~ = av ; . .iso, more business travellers are
rather than with friends or ¥+

Meetings
Meetings m? ¥: place between only two people. They may take place ina pl
locations such as hotels, motorway service areas or railway stations. Some mee
facilities. Larger, more formal meetings will require facilities such as a private ro
projector. Participants may travel from various locations to take part in the me
from home before or after the meeting.

Conferences
A conference (or convention) is a larger event which may involve hundreds, or e
conference will consist of a series of meetings and often includes keynote speec
centre. Conferences tend to take place over at least two days, with many deleg
least one night and often more. Major seaside destinations in the UK, such as B
developed conference facilities to attract organisations such as political parties.
range of accommodation available within the destination.

Exhibitions
Exhibitions, or trade shows, provide an opportunity for organisations
working in the same industry sector to show off their latest products to
generate sales. The World Travel Market, held in London each
November, is a good example of an exhibition. Destinations from around
the world have stands which promote the attractions of the destination.
Tour operators, hotel groups and transport providers are also
represented. The exhibition provides a forum for organisations to work
together to discuss the provision of new products and services *3
potential customers. L

Training — self or others st

Most working people will ne~: = be i wined in aspects of their work at
some point intgair 7« 3, frai'”hing may take place ‘in-house’ at

hey .sork, or they may have to travel outside of the
work to receive training. The training may take one
day, or it may require a stay away from home. Travelling to the location of the t
from home, contributes to the tourism economy. At the same time, those deliv
to travel and stay in hotels.

Training can take place in a range of locations. Some large organisations have th
facilities; hotels provide conference facilities which can be used for training purp
also provide facilities such as executive boxes.

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 8 of 58
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Short-term work contracts — elsewhere in the UK or overseas
It is important to understand that there are many reasons why people have to tr:
connection with their work, and this is why corporate, or business, travel is so im:
As mentioned above, it is not only managers and executives who travel for busin
builders to work on-site midweek and return home at the weekend. Self-employ:
away from home while they complete a project, or a company may ask a manag .
before a replacement can be found, necessitating a stay away from home.

Incentive travel — defined as a trip offered as reward for good performance in
Incentive travel is used by organisations as a ‘bonus’ for good performance. Rat
financially, organisations can provide a travel experience to reward good perfor
awarded to an individual or to a team.

Companles are increasingly recognlsmg thoio _.ice of rewarding

xperlences rather than
_ouilding, and overseas

E ’*ed by many organisations. Over the Outli

or(Meetlngs Incentive, Conferences and Events)

ortant sector of the tourism industry.

has become

Spedalist travel
This is usually linked with the purpose of travel —a hobby, a sport, an interest, o
type of customer. Specialist, or special interest, travel involves the tourist takin
activity for the majority of their holiday. The main reason for booking the holida
or the event which is taking place. This may be a wedding, a rugby match or to

Adventure

Adventure travel appeals to people known as ‘adrenaline
junkies’ or ‘thrill seekers’ who enjoy activities such as CR
mountain biking, abseiling and white-water rafting which Investigate th
generally take place in mountain and countryside areas. available with
These activities are increasingly organised by specialised
companies which employ qualified instructors and leaders.
Adventure activities can be undertaken as a day visit or
form part of a longer holiday. Participants may wish to
spend a week climbing in the Scottish Highlands.
Alternatively, it would be possible to take part in a range of
adventure activities during a stay in a national park.

visitor?
How might ne

Health
Health tourism involves choosing to travel to another gl

COPYRIGHT
high-profile cases in the med|a relatfr‘lf relli i PROTECTED

reality is that most health tr
the individual cepos~ + o

bat | _eatment is available more cheaply in another country. Fo
tries to receive cosmetic dental treatment which is cheaper t

i

Another type of health travel is for spa treatments. A number of hotels provide
which can be undertaken during a stay at the hotel. Undertaking one treatment
would not be considered as health tourism; having two or three treatments per

~ Educat’ioﬂ
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Education

The vast majority of people will take part in educational travel during their scho
fieldwork, sports tours, museum visits and ski trips are just some common exam
educational travel. Some schools and colleges offer opportunities for students ta:
destinations such as the USA. Others organise sports or music tours to different ¢

Each year, young people from a number of countries visit the UK to join summe
of this is to improve their English. Universities are increasingly letting their halls
running summer schools. British students also travel on exchange visits to devel
another country’s language and culture.

Educational travel is not confined to young people. Grour- : all ages can travel
destinations to increase their knowledge. For exfj, iR fopue of all ages visit t
to learn more about the First World War . ' -

Heritage, culture
Many holidg

ker . axe a visit to a cultural attraction or heritage site dur
inight spend time at the Louvre, someone visiting Rome mi
London might visit the Tower of London. One visit to a cultura
does not constitute heritage and cultural specialist travel. Heritage and cultura
members of a group spending the majority of their time visiting and investigating
attractions within the destination with the intention of broadening their knowlec:

Gap year

Gap year travel is becoming increasingly popular with young people who take a
and before looking for a job. Australia and the Far East have become fashionabl
travellers, many of which are travelling alone or as couples. During their travels
adventure activities or participate in a community project helping local people i

Often gap year travellers have no specific itinerary and may choose to stay long
when they feel that the time is right. They may well meet up with friends during
make new friends. As in many other sections of the travel industry, companies s
been set up to offer services to gap year travellers.

Conservation, sustainable tourism, responsible travel

Today, most people are aware of the negative impacts caused by tourism, both
communities living in destinations which receive large numbers of tourists. Tou
destinations have taken steps to minimise these negative impacts and have ado
sustainable approach.

This has led to some tourists choosing specialist travel wb -1 Jcuses on conserv
activities. Tourists travelling to take partin some = L nservation work is a

Responsible travel has a number = ff e> These include:
e aimingto develop oo # .qationships with partners overseas so that th
et - j“ partners to increase the skill sets of local people

he scale of tourism is appropriate to local conditions and doe

e considering economic, environmental and cultural issues when looking at n

e aiming to minimise water and atmospheric pollution from tourism develop

e aiming to work closely with all relevant local bodies and authorities to help
environment and deliver a long-term benefit for the host community

1

|
I ‘Exam-style question
|

I Outline the reasons why some tourists want to take part in responsible travel a

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 10 of 58

COPYRIGHT
PROTECTED

i

~Educﬁﬂoﬂ




Special interests / hobbies / sports
As indicated above, specialist travel involves the person travelling participating i
majority of the time they are away from home, rather than enjoying the activity
simply, on a fishing holiday the person concerned spends most of their time fish
other people on the holiday will also enjoy spending most of their time fishing, a
group can talk about fishing. The same can be said for any hobby or interest.

Sports tourism can take a number of forms. Many thousands of people travel e
events or sports fixtures such as Premier League football matches. Sports touris
overseas to attend one or more matches at FIFA World Cup, an England cricket t
Additionally, sports tours are organised for participants to play matches against
countries. Again, the main focus of the tour is the partici*'>. sort which all of t
playing or watching.

Weddings/honeymoons F
Couples on honeymoon t ; 4 . 1o make their time together special and m
staying in hizeililal: \ . - :modation and in romantic destinations. They migh
activities w! ht range from a horse-drawn carriage through Central Park i
Zealand ors n a cabin in the Maldives.

Having a wedding abroad is becoming increasingly fashionable and easier to org
the tourism industry, specialist companies have been set up to help customers o
variety of locations.

The important factor in all forms of specialist travel is that those involved are tra
reason and share a common interest, whether it be football, birdwatching or att
specialist travel organisations will be able to provide a range of products and ser

Vlsiﬁn% friends and relatives (V¥R)

Visiting friends and relatives (VFR) is a significant part of the tourism industry, b
the total contribution it makes to the economy. Unlike holiday tourism, VFR tra
year. People travel to meet family members for special occasions, such as christ
and funerals. Alternatively, they may just visit for a weekend or a short stay. Ge
staying with a family member, but it is often the case that on an occasion such a
may stay in a hotel.

Domestic, inbound or outbound

The increased availability and decreasing cost of short flights has impacted on VF
now easy to travel anywhere in Europe relatively cheaply. At the same time, opp
different European countries to live and work have also increz-ed. Thus, the am
has increased significantly in recent years. People fror.:7: sp f}dan countries have
These people may travel back home to visit the ri or family members ma
one million UK residents live and wo' . = cu ¢ 5, and these will also travel home

Long-haul o =
At the sam § Lth - sumber of people taking long-haul flights to visit family m
this may inv residents travelling outbound or non-UK residents travelling

tends to be for a longer period of time. People do not want to travel to see rela
weekend! It is often the case that for extended periods of long-haul travel, part
the family and other periods spent touring the destination. For example, a coup
their daughter and family. They could spend two weeks with the family and ano
Australia. They may also have a stopover in Singapore, Dubai or another suitabl
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Travelling away from home area or region
Vising friends can involve couples, individuals, groups or families. In every case,
travel outside of the area where they live and work. Whatever the composition
spend money contributing to the tourism economy. They will spend money trav
restaurants and they may visit attractions.

Leisure and business travel

The vast majority of VFR travel is for leisure purposes. Family members or groups
and make the necessary arrangements. Only a small proportion of VFR travel is fo
it is not unreasonable for a businessperson to stay with a family member or friend

~r5yve Question

Explain why the volume of \/ v | 1as'increased in recent years.

Patterns of ef are more complex than they initially appear to be. This ex
calculate the®®Etise contribution made by VFR travel to the tourism economy.
volume of VFR travel and on the amount spent by those travelling.

fDay trips - visits that do net involve an averniqh’c e’cay

It should be clear by now that tourism involves far more than holiday travel. Da
and attractions take place throughout the year, particularly at weekends and Ba
weekends will see long queues of cars trying to reach seaside resorts and popula
numbers of visitors.

Such visits involve people travelling away from the area where they live and wor
tourism economy by spending money travelling, paying to enter attractions and
products, such as souvenirs, food and drink.

Visitor attractions

The majority of visitors to attractions are o
stay away from home before or after visiti
museums, zoos and natural attractions all

their income. Many fee-paying attraction
Bank Holidays as ‘peak’ times since these a
its greatest and they are able to charge a p

It may be that people heve only travelled a
the attraction, but nevertheless they have travelled 1o I the area where th COPYRIGHT

they are contributing to the tourism econory.
Yy PROTECTED

Major attractions such as tl‘” ar lave developed on-site accommodation
overnight and garhat = . ¢ .:ECOI"ld day at the attraction. Alternatively, visit
and turn a § i 13 d short break.

Cities for specialist shopping events _ lg
Visiting cities for specialist shopping, as opposed to normal household shopping, -
people. As with all tourism, people will travel outside of the area in which they | &9
money travelling and on other tourism services. It is fairly common to combine  Fducation

tourist activity, such as visiting an attraction or going to the theatre. Such trips
economy as well as the tourism economy.
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Countryside for relaxation or activities

Day visits to coastal destinations are part of the long tradition of UK tourism.
People from industrial towns and cities made day visits to coastal resorts long
before other types of tourism became available. In the early days people
travelled in extended family groups by rail or bus to enjoy the relaxing sea

air. These people often worked long hours in factories or mines and the
occasional visit to the coast was their only tourism activity.

Popular coastal destinations developed into resorts, such as Blackpool and
Brighton, which remain popular today. Many other seaside towns around
the coast of the UK, such as Great Yarmouth, Llandudno and Swanage remain po
days, day trippers can enjoy the cooler, fresher air of coastal areas, a swim in th

From the middle of the last century, the private m A?ﬁet—ame the main me
undertaking day visits to the coast. This ~'~ * 23, 7.nat it became easier to visi
the number of families owning m:..s: ¢« = ruw popular areas of the countrysid

: dung for the first time. This led to the establ

consequently expenenro £
UK to proteg + sctive and scenic of landscapes.

Today, natio ks, areas of outstanding natural beauty and other countrysid
numbers of day visitors. People taking day trips to the countryside can enjoy ar
remains a popular activity and many long-distance and shorter walks have been o
number of land-based and water-based activities are also available.

COPYRIGHT
PROTECTED
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A3 — Types of travel and tourism

It is important to understand that travel and tourism organisations need to know
attract, so that they can develop a suitable range of products and services. This
providers, accommodation providers and attractions. These organisations may a
customer they may not yet attract, so that they can plan their marketing to attra
Therefore, it is important to classify travel and tourism customers into different
customers fit easily into groups and many travellers fit into more than one grou

Individuabs and eouples, families with a range of ages and struetu

Some people enjoy taking part in tourism activities Jldual They may e
in an individual activity such as walking or cvrlng * ntioned previously, you
travelling alone and meet othersale- ,t''e ; y. - Some people, such as widows a
travel alone rather than with rm ‘ler who has died. Individual adults are le
such as themegark-.  * TLE happy to enjoy their own company in a museu

¥ case that individuals will incur additional travel costs. For ex
providers and tour operators charge a single occupancy supplement.

Couples range in age from people in their late teens or early twenties to couples
way in which all couples require the same travel and tourism products and servi
as they grow older. Young couples are more likely to require a range activities a
would probably prefer a more relaxing environment.

Travel and tourism organisations, in particular accommodation providers and tou:
to meet the needs of LGBT couples. Attitudes towards LGBT couples vary from c:
understanding and acceptance of the needs of individuals and couples differ fro
it is important that they are not discriminated against.

Families vary considerably in terms of size, structure and age. Travel and touris
active in dealing with the needs of a variety of family structures. For example, it
have only one parent, or two parents of the same gender. Some families travel
occasionally with four.

Travel and tourism policies and procedures have had to be adapted in order to n
differing structures. They do not want to embarrass their customers or fail to co
legislation. In some cases, attractions have discarded the ‘family’ ticket in favou
combined adult and child admission.

Families with children have differing needs depending on thn 1ge of the children
e Families with children under five and babies w-'l e ohe
when visiting an attraction. Transporf Froa “fj odatlon providers will a
families with babies and sma" S

gt need child-friendly rides and play equip

o  Families W|th youns. bl
ol o ually avallable at restaurants.

eenage children will need more facilities in which children ca
independence. Different types of travel and tourism identify different
ages at which children are classified as adults. In some cases, adult prices
are charged from the age of 12 upwards. It is important that all travel

and tourism organisations ensure that they abide by relevant legislation
and safeguard those classified as children, even if they have been charged
the same price as an adult. This may apply to transport providers, such as
airlines, which charge the same price for a seat whether it is occupied by
an adult or a child.

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 14 of 58

COPYRIGHT
PROTECTED

i

~ Educat’ioﬂ




Groups, edueational, serior dtizens, spedial interest

People travel as a group for a wide variety of reasons. Groups may vary in size fr.
travelling in a minibus to any number travelling in one or more coaches. Whatev
there is usually a common interest among members of the group. This could be
a coach party of pensioners on a day trip to an attraction or a group of football fa

In all of these cases, members of the group have to generally agree to the
itinerary set out and be at the right place at the stated time. If the trip
involves an overnight stay, they have to accept the standard of
accommodation, the times of meals, the itinerary, etc. Unlike a family
group or a couple, members of a group cannot follow their own agenda,
they are obliged to fit in with others.

Corporate travel

As mentioned previously, itis a fallacv *hecc ' . siness travellers travel business ¢
hotels, although many do. Gerz~z ay. 1 i Zousiness travellers travel on their own
this is not always the caz¢ .« “a.ed to leisure travel, more business travel is bo
holidays areg=ilk-d Y, lus'ih advance, business travellers might need to travel t

Some large ! tions will still make use of specialist business travel agents a
increasingly, online booking has allowed business travellers to make their own a
convenient provider.

Many companies will have a policy in relation to what an employee is entitled to
For example, they may be given a spending limit for the cost of accommodation
might be allowed to stay away from home if they would have to spend two hour
allowed to fly business class if the flight is over a specified duration.

Customers with, spedfie rezauircmcnts - Mngua@e / eubture / speaf:

Throughout the world, travel and tourism organisations have become increasing
customers with specific requirements and have developed appropriate strategie
requirements. For example, customers who require food may be vegan or vege
meat; they may not be able to eat particular foods or eat at a particular time of
more aware of food intolerances and food allergies, so will often provide gluten
clearly indicate when food contains allergens, such as nuts.

Travel and tourism organisations have had to react to a more multicultural custo
provide translations of important information into the languages of the countrie
of customers originate. It is not feasible for information to be translated into ev
major European languages, and increasingly Chinese and other Asian languages,
which are visited by people from a range of cultures can provide oral commenta
headphones or increasingly through a smartphone.

In the UK, there has been a range of legislation passed which makes it
illegal for organisations to discriminate against people wi*! . ual,

hearing or mobility disability or any other disabilit .+ h. = quality Act
2010 legally protects people from discrim~: * n. *.ie'workplace and
in wider society. It replaced previr. i 1 dﬁ,.sgﬂmination laws with a
single act, making the law ¢ . : _r.dérstand and strengthening

protection in cagne it

Thus, travei? rism organisations operating within the UK have
to ensure th y comply with the Equalities Act and do not
discriminate against their customers or employees on the grounds of a disability
such as cultural and natural attractions, are exempt from sections of the act so |
attempt to comply with the act. For example, a wheelchair-bound person is unli
part of a medieval castle or the entire length of a coastal path.

However, at the same time, many organisations are undertaking projects to mak
with specific needs. This may involve improving some paths in national parks to
accessible, such as in Snowdonia National Park.
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B: The types of travel and tourism organi

and the products and services they off

Bl - Ownership and operating

There are many different types of travel and tourism organisations, operating at.
international scale, ranging from a B & B offering two rooms to a multinational c:

Traditionally, it has been usual to identify travel and tourism organisations as b
voluntary sector. However, it is increasingly the case tha - . e organisations ov:

Private seetor orgavisations . -

E*(,,,,fms‘fn brganisations are in business to make:
: : al organisations and they are by definition involv
n we the principal aim, private organisations will also have ot

The majority of private trox

British Airways, Virgin Atlantic and P&O are examples of the largest travel and tc
private sector. Managers in these companies have to regularly make decisions ir:
a certain type of aircraft or order a new cruise liner.

Different types of private travel and tourism organisations can be identified. The:

Sole traders. These are travel and tourism businesses owned by one person, who ;
people. A sole trader is personally responsible for all aspects of operating the busi:
However, they have what is known as ‘unlimited liability’, which means that if the :
sell assets such as their property to pay off debts. Examples of sole traders in the
include B & Bs, small cafes and restaurants, small attractions and activity provide

Partnerships. As the name suggests, a partnership is a business owned by two o:
people to share the responsibility and workload, but more people to share the
unlimited liability, and so complications may occur if the business runs into troulr;
the business. Many partnerships are also small or medium-sized enterprises (SM
include hotels which are not part of a chain, and some travel agencies and attr

Private limited companies. These organisations have ‘Ltd’ after their name and :
people who have bought shares in the company. They may be family business
larger organisation operating at the national scale, such a< = ¢ yach company. Th:

Public limited companies
industry, wit et. . > .unsof pounds. Shares in these companies can be b

exchange, \} : e‘§"’béing bought and sold by the public or other organisation:
publish their#®Counts annually, but because of their size and structure they can
market opportunities. Examples include Hilton Hotels, easylet and British Airw ‘

The largest commercial travel and tourism organisations, such as
Disney, operate internationally and have interests in a number of
countries. In the UK, Alton Towers, Thorpe Park and Madame
Tussauds are all owned by the same company — Merlin
Entertainments, which operates throughout the world.
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As the name suggests, these organisations are funded by local or national goverr:
service rather than make a profit. These services include providing information
information centre funded by a local council. Another example would be a nati
managing a protected area and receiving a grant from central government. Bo
products and services to provide additional income, but this would not be their r:

In the UK there are a number of publicly funded bodies which work in a number i
tourism industry. These include the Arts Council, English Heritage and the Nati
tourism-related projects.

Perhaps the most significant public sector organisatior ... “];it«iritain, which not
tourists from overseas but also provides a rarg * ¢ ser . as'to support the trave
Similarly, VisitEngland, Visit Wales T a4 m & _cad VisitScotland all aim to promo:
countries of the UK. ' -

Voﬂuntary seetor arqanisaﬁans

A number of attractions in the UK are managed by voluntary sector organisatio
of these is the National Trust. This organisation protects historic buildings, garde
opening them up to the public as visitor attractions. The National Trust and simi§
charities and rely on grants and donations as well as membership fees for their it
organisations, their main aim is not to make a profit but they will sell products t¢
supplement their income. Unlike public and private sector organisations, volunt:
much more on the work of volunteers rather than paid employees.

Many small tourist attractions within the UK operate as voluntary sector organ
heritage railways, other industrial attractions and many small museums.

/
‘Research activity

Investigate the website of the National Trust.

Summarise the aims and objectives of the organisation.
Does anything stand out as different from a purely comme*c:al business web

Do you notice anything about the tone of voice? ... .
How might this differ for a private or public se. tor ,,;éjﬂisation? COPYRIGHT
. PROTECTED
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B2 - The key sectors of the travel and
components of their role, and the product
they offer to different types of ¢

Before proceeding, it is important to appreciate that the word ‘sector’ refers to
operating within the wider economy as well as the different parts or componen
industry. For example, British Airways is a private sector organisation operating
UK travel and tourism industry.

The key sectors of the UK travel and tourism industry are .
e Transport principals
e Transport hubs and gateways
e Tour operators S
e Travel agents
e Visitori

e Accomi¥
e  Trade associations

» Information and promotional service providers

Each sector of the travel and tourism industry includes a range of organisations
national and international scale.

In all of the key sectors of the UK travel and tourism industry organisations prov
services which may be tangible or intangible.

An intangible product or service is something which can be experienced but can
taken away. Conversely, a tangible product is something which can be retained
park is intangible — you pay for the experience. A souvenir mug or key ring is ta

There are other important features about many of the products and services of
For example, many of the products are described as being perishable. For exam
once the flight has taken off, so that product perishes, as would an unsold room
Also, some products are said to be non-standardised, because different custom
from the same product.

Transport prindpals
These are generally large, private sector organisations which operate services wk
to travel from one place to another. :

Air travel

Air travel has altered dramatica!l\' : ~:.s0years or so as Iegislation has all

Traditional, iished ‘flag-carrying’ airlines, such as British Airways, Aer Lingu
operating since the Second World War. These could also be described as ‘full-s
provided with free refreshments, even on short-haul flights.

‘Open skies’ legislation in Europe and in other regions of the world allowed new
with the established carriers. These airlines, such as easyJet and Ryanair, took a
technologies which allowed the public to book flights directly with the airline, r
These airlines were called ‘budget’ or ‘no frills’ because they did not provide ref
luggage carried in the hold, offered ‘free’ seating (tax only tickets) and so on.
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By minimising costs as much as possible — for example, only operating one type
to the public far cheaper than they were on traditional airlines. Also, clever mar
‘free flights’, as well easy-to-navigate websites and booking systems, helped to

Ryanair and easylet have been tremendously successful and now carry millions
have a network of routes throughout Europe and fly between hundreds of desti
opportunity of air travel to millions of people who could not afford to travel by a

In order to compete with the ‘budget’ carriers, traditional airlines have had to re
possible. For example, it is now less common for passengers in economy class t

short-haul flights — unless they pay for them — and it is often the case that passe
specific seat.

Budget airlines have been far less succes“ e 1f. 2.agiong-haul flights to the U
) aen unsuccessful Most passengers

5

or more on,
Both the ‘tra I’ and ‘budget’ airlines are scheduled airlines. That is to say,
up to a year in advance and have to sell seats on the flights to make a profit. Th

at its scheduled time, even if half of the seats are unsold.

Conversely, charter flights involve a company, often a tour

operator, ‘renting’ an aircraft to fly its customers to a holiday CR
destination. It is the responsibility of the tour operator to sell Investigate
all of the seats on the plane, rather than the responsibility of obtain info
the airline. Charter flights are less common than they used to passenger n
be because the large tour operators, such as TUI, now own and airline.
operate their own aircraft. Analyse an
notice

Sea travel

Travellers have used ferries to cross bodies of water for hundreds of years. Wit
a number of ferry routes which have been in operation for a long time, providin
between the islands of the British Isles. Ferries to the Isle of Wight or the Isle of
islands to become important destinations for domestic tourists in the past, and
to the Scottish islands has been in place for some time. Similarly, ferries helped
Guernsey become established destinations before the days of cheap air travel a

Equally important are the ferry links between Britain and the island of Ireland. T
number of small and medium-sized commercial companies, w-th a published tim
times are more expensive than at off-peak times. '

COPYRIGHT
PROTECTED

Perhaps the most important ferrles at i .‘_ t uime are those which operate
across the English Channel T!~ . > * iaute, between Dover and Calais, is op
crossing takes about or. . Jdrter hours. The longer crossings between Po
7o Al a_ pérts such as Le Havre, Caen and St Malo are operated
taﬁny Ferries offers overnight ferries with accommodation in

‘lg
Cross-channel ferries offer a range of services, such as shopping and a choice of s
crossings may offer cinema screenings and live entertainment. GQ

~ Edwc&t’ioﬂ

In recent years the Dover—Calais route has faced fierce competition from both t
‘budget’ airlines which offer cheap flights to popular destinations such as Paris.
identify with the advantages of being able to take their car to Europe and enjoy
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There has been a significant growth in cruise holidays over the last two decade
as a luxury holiday beyond the means of many ordinary people. The image was ¢
passengers wining and dining each evening. Many cruise companies now offer
product where there is less of a requirement to ‘dress for dinner’, although this ¢

The growth in cruise holidays has been partly brought about by marine technolos
bigger cruise liners to be constructed. The largest ships can now carry several th:
increased size of cruise ships has resulted in passengers being provided with an
on board, with a range of eating options and entertainment available.

One of the advantages of cruise holidays is that they provide tourists with the o
destinations during one holiday. Nearly every cruise |t|n°“~. _provides passenge
based excursions by coach or other means to exp' : th. . ‘esunation in which t

UK tourists have the choice of en i i 4 o) a cruise ship at a port relatively c
widespread as Southamr 3 fo00l and Tilbury. Alternatively, they can opt f:
to a wide rage dret

Alaska, India and the Far East are also becoming increasingly popular.
Investment in the development of new cruise liners means that only very large c:
market. For example, cruises are now offered by Disney and Virgin. These com
established companies such as P&O and Cunard which have an international re

: ‘Exam-style question
I
1

Explain why taking a cruise holiday has become increasingly popular with UK t¢

Road

The development of the motorway network in the UK since the 1950s and othe
improvements, such as the Severn Bridge between England and Wales, has great
accessibility of many parts of the UK. Each year, many millions of road journeys
using different types of road transport. However, despite the ever-increasing ro:
delays are still an issue at peak times.

The most popular form of road transport favoured by tourists is private car. Th
tourists by giving them the option of deciding when to travel, by what route an
Generally, tourists travelling by private car can transport moréE luggage than if th:
transport. Additionally, when they have arrived at thei~ ¢ - v 1ation, a private ¢
within the area. ‘

w.ay tourlsts Many airlines offer the o
reatlng a package holiday. This option is callec
re « uoewy ‘safe’ destinations in Europe and North America ma
where to visit, especially if they are visiting areas outside

Hiring a car is an option consic .z d T

same time as flights ere L
travelling by
them flexib

For example, tourists visiting New York for a few days would probably not hire
travel through New England a hire car is a good option. Similarly, overseas touris
to explore Scotland or South West England may well choose to hire a car.

The car hire market is dominated by major international companies such as He
hire facilities are located at nearly all airports and other transport hubs.
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There are several forms of coach travel within the UK. National Express provide
major cities and some airports, and a cheaper alternative called Megabus is also
option for tourists travelling on a tight budget who might not be able to afford t
operators. Coach travel tends to be slower than rail travel, and schedules are m
congestion and delays on major roads and motorways. Other coach companies

major airports such as Gatwick and Heathrow. Also, services such as the ‘Oxford
service between the city of Oxford and London.

Coach travel is a popular option for groups wishing to travel to sporting and oth
for groups of between 10 and 50 or so passengers, and in the same way a charte
hiring the coach has the responsibility of filling the coach.

Many coach companies also act as tour operators. Int!. »> - st ijchis was one of th
industry, with coaches taking groups of touristz.tc 56t '+ destinations for a sho
»Lar . key“and Blackpool Illuminations

a ‘hop-on hoi® icket system which allows tourists to stop off where they wan
buses usually provide a commentary in various languages, with passengers being

Some countryside areas, in particular national parks, have introduced bus netwo
travel around the destination, to discourage the use of private cars. Several ‘gre
in UK national parks, often running on alternative types of fuel to reduce enviro

Taxis are an expensive form of road transport, but are convenient and safe, espe
unfamiliar with the destination. A distinction should be made between tradition
stopped or ‘hailed’ by people on the street with the driver obliged to take them
hire vehicles, which need to be pre-booked beforehand. More recently, Uber ha
based option which is now available in many cities.

Rail
The UK rail industry is dominated by commercial organisations; some of these op:
stations, and another maintains the track. Companies bid to operate services in s
‘franchise’ — South West Railways, Great Western Railways and Thameslink are

Rail travel provides a fast and generally efficient service between city centres an
tourists including business tourists. Intercity rail travel can be expensive at peak
fares allows people who do not need to travel at peak times to travel relatively ci:
have at least one major railway station in which both intercity and local and sub
Local and suburban services are used more by commuters an“' the local populat

In 1994 the Eurostar service brought about the in fo~o .
directly between London and Paris v ¢ th : 1 wvly opened Channel Tunnel. On
moved from Waterloo to St Pz . as s a.ion, using newly-laid track, trains could

London and Paris in I=s. . > ‘t.., hours. The Eurostar service is now available t
such as Bru#E Tk o * visterdam. By changing trains at stations in Europe, passe
European h d network. The Eurostar service was originally
identified as 151. HS2 and HS3 are planned developments to link

additional cities in the UK to the high-speed network.

In recent years, a number of heritage railway lines have been
established in the UK. Examples include the Swanage Railway, The
Watercress Line and the Bluebell Railway. These railways operate
as voluntary organisations, run by railway enthusiasts who have
renovate disused railway lines and steam locomotives to provide a
scheduled service which acts as a tourist attraction.
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Transport hubs and gateways

Transport hubs are facilities where passengers board or join their chosen metho
method of transport to another. You can’t just stop a train at any point along its
station! Gateways are identified as those places where inbound tourists can ent
major airports such as Gatwick and Heathrow would be classified both as hubs a
arrive at Gatwick Airport by plane then use the Gatwick Express rail service to ge

Airports

Major international airports, such as Heathrow, Manchester and Birmingham, a
organisations. Essentially, airports make money by charging airlines to use their
charged by the airport each time an airline lands an aircraft. idditional fees ma
aircraft for a period of time, providing an airbridge ' aii | f’pz;-ssengers to board
is a simple explanation of what might be »~1 - w.‘n.:; X aéreements between the

Airports also generate inc2i: vgwihg“‘r’etail and food and beverage compan
- ‘ anger has checked in, they can spend time before t

International airports also provide customs and immigration facilities. Inbound
through immigration and identify themselves through their passports. Passenge
countries will be faced with different processes according to the arrangements
governments of the countries involved. Customs checks are made on the goods
rather than on the individual. Additionally, all airports need to provide adequat
passengers before they board their flight, which requires passports to be checke

New technology has enabled many of the processes involved in passing through
example, self-check-in is now increasingly available, and iris recognition has spe

Heathrow and Gatwick are among the busiest airports in the world, with Gatwic
airport operating with one runway. Airports serving most major European cities
runways. A third runway is being proposed at Heathrow, despite potentially hu
impacts. Major airports have significant impacts on the areas in which they are
of jobs, but cause congestion through the thousands of passengers who need to
as causing environmental pollution.

Rail and coach stations

The majority of rail and coach stations do not deal with international travel so th
customs and immigration facilities. Train and coach stations provide facilities fo
their journey if they have not already done so, as well as catering and other serv
trains. Itis also important for train and coach stations fa... . with airports) to p
passengers regarding the times of arriving and.de nr < rvices and platform n

Ferry and cruise ports
Many passengegg prs 5

: Dlgn férry and cruise ports are travelling internatio
therefore, i L P« 5. tnrough customs and immigration checks. This will vary
visited and ¢ of travel. For example, families travelling to France in cars t
have to show their passports together with their ferry tickets.

Ferry ports must provide facilities for large ships to enter and leave the port safe
roll-off (ro-ro) ferries will need to turn around in little more than an hour. Cruis
water terminals to allow some of the largest vessels in the world to dock.

Both types of port need to provide facilities for passengers before they board th
in cars parked on the quayside ready to board a cross-channel ferry, or passenge
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cruise. Most ferry ports do not only handle passengers; most ports such as Do
carrying freight pass through the port each day. Managing the effective moveme
freight is one of the major challenges for ferry ports.

Tour operators

The role of a tour operator is to assemble the basic ‘ingredients’ of a holiday an
either directly or through a travel agent. By combining two elements of holida
accommodation, the tour operator creates a package holiday, sold for a single

The simplest example is the combination of a flight and a stay at a hotel, but th
such as transfers, car hire, excursions and so on which can form part of the packa

The growth of package holidays, provided by tour sy Crar ,;s and sold through trz
element in the growth of the UK tourism ...» . 1y suice the 1950s. Obviously,
been able to sell their products 2. i ’ TOET than through travel agents. Also,
now operate their own 1 i

One of the ortant aspects of buying package holidays for customers is t
and more co? ent to buy the package than book the individual items separa
consumer protection legislation has developed to protect customers if the tour ¢
Those customers booking flights and accommodation separately do not have th

Another feature of package holidays sold by major tour operators was, and oft
called representatives in most of the destinations to which they offer packages.
provide advice to customers while on holiday; they may sell excursions and pro
may experience problems.

Mass-market
In recent years, the UK has seen the emergence of two major companies which r;
are TUI and, until recently, Thomas Cook. Both companies operate their own air!
of holiday packages to meet the needs of different markets, such as: :
o Families

s  Singles

o All-inclusive

e  Luxury

e last-minute

Mass-market package holidays provided by large tour operators such as TUIl an
thousands of UK holidaymakers each year. They are identified as being mass-m
each year. Generally, these companies operate on relatively low margins and :
each holiday sold. But, by selling thousands of holidav- 3 - | =|ng able to buy in

profitable. However, over the last 40 years orso, 4. . u of tour operators ha‘
they had become unprofitable.

Mass- market tour oner L g oﬁiihantly sell package

st 1 ypaiar destinations, such as the

srida and the Caribbean. As the package
holiday industry developed over the second half of the
twentieth century, customers began to be more selective and
started to look for more than the standard type of package
offered by major tour operators in a wider range of
destinations.

Thus, in the last 20 years or so, there has been a dramatic
growth in the number and range of small tour operators which
offer different products from the large, mass-market companies.
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Special interest

Special interest operators provide package holidays which focus on a particular
birdwatching or wine tasting. For example, there are a number of operators off
battlefields. These tours focus on visits to battlefields and cemeteries and inclu
Transport, often by coach, is provided, and so is accommodation. So, these tour

Niche
These tour operators specialise in a specific destination or for a specific interest
focus on aspects of ecotourism and will work with local communities far more t

Luxury

As the name suggests, luxury tour operators provide holic > ‘or those custome
or first class and stay in the best hotels. Such cust. . il expect to be pamp

service. Tour operators offering such ho'"a - vii. ato carefully select their

the specific requirements of th & are met. They will also need to selec
to receive the large numt.i 515 which visit mass-market destinations.

Tailor-mad! ys

Tailor-made s are more likely to be provided by a travel agent than a tou
developed to meet the individual precise needs of the customer. The customer
the destinations and attractions to be visited, the length of stay at each destinat
and so on. A specific itinerary matching the needs of the customer will then be

more expensive than a standard package holiday.

‘Exam-style question

Assess the importance of tour operators in the development of the UK travel a

Dynamic packaging

Traditionally, package holidays were sold by travel agents through brochures pr
gave details of the accommodation available and flight schedules. For example,
available on a Saturday and a Tuesday. Holidays would be for 7 or 10 days and ¢
flexibility in their choice of flight dates or accommodation.

Technological developments have enabled customers to build their own packag
from a brochure. The tour operator’s website allows customers to choose the d
type of accommodation they would like to stay in as well as the board basis. Th
calculated. This is one aspect of dynamic packaging and is essentially the proces
build their own package rather than purchasing a predefi~-.. jackage. Also, bef
had to publish prices of holidays in printed brocht ..z an @ ese prices were fixe
change prices of holidays on their websit= "« = »sp .

which is not selling well can be re O

Travel s

arrangements and booking tickets. Before the development of the Internet, it w
make online bookings for holidays and other travel products, and so they were o
through travel agents.

Before the advent of online bookings, tour operators produced brochures featu
holidays. Customers visited travel agents to collect brochures and then would s
brochure, often with advice from the travel agent. The agent would then make
make a charge for their services, called a commission.
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By no means all tourists can, or want to, make their travel arrangements or bo
still a call for the wide range of products and services offered by travel agents.
o  Providing expert advice and guidance, perhaps to people who have not vis
past, or who may be choosing which destination to visit

Booking transport and package holidays

Providing brochures offering package holidays provided by tour operators
Developing tailor-made holidays for individual customers

Making accommodation bookings

Booking all types of travel, such as flights, rail, coach or ferries

Booking cruise holidays

Selling travel insurance

Providing foreign exchange facilities

Helping customers with passport and visa ap: .
Providing health advice to travellers .~

: tic

Retail or high street G
It the past, gilkte. 1 * o travel agencies could be found on the high street
agencies, w serate in a single outlet, as well as multiple agencies where a
agencies, p across a major city.

Franchised
A relatively new development is that of franchised travel agents, such as Travel
agents to work from home, making bookings for customers who call by telephon:
information provided by the organisations which they can use to make booking
commission for the service provided.

Call centres
Similarly, travel arrangements and holiday bookings can still be made by contac
agent is taking calls from customers, responding to their enquiries and making
travel agent, call centre agents are paid a salary and may receive a commission
operators, some travel agents specialise in specific products. They will have a d
destination or a specific type of holiday. For example, there are agencies which
or Lourdes.

Business-specific
By no means all travel agents deal with the public. Some travel agents specialis
for businesses. In the past, most business travellers would have used business
arrangements. Today, the vast majority of business travellers can make their o
online. However, it is often the case that companies may need to make travel
of their employees. In this case, they will use the services of a business travel a
make bookings for business travellers attending conferences ~nd conventions.

Online only .
Lastly, there has been a significant gre:: ' . > irriportance of online travel age:
Expedia and Opodo. These or-.r sat. % 5 cdn access the global distribution netw:
providers and car hire ¢« a. . allow customers to book their own package.
arrangeme; k7

: ‘Exam-style question

1
1 Assess the impact of the development of the Internet and online bookings

The impact on travel agents of the advent of the Internet and online travel boo
Travel agents have had to specialise and provide services and support not avail
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more and more tourists become comfortable with making online bookings and u
services, the future of the travel agent is far from certain.

Visitor attractions

The vast majority of tourists visit at least one attraction when they travel away f
attractions provided within a tourism destination will have a great impact on the
tourists visiting a destination. Attractions provide a range of services, such as ed
entertainment and excitement.

Natural areas
Tourists enjoy the scenery of hills, mountains, countryside an~ coastal areas. Th
opportunities for relaxation and adventure activities 7.+ * . & visits to natural a
most important natural areas have been declg satd ion:
of the area from development and r~ /" ie. . y _ortunities for leisure and recrea

National parks ia thn Vel —:hé'“Lake District, the Peak District, the South D
Coast. Toui :iti -, rational parks enjoy walking in and touring the area as we
activities su: ¥iimbing and mountain-biking. Tourist accommodation is provm%
campsites and caravan parks.

Other protected natural areas, known as Areas of Outstanding Natural Beauty, a
tourism activities.

Natural features

Natural landscape features have always attracted tourists, and there is a wide ra:

within the British Isles. Many of these are free but some charge an entry fee. M

activities and other services.

o  Beaches — provide the opportunity for tourists to relax by the seaside and t
Many coastal resorts, such as Blackpool and Bournemouth, have developed
beaches. Many spectacular beaches can be found around the coast of the

o Caves —such as Cheddar Caves in Somerset or Blue John Cavern in the Peak
underground. Most caves charge an entry fee.

*  Cliffs — often provide picturesque views over the sea and are often accesse
of West Cornwall, associated with the Poldark television series, and the ico
examples.

o  Mountains and hills — ranges of hills, such as the Cotswolds or North York M
opportunities, such as walking and mountain-biking. Individual mountains,
District or Mount Snowdon in North Wales, provide a challenge to those to
summit.

*  Waterfalls — often add to the scenic value of an area. Fv imples
include Angel Falls in Mid Wales and High ForM . mt -Durham.

e Islands — most islands provide a ranee ¢ :' s reg iities. Ferry
journeys to and from islands =~ & . 't . heir appeal. Many islands
around the coast of e T u‘nlque feature which attracts

: s on the Isle of Wight or the castle on

a5 vide opportunities for walking, cycling and similar
actlvmes Kielder Forest in the north of England and the Forest of
Dean are two examples.
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Purpose-built or man-made
The majority of modern built attractions are primarily private sector developme
providing entertainment in the form of rides and shows.

The major theme parks in the UK include Alton Towers and Thorpe Park. It may ta
of the rides and other facilities within the park. In addition to these, there are a nu
such as Flambards in Cornwall, Flamingo Land in North Yorkshire, Legoland in Win
Hampshire. Other parks cater for younger children and do not offer the ‘thrill-see

Most UK theme parks are open from Easter until late October, with Halloween e
The winter months are too cold for visitors to enjoy theme parks, especially whe

; ;§ompanies which
aect new rides to be

- dities to allow ‘Rese
> iappreciate a range of art. Investigate the cust
Gi art galleries, such as the National museums or galleri

odern, are free to enter.

The larger theme parks in the UK are owned by multinati=:: .
pounds required to build new rides. Regular cust At s
order for them to return often. a

Art galleries have been b}
ordinary PEC O \ W
In the UK, r}
Gallery and

What attractions o
Whereas art galleries generally contain paintings, kHOW do these differ
sculptors, etc. created for art’s sake, museums consist

of artefacts and objects from the past which aim to educate visitors about a cert
community which lived in a particular location or at a particular time. Most maj
the Natural History Museum and the V&A Museum, are free to enter, but other &

A fairly recent development is that of the ‘living museum’, where an important s
‘brought to life’ by employees posing as characters from the past to explain to ¢
operated in its heyday. The Black Country Museum and Blists Hill at Ironbridge i
type of museum. There are a number of other examples, all of which focus heav
and interpretation of what the site was like in the past and the lives of people w

There are many man-made or purpose-built attractions in the UK which do not f
above. For example, zoos are charging attractions which allow visitors to see ar
while at the same time being involved in a range of conservation projects. Sea li
similar experience.

Madame Tussauds and the London Dungeons are purpose-built attractions, as a
and Blackpool Tower. Piers, which have been constructed out from the beach in
purpose-built attractions as well. It is difficult to identify the full range of built a
who visit UK destinations.

Historical or heritage

Within the UK there are hundreds, if not th("l an's, .
built as attractions but have become ;over time. For example, the ico
Wiltshire would appear to h"» " Lilt as some form of temple, although its
Today, Stonehp*‘ge e e ~most—V|S|ted attractions in the UK and a World

Historic bui= ve become important attractions because of their
connection td culture and heritage of the UK. This helps attract many
inbound tourists to the UK each year.

e Castles were mostly built as fortifications to protect the inhabitants
from invaders at times of war. Today, many castles are open to the
public to show people how the original inhabitants lived. Windsor
Castle, Cardiff Castle, Edinburgh Castle, Warwick Castle and Durham
Castle are just some examples.
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e  Walls and ruins are the remains of historic buildings which have been destr
disrepair. For example, Fishbourne Roman Palace in Sussex focuses on the
Roman building. Corfe Castle in Dorset and Tintern Abbey in Monmouthshi
many visitors each year. Cities built during Roman times such as York and Ci:
original city walls, and Hadrian’s Wall in the North of England is a major att

e Towers and monuments have been built throughout history to acknowledgs
people or to celebrate victories in famous battles. Nelson’s Column in Trafa::
example, as is the National Wallace Monument in Scotland, the top of whic
spiral steps. Modern construction techniques have allowed a new generati
years, such as the Spinnaker Tower in Portsmouth and the Shard in Central

*  Religious buildings have become major attractions within many British cities
of worship and iconic attractions. Examples include Y-« linster, Westminst
St Paul’s Cathedral and Coventry Cathedral, w'.ci w ebuilt after being des

e Historic houses are found throughe .. *. . Ik. rhese were generally built b

s ately homes’. Many of these are ow

“~ wie buildings and their contents as well as ma

% w co-are popular attractions for UK residents as well as fo
n‘ambuildings generally built by kings and queens in the past.
the mosttamous, along with Hampton Court Palace and Blenheim Palace in

Trust, WhICh aims *= 4
lands. 4

To a certain extent, names such as ‘palace’, ‘house’, ‘manor’ and ‘castle’ are inte
important historic buildings which have become visitor attractions. The majorit
which provide information about the former inhabitants and offer educational s
have gift shops and provide cafes and other catering
facilities. Some can be hired for functions.

The organisations which manage these buildings are GRQS
heavily involved in conservation and work to maintain Investigate the ran
and preserve the fabric of the buildings and the grounds provided by a majo
in which they are situated. Warwick Castle or

Sports
Large, modern sports stadiums have become attractions in their own right. Tou
supporters, find a visit to a major stadium to watch a sporting event appealing.

the UK from Australia, New Zealand or India would relish the opportunity of spe
watching their team play England. Many sports fans visiting the UK from differe
the atmosphere at venues such as the Principality Stadium in Cardiff, Old Traffo
London, if they can get a ticket. Specialist companies, operating in a similar way
packages including tickets, hospitality and sometimes accommodation, generall

Most major stadiums now offer tours on days when the facility is not being used
popular option for many sports enthusiasts, who can at |- . ample some of th
the dressing rooms, and walking on to the pitch. s B

Special events
Events have become incres
example of ~uscic’

Jurt“arit visitor attractions since the second
sthe Blackpool [lluminations, which attract many v
autumn, th¥ kNG the tourist season and generating additional income for
major free r&#®5ncerts held in the Isle of Wight, Glastonbury and Hyde Park se
an established series of music events which now take place annually throughout
e Markets, such as those held regularly — for example, Camden Market — attr.
the local culture of the particular area. Recently, a number of towns and ci
markets where an area within the destination becomes a temporary ‘pop-u
period, attracting additional tourists into the destination.
e  Asindicated above, music and other festivals now occur throughout the U
Edinburgh Festival and Fringe attracting large numbers of visitors to the cit
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Festival and the Hay Literary Festival are just two examples of relatively sm
visitor numbers have increased dramatically because of the festivals which

e Parades vary from Trooping the Colour to the Notting Hill Carnival, which in
parades have now become established in several British cities.

e  Exhibitions and trade shows are held throughout the year at venues such a
in Birmingham and Excel in London. These attract members of the public w
being shown, as well as businesses from within the relevant industry. Exam
Market and the Motor Show. The Ideal Home Show and the Southampton
trade shows and exhibitions which attract many tourists.

! ‘Exam-st\rle ., 2stion
1
I

L W|th|n the UK.

Aaeommodation

One eleme | « tinition of tourism is that tourists stay away from home fo
strictly true Fse many day visitors also make a contribution to the tourism e
that the majority of leisure and business tourists will need to stay in some form
tremendous range of accommodation available to tourists, from suites in the m
purchased for a few pounds.

One way of subdividing the range of accommodation which is available is to dist
catered or self-catered accommodation.

Catered accommodation

As the name suggests, in catered accommodation food and drinks are available
mean that the customer or guest has to have their meals in the hotel. Even rela
will offer a room only rate, where the tourist only pays for the room and is free t
bed and breakfast rates as well as half board (dinner, bed and breakfast) and ful
breakfast) options are also available. Tourists staying in the same hotel for a we
option; a business person who has a busy schedule might choose a room-only o

Hotels
Many chain hotels in the UK, such as Holiday Inn, Hilton and Novotel, rely heavil
during the week. Some hotels focus more on the leisure tourist market and offe

Most hotels offer a range of services to their guests. These may include:

®  Reception —where guests check in or out and are handed their room keys

e  Restaurant and bar — serving food and drinks “

e Housekeeping — responsible for making bﬁd< an ning rooms

e Leisure facilities —such as a gym o I /L " ‘mrming pool. Some hotels also
members of the publ|c .

e Conferenceand v . =~ 57, <.i'l‘|fi"es — larger hotels will have a range of rooms

: - ups for meeting and conferences

—in hotels mainly catering for holidaymakers, entertainmen

e  Spaand leisure facilities — either inclusive or additional to the base rate

e Golf courses and memberships — in golf resort specialist hotels

Most countries operate a star-rating system for hotels, with five-star generally a
quality and having the greatest range of services. The precise requirements for
country to country and there is no international standard of what the criteria fo
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One of the challenges traditional hotels have had to deal with is the developme
accommodation. This has been provided by some of the largest hotel chains in t
include Travelodge and Premier Inn. French-owned brands such as Ibis and Cam

These motel/lodge-style chains have used a similar business maodel to the ‘budg
Ryanair and have made maximum use of online bookings. All of these chains off
en-suite facilities. Catering facilities are available in a restaurant which is on the
the same building. The range of services is more limited than in a ‘traditional’ h
product for a competitive price, often in convenient, out-of-town locations, whi
business travellers and tourists travelling between destinations.

Bed and breakfast e
Bed and breakfast and guest house accommodati-. o graded by tourist b
have a more limited range of services tha= ! * Is _..d 1n'most cases are not ope
B & B will only serve breakfasts b- .. ¢ |

Youth hostei traditionally provided relatively cheap accommodation, main
recent years have developed their range of products and services. For example,
catered and self-catering options are available. Therefore, it is important to unds
differentiation between catered and non-catered or self-catered accommodatio

Sebf—catered or non—catered ascommodation

Many tourists prefer to stay in accommodation where they can cook for themse
choose a combination of both options. For some tourists, self-catering is a chea
of a holiday. Families with young children might find it easier as well as cheaper
opposed to finding suitable children’s meals each evening. Other tourists might
rather than in a large hotel, thus supporting the local community. A popular con
breakfast within the accommodation then go out for lunch and/or an evening m

Cottages, apartments, boats and cabins
There are many types of self-catering accommodation. Cottages are found on fa
areas. For example, the National Trust offers tourists the opportunity to stay in
the historic properties they own and manage. Apartments can be found in city ¢
Boats can be hired for cruising British canals and for touring areas such as the N

A fairly recent development has been the growth of individual buildings, genera
can be called cabins, lodges or chalets. This type of accommodation would be a
similar developments.

A significant recent development has been the gr 'fwi_: sopularity of Airbnb.com
an apartment or a room in a house r* .« [y 1 1..the owner of the accommodati
owning an apartment or a £+~1 ~ ar-y uvin a tourism destination can rent out th
arenot usingitgher ~ «. =~

Caravanning and camping are popular, long-standing components of the UK tourism
countryside destinations have a range of campsites which offer services such as lau

There are two types of caravan available to tourists. A touring caravan can be to
tourist the option of travelling around a destination, choosing to stay as long as
Modern touring caravans are built to a high specification and provide cooking, t
caravans, as their name suggests, remain permanently located on a caravan site
who enjoy returning to the same destination on a regular basis. Static caravans

BTEC L3 Course Companion: Unit 1 The World of Travel and Tourism Page 30 of 58

COPYRIGHT
PROTECTED

ig

~ Edwc&t’ioﬂ




facilities. Motorhomes combine the facilities of a car and a touring caravan wit
behind the driving area. These are popular with tourists who have the time to ex
longer period of time.

Camping
Camping can involve erecting your own tent when you arrive on site. Alternative
erected for you. Some tourists have been attracted back to camping by the incre
similar to tents used by native North Americans, or yurts, which are round tent
Central Asia. Glamping is another recent development, which involves a luxury f:
cases, tents with toilet and shower facilities or even Jacuzzis.

« ulatory bodies
~oply with the rules and r
Joastry needs to work with govern

Trade assodations, government departments and.

Organisations operating in any major industry nc2d o0 <. .
control that industry. Atthe sametim-, > er -
advice and also set the legisl=* . which the industry has to operate. Within
airlines cannot imst stz * . '  1g wughts, they need licences and must comply with
Attractions % u::;‘ ;vpéﬁ; they need to ensure that they comply with health and:
cannot just s§ hey need to meet certain conditions. Trade associations are b
can turn to in order to help them make sure that they comply with all of the relevan:

ABTA

The Association of British Travel Agents (ABTA) is the main trade association fo
offers support and advice to its members; it helps promote high standards amonf
advice on a range of issues, such as legislation and health and safety. ABTA has ¢
which its members must conform to, covering areas such as accurate advertisin
managing customer complaints. If a travel agent which is a member of ABTA doe
Conduct, the customer can make a complaint to ABTA.

All travel agents which are members of ABTA are bonded. This means that the b:
‘bond’, to ABTA so that, if the business fails, the money paid by customers to th
will be refunded. If the customer has bought a package holiday which involves
the Air Travel Organisers Licence (ATOL).

ANTOR
The Association of National Tourist Office Representatives (ANTOR) is a global orj
and regional tourist offices, such as VisitEngland and Visit Wales. The organisatic
governments and is involved in global tourism issues such as responsible travel

AITO
The Association of Independent Tour Operators (AITO) repres ants over 100 ind
operators and operates a Code of Practice similar to t'.c.. A TA.

CAA and ATOL
The Civil Aviation Authority /2 e ooay which regulates the aviation indu
airlines and aicgarte < © o wspéce. The CAA regulate airlines to ensure th
safety stan: nc zasures that passengers are looked after and compensate
will investi ine pricing policies to ensure that passengers are not misled
airports mee he complex international safety standards and also monitors th
(Airports make money through charging airlines to use their facilities. These ar
Facilities such as providing steps allowing passengers to disembark and parking

Another important function of the CAA is the running of the ATOL scheme. AT
Operator Licence. The ATOL scheme protects most package holidays sold by trav
The scheme was introduced in 1973 after some large travel businesses ceased tr:
customers were left stranded overseas.
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The ATOL scheme allows customers to complete their holiday if the company th
trading, and ensures that travellers will be repatriated. If the business collapses
the scheme will provide for a replacement holiday or a refund.

The ATOL scheme has been updated recently as more people book their holiday
suppliers. Generally, if a tourist books flights with an airline and accommodatio
online, such as Hotels.com, it is probable that the holiday will not be protected

IATA

The International Air Transport Association (IATA) is the trade association for th
nearly 300 airlines across the globe. Like other associations !ATA helps to form

service and other issues.

— e o o o Em Em Em Em o mm Em Em Em Em mm o wm a

| g ¥
| ~ cxam-style question

I' Assess the v Gtiations to tourism organisations and their custo

Other trade
These are by no means the only trade associations. Within the UK, organisation
represents inbound tour operators, the Association of Leading Visitor Attraction
all represent different sectors of the industry.

Government departments
As with other sectors, the tourism industry works with the UK governmentinan
there are two government departments with which the tourism industry works
Department for Digital, Culture, Media and Sport (DCMS), and the Foreign and C

DCMS

Within the DCMS there is a Minister for Tourism. There is also a Tourism Industry
and industry together to deliver on tourism policy. The department sets the touris
a range of documents and statistics relating to the industry. The latest strategy is

FCO
The Foreign and Commonwealth Office (FCO) provides information for UK touris
throughout the world. This information includes details of entry and visa arrang
and any issues such as potential civil unrest or terrorist activity which might affe
provide assistance through its embassies and consulates if British tourists are in
for instance, if the area they are visiting is affected by severe weather or tectoni

Information ard promotional service providers

Nearly every country in the world has a national tourist bo= - and larger countri
For example, each state of the USA has its own tov'"'s © {j’d. ‘Most large cities a
smaller destinations may well provide a to: = in > aation centre.

These organisations are usu2!i::+ DI"" ‘,,‘.ua“‘b"y government and very often touris
member. Itis import . mber that, in the majority of cases, destination
ve ! sunations and by doing so create jobs for local people an
hese destinations are competing against each other to attrac
promote their attractions and facilities to potential customers.

Therefore, information and promotional services providers, such as tourist boar

including:

e  Providing information to customers and prospective customers who may b
destination. This information might include details of transport, attractions
special events to help plan the tourist their visit.

e  Tourist boards also develop marketing strategies and promotional campaig
customer types.
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e Tourist boards, often through tourism information centres, will sell a range
relevant to the destination, often in the form of souvenirs.

e Tourist boards also collect and publish a wide range of data about visitor nu
tourists’ perception of a destination and types of transport and accommod
information can be used by tourism businesses to help plan for the future.

UNWTO

One of the most significant global tourism organisations is the World Tourism Or;:
agency of the United Nations which collects and publishes a range of data relatir::
UNWTO is particularly involved in the promotion of tourism as a driver of econo
development and environmental sustainability, geared towards reducmg povert
tourism development worldwide. ~

VisitBritain . "
In the UK the national tourism . 1 ' turitain, a non-departmental public
role of VisitBritain is to st '
promote thewill

VisitEngland works in collaboration with VisitBritain to promote England as a de
inbound tourists. Both organisations provide detailed statistical information an
to help them build their businesses and help small tourism businesses to set up

VisitBritain and VisitEngland have two websites, which demonstrates the range
VisitBritain.org contains a wide range of information about the services provide
businesses, information relating to current marketing initiatives and detailed sta
tourism activity and trends. VisitBritain.com is aimed at customers and potentia
the UK has to offer as well as providing travel advice for tourists.

Tourism NI, VisitScotland and Visit Wales
The other countries within the UK each have their own tourist boards, responsibl
Scotland and Wales respectively. Their functions very much mirror those of Visit
promoting tourist opportunities within the different countries. The data collectic
however, are the responsibility of the devolved governments rather than the tou

In recent years government policy has downgraded the role of regional tourist b
central government funding. The rationale for this was that the regional boards
able to focus on the specific needs of specific destinations.

DMOs
Instead, the role of Destination Management Organlsatlo"" “"MOs) has been pr
often public-private partnerships, have been set 1. ,fand coordinate the d
destinations, rather than tourist regions, =« s L .se covered in the past by th
work with the tourism orgamsanr e u‘_:,,»r.g W|th|n a destination to develop a
destlnatlon Th|s will be 3 tne ‘specific needs of the destination. Usua

- ;,,,;mnders are involved in the development of the man
re development of the destination. There are now nearly 1

Local councils still, in many cases, retain responsibility for the running
of tourist information centres, which can be found in most popular
destinations in the UK, whether they be towns, cities or countryside
areas. Tourist information centres tend to provide services such as
brochures and leaflets promoting local attractions, information and
advice about the locality and an accommodation booking service.
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‘B3 - Interrelationships and interdependenci
and tourism industry

Tourism organisations do not exist in isolation and need to work together in order
airlines need to work with airports, hotels work with tour operators, attractions wo

Distribution channels

Distribution channels are referred to as the process through which products are m
example, if the product was baked beans, the beans would be manufactured by a
then sells to a retailer, who displays the beans on a shelf read: “or the customer to

Before the advent of the Internet and the avai'ak itv ¢ sriine bookings, the tra
developed a similar system for dlStI‘I"‘ g L o ‘0aUcts to consumers. In the sim:
airlines and hotels were know  Dais. Tour operators created package h
hotel. These compar* on 2 wntlfled as wholesalers. Travel agencies, which
customers,; : medlary companies, or the retailers, which sold the pac

Interrelationships

Very few, if any, organisations in the travel and tourism industry work in isolatio
as organisations that work together to benefit them both. There are examples
of the travel and tourism industry. One of the most complex is the relationships
Airlines need airports to land their planes and board passengers. Airports need
which they make charges. Tour operators need accommodation providers to de
attractions need transport companies to bring groups of customers to the attrac

Interdependencies
Interdependencies are defined as ‘organisations which work together to benefit

This relationship can be shown through the UK tour sector, where tour operator
attractions and accommodation providers work to provide a wide range of coac
will benefit all of the organisations involved, adding to their business.

Another example of interdependencies in travel and tourism is the development o
where companies combine their operations in certain areas but still retain their o

passengers on certain routes to reduce costs and offer travellers 'interlinking' acro
use the same ticket regardless of which airline you are using. As an example, if you
from London to Sydney, you may well fly on a Qantas plane, since the two compar

Advantages of interrelationships and interdependen~’~s
There are many advantages for organlsatlom D€ at f
and tourism businesses. Theseinclud- -~
e  Shared costs and econpr .« o’rg a2

e Increasedcales.i .. - sa.ed income as a result of increased number of cu
hge . nd reputatlon

omer service

Disadvantages of interrelationships and interdependencies

However, a number of potential disadvantages have also been identified. These
e The loss of individual image

e Less personal customer service
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Horizontal integration

Horizontal integration occurs when an organisation at the same level of the sup
another organisation of the same type. This enables the new, larger organisatio
products and services and gain a larger share of the market.

Vertical integration
Vertical integration occurs when organisations at different points in the supply ¢
now owns travel agents, tour operators and an airline.

The traditional structure of the UK travel industry has undergone significant cha
booking systems have allowed consumers to by-pass travel agents and often tou
flights, accommodation and other travel products directh: ©: n the supplier (pri
organisations have come into the market which h-.z in : 4 irto the systems an
groups, car hire companies, etc. Thus, a 7= :e, ~.n now buy an airline ticket
British Airways, or through 5|te et 1 ,Je:iOClty, ebookers, Expedia, Lastmin
more. A hotel room, car - 4 w1 aer travel products can be purchased in the
people are 4 't e with booking their package holidays directly from t
rather than a travel agent and looking through brochures.

However, it is still very much the case that organisations working in different sec
industry work together in a variety of ways, which creates advantages for the or
customer. Partnerships, interrelationships and interdependencies are in eviden
hotels work closely with tour operators. This could involve hotels in overseas re
customers of a tour operator, or a hotel in the UK accommodating a coach party
interrelate with hotels to create discounted offers for customers.
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B% - Technology in travel and

There can be no doubt that the development of information and digital technolcg
on all aspects of the travel and tourism industry. The application of new technol:
continuing to bring about, significant changes in the way in which the industry o
with its customers. There is a wide range of ways in which the travel and touris

as the ones identified below.

Teehmbgy for communieation, bookjn% ard promotion

Ebrochures .
Ebrochures are electronic on-screen travel brochures v - ¢ d by tourist board
usually found within websites and can be downle aé ;g programmes such a
PDF file. Ebrochures produce a major S2nin Aj:,tlic*'t’bﬁr operator or destinatio
costs are significantly reduced o

Websites

Virtually all travel and tourism organisations use
customers and potential customers about the pr
organisation offers. The website can provide info
times in the case of an attraction, up-to-date sche:
the great advantages is that they can be easily up:
information, as opposed to a printed brochure, f

Many websites are interactive and allow customers to make bookings and proce
which saves a great deal of time for the customer.

Review sites

It is now very easy for customers to post a review of an attraction, hotel or othe
are then read by other prospective customers, who may take on board the com
about where to stay or which attraction to visit. Organisations such as TripAdvis
calculate ratings of customers’ experiences. Many tourists find these reviews us
guestions asked about the validity of some reviews.

Blogs and vlogs

Blogs and vlogs are used by tourists to tell others about their experiences. They ca
sequences uploaded to sites such as YouTube. These are used by tourists who wan
source about what a destination or attraction has to offer. They also might inspire

Virtual tours
Virtual tours are now used extensively by hotels, attractions and destinations to ¢
impression of what the facility looks like. Very often thes 1. jude video clips an::
technology and 360-degree facilities. They are of i 's¢ 3 2y Customers to mak
might stay and what attractions they rmr W -

Mailshots

Electronic rg##llbts . . -/ oy email, are sent to previous customers of an
organisatio ig them of new schedules, special offers, promotions, etc. t
encourage ti*“#to rebook with the company. The organisation will have the

customer’s email address on file from a previous booking. Such mailshots could
be used by a range of tourism organisations, such as attractions encouraging

customers to book for next season, hotels informing previous customers about a
companies offering an early booking discount for returning customers and so on
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Adverts and pop-ups

One of the questionable aspects of the Internet is that organisations can obtain

the way in which an individual uses the Internet and which sites are visited. It is
advertisements literally ‘pop up’ on to the screen at any time, advertising a rang
person is visiting a completely different website.

Making and confirming payments

As indicated above, websites with the functionality to make bookings and take p
revolution in the way in which the products and services of the travel and touris
today can browse websites and choose what product they wish to purchase, wh
package holiday or hire car. Having made their choice, a booklng is made with a
emailed to the customer.

Emailing tickets and vouchers
Very often the purchase of a tr
sending these by emallfr S
commonplagmillen .~ i boarding passes to be sent to customers once the
k:he airport. This saves time and expense for the company, wi
considerable charges for checking in at the airport. Vouchers for car hire,
accommodation are now usually sent as an email attachment.

_nwolves a ticket or voucher. Increas

Apps

The last decade or so has seen a revolution in mobile and digital technology. Ap
onto a mobile phone can be used in a range of ways by tourists. These range fro
used to find your way around a destination, to Skyscanner, through which a fligh
use weather apps while on holiday to help them plan and Google Translate can
barriers. There are some concerns relating to some tourists being over-reliant o
example, mountain rescue teams are increasingly being asked to rescue groups
remote areas without maps and relying only on their mobile phones, to become
lose battery power.

Social media

Many tourism organisations now recognise that they can communicate with the
platforms such as Twitter, Facebook and Instagram. Organisations can post ima
the attention of their customers and raises awareness on a continual basis. This
organisations with a customer base from the younger age groups.

Teeiwlogy spedfie to different orgmeaﬁons

Certain sectors of the travel and tourism industry use modern technology in spe

Visitor attractions
Multimedia presentations using video, text anir ar-. ure used in attractions s
aspects of their collections to VISItOI"‘ Catresongly, ‘these presentations are inte
choose from a menu of mfc‘” terpretatlon is also helped by a system o

Theme park attractions increasingly use scanners to check tickets when custome
also assist visitor management and queue times can be reduced in conjunction
Additionally, the rides themselves make use of complex systems to ensure that t
ensure the safety of those using them.
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Transport hubs and gateways
Modern technology is used increasingly to support security systems in transport
stations and ferry ports. CCTV is used extensively and can be used to pinpoint s
passengers. Boarding passes and passports are increasingly being scanned rath
Iris recognition on passports is being rolled out for tourists entering the UK from
Self-check-in and the automated issuing of checked-in luggage labels are increas
systems are using body and luggage scanners to detect any prohibited items.

Accommodation

Some hotel groups are introducing automated check-in procedures, where a gu
booking reference into a device, which then issues a bedroom key. If the hotel k
customer, they can check out by just leaving their key an ‘talk to a receptio
can be emailed to the customer during the day. M. 4 fjte?rs also have a rang
as part of the system, information about *"< - : t‘e[’,i,.;vac'i‘hties is provided throug

Travel agents, transport @ . 4. .nd tour operators

These orgacesilkns ~ = zen at the forefront of technological change for som
travel arrar: kts ¢an be made and holidays booked in an instant from a hom
Payments ar ost exclusively taken by credit card and reference numbers for
seconds. Confirmation of reservations can be sent out via email at the same tim
longer sent out by post; e-tickets are sent out via email and m-tickets are sent to
systems are increasingly sophisticated and can provide real-time information on

airline passenger can use a plan of the seating configuration of an aircraft to sel

‘Exam-style question

Explain the ways in which computer and information technology is used in the tr
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C: The scale of the travel and touris

Travel and tourism is one of the largest industries in the world and can be meas
measurements can include visitor numbers, employment, income and spending
number of tourists visiting destinations varies over time, for various reasons. Th
organisations such as VisitBritain and the World Tourism Organization are const
tourist numbers, but published data can only provide a snapshot at a moment in

C1 — Importance of the UK as a globo

Tourist numbers

*  World ranking - In 2016, the UK was re~k xd /ix's, sccording to the UNWTO
China and Italy in terms of thepets lor oo _visitors. The UK is constantly int
and it is calculated tha* ... - . : 3" orall global tourist arrivals were to the U
the UK hagea s+ v ¢ o1 rank in 2016, coming seventh.

s  Touris! in 2017 just under 40 million international tourists arrive
of 4.7%% previous year. These tourists spent just under £25 billion, w
on 2016. The data also shows that these tourists spent a total of about 285
of accommodation and the average spend per visit was £625.

e  Main generating areas — The countries from which the UK receives most in
Western Europe. The UK can be accessed easily from these countries by sh
services. The exception is the USA, which always ranks highly in the list of g
2017 is set out below.

Inbound market Visits (000s) | Nights (000s) | Sp:

France 3,956 20,823
USA 3,910 31,024
Germany 3,380 19,233
Irish Republic 3,029 10,391
Spain 2,413 16,736

== mm e e e e e e e e — e —— -
‘Exam-style question

Using information in the table above, assess the contribution of different inbo
tourism economy.

Importance to the economy
In recent years inbound visitors to the UK have spent about £7 5bn per year, and
continue to rise in the near future. Itis calculated th7 ;> (o rism industry sup
UK and this figure is also predicted to rise. '”n e = ":about 10% of the UK
that the tourism industry representc . 1. ve < +10% of the gross domestic prod

The role of theUK inirt o
' ‘er 3 ,,_,ons why the UK is among the top 10 of the most visit

o The rarige and number of important heritage attractions, such as Winds

e The varied landscape and scenery of the British Isles

e The importance of London as a global business centre coupled with the
Bridge, Buckingham Palace and other places associated with Britain’s cu

e The fact that English is an international language

However, it is important to understand that the UK also has a great deal of outb
Mediterranean areas and the USA. Consequently, the income that the UK gains
balanced against the money which is spent by UK tourists when they travel over
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C2 - Employment in travel and t

In the UK, about three million people are employed in the travel and tourism ind
largest employer, accounting for about 10% of total employment, and is though
It is estimated that there are approximately 265,000 tourism businesses in the U

It is sometimes difficult to identify how many people are employed in tourism; s
seasonal, etc. Also, some jobs are only partly within the tourism sector, e.g. a ch
the guests at a wedding reception being held in the hotel.

One breakdown of employment in the various sectors of ** - surism industry in
*  Accommodation services for visitors
*  Food and beverage servmg sensi 2

208,000
* 503,000
775,000

S tiie travel and tourism industry includes those jobs direct
ndirectly related to tourism.

Direet em;oﬁaymcn’c

Transport principals

Every form of transport requires somebody to ‘drive’ it. Train drivers, bus and c
captains and those who operate other forms of transport have important roles.
team of assistants who fulfil a range of roles. Everybody who operates any form
ongoing training. Airlines divide their staff between those who fly and ground-b
ferry companies will have a crew on board and shore-base support and administ
principals, such as airlines, are multi-million pound organisations, others might b

Transport hubs and gateways

The largest transport hubs, such as airports, require a vast number of people em
organisations to make them operate effectively. Some staff will be employed di
these may not be front line, but those providing customer support roles may we
based employees of airlines, responsible for check-in and boarding passengers a
often contain shops and restaurants, with people employed by retailers and rest

Security staff, UK border force and customs officials will also be employed, as wi
and from car parks. There may well be accommodation available within the airp
own staff. In addition, there will be a significant number of maintenance engine
themselves or ensuring that the airport facilities, such as electricity and water su
of the most important ‘behind-the-scenes’ jobs is air traffic controllers. These hi:
aircraft fly in the correct airspace and operate safely. Lastly, there will be fire an:
permanently on stand-by. All this adds up to several tho::=. | people, if not mo

Tour operators -

As described in previous sections, P Taets s bwld' package holidays. Their
negotiating with suppliers. = e and attractlons to obtain preferential
in similar discuegiors ¢ s and other transport principals. The precise na
the types of : au destinations provided by the operator. Tour operators
brochures and published, either in print or online, and there willbe a r
undertaken as well. Additionally, tour operators often employ representatives t
are on holiday to the more popular destinations.

Travel agents

The main job of the travel agent is to sell holidays to members of the public. Thi
email, by telephone or face-to-face. Travel agents need to have selling skills and
destinations they are selling. Many agents now work on a basis of receiving a co
receiving a basic salary. Among the traditional ‘perks’ of the travel agent is being
own travel as well as being offered familiarisation trips by tour operators.
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Visitor attractions

All attractions have a number of departments, such as marketing, customer serv
many attractions employ specialist staff, depending on the type of attraction. T
specialist engineers to monitor and service rides which cost millions of pounds t
and maintaining these rides will also need to be rigorously trained. However, an
need trained historians to help explain to customers the significance of the artef
will need scientists who may want to study the animals, as well as zookeepers w
particular type of animal. Stately homes and historic properties will need peopl
fabric of the buildings, and possibly specialist gardeners to maintain the grounds

Accommodation
Large hotels normally have a general manager w
property. This persor. i & )e assisted by tho
departments, suc (4 - suand beverage, house
v . dsoon. These people will often

10 4 cein charge of the hotel at any given ti
sponsible for the hotel during their shift and w:
emergency situation or issues raised by guests.
receptionist and will not necessarily appreciate
staff, but running a successful hotel is very muct

Trade associations and regulatory bodies
People working for these organisations tend to have to provide information to m:
with members of the public. The skills and qualities involved often require an ey
of the need to follow set procedures and adhere to regulations.

Informational and promotional services
Some people working for informational and promotional services are involved in
publishing data. Others are working with government and tourism businesses t
and marketing campaigns. People working in tourist offices and TICs are very m
giving advice and guidance to visitors to the area.

Jobs within the travel and tourism industry are many and varied. Some are
very technical and highly skilled; a commercial airline pilot or hotel manager
is skilled and experienced and can earn a high salary. Others are suitable for
people with selling skills or people skills. Some jobs are relatively low-
skilled. Jobs within the industry may be temporary or permanent, part-time
or full-time. Some jobs are available to apprentices, some require a degree.
It is not easy to identify the full range of jobs available within the travel and
tourism industry.

Indirect em;obymcnt in the travel and tourism indasb'y

There is a tremendous range of jobs which are indirectly ’f!f’ ad to the tourism i
identify all of these jobs but some indication of th- . . of urganisations whic
industry are given below. -

Insurance companies - WS
Most tourists raguirs =« A arance, especially when travelling outside of thei
cover even# s s . h as theft or medical emergencies. Specialist travel insu ra:
cover. Inac tourists taking their car abroad will take out insurance which
damage to the car or injuries to passengers or other motorists. Therefore, the m:
there is for companies providing insurance policies for tourists.

Furthermore, tourism organisations also need to take out insurance cover. This
protect the organisation against claims made by customers for which they are re
experiencing an outbreak of food poisoning or customers being injured while ta
In addition, tourism organisations need to insure their property and assets. Eve
is covered by an insurance policy.
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Brochure and website content, researchers and maintenance
Despite the rise in the use of technology, the travel and tourism industry still produc
promotional materials, such as brochures, leaflets and flyers, so people involved in
employed in the industry. Additionally, website designers and researchers continua

Suppliers for retail, catering and hospitality

The majority of tourists eat and drink while they are away from home or taking
people working for organisations supplying food and drink to restaurants, hotels
being indirectly employed in the travel and tourism industry.

Souvenir shops and manufacturers

There is a close relationship between the travel and tourism and retail industrie
outlets in popular tourism destinations would be identific ' ; .:fbeing indirectly e
people employed in the manufacture of tourist gc..é: ar 3 souvenirs. Many tour
part of their travel experience. Broadly, . -+ ~irs .. pe classified into two gro
attractions and within destinati ~ .uced locally using the skills and craft
these items often beneﬁ'r i nomy. Others are mass-produced and im:
plentiful che ble, WhICh does not benefit the local economy.

An important factor in many tourists’ decision-making in the image they have gai
visited before are reports, articles, blogs and other forms of media produced by t
can benefit a great deal if a travel journalist writes a positive article or blog. In th
were instrumental in increasing the popularity of destinations when they were fe

Robes

As indicated above, it is impossible to identify every job role found within the tr
below is one way in which this variety of job roles can be classified.

Customer-facing, including telephone and web-based roles

It is often said that travel and tourism is a ‘people industry’, which means that o
needed to work in the industry is the ability to provide excellent customer servic
security of customers and to address customers’ issues and problems. There is &
including attractions, accommodation providers, transport organisations and tra
In addition, there will be organisations where there is interaction between empl
telephone and, increasingly, employees may interact with customers using emai

Support and administration
All but the smallest travel and tourism organisations require a range of ‘back off
employees who do not interact with customers on a regular basis. These functi
finance, administration, marketing, compliance and facilities management. Mos
would not function efficiently if these jobs were not performed properly.

Graduate programmes and trainees 2
Many large travel and tourism organisations p-ov de ortunities for graduate
require graduates who will specialise i= %/ :a specific region. Hotel chains
experience a variety of job rnl’ iltn{'\ uiels, such as event management. Mer
scheme for those Iool'n L on management roles within the organisation.

Manageria
Most travel « ourism organisations have a hierarchical managerial structure.
the example of a hotel. Larger hotels have a general manager who has overall r
the establishment. The general manager is assisted by duty managers and mana
such as food and beverage, housekeeping, events, maintenance and so on. The
people who are supervisors, responsible for smaller teams of employees, and th
with little or no management responsibility would be operatives.
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C3 - \isitor numbers

Data relating to visitor numbers is collected and analysed by a number of organi
and the CAA are among the organisations which publish extensive data. The Int
is operated by the Office for National Statistics and interviews between 700,000
year. This information is used to measure the impact of tourism on the UK econ
about international tourism and how it has changed over time.

Visitor numbers by tourism type

Inbound visitor numbers :
Inbound visitor numbers to the UK have grown steadi' .. ¢ . 2e last 15 years or
to increase in the future. Since 2010, the numize: of », .sund visitors has grown
under 40 million. .

wication of the trend.

The table beloggore: 5 - ¢

Number of visits to the Average spend per Wg

UK (millions)
2003 24,715 £480
2006 32,713 £489
2009 29,889 £555
2012 31,084 £600
2015 36,115 £611
2017 39,214 £625

Outbound visitor numbers
2017 was not only a record year for inbound visitors to the UK, it was also a reco
Whereas there were 39.2 million visits to the UK by overseas residents, there w
residents. This represented an increase of 3% from 2016. Also, whereas overse
visiting the UK, those UK residents visiting overseas spent £44.8 billion.

The top five destinations visited by UK tourists in 2017 were:

Spain — 15.87 million visits

France — 8.86 million visits

Italy — 4.16 million visits

Republic of Ireland — 3.42 million visits
USA — 3.40 million visits

Domestic visitor numbers
Data relating to domestic tourism is colle o
domestic visits made by reside
102.7 million overnight > i .

A ‘ ! tiie Great Britain Tourism Surve
+ 7 huad, Scotland and Wales. During 2017,
“ius. This showed a 1% increase from the previ

ﬁﬁirips, 43 million were for holidays, just over 40 million we
and nearly 14%million were for business.

Business tourism visitor numbers

Research data indicates that about 25% of all inbound tourism visits to the UK a
than leisure tourism. Nine out of the top ten countries from which business visi
Europe, with the USA being the only non-European country. Another difference
leisure travel is that business travellers tend to stay for shorter periods of time, k.
than leisure tourists. Needless to say, London attracts most business visitors to t:
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The number of business visitors tends to reflect the global economic situation, a

Year Approximate number;s;:
business visitors to the

2002 7.4 million

2005 8.8 million

2009 6.6 million

2013 7.9 million

2017 9.2 million

The figures in the table clearly show that, following the financ’al crisis of 2008, i
UK dropped significantly, but it has recovered in recer...;: s

VFR visitor numbers .
Tourists entering the UK to 1< ¢ tem. 4nd relatives tend to spend a great deal
example, in 2017, the = 4. ‘G, business visits to the UK, and these visitors spe
' .5 spent only a little more in total, namely £5.83 million.

As with other s ttors of the inbound tourism industry, visitor numbers have ste
the table below demonstrates.

Year Number of inbound VFR
visitors to the UK Chick tha v
— eck the Vi
2010 8.41 m!II!on of the data a
2012 8.95 million
recently.
2014 9.76 million
2017 12.00 million If there are a
tell you abou

Day trip visitor numbers
A great deal of information is collected relating to day visits by people living in E
information is collected and published by the Great Britain Day Visitor Survey. T
activity constitute a ‘day visit’ and in 2017 the five main activities undertaken as
*  Going out for a meal — 194 million

*  Exploring the area — 133 million

*  VFR—425 million

*  Qutdoor activities — 141 million

*  Having a night out — 137 million

The number of day visits and money spent varies over time, as the table below i

Year Volume of da v
2011 e L

1,969
1,862
1,822
1,754
1,843
1,793

Caill ion) Expend.:
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Visitor numpers by other factors

Type of transport used
Inbound visitors to the UK use a variety of methods of transport. Obviously, tho
destinations might arrive by train or in their own private car, whereas those arri
will arrive by plane and will need other forms of transport to get around. Geners:
likely to visit towns and cities than areas of countryside or the coast. London is k:
destination for inbound tourists, so transport around the city is significant.

In a survey for the International Passenger Survey, the forms of transport listed
the most popular by respondents.

Type of transpc..« er '"::"’P\'f;rcentage mention:
Y. by respondents

- i metro 53

. 32

{ “Train (outside of a city) 28

Car/vehicle brought into 15
the country

Hired self-drive vehicle 8

Public bus/coach 8

Private coach/minibus 4

Ferry/boat 2

Domestic flight 2

Country of origin
In 2017, as in most previous years, most inbound visitors to the UK came from E
possible to drive or arrive by train, as well as by a short-haul flight. The only two
ten of inbound markets are the USA and Australia. This has been the pattern fo
thirds (63%) of inbound arrive from these 10 countries. However, over time this
nearly 70% of all inbound tourists came from these 10 countries. In the last few
‘emerging’ markets, such as India and China, have been arriving in the UK. For e
355,000 inbound visits to the UK from India and 149,000 from China. By 2017, t
from India and 337,000 from China. Furthermore, Chinese visitors spend more
other foreign visitors.
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Country of destination

Many factors have led to the situation where there are more UK residents trave
tourists coming into the UK. These factors include the unreliability of the Britis
affluence of the UK population. Every year, British people spend more abroad t
been a steady growth in the number of visits made by outbound UK residents, a

Region Total visits in 2013 Tota
North America 3,389,000

Europe 47,025,000
Other countries 9,085,000

All visits 57,792,000

Accommodation type used by inbound visitors
Each year inbound visitors are interviewed as nar i hc‘ terhational Passenge
respondents are asked what type of arcc.iin 'atlml ‘they stayed in. This patte
over recent years. Just under kol Gt ) . ~ound visitors to the UK stay in hotels
friends and relatlves & ey smaII numbers stay in other forms of acco
a vwed houses.

e visited by inbound tourists
One of the most significant features of inbound tourism to the UK is the dominar:
only the capital of the UK but one of the major business and commercial centre
cities such as Paris and New York. Also, because of this, London attracts more bu:
spend more per head than leisure tourists.

The table below provides a breakdown of the percentage of the money spent by ir:

. % of total spendir:
Country / City inbound tourzts to é
Scotland 9%
Wales 2%
England (excluding London) 32%
London 55%
Northern Ireland 1%

The table indicates that nearly 90% of spending by inbound visitors to the UK ta
half of all spending happening in London. Tourist authoriti<.: iave consistently
opportunities in other parts of the UK, but Londor > 1a rg‘fth& premier attracti

Activities carried out by |nb0und wiensn P
The majority of mbound Vit o «_,,{_;K do not take partin jUSt one activity. |

For the purposes of collecting information, the activities in which tourists can ta
following categories:

e  Visiting famous/iconic tourist attractions — of which sightseeing museums
e Exploring history and heritage — of which visiting castles and historic house
e  Experiencing city life — of which dining in restaurants is the most popular

e Experiencing rural life and scenery — of which going to the countryside is th
e Qutdoor leisure pursuits — of which walking in the countryside is the most
e Attending cultural, music or sports events — of which going to the theatre i
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Trends

Growth areas of origin

Countries from which tourists visited the UK — 2C

Country Visitors (000s) Nights spent
France 3,787 18,877
Germany 2,967 16,306
USA 2,840 23,586
Irish Republic 2,453 9,030
Netherlands 1,735 7,594
Countries from wt ¢n E_;»Ewsnted the UK -2
Country . Nights spent
USA 28,981
18,873
17,577
8,374
15,185

The data in the tables above show that in the six years between 2012 and 2018,
receives most of its visitors from much the same countries. The countries which
in 2012 had hardly changed by 2018. For all of these countries, the trend has be::
increase over time and for those visitors to spend more money in the UK. Last ye
USA rather than France as in 2012. Other significant trends indicate that visitors
more money than they did in 2012 and spend more nights in the UK.

Although the number of visitors from emerging markets has increased, their imp:
scale as those from the UK’s traditional major markets. This is indicated in the ta§

Visitors to the UK from China

Year Rank Number of visits Nights
2012 28 179,000 4,008
2018 22 391,000 6,12

Visitors to the UK from South Korea

Year Rank Number of visits Night :
2012 32 158,000 1,30

2018 39 16107 1,26

Although the trend over recent times hac b« - fo,::ff,;f‘e number of inbound visito
the figures for 2018 show signs of ..« i« ==/ -of example:

e In2018there were 7. .. ' ainbound tourist visits to the UK — 3.34% lec
. @t . .uend £22.90 billion — 6.57% less than in 2017

. na Visitors spent a total of 266.1 million nights staying in the
. erage spend per visitor was £604 — 3.55% less than in 2017

The question is, what will happen in the future? Will the trend of increasing inb
year continue, with 2018 being a ‘blip’, or will future years see a steady decline i
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Growth areas of destination
In looking at outbound tourism over a longer period of time, there are similar pa
displayed to destinations visited by outbound tourists. Namely, that the same C(}{
the past are still popular, but the number of visitors to those destinations has inc:
most popular destination for outbound tourists was Spain, with 6,736,000 UK re
was also the most popular destination, but the number of visits had increased to
Mediterranean countries occupied 7 out of the 10 places in the order of destina
third. This was much the same in 2018, with the USA dropping to sixth.

Over the same period, the two destinations which saw a significant increase inv
Croatia and Mexico, as the tables below demonstrate.

)

Croatia — number of visits by UK residents_ ;,'-. " L Mexico — number of
Year Rank Toy 'Y Year Ra
1994 16 N . 1994 15
2018 _ |10 - | '486,162 2018 8

As indicated &Jove, after a period of steady growth inbound tourism to the UK d;
The tables below show how the number of visitors to the UK from North Americi
purpose of those visits, has varied over the last five years:

Visitors to the UK from North America (000s:
Purpose 2014 2015 2016
Holiday 2,881 3,107 3,394
Business 815 1,097 1,133
VFR 491 515 671
Other 99 145 125
Visitors to the UK from Europe (000s)
Purpose 2014 2015 2016
Holiday 16,028 17,522 20,182
Business 2,303 3,128 2,705
VFR 2,680 2,851 3,463
Other 532 654 939

Both tables show a clear trend of an increase in tourism for all types of visit, wit
and 2018. Over recent years, UK residents have tended to travel to much the sa
year on year. Although some destinations, such as Turkey, might have seen an i
Tunisia, have seen a decrease, generally Spain, France, Italy a-.d the Republic of
destinations. Similarly, for inbound tourists, the conir w0 rc ‘ﬂ which most tou
Germany, the Republic of Ireland, Spain and *} 2 | 52 ., mentioned above, em
China are becoming more significan* L tc . 1ue numbers from these countries
arriving from France, Germ= Loer E”i]ropean countries.

t . e Inbound tourism have remained fairly static over recer::
inbound tot fave increased with the proportions of holiday, VFR and busine:
constant. Similarly, over recent years, there has been no significant change in th
with hotels being by far the most popular. And also, as mentioned above, Lond
popular destination within the UK for inbound visitors.

Perhaps one area where there have been significant trends is that of transport.
have seen their passenger numbers increase continually in recent years, allowin
the UK by short-haul flights. In addition, Eurostar and other high-speed services
number of European cities, e.g. Amsterdam. At the same time, there has been a
of cross-channel ferry traffic.
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C% - Income and spendin

As people participate in travel and tourism activities, they spend money. This ca:
flight to New Zealand to buying an ice cream on a beach. The more people tra
more income is generated by organisations operating within the travel and tou

Ineome

e  Contribution to gross domestic product (GDP) - The World Travel and To
total contribution of travel and tourism to the UK economy in 2017 was ove:
the total GDP. This figure includes both direct and indire :t spending on trav
purchase of an airline ticket would be dlrect sper . .t » purchase of new :
be indirect spending. '

e Leakage — This is an issue mair* «: o
large proportion of tov = -
back to ricgar ¢ v
intern

5 8d W|th tourism in less-developed :

nending does not find its way into the local eci.

v n e developed world. Leakage is a particular issu:

ch iis. Tourists staying in this type of accommodation are fa

ity, and the major proportion of what they spend on their h
which owns the hotel.

o Multiplier effect — Money spent on tourism circulates through the econom
example, people employed in tourism spend their money on a range of pr
spending also creates a demand for a wide range of goods and services, whi:
eggs to a hotel or a mechanic servicing a hire car. Therefore, the money s
through the economy in a number of ways.

e Profit margins and commission levels — The majority of travel and tourism ¢
private sector and have to remain profitable. The growth of the Internet a
on the profitability of some organisations within the industry, notably small;
heavily on being paid a commission by airlines, hotels, tour operators, etc. k
public. Obviously, in recent years, it has become the norm to book many
or principal. In order to remain competitive, the commission rates paid to
decreased in recent years.

‘Exam-style question

Explain how the multiplier effect works in relation to the travel and tourism in:

Spending
Travel and tourism businesses can only be profitable if tourists spend money. A :

data relating to spending by tourists, which helps busi=~>s s o make decisions
the tourism industry. . o

Data relating to spending bv .1 5ts « = aurerent types of activities is not collecte
VisitBritain and thelrte . 4 in Pa‘§$énger Survey. However, it is estimated th ‘

: p tC e brltlsh economy. In England, there are over 200,000
urism sector.

Research data indicates that spending by tourists, both domestic and inbound,
recent years and is predicted to continue to increase in the near future. Howe
spending dropped between 2017 and 2018. Spending by inbound tourists in th
per year. One recent survey has calculated that the average spend per inboun
including flights, accommodation, food, drink and activities. One of the highest ¢
visitors, who spend on average about £5,400 per person.
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Inbound tourists spend more than domestic tourists, as the table below indicat

Average spend on Average spend on ea
shopping out
Domestic tourists £121 £152
Inbound tourists £339 £450

f ‘Resea‘ljcl‘, . tivity

Find out typical prices for the following:

* Thetypical costofaroor i - . star hotel in London for one night
e Thetypical cost . . ith drinks for a family at a chain restaurant
e Theg#¥lal - .. . areturn air ticket to London from Paris or Rome

e ThW cost of a theatre ticket to a West End production

e The al cost of a family ticket to Alton Towers

For each of the above, find some contrasting information and assess the rea
You could consider:

A four-star hotel in Cornwall, or a two-star hotel in London?

Cost of a meal in an exclusive, unique restaurant?

The differences in price between ticket types: business, first-class, standard,
Compare theatre ticket prices in the West End with a local production.
KThe comparable cost of a family holiday to Euro Disney Paris or Disney Land
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D: Factors affecting the travel and tou

DI = Product development and inn:

The development of the travel and tourism industry is very much a twentieth-c
tourism increased in popularity from the 1930s with the development of holida
the Holiday with Pay Act. For the first time, many ordinary working people coul
they were entitled to be paid for the week they took off. Holiday camps took a
inexpensive ‘all-inclusive’ holidays with entertainment provided.

Clearly this development was curtailed by the outhre- = .ne Second World W
of holiday camps were taken over by the mi'itery. ~the war ended in 1945
trained pilots. This laid the foundati: ;::,‘__.';,";*f’"cirjﬁ,,_modern outbound tourism indust

ucii gaircraft adapted from military to comm

destinations became avallable to a significant proportion of the populatlon and
took the opportunity of enjoying the dependable summer weather of Spain, Po
the uncertainty of the British summer.

Over the last 70 years or so, the UK outbound tourism industry has continued to
continue to do so in the future. The industry has embraced technological chang
transport developments. Destinations such as the USA are now accessible to m
possible to fly non-stop to Australia.

Some of the key factors which have assisted the development of the industry ar

Develspment and innovation

Transportation

Many forms of transport have developed significantly since 1950. Modern jet a
the A380 are at the forefront of aviation technology. The A380 aircraft has bee
able to carry almost twice the number of passengers as older jet aircraft. The A
the Jumbo 747, which it is rapidly replacing. The Dreamliner is one of the most
standards in fuel efficiency and passenger comfort. New intercontinental route
been established in recent years.

Similarly, car ferries and cruise ships have benefited frmr i ;fern design and te

cruise ships capable of carrying several thousand sas =l"_ 7S now sailing the wo COPYRIGHT
of the rich, cruise holidays are now enin i, nay millions of tourists each ye PROTECTED
new developments, with high-<» ﬁd’ Chs oemg used on an ever-increasing net::

| ’*,."_?\,.j,té"r‘fhinals, motorways and transport infrastructure ha
| Tunnel and the Oresund Bridge linking Denmark and Swede
estinations. v ‘lg

Airports, fej
such as the
of a number ¥

Increased choice Qg
Product development and innovation has resulted in ever-increasing choice for ; %
immediate post-war period of the 1950s, it was common for hotels in British se ‘ EdU{:ﬂtIGﬁ
bookings only on a Saturday to Saturday basis. Guests arrived on a Saturday an

people stayed for one week, or occasionally for two. The same principle was apg:

example, the aircraft flew to Corfu on Thursdays and brought home the planelo

the previous week in Corfu.
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Today, tourists have far more choice than they had 60 years ago. Package holid
options which include self-catering, bed and breakfast, half board, full board or
stay in hotels, aparthotels, lodges, cabins, villas, etc. Holidays can be of any leng
offering daily departures to the most popular destinations. Tour operators can
provide customers with even greater choice.

The range of attractions and activities available to tourists has also increased dr.
tourists had the opportunity to visit a theme park. The Disney concept was ope
time, very few UK tourists were able to visit the USA on a package holiday, and s
relatively expensive.

The growth in package holidays to the Mediterranean bro ‘about challenges
which often found that their customers were chory ~ ravel abroad rather th
the seaside. These destinations, such as | Blai: 9¢ -.id Bournemouth, opened n
widen their appeal. 1

- ~'~eca’me increasingly possible to participate in long-h
of the Boeii nd changlng legislation allowed more and more ordinary fam
a holiday to and in Florida. New York, Boston and other American cities
weekend; something which was unthinkable 20 years previously.

In the latter years of the twentieth century, the whole world became accessible
to drive around the Canadian Rockies, take a safari in West Africa, visit Machu P
Sydney Harbour. These activities were mainly available because of developmen
safety, plus increasing competition which has made air travel increasingly afford

From the 198

Developments in technology

Alongside transport developments have been advances in technology which hav
of the UK travel and tourism industry. A recent survey has indicated that only a
bookings in the UK were made through travel agents. This was not the case 20y

Advances in computer technology facilitated the development of computerised
allowed travel companies (principals) to store and retrieve information and to ¢
followed by global distribution systems (GDS), which allowed the networks of di
and for complex transactions to be completed. Thus, a flight, a hotel, a hire car
booked through a GDS such as Expedia or Travelocity by members of the public,
Comparison websites, such as Trivago and Booking.com, can access the systems
offer a range of options to customers, who can then make reservations using a P

Despite the enormous benefits that the new technologies have brought about, t
potential for disruption to what are increasingly complex operations through sys
Increasingly, computerised systems hold the data of tens ~* ' ousands of people
such as credit card details. There have already be .. is “cevof data being stol

concerns that system failures could have "= = -

Media

The growtH 1

the camera was invented could tourists share their experiences using photograp
developments through the twentieth century meant that travel experiences we
easy to share through film and photographs. Digital formats and new technolog
continued this trend into the twenty-first century.
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Increased TV coverage, film locations, adverts
As television ownership became available to the majority of the population in th::
programmes, which featured different destinations, became popular. These pro;éi
giving people the motivation to travel to the destinations featured. A number o
increased exposure because of their long-standing relationship with a particular
include Melbourne with Neighbours and New York with Friends.

More recently, locations in Northern Ireland have increased in popularity becau
Game of Thrones and the Poldark series has created renewed interest in the clif

Most daily newspapers have travel supplements, with travel writers providing a
location should be visited. Additionally, newspapers contain advertisements for

Social media usage - &
As in other aspects of the travel and tounsn~ iUt ,v ances in technology h
changes. Organisations can now use.:; i & wnd social media platforms to pro
Customers are encouraged *= e hews of their travel experience and rate d
flight or hotel. '

Research fii ug’;glést that around 8 out of 10 social media users take a dom
once a year. also calculated that two thirds of social media users share thei
4 out of 10 posting during their holiday.

IR

It is increasingly the case that tourists are more likely to discover travel destinat
share on social media: 37% through photos and images and 32% through recom
destinations are increasingly seeing the value of social media marketing as being
such as TripAdvisor or comparison sites such as Skyscanner. For example, an Ins
Singapore tourist board, #VisitSingapore campaign on Instagram, has attracted

Media coverage of events
A wide range of events are held in a variety of destinations each year. These ran:
cultural events and music festivals. Some events take place annually, such as th
years in the case of Glastonbury. Other events are ‘one-offs’, such as major spo
World Cup. The destinations in which major events are held will experience pos
the time when the event is taking place. There is increased income for a range o
businesses. However, at the same time, the destination will experience congest
the normal daily lives of the local population.

Increasingly, tourism organisations are seeing the staging of major events, not o
tourism numbers for the duration of the event, but as an opportunity to ‘showc
landscape of the destination. For example, during the recent Cricket World Cup
to the grounds where the matches were being played provided the opportunity
promote the destination so as to encourage more tourists to visit in the future.

Managing good and bad press and incidents L
The travel and tourism industry needs to manag? ter f tovérage of global eve
usually through external factors. For evor . 2en d terrorist opened fire on tou
Tunisia, the companies involve: ad ’rc _accappropriately, bring their customers h
arrangements_for othero Y nuso ‘book alternative destinations. Travel compa
the tourismm; iti - . 1o uécide how and when the area can be promoted to attra

Thereis a wi; qinge of natural disasters which could /
impact on travel and tourism organisations, and when these
disasters strike, the industry needs to be seen to be doing all
it can to support its customers and to avoid ‘negative press’.
As with terrorist activity, a range of tourism organisations

will need to work together to ensure that the destination

regains its appeal at a suitable point in the future. How has this im

\to urists?
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her factors affecting organisatio
and tourism industry

As shown above, there are a number of circumstances over which the travel and
but their impact may have a number of consequences for the industry. These cc
e  Environmental factors — such as climate change or a tsunami

e  Social factors —such as an ageing population or changing family structures
e  Economic factors — such as an increase in unemployment or an increase in t
e  Political factors — such as changes in levels of taxation or visa requirements

noge over which the

spend. The money that a household has to spend when they have paid their ho
and bought the necessities of life is called disposable income. For example, an i
interest rates will affect the interest people will have to pay on their mortgage a
therefore, cause a decrease in disposable income. Likewise, if prices rise due to
unemployment rises, many people will be less able to book a holiday.

This may mean that the amount of outbound tourism decreases as people decid
overseas holiday. For some people, it might mean that they have one holiday p
people might decide to take a domestic holiday rather than travel abroad. This

destinations in the UK.

Changing economic conditions have a range of impacts on patterns of travel and
British pound has been ‘weak’ in the last few years against the US dollar and the
tourists from Europe and the USA when they visit the UK, but more expensive fo
abroad. Fluctuations in currency exchange rates are something which the travel
control over. Generally, a weak currency encourages more inbound tourism and
Currency fluctuations and exchange rates also cause significant problems for tou
contracts and fix prices with overseas suppliers.

Another economic variable is the price of oil. Virtually all forms of transport req
if the base price of oil rises, then transport becomes more expensive to operate.
travel and tourism organisations attempting to fix prices for c'stomers.

Sodad and Mcstylc factors

The travel and tourism industrv 2
become more complex th.4 i 5
both parent-ili-f '

e - ‘“,fefs‘pbnd to social and lifestyle chang
+ ...Te a generation ago, with a rise in one-pare
~ae'sex. The industry has had to respect and meet the
who are its? r¢ and its employees. For example, today a ‘family ticket’ ca
father and ci n; all forms of family need to be catered for. Similarly, more p
vegetarian or vegan. The needs of these people need to be met by caterers.

Over the last 20 years or so, the ‘grey market’ has become an increasingly impor
market. More people are now able to travel well into their eighties, or even nin
tourism activities. Generally, retired people are better off than they were a gen
travel to exotic locations and choose luxury accommodation. Cruise holidays in

popular with the ‘grey market’.
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The latter years of the twentieth century saw the beginnings of a change in wo
country moved towards a '24-7" society, more and more people began to work s:
Thus, the pattern of the traditional summer one-week holiday became less rigid t

Although there has been no significant increase in the amount of paid holiday t
there has been greater flexibility in when holidays can be taken. For this reaso
become increasingly popular. Holidaymakers, many of them the retired people
take a holiday in January or February to escape the British winter weather. So
holiday as a winter sports holiday and others can take advantage of ‘low-seaso
able to travel.

School holidays still very much dictate the seasonallty of === holiday periods. ‘
travel are during school holidays, because that is (s and is greatest. The :
second half of July and August coincides *** - itest weather and this peri

‘Exam-style question

same holiday can vary in price at different times of the ye

Changing fashions and trends

Over time, some destinations and types of holiday become more or less fashiona

travel and tourism market. For example, a ‘tinsel and turkey’ coach tour to Bla

older tourists, but most families and younger people would not choose this typ
tourism industry has had to continually respond to changes in fashions over wh

Some of the major changes in tourist choices are suggested below.

s  Cruise holidays have become more fashionable. Not too long ago, only ri
holiday, but today there is a wide choice of destinations and styles of cruisir:
of tourists. :

* The traditional British seaside holiday is less fashionable. People still visit :
short breaks or have a holiday home near the sea. They go less to British ¢
holiday than they used to.

s  Adventure holidays are more fashionable. Many more companies are
offering adventure activities, and activities such as mountain biking are
increasingly popular. Winter sports holidays are enjoyed by many British
tourists each year.

s  Tourists expect higher levels of service than they did in the past.
Nobody wants to share a bathroom with another family today and so
virtually all hotel rooms are en suite; this was not the case in the past.
There is also a greater awareness of the quality of food and drink which is
offered to holidaymakers and a greater interest in cc.. - g and dining.

e Tourists have far more choice than they did . - o st. For example, on p;
choose the type of accommodatlr\n go o eaid "have more choice about de
The growth in the numbew caitn send route networks means that ther

Governmeggeais: « w1
S ave legislation in place which impacts on tourists as well as tra:
Government Ieglslatlon has a number of aims including:
e Ensuring the safety of customers and workers

e  Ensuring that people enter and leave a country legally and do not pose a t
e Ensuring that prohibited goods, such as weapons and drugs, do not enter
e  Collecting taxes from tourists using facilities provided by the government t

All areas of tourist activity are covered by health and safety legislation whether t
visiting overseas. All forms of transport have to be inspected according to set
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coaches or flying aircraft have to have a current licence issued by a government.
accommodation are regularly inspected to ensure that they meet the required s
More recently, governments have introduced a range of legislation to protect pe
information. As governments update legislation, travel and tourism organisatio
comply with it and make changes to protect themselves and their employees as

Airport Passenger Duty (APD) is one way in which governments collect taxes fro
charge made on every passenger who flies on an aircraft within and out of the U
varies with the distance of the flight, with long-haul passengers paying more tha
forms of tourist tax are common in other destinations and their introduction is b
simple example is a room tax, paid per night and added to the cost of accommod:

Passport and visa requirements again vary from ¢z fy » jf&oa'ntry. In some are
relatively easy for UK passport hoIders to s hro _sh immigration. For other ¢
which the tourist usually pays a fo... {pose of a visa is that it is an additio
credentials of the tourist L oy, countries such as the USA and Canada re::
. LbE this is called an ESTA (Electronic System for Trave
ng'the USA. People entering the USA have to pay about $15
oard a plane; it does not guarantee entry into the country a

Safety and security

The travel and tourism industry has no control over the likelihood of a terrorist a
shooting. These events are more likely in some destinations than in others, and
to inform their clients of the security situation in the destination they are visiting
that it is not possible to absolutely guarantee the safety of every single person. T
ordinary tourists have been killed or injured in terrorist attracts or riots. One asp
accepted need for security checks on baggage and individual travellers passing th

Travel can never be completely risk-free. Although air travel is statistically the saf
major aircraft crashes still make the headlines. Generally, travel by rail or road is s
America than it is in most other areas of the world, but tourists can still be involve

Similarly, outbreaks of disease can affect tourists, and there are some areas of t
are more widespread than others.

Clearly, the travel and tourism industry has a duty of care to its customers with
dangers of disease, terrorism, civil unrest, etc. The industry works with governm
provide information and advice to tourists relating to the potential risks involve
visiting different destinations. In the UK this advice is provided by the Foreign a
Commonwealth Office (FCO). It is also important for each inc’vidual tourist to b
of the safety and security issues involved in any destir. . " ti 2y are visiting and
take reasonable steps to ensure that they rem in af

Env:rmmen’cal and e!lw ;

E W 1 ..¢ more prone to extreme climatic conditions and, as v
security, thd and tourism industry has an obligation to provide advice andg
customers. ample, it is increasingly common for the Caribbean area and p
hurricanes in the latter part of the summer. Similar events, such as typhoons, m
occur in parts of Asia and other areas. Heavy rain can cause widespread floodin
spread of disease.

]

The Earth’s crust is not stable, and from time to time dramatic events such as vo
can take place. Earthquakes which take place under the seabed can cause tsuna
devastated parts of Asia on Boxing Day 2004, when tens of thousands of people,
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Although the world’s climate can have a sudden and dramatic impact, it is also be
the world is slowly changing, and that this is partly due to human activity. The tr:
becoming aware of its role in producing greenhouse gases which have accelerat
in which tourist activity has resulted in negative environmental impacts.

As the world’s climate gets hotter, a number of consequences are beginning to
warmer temperatures in the Alps and other mountain areas are resulting in less
uncertainty as to the quality of snow required for winter sports. Also, record hig
can be 45 degrees centigrade in the summer, deter tourists from taking partin a
Additionally, hotels have been obliged to invest in air conditioning and take othe
guests are comfortable. Lastly, it is increasingly likely that further hurricanes wil
sea temperature continues to rise year on year.

tempt to reduce carbon em
design of aircraft to make themm .- L - .ivient and developing new fuels whic
There is also a greateraw - < lhEn
the destma'r- ’

The twenty-first century has seen a more ~~+. - i;e;i',,,,..‘

v

pomt in the future will get the same experience as someone v

the past! Mass tourism in the 1970s turned small fishing vill
into massive resorts teeming with package holidaymakers. The natural environm
culture was completely overwhelmed. For the last 20 years or so, there has been
negative impacts of tourism and of the need to ensure that tourism development
generations.

/ ‘Research activity

Investigate the growth of a location such as Benidorm or another Spanish m
past 40 to 50 years.

How has the area changed?

What first prompted the major shift to tourism? (e.g. a particular hotel, a sp
event?)

What are the positives and negatives surrounding the growth in tourism? Co
view of both the locals and the tourists, and also the original local communit
\Iocal community now. How might local opinion be different now than in the |
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D3 - Responses of travel and tourism

There can be no doubt that the travel and tourism has undergone, and is contin
due to the range of factors, discussed above, over which it has no control. Perh
travel sector more than any other sector of the industry. The traditional way of
products was to go to a retail travel agency. Once the customer had decided wh
the travel agent would contact the tour operator and make the necessary arran
was payable to the agent. Flights and other travel products were booked in the

Competitive pricing
Since the end of the twentieth century, CRS systems, GDS - 2ms, the growth o
of online bookings have changed the way in whicr;:,.’ o 4d: :Jan'-d other travel pro
recognition. Retail travel agents have he" s ‘CC ..# more competitive, often b
accepting lower rates of commiss i rmupals Many have become speci
and focusing on a partm L _«ion or type of holiday, providing informatio
} “in order to maintain the reputation of the industry
uch as ABTA has become vital in order to ensure the financia

Adopting new technologies

Organisations in all sectors of the travel and tourism industry have had to come
technology, with its benefits and possible drawbacks. All organisations now nee
and possibly Facebook and Twitter accounts to communicate with their custom
with technology, legislation and compliance is paramount. Organisations need t
need to have staff who are fully trained and competent to use the latest technol
the issues relating to data security.

Increased research
Travel and tourism organisations now have access to far more data than they did i
is collected by the International Passenger Survey and analysed by VisitBritain, the
other bodies. In order to survive in the future, travel and tourism organisations w
understand the value of the data available to them and use this data to plan for a

Product diversification and specialisation
The travel and tourism industry has to understand that it has to reach new mark
to remain competitive. This is especially the case with high street travel agents.
package’, or build their own holiday, directly through the travel principals, such
providers. Although the ‘do-it-yourself’ option does not have the same level of
traditional package sold by a travel agent, many tourists are now comfortable w
arrangements online and taking the paperless travel option.

Security
The travel industry and its customers ha\ ot ihat there is an increasing n
security measures, often usmg 'rh J.,.fhnology, have been mstalled in airp

other key transport huhC

customers against cyberattacks. Large organisations, such as airlines, hold a gre
customers on their databases. This data has to be protected by secure firewalls
hacked by criminals. All travel and tourism organisations have to comply with n
Regulations (GDPR) which are designed to revise the collection and use of perso
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