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INSTRUCTIONS AND INFORMATION

Read the instructions carefully before answering the questions.

1.

2.

This question paper consists of FIVE sections.

ALL questions in SECTIONS A, B, C, D and E are COMPULSORY.
Start EACH QUESTION on a NEW page.

You may use a non-programmable pocket calculator.

Write neatly and legibly.

The following table is a guide to help you allocate your time according to
each section.

SECTION A | Short Questions 40 marks 20 minutes

SECTION B | rourism as an Interrelated 40 marks | 40 minutes
System

Sustainable and Responsible

SECTION C )
Tourism

40 marks 40 minutes

Tourism Geography, Attractions

SECTIOND and Travel Trends

50 marks 50 minutes

SECTION E | Customer Care and 30 marks | 30 minutes
Communication
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SECTION A: SHORT QUESTIONS

QUESTION 1

1.1

Four options are provided as possible answers to the following questions.
Choose the answer and write only the letter (A—D) next to the question
number (1.1.1-1.1.20) in the ANSWER BOOK, e.g. 1.1.21 A.

1.1.1 Dividing markets based on population statistics is ...

segment profiles.

emerging segments.
demographic segmentation.
untapped segments.

o0 >

1.1.2 An itinerary specially designed for individuals, families or groups
with individual needs is ...

A a general itinerary.

B a personalised itinerary.
C a tour plan.

D personal selling.

1.1.3 A writing system for visually impaired or sightless people,
consisting of patterns of raised dots that are read by touch.

A Braille

B Blind writing

C Crippled writing
D Sightless people

1.14 A system that allows you to use your computer to send and receive

messages.
A Website

B Webcam

C Search engine
D E-mail

1.1.5 Facilitates the growth and expansion of small and medium-sized
businesses in the tourism industry, resulting in job creation and
income generating opportunities.

BEE scorecard
Tourism industry
SMMEs

TEP

o0Ow>
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1.1.6

1.1.7

1.1.8

1.1.9

1.1.10

1.1.11

A region of about 15" longitude around the world where time is
measured on a local scale.

A
B
C
D

GMT

IDL

Time Zones
Jet Lag

The term used to describe a person starting a tourism business:

A

B
C
D

Tourism professional
Tourism representative
Tourism entrepreneur
Tourism career

The 2011 Cop 17 was held in South Africa in this city:

A

B
C
D

Johannesburg
Durban

Cape Town
Port Elizabeth

Halaal food is associated with this religious group.

A
B
C
D

ZCC

Roman Catholic
Jews

Muslims

A business can practise responsible tourism if the business
commits itself to ...

A
B
C
D

the protection of the environment.
the development of the community.
making a profit.

All the above-mentioned are correct.

In teamwork the person responsible for documenting the group
activities, is called the ...

oO0Om>

leader.
gatekeeper.
scribe.
clarifier.



(SEPTEMBER 2013)

TOURISM

1.1.12

1.1.13

1.1.14

1.1.15

1.1.16

1.1.17

King Shaka airport and OR Tambo airport are located in the
following provinces respectively.

A KwaZulu-Natal and Gauteng

B Eastern Cape and KwaZulu-Natal
C Gauteng and Free State

D Western Cape and Gauteng

This disease can be contracted by being bitten by a particular
kind of a mosquito that carries a malaria parasite.

A Yellow fever
B HIV/Aids

C Malaria

D HIN1

A ... will pose as a customer/client, experience the service and
report back to the owner.

A employer

B visitor

C tourist

D mystery customer

Global warming is an increase in the world’s temperature
believed to be caused in part by ...

the greenhouse effect.
industrial activities.
deforestation.

All the above.

oO0Owm>

... IS when multiple tourism businesses advertise their tourism
products and services together, thereby reducing costs.

Marketing

Sho't left

Cooperative advertising
Compulsory advertising

oO0Ow>

This assessment is conducted prior to the tourism development
to evaluate its impact on the environment.

A Environmental Management System
B Responsible Tourism
C Environmental Impact
D Environmental Affairs
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1.1.18 A Jamaican couple touring South Africa is lost. They approach
you for assistance. How should you react in order to ensure
repeat visitation to our country?

Can’t you see I'm in a hurry? Ask someone else.
I’'m sorry but | don’t speak to strangers.

I’'m sorry you are lost. Let me see if | can help you.
I’'m sorry but | don’t speak your language.

oO0Om>

1.1.19 One of the functions of this governmental organisation is ...

South African
NATIOMAL PARKS

the conservation of South Africa’s fauna and flora.
marketing South Africa.

providing funds to South African Tourism.

looking after the interests of tourism businesses.

oO0Ow>

1.1.20 Features of the Central Reservation System include:

A The system checks and maintains availability for you,
automatically.

B You can enter all required information of guests.

C You have complete control over what rooms are available

over the internet.
D All of the above. (20x 1) (20)
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1.2

Study the different market segments below and choose a statement in
COLUMN B that best describes a market segment in COLUMN A. Write
only the letter (A—F) next to the question number (1.2.1-1.2.5) in the
ANSWER BOOK.

COLUMN A

COLUMN B

121

1.2.2

123

124

1.2.5

Golden Active couples

Well-off homely couples
and families

Independent young
couples and families

Young and upcoming

Striving families

Over the December holidays they
love to go to Johannesburg with
friends. There they always enjoy
sports events such as soccer and
the city nightlife for a week and
find accommodation with friends
or relatives

They will take holidays for two
weeks at a time when their
grandchildren are on school
holiday.

They are planning a romantic
holiday along the north coast of
KwaZulu-Natal at a cosy self-
catering cottage near the beach.
They will spend a few days
exploring the natural attractions
and at times relax on the beach.
The Mokwena brothers cannot
wait to get away from their
labouring jobs which do not pay
them a lot in Gauteng. They take
their wives and children to
KwaZulu-Natal to stay with their
kids. Their expenditure per trip is
quite high since they save
meticulously for family holidays.
They usually stay for 5 nights.
This segment has children over
the age of 21.

The Bentley family usually stays
for about 10 days. They are not
afraid to spend money since it is
their main holiday of the year, so
their trip expenditure is relatively
high

(5x1)

(®)
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1.3 Indicate the provinces where the festivals or cultural activities below take
place. Write only the letter (A—H) next to the question number
(1.3.1-1.3.5) in the ANSWER BOOK, for example 1.5.6 K.

\ NAMIBIA

1.3.1 The first Indians arrived in South Africa in 1860 to work on the
sugar cane plantations. They still celebrate the Festival of Lights
once a year.

1.3.2 The annual festival of second New Year (Tweede Nuwejaar) is
celebrated on 2 January with colourful costumes and music
during street parades.

1.3.3 The National Arts Festival that is held annually in Grahamstown is
one of the largest and most diverse art festivals in Africa.

1.3.4 Modjadji, the Rain Queen’s main role to perform the mystical
rituals that ensure good rains for the following year.

1.3.5 The cultural Calabash Festival is a youth art festival that takes
place in the rural village of Taung, home of the famous Taung
child skull found in the early 20™ century.
5x1) (5
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1.4  Complete the following table by stating next to each question number
whether the world crisis is a natural disaster, political situation or a

crime.
Crisis Type of crisis
Tsunami 14.1
Tourists killed in hijacking 1.4.2
Outbreak of SARS (Severe Acute Respiratory 143
Syndrome) that caused 775 deaths T
Hurricane Sandy floods California and surrounding 144
towns o
Truck bombs explode almost simultaneously near two

. 1.45
USA embassies

G¢x1) (5

1.5 The flow diagram below illustrates the Batho Pele principles adopted to
ensure quality service in the South African public sector.

Complete the flow diagram by choosing a principle that has been
described in each case from the list below. Write only the principle next
to the question number (1.5.1-1.5.5) in the ANSWER BOOK.

Access, Value for money, Consultation, Openness and transparency,
Service Standards, Courtesy,
151
Public services should be provided
economically and efficiently as people have
the right to insist that their money should be
used properly.
155
" 1.5.2
zﬁ:u?gﬂ;\lllecggg}s All departments must
) . : set standards for the
\év(:lr)\//ilgetsotz)h\?vhich treatment of the public
ou are entitled and incorporate these
y ' Batho Pele into their Codes of
Principles Conduct, values, and
training programmes
154 1.5.3
You should be told You should be consulted
what level and quality about the level and
of public services so quality of the public
that you are aware of services you receive.
what to expect.
5x1) (5

TOTAL SECTION A: 40
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SECTION B: TOURISM AS AN INTERRELATED SYSTEM
QUESTION 2

2.1  Study the cartoon below and answer the questions based on it.

"Darnit - | forgot to tip the waiter.”

21 2.1.1 Briefly explain what the term “tip” means. (2)
2.1.2 Suggest ONE person who normally receives a tip in a restaurant. (2)

2.1.3 Provide TWO reasons why the person mentioned in
QUESTION 2.1.2 is given a tip. 4)

2.1.4 Determine the reason why the customer is concerned or worried
about forgetting to tip. (2)

2.1.5 State the sector represented by the cartoon. (1)
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2.2

Study the extract below and answer the questions based on it.

PROUDLY SOUTH AFRICAN

South Africa’s freedom became a reality in 1994 when Nelson Rolihlahla
Mandela was inaugurated as the first democratically elected president. In
1998 he headed a job summit, where a movement was identified. It was a
movement which identified the need to address South Africa’s economic
situation. The big four — government, business, labour and community —
united and decided that this movement should be named Proudly South
African.

2.2.1 In ONE sentence, describe what the aim of the PROUDLY
SOUTH AFRICAN CAMPAIGN is. (2)

2.2.2  Discuss how buying local goods can assist the South African
economy. (3x2) (6)

2.2.3 State ONE possible consequence of undermining THE
PROUDLY SOUTH AFRICAN CAMPAIGN. (2
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2.3  Read the extract below and answer the questions that follow.

The Limpopo Province offers many | community and provides

tourism activities and opportunities | accommodation in rondavels and
that take advantage of the region’s | chalets, as well as catering for
natural heritage. The tremendous | conferences, functions and

need for community and weddings.

infrastructure development makes
the region an obvious target for the | Another project that has grown from

IDC’s tourism special business strength to strength on the back of
unit. IDC funding is the Masana Lodge, a
100% black-owned, three star lodge
The province also increased its in Polokwane. Owned by Stanley
attractiveness for domestic tourism | and Takalani Mufamadi, the lodge
recently, ranking as the most began operations in 2006 in a
visited province in the first quarter | residential house that had been
of this year according to SA converted into a lodge with seven

Tourism statistics, and in the two en-suite bedrooms, a restaurant,
preceding years, when it attracted | 130-seater conference centre and a
only 7% and 9% of visitors 20-seater meeting room. The big
respectively. break came when the Mufamadis
were granted a R3,5 million loan by
One of the success stories in the the IDC to add another 20

province is that of award winning bedrooms.

entrepreneur Calvin Maphope, who
developed the Mambedi Country The lodge has established a strong

Lodge in the rural village of business on the back of the
Levhubu, just west of the northern | expansion and enjoys a healthy
reaches of the Kruger National occupancy rate. The bulk of its

Park. The lodge was established | business comes from government
with an injection of Maphope’s own | guests and conference goers. Other
R5 million and is based on his factors that have contributed to the
vision for top-class accommodation | success of the lodge are the lack of
facilities that also to empower the | quality accommodation in the
community in which he grew up. Polokwane area and the operational
involvement of the owners.

His drive and vision were rewarded

in 2006 when he was given the The company currently has 12
Emerging Tourism Entrepreneur of | permanent employees and hopes to
the year Award. Following this increase this number. The
success, he approached the IDC continued success of the venture is
for funding to expand his leading to the need for more
establishment to include facilities and a further expansion to
conferencing facilities that now bring the room count to 50 is

form an integral part of his planned.

business. Mambedi employs more
than 30 staff from the local

[Adapted from Daily Dispatch.]
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2.3.1 Define the concept natural heritage.

2.3.2 Quote a sentence from the extract to prove that in Limpopo,
tourism is used to develop rural areas as well.

2.3.3 Mambedi Country Lodge stimulates the multiplier effect.
Use this extract to motivate this view. 2x2)
24 2.4.1 Indicate whether the IDC supports BEE or not.

2.4.2 Refer to the extract to motivate your answer in QUESTION 2.4.1.

QUESTION 3

The Masana Lodge has established a strong business on the back of the
expansion and enjoys a healthy occupancy rate.

3.1 Explaining the meaning of a healthy occupancy rate.

3.2  As a human resource manager in the Masana Lodge suggest THREE
points which can be included in the Contract of Employment to be signed
by the employees.

3.3  Discuss TWO advantages of signing a contract of employment. (2x2)

TOTAL SECTION B:

(2)

(2)

(4)
(1)

(2)
[31]

(2)

3)

(4)
[9]

40
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SECTION C: SUSTAINABLE AND RESPONSIBLE TOURISM
QUESTION 4

4.1 Read the extract below and answer the questions based on it.

RESPONSIBLE AND SUSTAINABLE TOURISM

With regard to responsible and sustainable tourism: it is well documented
that tourism destinations are vulnerable to the multi-layered economic,
political and environmental shocks associated with climate change. This
is particularly true for destinations where the attractions that support
tourism sectors are closely linked to the environment and climate itself (as
Is the case in South Africa). It goes without saying that energy is a vital
resource for tourism development, as it is integral to accommodating and
transporting tourists.

The sustainable use of energy within the tourism sector is pivotal for the
competiveness and sustainability of the tourism sector. This is important
not only from a cost of doing business perspective, but from a consumer
demand perspective as well, as consumers are increasingly becoming
more inclined towards “green travelling”. Responsible and sustainable
tourism is not a foreign concept for South Africa.

[ISSUED BY THE MINISTRY OF TOURISM: MELENE ROSSOUW]

4.1.1 Explain the meaning of sustainable tourism development. (2)
4.1.2 Discuss the benefits of sustainable development. 4x2) (8

4.1.3 Suggest TWO ways in which hotels can use energy in a
responsible manner. 2x1) (2

4.1.4 State the conference that was held in South Africa
(Johannesburg) in 2002 to discuss issues on sustainable
development. (1)

4.1.5 Consumers are increasingly becoming more inclined towards
“green travelling”.

Explain the meaning of the above statement. (2)
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4.2

Study the picture below and answer the questions based on it.

The beach that failed dismally to attain the BLUE FLAG STATUS

Warning!
Sewerage outlet

AN

. -
[ Yo Ll G0

421

4.2.2

4.2.3

4.2.4

Explain the meaning of Blue Flag status. (2)

Describe the conditions necessary for a beach to get Blue Flag
status. Bx1) ()

Supply THREE reasons behind this beach failing dismally to attain
this status. (3x2) (6)

Predict the economic impact of this beach’s condition to the
tourism businesses in the surrounding communities. 2x2) 4)

[30]
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QUESTION 5

5.1

Read the extract below and answer the questions that follow.

The Park has outstanding natural beauty, Africa's highest mountain range
south of Kilimanjaro, and the largest and most concentrated series of rock
art paintings in Africa — making it a World Heritage Site of both natural
and cultural significance.

Preserved in the dramatic mountains are beautiful archaeological
treasures on cave walls and rock shelters — hundreds of exquisite rock art
paintings that tell the story of society that lived there until more recent

times ...
5.1.1 State the World Heritage Site referred to above. (1)
5.1.2 Indicate the province in which the World Heritage Site mentioned

in QUESTION 5.1.1 is located. (1)
5.1.3 Name the body responsible for heritage sites in South Africa. (1)
5.1.4  State the cultural group that pioneered the occupying of the site. (1)
5.1.5 Highlight the importance of World Heritage Sites to the South

African tourism industry. 3x2) (6)
[10]

TOTAL SECTION C: 40
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SECTION D: TOURISM GEOGRAPHY, ATTRACTIONS AND TRAVEL TRENDS
QUESTION 6

6.1 Use the time zones provided to answer the following questions.
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6.2

6.1.1

6.1.2

6.1.3

State the time difference between South Africa and the following
cities.

(a) Dallas

(b) Delhi

The blind musician, Clarence Carter, flew from New York on the
20™ of August 2012 at 08:00. He had to endure a long journey
as his plane had to drop him at Heathrow Airport where he had
to catch a connecting flight. He spent 30 minutes at Heathrow
before flying straight to Cape Town where he was expected to
perform at the jazz festival. His journey took him 14 hours.

(a) Calculate the arrival time and date of Clarence Carter in
Cape Town.

(b) Upon his arrival he wanted to immediately call his daughter
back home. Calculate the time his daughter received the
call and indicate if it was appropriate time to answer the
phone or not and give reasons for your answer.

(c) State the travelling document he needs in order to catch a
connecting flight at Heathrow.

Differentiate between a transit visa and an entry visa.

Spain is the world’s champions of the FIFA Soccer World Cup. They
were crowned in South Africa after beating Netherlands by one goal to nil.
They now automatically qualify to go and defend their title in Brazil by

2014.

6.2.1

Explain why the spectators from Spain will need the following
information before their trip to Brazil.

(@ Climate
(b) Safety
(c) Importance of travel insurance

(d) Exchange rates

(2)
(2)

(4)

(4)

(1)
(2)

(2)
(2)
(2)
(2)
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6.3  Study the following exchange rate table and answer the questions that

follow.

CURRENCY WE BUY
£ 14,50
$ 7,50
€ 9,20

6.3.1  Explain the term exchange rate.

6.3.2  On arrival in South Africa, a British business tourist decide to
exchange 120 GBP to South African Rands. Calculate the total
amount the tourist will receive in Rands.

6.3.3  Having spent R500,00 of the amount he received in QUESTION
6.3.2, the tourist proceeded to the USA and converted the Rands
to US dollars. Calculate the total amount of dollars received by
the tourist.

6.3.4  Suggest FOUR places where the tourist in QUESTION 6.3.3 can

go to in the USA in order to exchange his money.

(2)

3)

(4)

(4)
[36]
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QUESTION 7

Read the extract below and answer the questions based on it.

MORE TouRiSTS Visiming SOUTH AFRICA

South Africa saw exceptional growth in tourist arrivals in the first quarter of
2012, says Tourism Minister Marthinus van Schalkwyk. Launching the
latest tourist arrival figures in Pretoria on Sunday, Van Schalkwyk said that
overall tourist arrivals to the country grew by 10,5% in the first quarter of
2012, with strong growth coming from all regions. The period from January
to March 2012 saw a total of 2 267 807 tourist arrivals to South Africa — 216
031 more than the same period in 2011.

South Africa's biggest overseas source market, the United Kingdom,
recovered from an overall decline in 2011 to post positive returns of 9,5% —
with 133 729 tourists visiting South Africa in the first three months of 2012.
Tourist arrivals from Germany maintained a strong positive growth trend,
and with a 15,2% growth rate, the country was among the best-performing
markets on the European continent.

“‘Robust sales and marketing partnerships across the region, South Africa's
accessibility, and the exceptional value for money that the destination
offers to European travellers were significant contributing factors to tourist
arrivals growth from Europe,” he said. The United States also recorded
excellent growth of 16,1% as South Africa maintained its status as a
desirable and coveted leisure holiday experience for American travellers.

It is estimated that in the next decade, emerging market economies will
contribute more to global economic growth than developed economies. The
sector will then focus specifically on attracting visitors from BRICS
countries.

“We are extremely lucky to live in South Africa and to enjoy in our own
backyard a destination that has grown tremendously in popularity and
desirability all over the world. Let's work together and encourage each
other to continue to make tourists feel safe and comfortable, to travel South
Africa ourselves like tourists in our own country and to continue offering the
excellent service, value for money and accessibility that have delivered
these exceptional results, which we are optimistic will continue well into the
future,” he said.
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7.1 Explain the meaning of the term marketing. (2)
7.2  State the difference in tourist arrivals between 2011 and 2012. (1)
7.3  Mention THREE contributing factors towards growth in tourist arrivals

from Europe. 3)
7.4  From the extract write a phrase that means the same thing as: (2)
(@) Tourists feel at home (2)
(b) Domestic tourists (2)
7.5 Itis estimated that in the next decade, emerging market economies will
contribute more to global economic growth than developed economies.
The sector will then focus specifically on attracting visitors from BRICS
countries.
Name any FOUR countries that have formed BRICS. 4)
[14]
TOTAL SECTION D: 50
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SECTION E: CUSTOMER CARE AND COMMUNICATION
QUESTION 8

8.1  Study the cartoon below and answer the questions based on it.

CARTOON A
GRANTLANDN 1945
GOOD MORNING... YES, OF
: ] , HENEVER THERE'S A
COURSE WE'LLDOIT YES, YOU'RE RIGHT. GEE. HOWDO YOU STAY BigﬁfKE[\E;R Jﬁ%ﬁm §
RIGHT AWAY. IM S0RRY ITWAS OUR FAULT. 50 NICE AND HELPFUL OF THE THANK-YOUs
FOR THE INCONVENIENCE. WE'LLFIXITFOR ALLDAY LONG?

YOU, DONTWORRY.

IVE RECEIVED.
!

Ercarprict A gt reacmen

T grantlarsd sek

CARTOON B
GRANTEANDY 1101
8
THIS TIME THEY'VE GONE NOW, WE'RE SUPPOSEDTD |-
TOO FAR WITH THEIE FIRST, ITWAS ANSWER THEM ITWAS TAKE THE TREAT THEM AS IF THEY
"BE HICE TO CUSTOMERS" THE CUSTOMERS" CALLS, CUSTOMERS' ORDERS. | WERE HUMAN BEINGS!
BLUSINESS,

oyl Criard Evtagerit Al foges reasnen
wan gareand re

8.1.1 State the cartoon (A or B) in which customers are treated with

dignity. (1)
8.1.2 Motivate your answer given in QUESTION 8.1.1. (2x2) 4)
8.1.3 Describe the attitude displayed by the employee in Cartoon B. (2)

8.1.4 Discuss the impact that the attitude described in QUESTION 8.1.3
can have for any tourism business. 3x2) (6)

8.2 | The best way to ensure the tourists’ experiences are positive is to give
them the opportunity to provide feedback and to ensure that their advice,
criticism or opinions are valued.

8.2.1 Explain what Customer Feedback means. (2)

8.2.2 Suggest THREE ways of obtaining customer feedback. (3)
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8.2.3 Some customers provide negative feedback for businesses.

Provide advice to managers and employees on how to handle
negative feedback. (2x2)

QUESTION 9

Study the extract below and answer the questions based on them.

The tourism industry has proved particularly suitable for the adoption of
information technology because of its dependence upon the supply and
exchange of information throughout the production and distribution chain. As an
extremely information intensive industry, tourism is undergoing rapid and radical
modern changes. A wide range of opportunities discover on daily basis through
the use of information and communication technology.

9.1

9.2

9.3

Discuss how ICT can be used (by tourism businesses and customers) in
the following areas:

9.1.1 Communication

9.1.2 Booking

9.1.3 Pre-trip viewing of attractions

Identify the portable device being used in the picture.
Describe the advantage of using the technology mentioned in

QUESTION 9.2.

TOTAL SECTION E:
GRAND TOTAL:

(4)
[22]

(2)
(2)
(2)
(1)
8

30
200
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