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THE KENYA NATIONAL EXAMINATIONS COUNCIL




WRITTEN ASSESSMENT

INSTRUCTIONS TO CANDIDATE 
1. You have THREE hours to answer all the questions.
1. Marks for each question are indicated in the brackets.
1. The paper consists of THREE sections: A, B and C
1. Do not write on the question paper. 
1. A separate answer booklet will be provided.



SECTION A (20marks)
Attempt all Questions in this section. Each question is 1 mark.
1. The fundamental purpose for the existence of a Travel Office is described by its;
A. Policy
B. Mission
C. Procedures
D. Strategy   
2. The Acronym IATA stands for;
A. Internal Air Transport Affairs
B. India Air Transport Association
C. Inter-Regional Air Transport Association.
D. International Air Transport Association.
3.  Which of the following Tasks is performed in a Travel Office.
A. Air Ticketing
B. Tour Packaging
C. Guest Relations
D. Brochure Production
4. Which of the following is a stakeholder in Travel Agency business
A. Competitors 
B. Recruitment Agencies
C. Airlines
D. Medical Associations
5. One way in which you can monitor progress in your Travel Office is through;
A. Performance Appraisals
B. Meetings
C. Attendance
D. Qualifications
6. The Term SOP stands for;
A. Simple Operating Procedures
B. Sequence Operating Procedures
C. Standard Operating Procedures
D. None of the Above.
7.Which of the following factors would you highly consider while setting up a travel office.
A. Accessibility
B. Shopping facilities
C. Capital
D. Employees
8. When choosing office equipment for your travel office, it is important to consider;
A. Country of origin.
B. Experience of the user
C. Durability
D. Manufacturer
9. An Organizational Structure is a
A. A long-term vision for the business.
B. A plan for the future
C. An explanation of work flow and responsibilities
D. A tool for communication
10.  Which of the following is an external source of recruitment.
A. Existing employees
B. Retired employees
C. Transfers
D. Advertisements
11. Which of the following is a benefit of an effective recruitment process.
A. Revenue growth
B. Time saving
C. Employee satisfaction
D. Increase in traveler experience.
12. Actual performance in a Travel Organization can be measured through;
A. Production out put
B. Performance Reports
C. Customer Satisfaction
D. Service Delivery


13. Which of the following SWOT analysis elements are considered as internal factors;
A. Strengths and Weaknesses
B. Opportunities and Threats
C. Strengths and Opportunities
D. Weaknesses and Threats
14. Corrective Actions in an organization should always;
A. Strengthen an organizations competitive position in its industry
B. Stream line asset holdings
C. Involve abandoning existing strategies
D. None of the above.
15. Which of the following factors is likely to affect Staff Recruitment in your Travel office.
A. Size of the organization
B. Size of the industry
C. Marketing Objectives
D. Resources Available.
16. Performance Management is a management tool that helps managers to;
A. Gauge the productivity of the organization.
B. Monitor and evaluate employees’ work.
C. Evaluate the success of an activity.
D. Review business Objectives.
17. Which of the following is a component of a job description.
A. Hobbies and Interests
B. Educational background
C. Qualifications and Skills
D. Referees
18. One way in which you can motivate your employees is through;
A. Training
B. Setting achievable goals
C. Saying a simple thank you
D. All of the above.



19. Which of the following is considered as way of building capacity among staff in an organization.
A. Salary increment
B. Welfare Schemes
C. Mentorship
D. Job Promotion
20. Which of the following is a Mandate of International Air Transport Association. (IATA)
A. Advocating for the interest of Airlines across the world.
B. Developing Global commercial standards upon which the industry is built
C. Helping Airlines to operate safely, securely and economically.
D. All of the above.




SECTION B (40 marks)
21.Outline Five major tasks of a Travel Consultant. 						        (5Marks)
22.Name Three major requirements of an IATA accredited travel agent. 			        (3Marks)
23. List Five benefits of having Standard Operating Procedures (SOPs) in your Travel Office.   (5Marks)
24. Define the meaning of the term Organizational Structure.				        (2Marks)
25. State Four ways to ensure that the Key Performance Indicator is actionable.		        (5Marks)
26. Briefly explain the meaning of a Human Resource Policy.				        (2Marks)
27. State Five examples of Internal Sources of recruitment.					        (5Marks)
28. Identify Three ways on how you can conduct interviews in your organization.		        (3Marks)
29. Outline Five methods you can use to monitor progress in your Travel Office.		        (5Marks)
30. Identify Two types of welfare programmes you can adopt in your organization in order to retain your employees.											(2Marks)	





						


SECTION C (40MARKS)

31. IATA stands for the International Air Transport Association and is the official trade organization for the world’s airlines (more than 85 participating nations). For air carriers, IATA provides a polled resource for scheduling, traffic and routes, standardizing services and the creation of a worldwide public service for the air industry.
a) Describe the major role of IATA in the travel industry. 				(10Marks)
b) Describe the procedure of establishing an IATA accredited travel agency company in Kenya. 
(10Marks)
32. Resource allocation is the process of assigning and scheduling available resources in the most effective and economical way possible. It is the management and delegation of resources throughout a project to ensure that it runs as smoothly and successfully as possible.
  a) Discuss the various factors that affect resource allocation in an organization.		     (8Marks)
  b) Describe the various challenges you are likely to face while allocating resources in your organization.
    (6Marks)
 c)Outline Six types of resources you can allocate in your Travel Office.			    (6Marks)

33.A disciplinary policy is important to establish a clear procedure that you will use in the event of serious or repeated misconduct. In turn, this can demonstrate that you’re dealing with employees fairly and consistently.
a) Describe the various steps to follow in a disciplinary procedure.				(10Marks)
b) Analyze the major stakeholders and partners in the Travel Agency Business.		(10Marks)				
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