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Section A: Content guide

Delivery models
••
••
••
••
••
••

The qualification can be taken as a Single or Double Award.
You can choose either controlled assessment Unit 2 or Unit 4 for the Single Award.
For the Double Award, all four units have to be studied and assessed.
Unit 1 is an externally assessed unit. Available in June.
Unit 3 is an externally assessed unit. Available in June.
Units 2 and 4, the controlled assessment units, have to be submitted to the external
moderator in May each year.

Delivery plan 1: Single Award in one year
Terminal assessment requires 100 per cent of the overall assessment to be completed at
the time of certification.
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Year 1
SeptemberJanuary

Unit 1 delivery in the autumn term.
Decide on Unit 2 or 4 for the controlled assessment.
Exam sat in June.

Year 1
January-May

Unit 2 or 4 delivery in the spring and summer terms.
To include:
•• visits
•• research
•• planning and preparation for the selected activities
•• production of coursework evidence for controlled assessment
•• 15 hours of controlled assessment time to complete the work for the
selected unit tasks
•• internal moderation of student work.
Submission of controlled assessment work to the external moderator
in May.
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Delivery plan 2: Double Award in one year
Terminal assessment requires at least 100 per cent of the overall assessment to be
completed at the time of certification.
Year 1
SeptemberJanuary

Units 1 and 3 delivery in the autumn term.
Exams sat in June.

Year 1
January-May

Units 2 and 4 delivery in the spring and summer terms.
Submission of controlled assessment units to the external moderator
in May.
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Teaching ideas
The suggested teaching ideas are designed to stimulate students’ interest and to appeal to
all abilities within a group. They involve different learning methods and some ideas could be
used as taster lessons in Year 9. The activities can all be built on and extended, and can be
applied to other areas of the specification.

Unit 1: The Leisure and Tourism Industry
Topic 1.2: Introduction to Business Operations in Leisure and Tourism
Aim
To understand how a business operates in leisure and tourism.
Objective
By the end of this activity, students will be able to produce a visual display of their chosen
organisation and apply this information to other businesses in the industry.
Activity
Arrange a visit to a local hotel, leisure centre, tour operator or attraction. Alternatively,
invite a guest speaker into the centre to conduct a question and answer session with
students.
In preparation for the visit/speaker, draw up a checklist of questions for students to ask so
that they understand how the business operates. Questions should cover aspects such as:
•• What are the aims and objectives of the business?
•• What departments are there in the business?
•• What are the roles of each of these departments?
•• What sorts of business systems do they use?
•• What new technology do they use?
•• Why is health and safety important and how do they ensure it is applied?
•• How has the business changed over the last five years? Why has it changed?

Following the visit/speaker
Produce a display for the classroom wall, using the questions and answers as the basis.
For example, departments and their roles could be presented as a large spider diagram;
photographs of office equipment could be used to indicate what technology the business
has and examples of forms etc to show how they are used.
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Unit 2: Sales, Promotion and Operations in Leisure and Tourism
Topic 2.1: Sales in Leisure and Tourism Contexts
Aim
To understand the different selling environments and how they differ.
Objective
By the end of the activity students, will be able to describe the main similarities/differences
in selling environments and explain why these similarities/differences occur.
Activity
There are two main selling environments in leisure and tourism organisations: face-to-face
sales and telephone sales.
Divide students into groups of three or four. Some groups are the manager of a new leisure
centre/travel agency/visitor attraction. Other groups are the manager of a new call centre
selling holidays/subscriptions to a home leisure device. The groups make decisions on the
following:
•• office layout
•• staff dress code
•• how to keep staff motivated and happy
•• the type of sales training staff will require.
Differences are likely to appear. The layout of a travel agency and leisure centre will
have to take account of customer requirements as well as those of staff. Staff manuals
and information will be kept neatly so the area appears tidy. There will be compromise.
Often the front areas are significantly more attractive than the staff areas that are out
of sight. Dress code will be strict as staff are representing the company and can be seen
by customers, often a uniform is required. When dealing with the public, eye contact is
required as well as good listening skills. Staff need to be able to read all customer signals,
including body language.
Call centre environments are more geared towards staff needs. Staff tend to sit in pods
but these are arranged so they have access to all their selling materials and they will
have more control over where these are kept, as the general public cannot see their work
area. The dress code may be more relaxed for the same reason. Telephone sales require
excellent listening skills as there is no face-to-face contact and no body language signals
to respond to.
How best to keep staff motivated and happy in both environments should produce some
interesting answers!
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Unit 3: The Leisure and Tourism Environment
Topic 3.1: A Dynamic Industry – how consumer trends can influence the development of
new products/services in the leisure and tourism industry
Aim
To identify new products/services and links to consumer trends.
Objective
By the end of this activity, students will understand the need to keep up to date with
consumer trends.
Activity
Introduce a discussion on some of the new consumer trends in leisure and tourism,
for example:
•• glamping
•• zorbing
•• coasteering
•• baby does disco.
Students should be encouraged to keep up to date with new trends and developments.
They could be given an ongoing homework task to collect newspaper cuttings or
‘webstracts’ to create a class file of what’s ‘on trend’, new and exciting in leisure and tourism.
For each new activity or product/service identified, students can use the following questions
to inform further research and prepare for the examinations.
•• What is it?
•• Who does it?
•• Why do they do it?
•• Why have leisure and tourism organisations started to offer this new product/service
or activity?
•• What trends have influenced this development?

6

Edexcel GCSE in Leisure and Tourism

Teacher’s Guide

© Pearson Education Limited 2012

Section A: Content guide
Unit 4: Customers and Employment in Leisure and Tourism
Topic 4.1: Visitor Attractions, Leisure Facilities and Tourist Destinations
Aim
To explore the concept of products and services.
Objective
By the end of this activity, students will be familiar with gathering, recording and interpreting
information about products and services.
Activity
Students will need to research and gather information first hand for this activity. A visit
to a well-known attraction, destination or leisure facility is a good starting point. Make
arrangements to visit a national one and a local one, if possible.
Information should be gathered from different sources, as well as using first-hand
knowledge. Try education/student packs, promotional material, newspaper articles and
trade journals.
Make a list of the products and services available at the chosen visitor destination,
attraction or leisure facility. One starting point could be a table:
Name of attraction/
destination/leisure
facility

Products
available

Services
available

How do they
appeal to their
customers?

Look at ways in which customer satisfaction can be measured. This can be through using
different methods, for example a questionnaire, or by using visitor numbers and reputation
to measure success. Data can be used to support findings here.
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Student guide
What to expect?
•• You will still be able to study for a Double Award in Leisure and Tourism, which is worth
two GCSEs, for a Single Award in Leisure and Tourism, which is worth one GCSE.
•• This means that you could end up with more GCSEs, which will help you to achieve the
five A-C grades employers like you to have. It also gives you a starting point to progress
to further study at A Level or to a BTEC National qualification in Travel and Tourism, or
move into work-based training.

What will you study?
•• If you take a Single Award you will take Unit 1 and choose either Unit 2 or 4.
•• Unit 1 is externally examined and for Units 2 and 4 you will produce your own work.
•• If you take the Double Award you will take all four units. Unit 1 and Unit 3 are externally
examined, and for Units 2 and 4 you will produce your own work.

What does this mean?
•• In Unit 1 you will learn about the leisure and tourism industry. The exam is one hour and
will be a mix of multiple-choice and longer extended-writing questions.
•• In Unit 3 you will learn about sustainable tourism. The exam is one hour and will be a
mix of multiple-choice and longer extended-writing questions.
•• In Unit 2 you will learn about sales, marketing and technology in the leisure and tourism
industry.
•• In Unit 4 you will learn about visitor attractions, customer service and employment in
the leisure and tourism industry.

What does controlled assessment mean?
•• At first you will research and gather information with guidance from your teacher. You
will go on visits, have talks from visiting speakers and collect your own information over
a set amount of time.
•• Once you have gathered all your information you will be ready to start working on
the tasks set for each unit. Tasks include producing a booklet, a guide, a piece of
promotional material, a report, or a presentation.
•• These tasks are carried out under controlled assessment conditions. You will have 15
hours to complete the tasks using your research and prepared work. Your teacher will
advise you when and where this will take place. No more long, drawn-out coursework
sessions! However, you must be prepared to put in the effort to prepare your work
properly before the controlled assessment time.
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When does all this happen?
•• Units 1 and 3 are examined each June.
•• Controlled assessment can take place at any time during the year, as organised by
your teacher.
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Section B: Assessment guide

Assessment overview
The grid gives you an overview of the assessment for this course.
We recommend that you make this information available to students to help ensure they are fully
prepared and know exactly what to expect in each assessment.
Terminal assessment requires 100 per cent of the overall assessment to be completed at the time
of certification.
Unit 1

Percentage

Marks

Time/pre-release

Availability

The Leisure and
Tourism Industry
(Compulsory
unit for the
Single and
Double Award.)

20% of
Double Award
40% of Single
Award

50

External assessment. The
examination paper will
be set and marked by
Edexcel.
One hour.
No pre-release material.

Available in the June series
of each year.

Unit 2

Percentage

Marks

Time/pre-release

Availability

Sales, Promotion
and Operations
in Leisure and
Tourism
(Optional unit
for Single Award
Compulsory
unit for Double
Award.)

30% of
Double Award
60% if chosen
for Single
Award

60

Internally assessed under
controlled conditions.
The task covering the
unit content will be set
by Edexcel and will be
available on the Edexcel
website from September
each academic year. It will
be reviewed every
two years.
Edexcel will moderate
internal marking of
the tasks against the
assessment criteria
provided in the
specification.

Assessment will be
available in the June series
each year.

10

Edexcel GCSE in Leisure and Tourism

Teacher’s Guide

© Pearson Education Limited 2012

Section B: Assessment guide
Description – Unit 1

Knowledge and skills

The paper will be organised into four sections, one for each unit
topic.
•• Q1 Topic 1.1 The Nature of the Leisure and Tourism Industry
•• Q2 Topic 1.2 Introduction to Business Operations in Leisure and
Tourism
•• Q3 Topic 1.3 Factors Influencing Customer Choice
•• Q4 Topic 1.4 Introduction to Destinations, Impacts and
Sustainability
Each section of the paper will begin with a multiple-choice or a
1-mark question. The remaining questions will be a combination of
short answer and extended writing.
All questions will be compulsory and there will not be any choice
of questions.
Within each section, 1-4, the questions will be ramped so that
short-answer questions, assessing mainly AO1 and AO2, will be
at the beginning of each section and the extended-writing style
questions will be towards the end assessing AO3.
Quality of Written Communication will be taken into account in
some questions. These questions will be highlighted on the exam
paper with an asterisk.
All grades will be accessible in the exam paper. The questions
requiring extended responses have a higher mark allocation and
will generally assess the higher level skills allowing the higher
grades to be achieved.
Each of the four main topics will be assessed on every exam paper.
The sub-topics will be assessed on a revolving pattern.
No materials will need to be taken into the exam.

The weighting of the Assessment
Objectives is as follows.
Single Award
AO1 = 22%, AO2 = 10%, AO3 = 8%
Double Award
AO1 = 11%, AO2 = 5%, AO3 = 4%
Students need to:
•• analyse issues and problems
•• analyse and evaluate evidence
•• make reasoned judgements and
present conclusions.
Students will be able to show
knowledge and understanding of the
unit content, and will be expected to
apply this knowledge and understanding
in different contexts.
Some questions will be based on
case study material or extracts, and
others will test knowledge gained from
studying the unit in class.
An understanding of the components of
both the leisure and tourism industries is
an important part of this unit. In addition,
students must be able to demonstrate
an ability to analyse, evaluate and assess.

Description – Unit 2

Knowledge and skills

The assessment task will be completed under controlled
conditions.
The activities covering the unit content will be set by Edexcel,
available on the Edexcel website from September each academic
year. They will be reviewed every two years. There will be some
choice in the case studies selected. Research can be carried out
under limited supervision; all other work must be carried out
under informal supervision.
The assessment criteria will always remain the same.
•• Activity 1 – planning, research and presenting information
•• Activity 2 – planning, research, presenting information,
evaluation and suggesting improvements
•• Activity 3 – planning, design, production, evaluation and
suggesting improvements
•• Activity 4 – planning, research and evaluation
Teachers will mark the tasks.

The Assessment Objectives covered in
this assessment are:
Single Award
AO1 = 8%, AO2 = 34%, AO3 = 18%
Double Award
AO1 = 4%, AO2 = 17%, AO3 = 9%
The skills needed to complete the
assessment tasks are:
•• planning, research and presenting
information
•• evaluation and the ability to suggest
improvements.
Students need to be able to design and
produce materials.
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Unit 3

Percentage

Marks

Time/pre-release

Availability

The Leisure and
Tourism Environment
(Compulsory unit for
the Double Award.)

20% of
Double Award

50

External assessment. The
examination paper will be
set and marked by Edexcel.
One hour.
No pre-release material.

Available in the June
series of each year.

Unit 4

Percentage

Marks

Time/pre-release

Availability

Customers and
Employment in
Leisure and Tourism
(Optional unit for
Single Award
Compulsory unit for
Double Award.)

30% of
Double Award
60% if chosen
for Single
Award

60

Internally assessed under
controlled conditions.
The task covering the
unit content will be set
by Edexcel and will be
available on the Edexcel
website from September
each academic year. It will
be reviewed every
two years.
Edexcel will moderate
internal marking of the tasks
against the assessment
criteria provided in the
specification.

Assessment will be
available in the June
series each year.
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Description – Unit 3

Knowledge and skills

The written paper will be designed to follow a recognisable
format and structure. It will contain four questions, each
covering a different unit topic.
•• Q1 Topic 3.1 A Dynamic Industry
•• Q2 Topic 3.2 UK Tourist Destinations
•• Q3 Topic 3.3 The Impacts of Tourism
•• Q4 Topic 3.4 The Issue of Sustainability
Each section will begin with a multiple-choice or 1-mark
question. The remaining questions will be a combination of
short- answer questions and questions requiring an extended
response.
All questions will be compulsory and there will not be any
choice of questions.
Within each section, 1-4, the questions will be ramped so that
the short-answer questions, assessing mainly AO1 and AO2,
will be at the beginning of each section and the extendedwriting style questions will be towards the end assessing AO3.
Quality of Written Communication will be taken into account
in some questions. These questions will be highlighted on the
exam paper with an asterisk.
All grades will be accessible in the exam paper. The questions
requiring extended responses have a higher mark allocation
and will generally assess the higher level skills allowing the
higher grades to be achieved.
Each of the four main topics will be assessed on every exam
paper. The sub-topics will be assessed on a revolving pattern.
No materials will need to be taken into the exam.

The weighting of the Assessment Objectives
is as follows:
Double Award
AO1 = 11%, AO2 = 5%, AO3 = 4%
The written paper will be designed to assess
knowledge and understanding of the unit
content and skills.
Students will need to show knowledge
and understanding of the unit content and
apply this knowledge and understanding
in different contexts. This may be assessed
through presenting case study information
or by asking students to give examples they
have studied in class. They must also be
able to demonstrate an ability to analyse
and evaluate. It is, therefore, important that
teaching and learning is designed to develop
these skills, in addition to teaching content.
It is important that students understand
the meaning of command verbs used on
written papers and the differences between
them. Students who ‘describe’ when they
have been asked to ‘explain’ will struggle to
access the higher marks. Helping students
prepare for exams could involve activities
showing the difference between commonly
used command verbs: describe, explain,
analyse, evaluate.

Description – Unit 4

Knowledge and skills

The assessment task will be completed under controlled
conditions. The activities covering the unit content will be
set by Edexcel, and will be available on the Edexcel website
from September each academic year. They will be reviewed
every two years. There will be some choice in the case
studies selected. Research can be carried out under limited
supervision; all other work must be carried out under informal
supervision. The assessment criteria will always remain the
same.
•• Activity 1 – planning, research and presenting information
•• Activity 2 – planning, research, presenting information and
evaluation
•• Activity 3 – planning, research and evaluation Activity 4 –
planning, research, presenting information and justifying
choices
Teachers will mark the tasks.

The Assessment Objectives covered in this
assessment are:
Single Award
AO1 = 8%, AO2 = 34%, AO3 = 18%
Double Award
AO1 = 4%, AO2 = 17%, AO3 = 9%
The skills needed to complete the
assessment tasks are:
•• planning, research and presenting
information
•• evaluation and the ability to justify
choices.
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Examination
questions
This question guide gives you some example questions, with answers and examiner
comments, to help you familiarise yourself with the exam requirements quickly and easily.
The examples are organised by paper and cover some of the different types of question
that will appear in the paper. Further examples of questions can be found in the sample
examination papers and mark schemes available on the Edexcel website.

Unit 1 Topic 1.1
Example of a multiple-choice question.

Which of the following is a key component of the leisure industry?
Choose an answer A, B, C or D
A Tourist information
B Countryside recreation
C Leisure centres
D Socialising
(1 mark)
Student response
C – Leisure Centres

Examiner’s comment
This answer is incorrect. The question asks for a key component of the leisure industry.
The answer given is a leisure facility. The key components of both the leisure and tourism
industries are outlined in the first part of the specification for Unit 1.1, and students are
advised to learn these exactly as stated. The correct answer is:
B

Countryside recreation

Unit 1 Topic 1.2
Example of a short-answer question, in two parts, using both ‘describe’ and ‘explain’.

It is important that businesses in leisure and tourism use up-to-date systems for
keeping customer records.
(i) Describe how a hotel could keep customer records using new technology.
(2 marks)
(ii) Explain one advantage for the hotel of using new technology to store
customer records.
(2 marks)
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Student response
(i) A hotel could keep customer records on a computer.
(ii) The hotel could use the computerised records to send letters or new brochures to customers.

Examiner’s comments
Part (i)
This answer would be awarded 1 mark out of the possible 2. A computer has been identified
as a new technology. The student may not have realised that there are 2 marks available. In
order to gain full marks the student would need to include additional description, such as
the type of computer programme that could be used, for example Microsoft Access (1), or
how it was used, for example on checking in the receptionist could enter guest details on
the database. (1)
Part (ii)
The second answer, again, could be awarded only 1 mark out of the possible 2. An
advantage has been identified, but there is no explanation of why it is an advantage. To gain
the additional mark, the student would have had to say, ‘It is much easier, time effective and
cheaper to produce a customer mailshot if records are on a computer database’.

Unit 1 Topic 1.3
Example of an extended-answer question. Command word is ‘assess’.
This question also assesses Quality of Written Communication, which includes clarity of
expression, the structure and presentation of ideas and grammar, punctuation and spelling.
Information is given in the form of two extracts, one from P&O Ferries and one from BMI,
followed by this question:

A couple from London with two small children aged 2 and 4 have rented a
holiday cottage in Northern France for a week in the summer. They are undecided
whether they should fly to France or drive there in their own car.
Assess the advantages of both methods of travelling to France for this family. In
your answer you should consider:
• convenience
• accessibility
• any other relevant factors which may influence their choice.
(6 marks)
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Student answer 1
I think that it would be best if they where to fly to France. It is much quicker than driving and they
wouldn’t be seasick.

Examiner’s comment
This would be a typical Level 1 answer. The student has really only considered flying, which
is limited assessment. For a 6-mark answer there is very little detail, and there is a spelling
mistake. Seasick is actually a disadvantage, not an advantage.

Student answer 2
The advantages of the family flying to France are that they will have all of the London airports to
choose from so there will be one near to them wherever they live. But if they went on the ferry they
could take there own car so could save the money of hireing one when they get there.

Examiner’s comment
This could be a typical Level 2 answer. The student has included some assessment of the
advantages of both methods of transport. There is a limited amount of detail, and there are
two spelling mistakes in the response.

Student answer 3
The advantages of flying to France for this family could be that the children would not get bored
in the car all the time, as flying is a much quicker method of transport, and there would be many
airports for them to choose. However, I feel that driving and taking the ferry would be a better
option for this family. As they live in London, it is not far to drive to Dover, and they would be able
to stop wherever they wanted to on the way. The driver could have a rest while on the ferry and the
children could run around and play. The advantage of having their own car would mean that they
could take toys, pushchair, maybe bikes, and food with them, and they would be able to get around
France when they arrived without having to hire a car.

Examiner’s comment
This would be a typical Level 3 answer. The student has clearly assessed the advantages
of both transport methods, with some detail, and linked the choice of transport method
to the needs of this particular family. There is evidence of good spelling, punctuation and
grammar in the response.
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Unit 3: The Leisure and Tourism Environment
Topic 3.3: The Impacts of Tourism
Example of a question requiring a short-answer response.

Describe two methods of controlling negative impacts of tourism on the
environment.
(4 marks)
Student answer 1
1. Fines
2. Park and Ride

Examiner’s comment
On the mark scheme this would be a ‘point marked’ question with 1 mark being awarded for
each point, up to a maximum of 2 marks for each description. Examples would be accepted
as detail in the description. Here the student has identified two examples each worth 1
mark. Students should look at the mark allocation, and the command word in the question
itself, for guidance and an indication of how much to write. The student should have known
more was required for the full marks, and should have described each of the examples.

Student answer 2
1. Fine people for dropping litter as this would reduce litter pollution.
2. Introduce park and ride to reduce congestion.

Examiner’s comment
This answer does not describe methods. It is worded as a suggestion and includes
an explanation. It is worth 2 marks for the methods identified. However, as the rest is
explanation no further marks can be awarded. Students need to make sure they understand
the difference between the two commonly used command verbs ‘describe’ and ‘explain’.

Student answer 3
1. Legislation is one method — a law is introduced where people are fined for dropping litter.
2. To manage traffic — one way is to introduce park and ride on the outskirts of town and use
buses to bring people into town.

Examiner’s comment
Here the answer is a description. The student has given more detail, with examples, and
offers a clear description of each method. The answer is worth full marks.
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Topic 3.1: A Dynamic Industry
Example of a question requiring an extended response.

Explain how advances in technology have changed home-based leisure over the
last 20 years.
In your answer you could include reference to:
• home computers
• home cinema systems
• socialising online
• online auctions
• any other relevant point.
(6 marks)
Mark scheme
This question is marked according to the level of the response. Basic level descriptors for
this question are:
Level 1 (1-2 marks) – limited explanation, likely to describe or list products with limited
appreciation of advances in technology or changes to home based leisure. Basic use of
spelling, punctuation and grammar with noticeable errors. Terminology may not be used
accurately or appropriately.
Levels 2 (3-4 marks) – some explanation focused on advances in technology. Some links
are made between advances in technology and changes to home based leisure, but these
are not fully developed. Most information is presented clearly with satisfactory organisation
and structure. Spelling errors may still be found. Some terminology is used accurately and
appropriately.
Level 3 (5-6 marks) – clear explanation that is well balanced and detailed. The explanation
clearly links advances in technology to changes in home based leisure. Examples of
products/services and/or activities will be given. Information is presented in a wellstructured, logical and clear layout. Spelling, punctuation and grammar used with
considerable accuracy, spelling errors are unusual. There is good use of accurate and
appropriate terminology.

Student answer 1
Lots of people stay at home now and dont go out becos they dont need to most people have a home
computer and laptops are becoming popular. They can shop online, book holidays, buy books.

Examiner’s comment
The question requires an explanation but the response is mainly describing the technology
being used at home. The student does not make any link between changes in homebased leisure to advances in technology. There is limited evidence of understanding and
knowledge. Overall the response is descriptive and does not answer the question and there
are a few spelling and punctuation errors. The response is at Level 1, worth 2 marks.
The next example shows how the first response could have been improved.
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Student answer 2
Lots of people stay at home now and do not go out because things that they used to go out to do
can be done at home. This is because of the growth in the ownership of home computers, laptops,
WiFi and improved secure payment systems that mean it is safe to use your credit card to pay for
things on the Internet. So people don’t need to go out shopping because they can shop for anything
online. More young people also have a computer in their bedrooms and instead of hanging out with
friends, they can socialise online because of the creation of networking sites such as Facebook. This
means they can make friends with people all over the country and parents are happier because they
are safe at home.
Also there have been big improvements in TVs – flat screen, bigger and better with free channels,
digital TV so people don’t need to go to the cinema because they have a huge choice of things
to watch at home. In the past when there were only 4 channels, people went out when there was
nothing on, or they couldn’t afford satellite and would go to a club to watch a big sporting event.

Examiner’s comment
This answer would be marked at Level 3. It is an explanation, not a description, and the
student has made good use of the linking statement ‘this means’ to show explanation.
The explanation is clear and detailed. There is evidence of a good level of understanding.
A number of examples are included. There are clear links between advances in technology
(online security) and changes to home-based leisure (shopping at home). The answer is
well structured with a clear layout; spelling, punctuation and grammar are accurate.
The answer is worth 6 marks.
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Controlled assessment
What’s new?
•• Coursework has been replaced by controlled assessment for all GCSEs. Other
than research, no activity related to the work for controlled assessment should be
undertaken at home, unless specifically directed.
•• Research, visits, planning and preparation for the tasks will take place under limited
teacher supervision. Research can be carried out at home, but you must keep all
evidence in a research folder between sessions. The time allocated for this for either
Unit 2 or 4 is 30 hours.
•• The time allocated for writing up the tasks for either Unit 2 or 4 is 15 hours.
•• This will all be carried out in the centre under informal supervision.
•• This means that students will be supervised by either you or an exam invigilator under
controlled conditions.
•• The work for each task is to be carried out in the time allocated, collected in, and kept in
a file by you until the next session.

How to organise the controlled assessment
•• All work should be word processed.
•• The controlled assessment time allocation can be over a period of time ie a ‘long and
thin’ completion of work, or a two-week period can be allocated before the summer
examination period.
•• All controlled assessment time allocation will need to be documented and sent to Edexcel.
•• All work has to be internally moderated before submission to the external moderator
by May each year.

How will it work in practice?
•• Preparation for controlled assessment tasks will be based on research, visits and use of
sources as before.
•• All work will be undertaken in the centre, unless students are specifically guided to
undertake research at home.
•• Planned and prepared work should be kept in a file which is used and developed only
during lesson time.
•• Feedback can be given at each stage of each task so that the student can make progress
and improve.
•• There are suggested learning hours during which all the preparation and planning for the
tasks, for either Unit 2 or 4, will be covered. This is the normal lesson time as in previous
specifications.
•• When the content of the chosen unit has been covered, and the task activities prepared,
the student is ready to undertake their controlled assessment. This will be within a
timescale agreed by you and the student.
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Controlled assessment
exemplars
Unit 2: Sales, Promotion and Operations in Leisure and Tourism
The controlled assessment will always consist of four activities. An example activity is
outlined below.

Design and produce a piece of promotional material for a target market
of your choice and evaluate the finished product.
For this you need to consider and carry out the following:
• Target market
• Planning and designing your promotional material
• Producing the promotional material you have designed
• Evaluating the promotional material.
In your evaluation you should consider:
• possible improvements to the design
• how effectively the information is presented
• suitability/effectiveness for the target market.
Student response
Plan
What have I got to do?
Plan promotional material

Notes
Decide on what sort of material

Produce promotional material
Evaluate promotional material

Who will I aim it at?
How am I going to decide how I
will evaluate?
Timescales
10th October
10th October
10th and 11th October
12th October

How am I going to do it?
Visit organizations I am investigating with the school
Look at target market of the organizations
What product/service or event could I promote in my material
Decide what sort of material would be appropriate for what I
am promoting and my target market
Produce questionnaire to help me evaluate my finished
promotional material
Produce material
Evaluation questionnaire to be completed by me and ten other
people so I have evaluation from people other than just me
Produce evaluation

Edexcel GCSE in Leisure and Tourism

Teacher’s Guide

14th October
20th to 30th October
By 15th November
20th November

© Pearson Education Limited 2012

21

Section B: Assessment guide
Information I need
Different examples of materials produced by the
organisation
Research sources
Visit, Web
Completion deadline

10th December 2009

Design for promotional material.
I am going to promote a New Years Eve dance for people in their 20’s at Thorpe Park.
I will produce a leaflet which includes times, date, map, pictures of the venue.
I will show pictures of couples, use heart designs and use light colours especially pinks, reds and
purples. This is because red is a colour associated with romance and pinks and purples are also used
a lot at Valentines day which is another time when this market is targeted.
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Survey Form for New Year’s Eve
Dance Leaflet
Who do you think the leaflet is
targeting?
Is the leaflet easy to read?
Is all the information needed by the
target market included?
What sort of improvements could I
make?
Evaluation
I think my leaflet was well targeted as it says ‘Calling all couples’. I am looking for single people and
couples aged 20-30 years. However some people who completed my survey said that ‘calling all
couples’ meant that they thought it was for couples only and didn’t realize that single people were
welcome. I do say singles are welcome in the text of the leaflet but accept that the front cover might
put these people off immediately.
The leaflet was made on the computer which does mean it is easy to read however some people I
surveyed said that the writing over the pictures was not always easy to read and that pink writing is
too faint when put over a strong coloured background.
I think I included all the necessary information such as date, times, address, map, price and contact
details. Everyone I surveyed said the same so I think all the information was provided.
The improvements I could make would be to look at the colour of font I use so that the writing
stands out better. I also need to make sure I do not put any of the people I am targeting off by using
words that seem to exclude them. Overall though I think the layout and style of the leaflet is good
and it does include all the necessary information.
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Examiner’s comment
Criteria a) Plan and design
The plan that the student has submitted does contain some breakdown of activities and
timescales for the activity. They have broken down the activity into specific, smaller tasks
and have been able to identify some information they require. The research sources are
weak and overall the plan does not look like a working document as there are no updates.
The design for the promotional material is weak and is not clearly presented. However, it
does show understanding of the target market.
Overall the plan could be awarded 4 marks but the design is not at this level and, therefore,
drags the overall mark for this section down to 3.
Criteria b) Produce material
The student has produced a leaflet that contains all the necessary information and does
appear to be well targeted. It is a good product rather than a professional product as
some of the information is difficult to read because of the colours used. Teacher feedback
indicated that some guidance was given.
Overall this section gained 4 marks.
Criteria c) Evaluate and suggest improvements
I like the fact that the student has produced a survey questionnaire and has asked for
objective evaluation to back up their own subjective feelings. They have come up with a
number of good points. The evaluation is clear rather than comprehensive, more workings
on the actual findings of the survey questionnaire might have provided the detail. Realistic
suggestions for improvement are made. These suggestions are not detailed.
Overall this section gained 4 marks.
The activity gained 11 out of 18 marks.
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Unit 4: Customers and Employment in Leisure and Tourism
The controlled assessment will always consist of four activities. An example activity is
outlined below.

Investigate the ways that a visitor attraction/tourist destination/leisure facility
provides customer service for a range of customer types and needs, and evaluate
how successful they are at meeting customer needs. For this you should
consider the following:
• What is meant by customer service
• Customer types visiting the attraction/destination/leisure facility
• Meeting customer needs, including cultural diversity and specific needs
• Staff training
• Handling complaints
• Strengths and weaknesses of the customer service provided.
Student response
Investigation Plan
What I have to do

Find out the types of customers
who visit Alton Towers

Need to describe all the customers who
visit.
What do they need when they are at
Alton Towers?

How I am going to
do it?

Information I need

Research sources

What does Alton Towers provide?
Visit with the school and have a Will find out information on A.T’s
seminar on Customer Service.
customer service policy, will be able to
see what their customer service is like
Make notes, do observations
first hand. Make notes on the types of
and be a mystery visitor.
visitor. What they might need and how
A.T provides for them
Who are their visitors?
Types of visitors.
Customer service policy.

What does A.T’s do well and not so well?

How needs of customers are
met.

What is there staff training like and
when does it take place?

Any staff training.
Visit.

How do they know if they are doing well?

Internet
Leaflets and promotional
material
Students’ pack
Completion deadline By the 15 April 2010
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What is meant by good customer service?
Good customer service is when a facility like Alton Towers knows how to look after its customers.
This can be through the products it provides or by the extra things it does. Alton Towers keeps on
adding new rides so that its customers will keep coming back. They won’t get bored with the same
old ones. Their staff will be helpful and well trained. They will be able to help people if they get lost
or give First Aid. The staff will be well dressed and wear the correct Alton Towers uniform to give off
a good image. There will be lots of restaurant or places to eat food so that people don’t get hungry.
They will be able to buy souvenirs like photos or key rings to remind them of their visit. Alton Towers
has buggies for people to hire if they don’t want to bring their own one and have disabled access so
people in wheelchair can visit as well. They give talks to school groups which is a good service. They
have a hotel for people to stay in or for business men to stay in so they don’t have to drive home
after meetings.
Customer type
Internal
Customers

Customer needs
These are the people who work
there. They will need training,
good rates of pay. They will
need to know the hours they are
working and when. They will need
to know that they are doing a
good job.
External Customers include:
Business
They will need conference rooms,
special deals, accommodation,
and team bonding packages.

How the organisation meets their needs
A.T will provide Induction training for new staff
so that they can learn what to do in all kinds of
situations. They will make sure that all staff are
paid the correct rates of pay so that they meet the
minimum wage requirements. They should publish
the rota at least a week in advance so that everybody
knows when, where and for how long they are working.

A.T can provide conference rooms and meeting
rooms in their hotel which is on site. They can offer
special business rates and put together a range of
programmes which businesses can use with their
employees.
There are a variety of places to eat. People can BBQ
Families/Children They will need places to eat,
baby changing facilities, rides
or take their own picnic. There are rides for young
and activities suitable for young children or shows that they can watch. There are
family tickets and car parking really close to the main
children. Reasonable prices and
part of the park.
easy access.
Groups
They will need somewhere to meet A.T’s have seminar rooms and large places for groups
which is large enough for a big
to meet and have their own lunch if they don’t want
group to have a talk. They will
to buy food. They also have special rates for school
groups and sometimes open up early in the season
need rendezvous points. They
specially.
will need discounted prices and
advance booking.
Ethnicity
People of different religions
A.T could provide a prayer room and make sure that
or beliefs may need to pray at
they have a compass which points to the East or
certain times or need to know
Mecca in certain or all bedrooms. A.T could make
which way is East. They might
sure that they have a Halal restaurant for example to
need to eat different food.
serve the correct food.
Specific needs
Wheelchair disabled people will
A.T’s has ramps and specially adapted seats on some
need access and easy car parking. rides. They will allow a carer to accompany a disabled
They will need to be able to go on person. In the show or the cinema, A.T could provide
rides. Hearing impaired people
a hearing loop system.
will need to be able to hear in the
shows or the cinema.
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Staff training
Alton Towers provides quite a lot of staff training such as:
• Induction Training
• Health and Safety
• First Aid
• ICT
• Customer Care which includes how to handle complaints.
Evaluation of Customer Service
What does Alton Towers do well?
They have a range of rides for all ages. They open for longer during the summer. They have lots
of places that you can eat. They have a wide range of souvenirs that you can buy. You can book on
line in advance of your visit. They do special rates for families and school groups as well as for
older people.
They have a fast track ticket system so you can work out when you want to go on a ride and by pass
all the other people who are queuing.
They have a hotel which is right by the theme park. You can get discounted entry if you stay over
night. Alton Towers can cater for all kinds of customers. They have special rooms for business men
as well as preparing different types of food for people who are vegetarians or who eat different types
of food.
Their staff all wear the same sort of uniform so you can tell who they are. They will help you on and
off rides. They can look after children if they get lost or give First Aid.
What isn’t so good?
• They don’t do anything about the queues.
• The food places are sometimes not very clean or tidy.
• Their merchandise is sometimes sold out or expensive.
What can they do to improve their customer service?
• They could build some more rides or make duplicates of some of the ones there so that people
done have to queue up for so long.
• They could make sure that they have enough staff to keep all the food places and restaurants
clean and tidy.
• They should keep all their stock filled up and available.
Overall I think that Alton Towers does provide good customer service because it caters for all its
customers. It trains its staff and makes sure that they have a good working environment. Alton
Towers has a range of services. It even has a lovely garden for its older customers or people who
aren’t thrill seekers on rides to go and walk around.
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Examiner’s comment
Criteria a) Plan and research
A plan has been submitted with some breakdown of activities. There is some detail about
what information needs to be investigated and researched. Information will be collected
from different sources.
The information that is presented shows some selectivity and is relevant to the task. The
table clearly shows the different types of customers, what their needs are and how the
chosen organisation meets their needs. Some specific examples have been included.
Overall this section gained 3 marks
Criteria b) Present information
Staff training has just been listed with no detail or relevancy.
There is an evaluation which considers the strengths and weaknesses of the chosen
organisation, with some suggestions for improvements. Some good supporting evidence
and examples are used. Overall this section gained 4 marks
Overall activity awarded 7 out of a possible 12 marks.
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