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$$0

Which of the following is an example of the interdependence of travel and

tourism industry segments?

A. Charter bus company looking for new routes

B. Car-rental companies purchasing more vehicles

C. Resorts and airlines offering vacation packages

D. Historic sites upgrading customer-service centers

/C

Resorts and airlines offering vacation packages.  Most segments of the travel

and tourism industry rely on each other and need each other to exist.  They

often work together to attract customers.  For example, resorts and airlines

offering vacation packages helps both the resorts and the airlines.  The

resorts need transportation companies, such as the airlines, to bring guests.

The airlines need passengers.  Without airline service, resorts might not be

able to sell rooms.  Without a destination such as a resort, an airline might

not be able to sell seats.  A charter bus company looking for new routes,

car-rental companies purchasing more vehicles, and historic sites upgrading

customer-service centers are examples of travel and tourism segments working

independently rather than together.

$$1

The possibility of terrorism or civil unrest in an area are factors that often

have an impact on __________ travel.

A. regulated 

B. international 

C. domestic

D. accessible

/B

International.  When people travel, especially to foreign countries, they want

to feel safe and secure.  The possibility of terrorism or civil unrest in an

area often impacts international travel and discourages people from visiting

those places that might not be safe.  These security factors harm the tourism

industry and make it difficult for facilities in the affected areas to survive.

The possibility of terrorism or civil unrest have increased domestic travel

because many people are more comfortable traveling close to home.  Regulated

travel refers to specific government requirements for travel such as a passport

or a visa.  Accessible travel refers to accommodations for the physically

disabled.

$$2

What do tour operators often do before selecting travel suppliers for a

specific tour?

A. Calculate expenses 

B. Prepare advertising 

C. Organize activities

D. Evaluate suitability

/D

Evaluate suitability.  Before selecting travel suppliers for a specific tour,

tour operators usually evaluate the suitability of potential suppliers.  Some

travel suppliers are more appropriate for certain types of tours than others,

and this has an impact on the tour.  For example, certain types of hotels and

restaurants are more suitable to a tour of senior citizens than to a tour of

young singles.  Tour operators evaluate each supplier to select the ones that

will best meet the needs of the customers.  After selecting travel suppliers,

tour operators calculate expenses, prepare advertising for the tour, and

organize specific activities.

$$3

One reason tour guides who receive tips from customers must keep track of the

amount of money they receive is because tips are considered

A. income. 

B. illegal. 

C. cash.

D. unethical.

/A

Income.  Tour guides often receive tips from customers who are satisfied with

the tour experience.  However, tour guides must keep track of the amount of

money they receive because the tips are considered income.  Consequently, they

must report and pay taxes on that amount.  Giving tips to tour guides is a

common practice and not considered illegal or unethical.  Tips are usually

given in the form of cash, although that is not why tour guides should keep

track of the amount they receive.

$$4

Balancing the daily posting transactions is a function of the

A. night audit. 

B. occupancy report. 

C. room analysis.

D. guest ledger.

/A

Night audit.  One of the main functions of the night audit is to balance the

daily posting transactions.  This involves verifying and adding charges to

guest accounts such as the daily room rate, taxes, and miscellaneous charges.

The purpose is to make sure the guest's folio is accurate to facilitate the

checkout process.  If some charges are not posted overnight, the guest's final

bill will be incorrect.  The occupancy report indicates the number of rooms

that are occupied or available.  A room analysis indicates the status of a

room, such as out of order for repair.  Balancing the daily posting

transactions is not a function of the guest ledger.

$$5

In a cash flow statement, which of the following would a travel agency include

as accounts receivable in the total cash receipts category:

A. Cash sales 

B. Credit sales 

C. Personal checks

D. Interest income

/B

Credit sales.  Total cash receipts includes cash sales, accounts receivables,

and loans.  Accounts receivable are all monies owed to a travel agency by its

customers.  Credit sales represent money the agency did not receive at the time

of sale but will receive in the future.  Therefore, credit sales are not

included in the cash receipts category which is the money the agency actually

collected.  However, credit sales are included in the total cash receipts

category because the agency will eventually receive those funds.  The cash

receipts category includes cash sales, personal checks, and interest income.

Cash receipts is the money that a travel agency collects now rather than the

money it will collect in the future.

$$6

Maintaining a record of a guest's charges and payments is the reason for

preparing a

A. debit. 

B. credit. 

C. folio.

D. budget.

/C

Folio.  A folio lists all of a guest's transactions, including charges and

payments.  It is necessary for a property to prepare a folio for each guest to

keep track of all financial transactions.  When the guest is ready to check

out, the folio indicates the amount that is due.  For example, a folio might

include room rate for two nights, taxes, room service, and a credit for a

deposit.  A property does not maintain a record of a guest's charges and

payments in order to prepare a debit, a credit, or a budget.

$$7

A current issue in the travel and tourism industry concerns developing

facilities that are

A. appealing to all market segments. 

B. supported by government funding. 

C. located in populated areas.

D. sensitive to the environment.

/D

Sensitive to the environment.  Concerns about conserving and preserving the

environment are important issues in the travel and tourism industry.  There is

more awareness about the harm that uncontrolled development can have on the

physical environment and more pressure on developers to be responsible.  As a

result, the new facilities being developed take the environment into

consideration and make adjustments to preserve native plants and animals.  A

trend in travel and tourism is towards more market segmentation rather than

trying to appeal to all markets.  In most cases, government does not fund

private development.  Many facilities are being developed in unpopulated areas,

which increases the possibility of disturbing the natural environment.

$$8

What do travel agents need to have to be able to operate central reservation

terminal equipment?

A. Computer training 

B. Dedicated phone line 

C. Fax machine

D. Internet access

/D

Internet access.  Travel agents need central reservation terminal equipment to

be able to check airline schedules, hotel rates, etc., and make reservations

for customers.  To be able to operate this equipment, travel agents must have

access to the Internet.  It is not enough to have the computer equipment and

soft-ware; the agent also needs to be able to get online through an Internet

service provider.  Internet access makes it possible for travel agents to

research and book travel by accessing reservation systems such as Sabre.

Operating the equipment is fairly simple and does not necessarily require

computer training.  Travel agents do not need a dedicated phone line or a fax

machine to operate central reservation terminal equipment.  A phone line is

only one way to obtain access to the Internet.

$$9

What is a spreadsheet software program's calculation for next year's operating

expenses based on the following information:  an increase of 5% over current

sales of $675,500 a year, and a 3% increase in operating expenses that are

currently 40% of sales.

A. $283,710.00 

B. $290,465.00 

C. $304,988.25

D. $312,326.25

/C

$304,988.25.  Spreadsheet software programs are designed to organize,

calculate, and analyze mathematical or numerical information.  Travel

businesses often use spreadsheet programs to calculate projected increases in

sales and operating expenses.  In this situation, the business expects

increases in sales as well as operating expenses next year.  To calculate next

year's operating expenses, first determine next year's sales by multiplying

this year's sales by the expected increase and adding that figure to the

current sales figure ($675,500 x 5% or .05 = $33,775; $675,500 + $33,775 =

$709,275).  To determine next year's operating expenses, add the current rate

to the rate of increase and multiply that figure by next year's sales (40% + 3%

= 43%; $709,275 x 43% or .43 = $304,988.25).

$$10

One way that technology impacts the travel and tourism industry is by making it

possible for customers to

A. buy directly from suppliers. 

B. obtain promotional materials. 

C. travel to distant locations.

D. work with experienced agents.

/A

Buy directly from suppliers.  The technology that allowed for the creation of

the Internet and the World Wide Web makes it possible for customers to buy

travel products directly from suppliers.  Anyone with a computer and access to

the Internet can go online to obtain information about airline flights,

cruises, hotel accommodations, etc., and buy those products online from the

supplier.  For example, a customer can access the home page of America West

Airlines, select a flight, book the flight, pay for the flight, and download a

boarding pass.  This eliminates the middleman, or the travel agent, and allows

customers to buy directly from sup-pliers.  Customers are able to obtain

promotional materials from a variety of sources including the Internet, travel

agents, travel magazines, etc.  Technology does not necessarily make it

possible for customers to travel to distant locations or to work with

experienced agents.

$$11

A travel agent booking clients on a package tour might recommend that the

clients buy __________ insurance.

A. general liability 

B. personal property 

C. trip cancellation

D. physical disability

/C

Trip cancellation.  Travel agents often recommend that clients purchase trip

cancellation insurance in the event that the clients are unable to go on the

package tour.  When clients book tours, they usually pay for them before

departure.  If an emergency occurs, such as serious illness that prevents the

clients from taking the tour, the insurance will reimburse the price of the

trip.  This type of insurance is fairly inexpensive but protects clients from

financial loss due to unexpected emergencies.  Businesses usually buy general

liability insurance.  Personal property insurance protects a person's

possessions.  Physical disability insurance is intended to supplement a

person's income in the event of an injury.

$$12

What will the insurance settlement be for property damage of $275,000 if the

insurance company pays 90% of the damage and the travel agency has a $2,500

deductible?

A. $245,000 

B. $247,500 

C. $270,000

D. $272,500

/A

$245,000.  Travel agencies usually obtain property insurance to protect them

from damage due to natural disasters, vandalism, or accidents.  Most insurance

policies specify that the insurance company will pay all or part of the cost of

the damage less the deductible, which is the amount that the agency agrees to

pay for any damage that may occur.  To determine the settlement, first

calculate 90% of the damage ($275,000 x 90% or .90 = $247,500).  Then, subtract

the amount of the deductible from that figure to determine the final amount of

the insurance settlement ($247,500 - $2,500 = $245,000).

$$13

Which of the following is an emergency procedure that a theme park might

develop in the event of a natural disaster?

A. Install silent alarms 

B. Locate medical assistance 

C. Designate escape routes

D. Control violent behavior

/C

Designate escape routes.  Tourism facilities, such as theme parks, need to

prepare for possible natural disasters in order to respond quickly and

safeguard employees and guests.  To be ready to handle disasters such as

tornadoes, earthquakes, and hurricanes, a theme park should designate escape

routes and clearly mark the routes throughout the park.  Also, the park should

make the routes known to employees and train them to quickly move guests to

safety.  Silent alarms are often installed in offices in the event of a

robbery.  Parks should have available a list of nearby medical services rather

than try to locate assistance during a natural disaster.  Emergency procedures

during a natural disaster usually do not involve controlling violent behavior.

$$14

Tour operators usually are unable to enter into legally binding contracts with

A. foreigners. 

B. senior citizens. 

C. minors.

D. tourists.

/C

Minors.  Tour operators usually are prevented from entering into legally

binding contracts with certain groups of people because these people are not

considered to have the capacity to understand the consequences of their

actions.  One of these groups includes minors, those people under the legal

age.  In most cases, minors cannot enter into legally binding contracts because

they are not old enough to be responsible for the consequences.  Tour operators

usually may enter into legally binding contracts with people who are adults,

older than the legal age, regardless of whether they are foreigners, senior

citizens, or tourists.

$$15

What is a guideline that travel department managers should follow in a staff

meeting to obtain a variety of opinions?

A. Dominate the conversation 

B. Encourage lengthy comments 

C. Involve all participants

D. Maintain total authority

/C

Involve all participants.  Obtaining a wide variety of opinions is an effective

way to solve problems.  However, not all participants in a staff meeting may be

willing to voice their ideas.  Some participants may be quiet or shy and less

likely to speak than participants who are more domineering.  Travel department

managers should make a point of involving all participants and encouraging the

quiet ones to speak and share their opinions.  Managers should not dominate the

conversation because that makes it more difficult to obtain a variety of

opinions.  If comments are too lengthy, members may become bored and lose

interest in the meeting.  Although managers usually lead the staff meeting,

they should share the authority to solve problems with the meeting participants.

$$16

Which of the following is the connecting link between producers of travel

products and consumers?

A. Transportation  

B. Travel agents 

C. Wholesalers

D. Distribution

/D

Distribution.  Distribution includes all the activities involved in moving or

transferring the ownership of goods or services from producers to consumers.

It is the connecting link between producers of travel products and consumers.

As a result, products are made available by distribution.  Transportation is

the act of moving anything from one place to another or the method by which it

is moved.  Travel agents and wholesalers often help to distribute travel

products to consumers.

$$17

Calculate the total that a travel agent will invoice a customer for a trip

based on the following information:  $187.50 airfare plus 6% tax, and three

nights' hotel accommodations at $93 per night plus 12% tax.

A. $488.91 

B. $494.49 

C. $511.23

D. $522.48

/C

$511.23.  Travel agents often prepare invoices for customers who make airline

and hotel reservations.  When calculating the total invoice amount, travel

agents compute the airfare and tax as well as the hotel rate for the number of

nights and tax.  To calculate the invoice total in this example, first

determine total airfare by multiplying the base price by the tax and adding the

two amounts ($187.50 x 6% or .06 = $11.25; $187.50 + $11.25 = $198.75).  Then,

determine the hotel amount by multiplying the per night rate by the number of

nights, that amount by the tax rate, and then adding the totals ($93 x 3 =

$279; $279 x 12% or .12 = $33.48; $279.00 + $33.48 = $312.48).  Finally, add

the total airfare and the total hotel rate to determine the invoice amount

($198.75 + $312.48 = $511.23).

$$18

What should a tour operator prepare and send to hotels before the start of a

multi-day tour?

A. Confirmations 

B. Rooming lists 

C. Itineraries

D. Emergency forms

/B

Rooming lists.  Before the start of a multi-day tour, a tour operator should

prepare and send a rooming list to the hotels on the tour.  The list will

include the names of all the guests so the hotels can make room assignments.

The advance list makes it possible for hotels to be ready to accommodate the

travelers and satisfy any special requests such as for a handicapped-accessible

room.  Hotels usually send confirmations to the tour operator.  Tour operators

do not send itineraries or emergency forms to hotels.

$$19

Horizontal conflict occurs among channel members that are __________ of the

channel.

A. at the same level 

B. on different levels 

C. at a low level

D. on high levels

/A

At the same level.  Horizontal conflict occurs among channel members that are

at the same level of the channel.  These members usually are distributors for

the same organization and are selling within an assigned territory.  Conflict

often occurs when one or more channel member attempts to cut prices and lure

customers away from other channel members.  Vertical conflict occurs when there

is disagreement between different levels of the same channel.  In vertical

conflict, the members may be at a low level or at a high level.  The

distinguishing characteristic is that they are on different levels.

$$20

Cruise lines regularly meet with channel members to discuss problems and

improve performance in order to develop

A. transportation systems. 

B. cost-effective inventories. 

C. long-term partnerships.

D. routine buying procedures.

/C

Long-term partnerships.  Most cruise lines want to develop long-term

partnerships with channel members because it is more cost effective to maintain

a relationship with an existing member than to locate new channel members.  To

accomplish this, cruise lines often meet regularly with channel members to

discuss problems and evaluate performance.  This gives both the cruise line and

the channel members an opportunity to discuss problems and decide on a mutually

satisfactory solution.  By working together, the cruise line and the channel

members can improve performance and develop a long-term partnership.  Cruise

lines and channel members do not meet regularly to develop transportation

systems, cost-effective inventories, or routine buying procedures.

$$21

Governments often encourage the growth of the travel and tourism industry in

their regions because it leads to

A. political power. 

B. geographic security. 

C. social regulation.

D. economic development.

/D

Economic development.  One of the benefits of travel and tourism is economic

development.  As a result, governments often encourage various segments of the

industry to locate in their regions.  For example, a city might offer tax

breaks and other types of assistance to persuade a theme park to locate in the

area or for a convention hotel to build a property in the area.  The addition

of new facilities adds jobs to the area, which improves the economy.  Also,

more visitors to the area bring in more dollars that impact the local economy.

The growth of the travel and tourism industry does not lead to political power,

geographic security, or social regulation.

$$22

Last year, a country budgeted $125 million for spending but took in only 95% of

that amount in revenue.  If the country borrowed money to pay its budgeted

expenses, what is the amount of the country's national debt?

A. $4,750,000 

B. $5,000,000 

C. $5,500,000

D. $6,250,000

/D

$6,250,000.  Countries are in debt if they spend more than they take in and

borrow the money to make up the difference.  National debt is an economic

problem for many countries because they must find ways to pay the debt while

continuing to operate and provide services to their citizens.  Some countries

borrow money in order to continue to pay expenses.  To determine the amount of

a country's national debt if it budgeted $125 million for spending but took in

only 95% of that amount in revenue and borrowed the difference, multiply the

budgeted amount by the percentage received in revenue ($125,000,000 x 95% or

.95 = $118,750,000). Then, subtract the revenue from the budgeted spending to

determine the national debt ($125,000,000 - $118,750,000 = $6,250,000).

$$23

Businesspeople from one country need to be aware of the cultural differences of

businesspeople from other parts of the world to avoid

A. meeting face-to-face. 

B. being insulting or rude. 

C. asking questions.

D. discussing finances.

/B

Being insulting or rude.  Businesspeople need to be aware of cultural

differences in order to avoid accidentally insulting or being rude to

businesspeople from other parts of the world.  For example, some forms of

nonverbal communication are offensive in some countries although they are

accepted in others.  In some countries it is rude to start and end a meeting on

time, but that is the standard in other countries.  In some countries

businesspeople shake hands when they meet but hug or bow in other countries.

Without knowing what is acceptable, businesspeople run the risk of being

insulting or rude.  Businesspeople usually meet face-to-face, ask questions,

and discuss finances.

$$24

Withdrawing cash from a checking account at an automated teller machine (ATM)

is an example of using

A. financial databases. 

B. spreadsheet software. 

C. electronic funds transfer.

D. personal identification numbers.

/C

Electronic funds transfer.  Electronic funds transfer (EFT) makes it possible

to move money from one account to another, deposit money, and withdraw money by

computer.  An example of using electronic funds transfer is withdrawing cash

from a checking account at an ATM.  With the use of a debit card or a credit

card, an individual can access the bank's computer system and withdraw funds

from his/her checking or savings account.  A database is a collection of

information.  Spreadsheet software is used for calculations.  An ATM might

require an individual to type in a personal identification number (PIN) to

access the system, but that is not an example of using electronic funds

transfer.

$$25

One reason why many car-rental companies decide to accept bank cards is to

avoid the problem of

A. collecting bad debts. 

B. sending monthly statements. 

C. calculating interest.

D. saving printed receipts.

/A

Collecting bad debts.  Deciding whether to accept credit cards is a major

decision that affects most car-rental companies.  There are many good reasons

to accept credit cards, and one of them involves eliminating the problem of

trying to collect bad debts.  When a customer pays with a credit card, the

credit-card company guarantees payment to the business and then collects the

amount from the customer.  The business does not need to worry about bad debts.

This feature often makes it less costly for a business to accept credit cards

even though it must pay a fee to the credit-card company.  It is not a problem

for a business to send monthly statements, calculate interest, or save printed

receipts.

$$26

Which of the following is a risk that a travel agency might face as a result of

obtaining a long-term loan from a bank?

A. Cost of living decreases 

B. Loan processing fees increase 

C. Operating expenses decrease

D. Variable interest rate increases

/D

Variable interest rate increases.  Some travel agencies obtain variable

interest rate loans because the rates are low at the time the agencies

negotiate the loan.  The risk involved with these types of loans is that the

rate will increase over the life of the loan and make borrowing money more

expensive than the agency expected.  It is risky to obtain variable interest

rates on long-term loans because the agency has no way of knowing how high the

rates might become over a period of several years.  A low rate of 5% today

might escalate to a high of 12% in 10 years.  A decrease in the cost of living

and a decrease in operating expenses are not risks associated with obtaining

loans.  Agencies pay a processing fee when they obtain the loan, rather than

throughout the life of the loan.

$$27

To determine marketing-information needs, owners of airport gift shops often

conduct a __________ analysis.

A. primary 

B. relative 

C. secondary

D. situational

/D

Situational.  A situational analysis is a study of a business's current

circumstances.  Factors such as financial standing, sales, staffing resources,

and competition are often factors that must be evaluated.  When deter-mining

what type of data an airport gift shop needs to operate efficiently and

profitably, owners should look at these variables to determine what data should

be collected and retained.  For example, the owner might review the standard

invoice to ascertain if changes are needed (e.g., adding data) that might help

the management staff to track customer sales.  Primary, relative, and secondary

are not types of analyses.

$$28

Technological advancements have made it possible for charter bus companies to

distribute customer surveys in a quick and cost-efficient manner by using

A. direct mail. 

B. cellular text messaging. 

C. e-mail.

D. kiosks.

/C

E-mail.  E-mail is the electronic transmission of messages across computer

networks.  Because an e-mail survey can be sent to many people simultaneously,

charter bus companies often save time in terms of collecting marketing

research.  Because companies do not need to print and pay postage for e-mail

surveys, they save money.  E-mail messages are one form of direct mail.  Direct

mail is defined as a promotional medium that comes to consumers' homes and

businesses.  Direct mail is a broad term that includes the mailing of

promotional pieces, such as sales letters and catalogs, through traditional

postal or transportation services.  Therefore, not all direct-mail pieces are

cost effective and/or timely.  Sending text messages, including surveys, via

cellular telephones can be expensive.  Kiosks are freestanding, interactive

devices that are generally located in public places that allow individuals to

access information.  This form of communication is not necessarily the most

effective form to use to collect marketing information.

$$29

When developing a profile of visitors, a theme park might ask visitors which of

the following questions:

A. How did you learn about the park?

B. Are the park facilities clean and comfortable?

C. What type of transportation brought you to the park?

D. What was your most memorable experience at the park?

/C

What type of transportation brought you to the park?  Theme parks and other

attractions often develop profiles of visitors to have a better understanding

of their customers.  Asking about the type of transportation that brought

visitors to the park will generate useful information about the visitors.  For

example, parks want to know if most visitors come from distant locations and

arrive by air or if they live nearby and drive their own automobile.  Do a lot

of visitors come on charter bus tours?  This information helps the park profile

visitors so it can more effectively market to them in the future.  Asking how

visitors learned about the park, if they think the facilities are clean, or

about memorable experiences provides information about the park rather than

useful information about visitors.

$$30

Which of the following is a legal issue that marketing researchers might

evaluate when conducting an environmental scan:

A. Planning strategies 

B. Discretionary income 

C. Buying behavior

D. Taxation structure

/D

Taxation structure.  The manner in which a travel business is taxed is an

important legal consideration when conducting an environmental scan.

Governments establish laws that tax businesses in many ways.  There-fore,

researchers must determine how taxation rates and structures affect a company's

ability to conduct business activities.  Planning strategies and buying

behavior are important considerations when conducting an environmental scan,

but they are not necessarily legal issues.  Discretionary income is a

demographic factor that researchers consider when conducting environmental

scans.

$$31

Variables such as customer name, address, and telephone number are design

elements that travel supply businesses consider when determining the __________

of the database.

A. depth  

B. width 

C. duration

D. accuracy

/A

Depth.  The depth of a database refers to the number of data fields that are

contained in a single record.  A database might include a customer's business

name, address, salesperson, telephone number, contact person, buying habits,

discount arrangements, and other important details about the account.  Because

each business is different, information included in specific databases varies.

The width of the database refers to the number of records held in the database.

For example, a travel supply business that has fifty customers generally has a

record for each of them.  Therefore, the width of the database contains fifty

records.  Duration is a broad term that might describe how long a business

keeps certain information in a database.  An effective database must have

accurate records.  However, database accuracy does not determine how many data

fields are included when designing a database.

$$32

What is an important factor that travel-related businesses should consider to

implement effective international marketing strategies?

A. Regional boundaries 

B. Customer preferences 

C. Natural resources

D. Popular currencies

/B

Customer preferences.  Customer preferences often differ from country to

country which makes it imperative for travel-related businesses to consider the

preferences before implementing international marketing strategies.  If

companies do not take the time to find out what customers in different

countries want, the companies are frequently unsuccessful in entering those

markets.  For example, many foreign countries are located in cold climates;

therefore, it might be ineffective to build large water parks that are popular

in many areas of the U.S.  Regional boundaries are boundaries within a country

that define an area, such as New England.  National boundaries are often a

factor, but regional boundaries usually are not.  Natural resources are items

that are found in nature and used to produce goods and services.  Currency is

the paper money unique to a specific country, such as the U.S. dollar.

$$33

What do travel agents consider when forecasting travel markets?

A. Distribution channels 

B. Geographic information 

C. Personal opinions

D. Previous demand data

/D

Previous demand data.  One way to forecast travel markets is to consider

previous demand data that indicate the historical levels of travel.  For

example, previous demand data might include the number of people who visited a

site, the length of time they stayed at the site, the amount of money they

spent, and their method of transportation.  This information tells travel

agents if a site is growing in popularity or if demand is decreasing.  Travel

agents use this information to forecast future demand and plan tours

accordingly.  Travel agents do not consider distribution channels, geographic

information, or personal opinions when forecasting travel markets.

$$34

What is one reason why airlines evaluate the performance of their marketing

plans?

A. To identify problems 

B. To develop objectives 

C. To position products

D. To segment customers

/A

To identify problems.  An important part of implementing a marketing plan

involves finding out if the plan was effective in achieving its marketing

objectives.  Therefore, an airline evaluates the performance of its marketing

plan to identify problems and take corrective action to solve the problems.  If

the plan is not performing as expected, an airline needs to determine why and

then make necessary changes.  The initial steps in developing a marketing plan

include developing objectives, positioning products, and segmenting customers.

After the plan has been in effect, an evaluation of the marketing plan takes

place to determine if it is performing satisfactorily.

$$35

Which of the following is often an effective way for travel agency managers to

resolve conflicts between employees:

A. Domination 

B. Collaboration 

C. Avoidance

D. Pressuring

/B

Collaboration.  Conflict between employees is common in business, and many

times the employees are able to resolve the situation themselves.  For example,

it may be as simple as agreeing on who will cover the phones during lunch

hours.  However, some conflicts are more serious and require managers to become

involved in an effort to resolve the problem.  When that happens, collaboration

is an effective technique.  Collaboration involves bringing the parties

together to identify the problem and then finding a solution that will satisfy

both sides.  This often requires both parties to talk about what they really

want and give a little, in order to get what they want, so that it is a win-win

situation for both.  A manager who dominates the situation and forces a

resolution is able to end the conflict, but the employees may not be satisfied.

This method often creates more problems than it solves.  Avoidance is not

effective because it leaves employees to find solutions to conflicts that they

may not have the authority to implement.  Pressuring is similar to domination

and involves forcing a solution on employees.
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When confirming airline reservations for customers, travel agents usually obtain

A. free upgrades. 

B. seat assignments. 

C. baggage stickers.

D. instant discounts.

/B

Seat assignments.  Travel agents often book airline reservations for customers.

During the process of inquiring about fares and confirming the reservations,

agents usually obtain seat assignments for customers.  Many customers prefer to

sit in certain areas on an airplane, such as over the wing, near exits, or on

the aisle.  Travel agents try to obtain the seats that customers prefer while

booking the flight.  When confirming airline reservations for customers, travel

agents do not obtain free upgrades, baggage stickers, or instant discounts.
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If customers lose their passports while touring foreign countries, the tour

operator should take the customers to the

A. foreign country's consulate. 

B. tour operator's local office. 

C. company's insurance agency.

D. issuing country's embassy.

/D

Issuing country's embassy.  If customers lose their passports while traveling

in foreign countries, tour operators should assist them with obtaining a new

passport.  To do this, it is necessary to take the customers to the issuing

country's embassy.  For example, a tour operator would take an American to the

U.S. Embassy and a Canadian to the Canadian Embassy.  The embassy personnel can

verify the person's identity and issue a new passport.  The tour operator would

not take customers to the foreign country's consulate because it only handles

passports for the citizens of that country.  The tour operator's local office

and the company's insurance agency do not have the authority to issue new

passports.
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What do many cruise lines provide to passengers who arrive at an airport near

the port of debarkation?

A. Welcome-aboard baskets 

B. Complimentary beverages 

C. Courtesy transportation

D. Sightseeing information

/C

Courtesy transportation.  Many cruise lines provide courtesy transportation for

passengers from nearby air-ports to the port of debarkation.  Transportation is

a service that is intended as a convenience to passengers.  Cruise lines

arrange the transportation to coincide with the times that passengers are

arriving at the airport.  Cruise lines often provide welcome-aboard baskets and

some complimentary beverages once passengers have boarded the ship.  Cruise

lines provide sightseeing information for passengers who want to visit the

various ports of call.
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Identifying potential threats in the marketplace and turning them into

opportunities is one reason why a tourism business conducts a(n)

A. situational analysis. 

B. organizational review. 

C. training program.

D. physical inventory.

/A

Situational analysis.  A situational analysis involves examining and

interpreting the environmental factors that affect a tourism business.  As a

result of considering the environmental factors, a business often is able to

identify potential threats in the marketplace such as increasing competition or

a sluggish economy.  Once a business identifies the specific threats, it takes

steps to turn them into opportunities.  For example, if the economy is

beginning to slow down, a business might revise its products or offer

additional credit plans to appeal to a wider market.  An organizational review

might identify problems within the business rather than threats in the

marketplace.  Training programs are internal and may be developed as a result

of identifying potential threats in the marketplace.  A physical inventory

involves counting stock.
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Which of the following types of sightseeing tours involves leading clients

through historic buildings?

A. Walking tours 

B. Personal tours 

C. City tours

D. Nature tours

/A

Walking tours.  A characteristic of walking tours is that clients actually walk

through the various facilities, such as historic buildings.  The tour guide

leads the way and explains the importance of the building and unusual features.

The advantage of walking tours is that clients get a close-up view of the site

and have an opportunity to ask questions.  Personal tours and city tours are

not necessarily walking tours.  They often involve riding a bus or trolley to

view all the sites in an area.  Nature tours involve visiting natural areas

such as forests.  Many of these involve a combination of walking and riding.

$$41

What should flight attendants do if a passenger who appears to be intoxicated

asks for an alcoholic beverage?

A. Tell the pilot 

B. Serve a watered-down drink 

C. Refuse to serve

D. Offer food instead

/C

Refuse to serve.  Flight attendants should not serve alcoholic beverages to

passengers who appear to be intoxicated.  In many cases, it might even be

illegal to serve them.  There is no need to tell the pilot unless the passenger

becomes disruptive.  It is not appropriate to serve a watered-down drink

because the drink still contains alcohol.  Many airlines no longer serve food

so offering food might not be an option.  However, if food is available, a

flight attendant might politely suggest coffee and something to eat instead of

an alcoholic beverage.
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A business that sells several distinct travel-related products to customers

throughout the country often groups employees according to what type of

organizational structure?

A. Divisional 

B. Transnational 

C. Networked

D. Outsourced

/A

Divisional.  Businesses that sell several distinct travel-related products to

customers throughout the country often organize employees into divisions.  For

example, a business might have a division for each product, and the employees

in that division would focus on selling only that product.  Or, a business

might have divisions based on geographic location such as a western division

and an eastern division.  Employees in those divisions sell only in those

locations.  This type of organizational structure often helps employees to

become experts with a specific product, or experts in meeting the needs of

customers in specific areas.  Transnational involves selling beyond a country's

borders.  Networked and outsourced involve using other organizations to assist

with production or selling.

$$43

To protect the information maintained in an employee's personnel file, most

convention centers release that information only

A. after the employee retires. 

B. with the employee's permission. 

C. to the employee's family.

D. if the employee is being promoted.

/B

With the employee's permission.  Much of the information maintained in

personnel files is personal and confidential.  To protect that information from

getting into the wrong hands or being used inappropriately, most convention

centers release the information only with the employee's permission.  Outside

organizations, such as credit-card companies or mortgage companies, may not

access the information unless the employee signs a form giving the convention

center permission to release certain information.  Even after an employee

retires, convention centers obtain permission to release information in the

personnel file.  Family members do not have access to an employee's personnel

file.  If the employee is being considered for promotion, certain people within

the convention center may review information that pertains to the promotion

such as performance evaluations.
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One of the advantages of using programmed learning to conduct training is that

it allows bus company employees to

A. interact with coworkers. 

B. learn at their own pace. 

C. practice new skills.

D. study with a professional.

/B

Learn at their own pace.  Programmed learning provides questions or problems,

usually in a written format, for the employees to answer or solve.  It can be

provided with the use of textbooks or computers that contain the correct

answers and allow employees to check their understanding before moving on.  The

benefit of programmed learning is that it allows employees to learn at their

own pace, review the material if necessary, and move on to more advanced

information when they feel they are ready.  Programmed learning does not allow

employees to interact with coworkers, practice new skills, or study with a

professional.
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Why is it important for travel agencies to train employees to use the hardware

and software needed to access a computer reservation system?

A. To obtain permission to represent an airline

B. To negotiate prices and amount of commission

C. To review tours offered by local competitors

D. To check flight availability and issue tickets

/D

To check flight availability and issue tickets.  Travel agency employees need

to know how to use the hard-ware and software necessary to access a computer

reservation system (CRS), which is a computerized system that allows travel

agents to check flight availability, make reservations, issue tickets, etc.

There are several CRSs and each one provides software, and sometimes the

hardware, that enables travel agents to access their systems.  Knowing how to

use this type of technology is extremely important today since most tickets are

issued through one of the computer reservation systems.  Travel agents do not

use a computer reservation system to obtain permission to represent an airline,

negotiate prices and amount of commission, or review tours offered by local

competitors.
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Tour operators often review expense reports in order to reimburse tour managers

for __________ expenses.

A. port-of-call 

B. out-of-pocket 

C. in-flight

D. duty-free

/B

Out-of-pocket.  In most situations, all the expenses associated with a tour are

paid in advance or billing arrangements have been made.  However, occasionally

there are miscellaneous expenses or unexpected tips that must be paid that

become the responsibility of the tour manager.  When tour managers pay for

these items, they fill out expense reports that the tour operators review in

order to reimburse the managers for the out-of-pocket expenses.  Port-of-call

expenses are included in the price of a cruise.  In-flight expenses, such as

for beverages and headsets, are the responsibility of each passenger unless

included in the price of the tour.  Duty-free refers to buying items that are

not taxed.
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The terms of a service contract might require a travel agency owner to pay a(n)

__________ fee for each service call.

A. deductible 

B. application  

C. accelerated

D. installment

/A

Deductible.  A deductible is a monetary charge that must be paid before

services are performed.  For example, a clause in a service contract that

covers equipment repairs might require that the travel agency pay $50 per

service call while any additional charges such as parts and labor are the

responsibility of the service provider.  Deductible amounts and terms are

outlined in the service contract.  An application fee is a one-time fee paid up

front for processing services.  An installment refers to payment that is due

for a specific amount at a specific time or interval (e.g., monthly, weekly).

Accelerated is a term that is used to describe a charge or interest rate that

increases a certain amount over time.
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The first step a tour operator should take before purchasing computer equipment

is to

A. obtain price quotes from technology retailers.

B. download sourcing information from the Internet.

C. create an organizational task list and identify needs.

D. evaluate the service and technical warranty of each source.

/C

Create an organizational task list and identify needs.  Before purchasing

computer equipment, tour operators must understand the tasks that employees

perform to accomplish business objectives.  By understanding the tasks

performed, the tour operators can then identify what type of technology is

needed to enhance productivity.  Without understanding technological needs,

tour operators run the risk of purchasing equipment or software programs that

they do not need.  Obtaining price quotes, surfing the Internet for

information, and evaluating warranties are tasks that should be conducted after

technological needs are determined.
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What is one of the advantages of beginning a career in the travel and tourism

industry as a travel counselor?

A. Ability to earn high salaries 

B. Possibility of working long hours 

C. Opportunity to work in related areas

D. Capability of learning foreign languages

/C

Opportunity to work in related areas.  Many people begin their careers in the

travel and tourism industry as a travel counselor working for a travel agency.

These counselors learn all aspects of the job including helping customers make

selections, handling reservations, working with travel suppliers, offering

advice, and issuing tickets.  These skills can be used in related areas in the

industry that makes it possible for travel counselors to become independent,

work for a corporate travel department, become an event planner, or own a

travel agency.  Travel counselors beginning their careers usually do not earn

high salaries.  They often work long hours to accommodate customers' schedules.

 They usually are not required to learn foreign languages.
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How do workers often identify the skills that are needed to further their

careers?

A. Measure their level of self-esteem 

B. Monitor trends in their occupations 

C. Change their mental attitudes

D. Change jobs on a frequent basis

/B

Monitor trends in their occupations.  A trend is defined as the general

direction in which people or events are moving.  Many people who monitor the

trends in their occupation or profession can determine what skills they need to

enhance or develop and take steps to educate themselves and become more

marketable in their fields.  Self-esteem, attitudes, and job acquisition might

affect workers' ability to acquire skills but does not necessarily further

their careers.
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Which of the following is an example of an ethical issue as it relates to

predatory pricing:

A. A travel agent encourages a customer to purchase trip cancellation insurance

     for a cruise.

B. A tire producer introduces a new item to its product line and sets the

     initial price very low.

C. A local ice-cream shop prices menu items below cost in an effort to

     eliminate its competition.

D. An international book publisher sells similar products to similar customers

     at different prices.

/C

A local ice-cream shop prices menu items below cost in an effort to eliminate

its competition.  Predatory pricing is an aggressive pricing strategy that

sells goods below cost in an effort to put the competition out of business,

leaving fewer choices for consumers.  Many governments have regulations to

control the practice of predatory pricing.  A travel agent who encourages a

customer to purchase trip cancellation insurance for a cruise is engaging in

suggestive selling.  A tire producer that introduces a new item to its product

line and sets the initial price very low is using a penetration pricing

strategy.  An international book publisher that sells similar products to

similar customers at different prices is engaging in price discrimination.
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Which of the following technological tools is commonly used to calculate simple

mathematical computations such as unit selling prices?

A. Palm pilot 

B. Fax machine 

C. Scanner

D. Calculator

/D

Calculator.  Calculators are devices that are used to compute numerical data.

Calculators are widely used and are available in many forms, including

battery-operated models and traditional electrical models.  They are often

found on computers and personal organizers such as palm pilots.  A fax machine

is used to transmit documents via telephone lines.  Scanners are technological

devices that transmit images or information to computers.
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Which of the following is a factor that may have an effect on the prices of

travel and tourism products?

A. Hidden costs 

B. Personal preferences 

C. Unique values

D. Past experiences

/A

Hidden costs.  In many cases, there are hidden costs associated with travel and

tourism products that have an effect on the total price.  For example, a resort

package might include meals and some activities, but charge for beverages and

certain specialties.  The price of renting a car might not include the cost of

gasoline or excess mileage.  These additional costs need to be considered

because they have an effect on the final price and may even make the final

price extremely expensive.  Personal preferences, unique values, and past

experiences are not factors that have an effect on the prices of travel and

tourism products.
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A car-rental agency that adjusts its rates during peak vacation seasons is

using a __________ pricing strategy.

A. discount 

B. promotional 

C. time

D. place

/C

Time.  Many businesses change their pricing to maximize profitability during

periods of high demand by setting a price range that is based on increments of

time.  The travel and tourism industry often uses this strategy to price

products.  For example, a car-rental agency in Florida experiences high demand

during the late spring and summer months, and often sets the prices higher for

this time period to compensate for the slower times of the year.  The agency

might set low rates at certain times to stimulate customer interest.  Discount

pricing strategies are price adjustments often used to reward customers for

specific behavior.  For example, a business might offer its customers cash

discounts for paying invoices early.  Promotional pricing is a strategy that

involves temporary price reductions for products.  Place is a form of utility.

Place utility refers to the usefulness created by making sure that goods or

services are available at the place where they are needed or wanted by

customers.
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When a luggage store owner temporarily lowers prices for select items and

places advertisements in local newspapers to announce the sale, s/he is using a

__________ promotional pricing strategy.

A. going-rate 

B. special-event 

C. break-even

D. market-share

/B

Special-event.  Promotional pricing occurs when a product's price is

temporarily lowered to stimulate sales.  Special events might include annual

seasonal sales or grand openings.  Going-rate pricing occurs when a business

sets its pricing by evaluating the pricing activities of its major competitors.

Break-even is the level of sales at which revenues equal total costs.  Market

share refers to an organization's portion of the total industry sales in a

specific market.
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Because of increased competition, travel businesses often spend more money on

advertising during the __________ stage of the product life cycle.

A. growth 

B. introductory 

C. decline

D. maturity

/D

Maturity.  During the maturity stage of the product life cycle, travel

businesses often spend more money on advertising because of the increased

competition.  It is during this stage that sales peak and competition is at its

highest level.  To maintain market share, businesses often increase

advertising.  During the growth stage, sales rise rapidly and competitors begin

to offer similar travel products.  During the introductory stage, the product

is new and there is virtually no competition.  In the decline stage, sales and

profits fall rapidly and businesses often reduce advertising.
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Specifying the number of calls that a telemarketer for a theme park should make

in one hour is an example of a(n) __________ standard.

A. time 

B. employee 

C. verbal

D. quantity

/D

Quantity.  Quantity standards specify the amount of work to be done.  Quantity

standards are common in business because they set standards of performance

levels that help the business to obtain its goal and realize profits.  An

example of a quantity standard is specifying the number of calls that a

telemarketer should make in one hour.  Time standards are closely related to

quantity standards and monitor the amount of time needed to complete an

activity.  Employee and verbal are not types of standards.
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Which of the following is an example of a travel agent providing a product

extension to customers?

A. Booking an all-inclusive trip to Mexico 

B. Making reservations with a scheduled airline

C. Selling a cruise and a city tour before departure

D. Arranging a motorcoach tour through the mountains

/C

Selling a cruise and a city tour before departure.  A product extension is an

additional product related to, but different than, the main travel product.

Travel agents often provide these products as a service to customers.  For

example, the main product in this situation is the cruise.  If customers want

to take a tour of the port city before the cruise departs, a travel agent might

arrange the tour as a product extension.  The product extension adds value to

the original product and meets the needs of customers.  In the other examples,

the travel agent is providing only the main travel product.
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Which of the following is an example of product bundling?

A. Theme park charging admission and selling ride tickets

B. Garden shop discounting prices of seasonal merchandise

C. Business selling computer, printer, and scanner as a unit

D. Lumber company selling wood chips as small-animal bedding

/C

Business selling computer, printer, and scanner as a unit.  Product bundling

involves combining several products and offering them to customers as one

product.  Usually, the bundled products are offered for one, all-inclusive

price.  An example is a business selling a computer, a printer, and a scanner

as a unit.  In many cases, the bundle is less expensive than the cost of each

item sold separately.  Sometimes, the products can only be purchased as a unit

and are not available separately.  A lumber company selling wood chips as

small-animal bedding is an example of selling by-products.  A theme park

charging admission and then selling ride tickets is an example of two-part

pricing.  A garden shop discounting prices of seasonal merchandise is an

example of adjusting prices.
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Which of the following is a special event that might be planned as part of a

business's annual three-day meeting?

A. Transportation 

B. Administration 

C. Entertainment

D. Communication

/C

Entertainment.  Many businesses organize annual multi-day meetings for

employees or stockholders.  These meetings include more than business-related

sessions and industry speakers.  An important part of the meeting is special

events such as various forms of entertainment.  For example, meeting planners

might make arrangements for participants to attend concerts or plays, visit

theme parks or specialty shopping areas, tour museums or historical sites, or

engage in recreational activities.  The entertainment is an added attraction to

attending a meeting.  Transportation, administration, and communication are not

special events.  However, they are other considerations involved in planning

special events for meetings.
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What do travel agencies consider when designing the layout of the office?

A. Aisle arrangement 

B. Customer convenience 

C. Building codes

D. Equipment expense

/B

Customer convenience.  Designing the layout of the travel agency involves

arranging the interior of the facility.  A main consideration when designing

the office is customer convenience.  The agency wants customers to feel

comfortable and have a seating area to wait for an agent or review brochures.

Also, the layout should be designed in such a way that agents have room to meet

with customers to discuss travel plans and make reservations.  The goal is to

make the experience convenient so customers will return and recommend the

agency to others.  Travel agencies usually do not have aisles.  Building codes

control construction and remodeling projects rather than the actual layout.

The type of equipment, rather than the expense, is a factor to consider when

designing the layout of the office.
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A tour operator who visits several hotels to determine if the location, type of

rooms, and amenities will satisfy tour customers is

A. planning destinations. 

B. organizing activities. 

C. evaluating properties.

D. selecting new vendors.

/C

Evaluating properties.  Tour operators usually visit several hotels and

evaluate the properties before deciding which ones to use for a tour.  The

purpose of evaluating properties is to identify those that meet the needs of

customers.  Factors that a tour operator would consider are location, type of

rooms, and available amenities.  For example, a hotel in a downtown area that

has spacious rooms, several dining facilities, an indoor pool, and an exercise

room might satisfy the needs of a tour to a large city.  A tour operator might

plan a tour to a certain destination based on the type of hotel facilities

available in the area.  Organizing activities is another function of a tour

operator unrelated to identifying appropriate hotels.  After visiting several

hotels, a tour operator might select new vendors that meet the specific

criteria.
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Which of the following is a factor that cruise lines consider when deciding

when to buy new linens and towels:

A. Preferences of passengers 

B. Relationship with vendors 

C. Style of passenger cabin

D. Annual rate of consumption

/D

Annual rate of consumption.  The annual rate of consumption refers to the

quantity that must be replaced each year because of loss or damage.  Cruise

lines calculate the average amount of linens and towels that must be replaced

over a period of a year.  Because these items wear out or are lost throughout

the year, cruise lines often set up schedules for buying.  For example, a

cruise line might place an order every quarter to make sure new linens and

towels are available when needed.  The preferences of passengers might have an

effect on the type and quality of linens and towels that a cruise line buys.

The cruise line's relationship with vendors might have an effect on the price

of goods and delivery date.  The style of passenger cabin might have an effect

on the quality of the items.
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Banner and pop-up ads impact the way audiences receive promotional travel

information.  These types of messages exist because of the following

technological development:

A. Euronet 

B. Internet 

C. URL

D. HTMT

/B

Internet.  The Internet is a worldwide network of computers that enables users

to access information and communicate with others.  Banner and pop-up ads are

promotional devices that appear on Internet web sites.  Euronet and HTMT are

not common terms used to describe technological advancements that introduced

the use of banner and pop-up advertising methods.  URL refers to the Uniform

Resource Locator, which is a web address.
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Which of the following statements is true regarding direct advertising

strategies?

A. Travel marketers often select their direct advertising methods based on

     consumers' preferences.

B. Use of e-mail advertising messages rewards most travel marketers with a very

     high response rate.

C. Telemarketing programs are generally considered to be obsolete forms of

     direct advertising.

D. Infomercial and home shopping television are the least effective media to

     send promotional messages.

/A

Travel marketers often select their direct advertising methods based on

consumers' preferences.  Customers often respond to promotional messages for

certain products when those messages are transmitted via direct advertising

(e.g., direct mail) rather than other media.  Although direct advertising often

rewards businesses with higher response rates than other forms of advertising,

it cannot be assumed that most businesses receive high response rates.

Computer messages (e.g., spam) are often deleted by users before the message is

opened, which lowers response rates.  Although some governments have introduced

legislation to restrict telemarketing programs, the media is not necessarily

becoming obsolete.  Infomercial and home shopping television shows can be very

effective promotional tools that often experience immediate response from

customers.
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Airlines generally pay more for newspaper advertisements when purchasing space

at a __________ rate.

A. run-of-page 

B. preferred-position  

C. contract

D. frequency

/B

Preferred-position.  When requesting preferred positions, airlines place their

ads in the newspaper location that generates optimal exposure for their target

market.  For example, a regional airline might request placement in the travel

section of the newspaper instead of the home and garden section.  Because the

airline is requesting a specific placement location, the airline pays a higher

rate.  Run-of-page rates do not allow air-lines to specify advertisement

placement and are generally lower than the preferred-position rate.  Contract

rates are negotiated rates and are often lower than preferred-position rates.

When advertisements are placed more than once, the airline often receives a

frequency rate.  The higher the frequency of ad placement, the lower the rate.
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A charter bus company that wants its travel advertisement to reach potential

customers in a specific geographic area on a certain day of the week would

place an ad in a(n)

A. Sunday newspaper.  

B. regional magazine. 

C. online publication.

D. company newsletter.

/A

Sunday newspaper.  Most Sunday newspapers contain a travel section.  This is an

effective place for a charter bus company to advertise because people thinking

about taking a bus tour often read that section to get ideas about destinations

and compare prices.  After reading an ad, people might contact the bus company

for more information or to make reservations.  The advantage of placing an ad

in a Sunday newspaper is that it reaches potential customers in a specific

geographic area on the day of the week that people often expect to find travel

ads and information.  A regional magazine reaches customers in a specific

geographic area but not on a certain day of the week.  An online publication is

available to anyone with Internet access.  A company newsletter is intended to

provide general information to employees.
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A travel agency can contribute to the economic and social well-being of its

community by

A. developing a promotional program.

B. providing job training for its employees.

C. establishing a corporate crisis management plan.

D. participating in local charitable or recreational events.

/D

Participating in local charitable or recreational events.  Travel agencies

often reinforce or build their brands by sponsoring and participating in

community and charitable events.  Promotion planning, job training, and crisis

management are activities related to the internal structure of the agency

rather than the external community.

$$69

What might a travel agency include in a display to graphically show people

enjoying a destination or participating in a tour of exotic places?

A. Facts 

B. Testimonials 

C. Videos

D. Souvenirs

/C

Videos.  Many travel agencies are developing displays that include videos to be

able to graphically show people enjoying a destination or participating in a

tour.  The benefit of using videos is that it enables potential customers to

see what they would see on a tour and to see what they might do at a

destination.  The videos are able to show action and excitement and create an

atmosphere that attracts customers and increases sales.  For example, a video

of people white-water rafting or touring a castle is more interesting than a

simple photograph.  A display might include facts, testimonials from satisfied

customers, and sample souvenirs; but these are static parts of a display and do

not graphically show people participating in activities.
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Where would cruise ships post information about upcoming events and activities

to increase participation?

A. On the door of passenger cabins 

B. By the entrance to crew quarters 

C. In areas frequented by passengers

D. Near the onboard medical facilities

/C

In areas frequented by passengers.  Many of the events and activities offered

on a cruise include an additional cost to passengers who want to participate.

To encourage passengers to attend the events or participate in activities,

cruise ships usually post information in areas frequented by passengers.  The

information attracts attention, promotes the various events and activities, and

encourages passengers to buy.  For example, a cruise ship might post

information about an afternoon bingo party that offers cash prizes.  To

participate, passengers must pay a fee of $20 each.  Cruise ships do not post

information on the door of passenger cabins, although they often slip

newsletters under the door.  A cruise ship would not post information by the

entrance to crew quarters or near the medical facilities because these areas

are not frequented by passengers.

$$71

To obtain and retain customers, an effective frequency marketing program should

continuously communicate and emphasize a well-defined __________ system.

A. rating 

B. branding 

C. credit

D. benefits

/D

Benefits.  A frequency marketing program is an ongoing, well-organized

promotional effort in which a travel business offers its customers certain

rewards (e.g., discounts, free products).  Reward distribution is generally

based on the frequency of the customer's purchases.  For the program to be

successful, businesses must always communicate the benefits (rewards) to the

customers.  Rating is attaching a numerical value to something.  Brand refers

to the combined impressions and experiences associated with a particular

company, good, or service.  Credit is the arrangement by which businesses or

individuals can purchase now and pay later.

$$72

What is an effective technique for delivering promotional materials to

prospective travelers' homes and offices?

A. Direct mail 

B. Internet browser 

C. News release

D. Ad campaign

/A

Direct mail.  Direct mail is a promotional medium that comes to consumers'

homes and businesses.  Travel agents often send promotional materials such as

brochures, catalogs, pamphlets, etc., to customers.  The advantage of using

direct mail to deliver promotional materials is that travel agents can select a

specific tar-get market that is most likely to be interested in the materials

and in the travel product.  Direct mail includes sending promotional materials

by fax or by e-mail.  Internet browser is software used to access and display

web pages.  A news release is a factual announcement sent to the media to be

used as a news item.  An ad campaign is a series of advertisements planned

around a central theme.
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What do travel businesses often develop for their advertisements that they use

repeatedly to make the advertised products appear unique and memorable?

A. Goals 

B. Standards 

C. Themes

D. Targets

/C

Themes.  A theme is a specific characteristic or quality that is used

repeatedly throughout an advertising campaign.  One of the purposes of the

theme is to make the advertising campaign memorable or unique.  The theme helps

to remind customers of the ad and the products it is promoting.  An example of

a theme is the "Don't leave home without it" phrase used by American Express.

Customers identify that theme with American Express and recognize the company

instantly when they hear or see it.  Goals are objectives to achieve.

Standards are used as the basis for comparing or judging goods or services.

Targets are likely prospects.
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Where do developers usually place an overview of the promotional plan in a

formal document that is being presented to key decision makers?

A. After the objectives are stated 

B. When addressing execution tasks 

C. In the introduction

D. After the table of contents

/C

In the introduction.  Generally, the contents of a promotional plan are

presented in a formal document similar to other proposals, such as marketing

and business plans.  The introduction provides an overview or summary of the

key points of the entire document.  An introduction is important because it

captures the essence of the entire content in a few paragraphs or pages.  The

introduction is often what the reader (e.g., boss, client) remembers the most

about the plan.  Since the overview is usually addressed in the introduction,

which is at the beginning of the document, it is not generally placed after the

objectives or when addressing how the plan should be carried out.  Not all

promotion plans have a table of contents.
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Which of the following is an internal factor that might have an effect on an

airport gift shop's selling policies?

A. Customer wants 

B. Materials shortage 

C. Social issues

D. Research efforts

/D

Research efforts.  Internal factors, those forces present within the airport

gift shop itself, affect selling policies.  One internal factor involves a

shop's research efforts.  Based on its research, a shop might set a policy to

guarantee changes based on customer requests for certain products.  Customer

wants, materials shortage, and social issues are external factors that also

affect a shop's selling policies.
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What is an advantage of using spreadsheet software programs to track and

evaluate bus company sales?

A. Creates future sales contracts 

B. Easily generates purchase orders 

C. Identifies potential customers

D. Quickly analyzes numerical data

/D

Quickly analyzes numerical data.  Computer technology has made is possible to

develop a variety of soft-ware programs.  For example, spreadsheet software

programs are used to organize and calculate numerical information.  Spreadsheet

programs can be used in sales to track and evaluate sales volume and sales

dollars.  By using spreadsheet programs, businesses can monitor sales and

quickly determine if salespeople are achieving goals.  Word-processing software

might be used to create sales contracts and generate purchase orders.

Spreadsheet software programs are not able to identify potential customers but

are able to analyze sales figures of existing customers.
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Which of the following is an overall source of information about airlines,

hotels, cruise lines, tours, and car-rental companies?

A. Regional travel guide 

B. Destination promotional report 

C. Local familiarization trip

D. Computer reservation system

/D

Computer reservation system.  There are a variety of computer reservation

systems available that provide valuable travel and tourism information.  These

systems usually contain information about airline schedules and fares, hotel

availability and prices, cruises, tours, and car-rental companies.  By

accessing one of these systems, a travel agent can locate the most appropriate

travel products for a customer, make reservations, and often print tickets.  A

regional travel guide provides information about travel facilities and

attractions in one area.  It would not include airline or cruise information.

A destination promotional report does not pro-vide information about airlines,

hotels, cruise lines, tours, and car-rental companies.  A familiarization trip

is intended to provide firsthand knowledge about a specific destination such as

a resort or a new cruise.
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Ski areas, water parks, and golf resorts are examples of what type of

destination?

A. Natural 

B. Interesting 

C. Scenic

D. Recreational

/D

Recreational.  Destinations are categorized on the basis of a variety of

characteristics.  One type of destination is categorized as recreational

because the purpose of visiting the destination is to participate in a certain

type of recreation.  Ski areas, water parks, and golf resorts are examples of

recreational destinations because travelers go there to ski, participate in

water sports, or play golf.  Natural destinations were created by nature,

rather than by man, such as beaches or deserts.  Interesting and scenic are not

types of destinations, although the destinations may be interesting and scenic.
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Historic sites, festivals, museums, and shopping are examples of various types

of destination

A. resources. 

B. attractions. 

C. services.

D. properties.

/B

Attractions.  Destinations need to offer a variety of attractions to encourage

travelers to visit.  Attractions are usually categorized as core attractions or

supporting attractions.  Historic sites, festivals, museums, and shopping are

core attractions because they are the reasons why people travel to certain

places.  For example, people often travel to New York City to visit museums,

attend plays, and shop.  Supporting attractions are the hotels and restaurants

that add to the experience.  Destination resources are the employees, or

workforce.  Destination services include police and fire protection and health

care.  Destination properties are the hotels, motels, and other guest

accommodations.
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Which of the following is a function of a travel intermediary?

A. Produce and sell a travel product

B. Buy travel products from various suppliers

C. Mark up the price of travel products to make a profit

D. Transfer a travel product from a supplier to a customer

/D

Transfer a travel product from a supplier to a customer.  Travel intermediaries

are the travel agents, tour operators, and others in the industry who serve as

the link between the supplier and the customer.  One of their primary functions

is to transfer a travel product from a supplier to a customer.  For example, a

travel agent might make airline arrangements and hotel reservations for a

customer.  The travel agent does not produce the travel product, which might be

an airline flight or a stay at a hotel.  Also, travel intermediaries do not buy

travel products, mark up the price, and resell them to make a profit.

Intermediaries transfer the products and are paid a commission, or fee, by the

supplier.
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An important U.S. port for cruise ships that sail to Canada and Alaska is

A. New York City. 

B. San Francisco. 

C. Honolulu.

D. Acapulco.

/B

San Francisco.  An important port on the west coast of the U.S. is San

Francisco.  Several cruise lines that sail to Canada and Alaska leave from the

port of San Francisco.  Because the port is located in northern California, the

cruise lines can complete the round-trip from San Francisco to parts of Alaska

within the usual seven-day period.  Cruise ships do not sail from New York City

to Canada and Alaska, or from Honolulu to Canada and Alaska.  Acapulco is a

port in Mexico.
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What do luggage store salespeople often do with the product information they

obtain to help them in the selling process?

A. Develop a feature-benefit chart 

B. Prepare a report for management 

C. Conduct a question-answer session

D. Organize a staff training program

/A

Develop a feature-benefit chart.  Once luggage store salespeople obtain facts

and information about products, they should prepare a feature-benefit chart.

This is a list that may be arranged alphabetically to show product features and

corresponding benefits.  Preparing this chart will help salespeople remember

the features and benefits and should aid them in developing meaningful selling

sentences.  After obtaining product information, salespeople do not prepare

reports for management or organize staff training programs.  Salespeople often

use feature-benefit charts to answer customers' questions during the selling

process.
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Which of the following is a factor that often motivates people to travel to

attend sports and entertainment events?

A. Physical 

B. Fundamental 

C. Basic

D. Monetary

/A

Physical.  People are often motivated to travel to attend sports and

entertainment events to satisfy the physical need for rest, relaxation,

enjoyment, etc.  They go to football games and concerts to be entertained and

to get away from the routine aspects of everyday life.  People enjoy these

events because they help to reduce stress and provide an outlet for the

emotions.  Fundamental and basic involve the necessities of life, such as food

and shelter.  The monetary factor often discourages people from attending

sports and entertainment events because ticket prices may be high.
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What do travel agents need to do to help clients make decisions about which

travel products to buy?

A. Focus on the price of a product 

B. Create a positive image of a product 

C. Describe the safety factors of a product

D. Explain the tangible features of a product

/B

Create a positive image of a product.  Helping clients make decisions about

travel products involves creating a positive image of a product so clients will

understand the benefits and value of the product.  If clients have a positive

image of a product, they are more likely to buy.  Travel agents can create a

positive image by explaining how the product will benefit a client.  For

example, one client may obtain more benefit from staying in a suite hotel than

in a bed and breakfast.  Pointing out the benefits helps to create a positive

image that often leads to a buying decision.  Many travel products do not have

tangible features or safety factors.  The price of a product is not always the

factor that influences buying.  If clients do not have a positive image of a

product, they will not buy even if the price is very reasonable.
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What is a factor that often has the most significant effect on consumer buying

behavior?

A. Ethical concerns 

B. Discretionary income 

C. Opinions of friends

D. Previous experience

/B

Discretionary income.  Discretionary income is the amount of income that

consumers have left to spend or dispose of after they have paid their taxes.

This has a significant effect on their buying behavior because people have only

so much money to spend and must decide the best way to use that money to buy

what they need.  For example, people who have very little discretionary income

spend their money on the necessities such as housing and food.  On the other

hand, people who have a lot of discretionary income often spend money to buy

luxury items and take vacations.  Ethics and previous experience are factors

that often have an effect on organizational buying behavior rather than

consumer buying behavior.  Although the opinions of friends is sometimes

important, discretionary income is a more significant factor.
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Why is it important for a tour operator to walk through a tour site before

adding the site to a tour itinerary?

A. To locate suitable dining facilities nearby

B. To calculate the total cost of visiting the site

C. To arrange for overnight accommodations in the area

D. To determine length of time needed to tour the site

/D

To determine length of time needed to tour the site.  It is important for tour

operators to walk through tour sites before adding the sites to a tour

itinerary in order to determine the length of time that will be needed to tour

the site.  By walking through the site, a tour operator will find out firsthand

how long it takes to see the site.  Tour operators want to allow a sufficient

amount of time at each site, but not more than is necessary.  Tour operators do

not need to walk through a site to calculate total cost.  If tour operators

decide to add a site to a tour itinerary, they probably will locate suitable

dining facilities nearby and may arrange overnight accommodations in the area.
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What does a travel agent need to know to book train reservations for a client

who is traveling a long distance on an overnight train?

A. Style of dining cars 

B. Type of sleeping rooms 

C. Number of lounge areas

D. Size of storage facilities

/B

Type of sleeping rooms.  Clients who travel by train over long distances

usually take overnight trains that have a variety of sleeping rooms.  Travel

agents need to know the type of sleeping rooms available on different trains to

book appropriate reservations for a client.  For example, some sleeping rooms

accommodate only two people while others will accommodate a family of five.

Some have bathroom facilities while others do not.  It is important for a

travel agent to reserve the type of sleeping room that will meet the client's

needs.  A travel agent does not need to know the style of dining cars, number

of lounge areas, or size of storage facilities to book train reservations for a

client.
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What does a travel agent usually need to do to successfully sell trips to

individuals?

A. Ask about financial resources 

B. Present many vacation options 

C. Make appropriate recommendations

D. Pressure clients to make decisions

/C

Make appropriate recommendations.  Clients often rely on travel agents to

recommend the type of trip or vacation that will satisfy their needs.  To do

this, travel agents need to spend time with clients, ask questions that will

help identify what clients really want, and then recommend a few options that

will satisfy those wants.  For example, a travel agent might recommend a cruise

to a client who wants to visit several locations but does not like to move from

hotel to hotel.  Making an appropriate recommendation often leads to a

successful sale.  A travel agent should not ask specific questions about a

client's financial resources.  Presenting many vacation options may confuse a

client and make a sale more difficult.  Travel agents should never pressure

clients to make decisions.
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Why is it important to provide a question-and-answer period during a sales

presentation to a group?

A. To involve participants 

B. To explain qualifications 

C. To summarize advantages

D. To prevent interruptions

/D

To prevent interruptions.  Convention center salespeople often develop

structured sales presentations when meeting with groups.  To enable the

presentation to go as planned, salespeople often announce at the beginning that

there will be a question-and-answer period at the end.  This technique prevents

members of the group from interrupting with questions throughout the

presentation.  Interruptions are distracting not only to the presenter, but

also to others in the group.  The question-and-answer period is intended to

answer any concerns the group might have or provide additional information that

was not included in the presentation.  It is not intended to involve

participants, explain qualifications, or summarize advantages.
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Why is it important for a travel agent to know the cancellation policies of

hotels, guided tours, and other travel suppliers when canceling a customer's

reservation?

A. To sell the reservation to another traveler

B. To reschedule the reservation at a later date

C. To protect the customer from additional charges

D. To recommend another travel product to the customer

/C

To protect the customer from additional charges.  Travel suppliers, such as

hotels and tours, usually have cancellation policies that explain when

reservations must be canceled.  Travel agents need to know these policies to

protect customers from additional charges that may be assessed if the

reservations are not canceled within a certain time period.  In some cases,

customers pay a deposit that they will forfeit if the reservations are not

canceled properly.  Travel agents need this information in order to advise

their customers about possible penalties for late cancellation.  Travel agents

do not need to know cancellation policies to reschedule a reservation or

recommend another travel product.  Travel agents do not sell the reservation to

another traveler.
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A five-hour flight that departs New York City at 1:30 p.m. will arrive in Los

Angeles at

A. 2:30 p.m. 

B. 3:30 p.m. 

C. 5:30 p.m.

D. 6:30 p.m.

/B

3:30 p.m.  New York City is located in the eastern standard time zone, and Los

Angeles is located in the pacific standard time zone.  The time difference

between the two zones is three hours.  Therefore, a flight that departs New

York City at 1:30 p.m. will arrive in Los Angeles at 3:30 p.m., which is a

difference of three hours.  When it is 3:30 p.m. in Los Angeles, it is 6:30

p.m. in New York City, which is five hours later than 1:30 p.m.
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Which of the following is a reason large tour operators often maintain

petty-cash funds to pay for small expenditures?

A. Provides money for employee expenses

B. Decreases taxes on accumulated income

C. Eliminates the need for a purchase order

D. Makes it possible to make change for clients

/C

Eliminates the need for a purchase order.  Tour operators often maintain

petty-cash funds to handle special or unexpected small expenditures that occur

during the course of the day.  A petty-cash fund allows a tour operator to pay

small expenditures easily without the need for a purchase order or invoice that

must be processed by the accounting department.  For example, a tour operator

may need to buy a small amount of postage or inexpensive office supplies

quickly.  Obtaining these items through a purchase order would take time.  Tour

operators do not maintain petty-cash funds to make change for clients or

provide money for employee expenses.  Maintaining a petty-cash fund does not

decrease the taxes on accumulated income.
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Which of the following is an example of a special service that airlines often

arrange for passengers?

A. Complimentary beverages 

B. Coloring books for children 

C. Preassigned seating

D. Wheelchairs for the disabled

/D

Wheelchairs for the disabled.  Many travelers require special services such as

wheelchairs or other assistance if they are disabled.  Airlines arrange for

disabled passengers to be met in the terminal or at the gate upon arrival and

transported by wheelchair.  Travel agents often inform the airlines when they

make reservations for clients if the clients will need special assistance.

Complimentary beverages and preassigned seating are routine services that

airlines offer to all passengers.  Airlines usually do not provide coloring

books for children.
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When meeting clients at airports and escorting them to a motorcoach to begin a

tour, tour directors are responsible for arranging __________ service.

A. car-rental 

B. onboard food 

C. luggage-handling

D. express check-in

/C

Luggage-handling.  Tour directors usually are responsible for arranging

luggage-handling service for clients from the beginning to the end of the tour.

This service often begins at the airport when the tour director meets the

clients and escorts them to the motorcoach.  >From that point on, the tour

director arranges for clients' luggage to be collected and transported to the

motorcoach, from the motorcoach to hotels and back, and returned to the airport

once the tour has ended.  Clients taking a tour on a motorcoach do not need

car-rental service.  When meeting clients at airports, tour directors do not

arrange onboard food service.  Express check-in is a service offered by many

hotels.
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Which of the following is a consideration when planning an itinerary for a

customer?

A. Length of trip 

B. Tipping policies 

C. Flight delays

D. Amount of commission

/A

Length of trip.  The length of the trip is a primary consideration when

planning an itinerary for a customer.  There is only so much that a customer

can see and do in a specified amount of time.  Therefore, travel agents need to

know how many days a customer wants to travel before developing an itinerary.

For example, a customer who wants a five-day trip will have a different

itinerary than a customer who wants a 10-day trip.  Tipping policies, flight

delays, and amount of commission are not considerations when planning an

itinerary for a customer.
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When a tour guide is given a voucher, it means that the service is

A. prepaid.   

B. complimentary. 

C. discounted.

D. expensive.

/A

Prepaid.  When a tour guide is given a voucher, it means that the tour company

has paid for the service in advance and no additional payment is necessary.

For example, tour operators often arrange and pay for admission to attractions

or sightseeing tours in a city before the tour departs.  The tour operators are

pro-vided with vouchers indicating prepayment.  When the tour guide escorts a

tour to the attraction, all that is necessary is to present the voucher for

admission.  Complimentary indicates a free service.  A voucher does not

indicate that a service is discounted or expensive.
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One of the main reasons for using computer software to create a visual

presentation is to

A. support a verbal presentation. 

B. provide additional information. 

C. develop an attractive outline.

D. display text in paragraph form.

/A

Support a verbal presentation.  The purpose of a visual presentation is to

support a verbal presentation.  Salespeople often use a presentation software

package to create visual aids that will help to graphically explain and support

the information in the verbal presentation.  The visual presentation usually

contains attractive charts, graphs, and illustrations that add interest to the

verbal presentation, as well as key points that summarize the verbal

presentation.  Frequently, the visual presentation graphically illustrates

complex information and makes it easier for the audience to understand.  A

visual presentation does not add additional information that is not contained

in the verbal presentation.  Some of the information may be in outline form,

but that is not the main purpose of using computer software to create a visual

presentation.  The text is not displayed in paragraph form but in short phrases

or key words.
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Monitoring activities to determine if the convention center is achieving its

sales objectives is one of the responsibilities of

A. sales management. 

B. financial planning. 

C. market research.

D. product screening.

/A

Sales management.  Sales management is a major function in most convention

centers and involves a wide variety of responsibilities.  One of the main

responsibilities of sales management is monitoring activities to determine if

the convention center is achieving its sales objectives.  Convention centers

usually establish specific sales goals, and sales managers are responsible for

monitoring the achievement of those goals.  If sales managers determine that

goals are not being met, they are responsible for developing strategies to

achieve goals and for helping salespeople perform to the best of their

abilities.  Financial planning involves planning for a convention center's

monetary needs.  Market research is the systematic gathering, recording, and

analyzing of data about a specific issue, situation, or concern that affects a

market.  Product screening is the process of considering each idea for a new

product and discarding those that seem unworkable.
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One reason why it might be difficult for some travel businesses to offer sales

training is that

A. training can be expensive. 

B. instructors are unavailable. 

C. salespeople work from home.

D. results may be inconsistent.

/A

Training can be expensive.  A main reason why some travel businesses choose not

to offer sales training is that it can be expensive, and the financial

resources are simply not available.  The full costs of training are often

unknown because they are sometimes charged to general administrative costs,

rather than to training expenses.  Therefore, training expenses may be

significantly higher than believed.  Instructors usually are available although

that might add to the cost.  Businesses can offer sales training to salespeople

who work from home through several methods such as holding training sessions in

regions.  The results of training may be inconsistent, but that is not why it

might be difficult to offer training.
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