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INSTRUCTIONS:
Answer ALL questions in secti A and answer ANY Other Two questions

from Section B

SECTION A
1. a) Desc the following in sales process as used by a travel
(10 Marks)

1 Opé€
ii. ntifying the client needs
ching products features and benefits to needs
i losing the sale
After sale service

b) Highlight six functions of the international civil aviation organization.
(6 Marks)

c) State six risks that are covered by travel insurance. (6 Marks)

d) Differentiate between a sole proprietor and partnership. (4 Marks)

Library Copy Page 1



e) Highlight the key values of a travel agent. (4 Marks)

SECTION B

2. a) With the help of a diagram, clearly show a travel agency
structure.

b) Explain the various roles of the different department
organization structure.

3. Describe the key insurance tips that ghe trave may provide to
clients. (20 Marks)
4. a) Explain the procedures for handling complaint which has not

been satisfactory dealt with by the gfavel agency. (10 Marks)
b) Highlight the key points to i when handling complaints.
(10 Marks)
5. In order popularity idén describe FOUR cruise routes, two in the
northern hemisph in the southern hemisphere. (20 Marks)
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