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Comments

The candidate demonstrated a good understanding of the concepts assessed (Parasuraman’s service
dimensions, service recovery programme, accommodation for guests with complaints). However, in
part (b), he/she wrongly gave answers on Gap model of service quality. (Q 1)

The candidate’s understanding of the concepts assessed (themes of the park, meal options and
menus) was limited. The answers for parts b(ii), c(ii) and C(iii) were not comprehensive. (Q 2)
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Comments

The candidate described and explained some differences in preferences between Generation Y and
Baby Boomers. He/She also described the differences between hostels and franchised hotels.
However, some of the discussion was too general. (Q 2)

The candidate wrote a fair discussion of the roles played by travel agencies. He/She gave a detailed
description of Maslow’s Five Needs, but some examples were irrelevant. (Q 3)
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