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DEPARTMENT Service, Quality, and Hospitality
SUBJECT TYPE Mandatory
LANGUAGE Spanish
Programme Semester
SEMESTER
BA&S 1
NUMBER OF
ACADEMIC 3
CREDITS
HOURS OF
ACADEMIC 144 CONTACT HOURS 48 HOURS OF INDEPENDENT/AUTONOMOUS WORK | 96
WORK
LEARNING
PREREQUISITE
QUISTE |y
e National and international standards, policies, regulations and mores related to the professional field.
INTERNATION . . -
AL e Vocabulary and technical language to communicate in different cultural contexts.
COMPONENT . IntercuItL'JraI challfenges. ' ' ‘ ' '
e Courses linked to international challenges or projects with teams composed by both international faculty and students.
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DEVELOPMEN
T GOALS
(SDG)

SDG: 4. Qua

lity Education

COURSE DETAILS

This subject empowers the student to acquire knowledge and analytical thinking typical of service administrators, in order to create

DE(S:(?I::E'T':EON value for others, through the historical, current and trends of service and hospitality, in a multicultural context. Likewise, the subject
will contribute in the student to develop the spirit of service, ethics, the ability to plan and the ability to transform his/her environment.
KEY WORDS: | Service, hospitality, customer, person.
EICEA Teaaf::"g
ILOS or . Assessment
Program Course ILOS Type Content Ltteartnlng Method
me ILOS stratesy
Identify and explain some of the
specific problems of the service Service and Hospitality Sector Module - _
sector and the organizations that - Types of services. Subsectors: hotels, Theoretical Summative
comprise it both at the local, Knowledge | health, banking, food and beverages, Assessment
regional, national, and transport, air transport, image, Class
international levels, from the education.
approach of different contexts.
COMPETENCE ILOO1 MODULE: History of service
S DEVELOPED Authors: Karl Albrecht, Service
ILO02 Triangles; Jan Carlzon, moments of
BA&S truth; Jaques Horovitz, Seven Secrets -
ILOO7 Identify key elements that II\:/lerrlLs :_Nheell_\; LovelockS(Se_rwce
BA&S generate the satisfaction of M:;:ggr%)ént)eBQZi%r(eaer(\gce?vice
ILoog | peoples needs, in favour of e | skils | Marketing), Huete, Wirtz, zeithami | T10Tetical | summative
dedi : (Service Quality), Berry (A good service
edicated to service and ; | h): Parasuraman
hospitality. is no longer enough); | man
(elements of excellence in service); Ken
Blanchard, Strategic Service
Management; Eiglier and Langeard,
servuction; John Tschohl, service
culture for competitiveness; Tom Peters
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and Robert Watermann, Characteristics
of Excellent Organizations; Ron
Kaufman, Inspiring Service Culture;
Héctor Zagal Arreguin, happiness,
pleasure and virtue; Julian Etienne and
Héctor Zagal, hospitality; Bob
Brotherton, Hospitality and Tourism;
Joseph Chias, marketing of tourist
services; Lovelock, Reynoso, D'Andrea,
Huete, Wirtz: Service Administration,
Ch.1

MODULE: Service, Hospitality and
news

Triple Final Result

Tangibles and Intangibles

Cases (GE - IBM)

Hospitality Management - Cases
(McDonald's)

Ritz (One week as a waiter)

MODULE: The culture of service and
hospitality - the human person

Minch: the adoption of the values of the
excellent person as a requirement for
the construction and maintenance of an
organizational culture oriented towards
excellence in service and hospitality.
Characteristics. Dimensions. People of
excellence. Principles, virtues and
values.

MODULE: Enz: Strategic management
in service and hospitality organizations.

Know the basic concepts and the
most important characteristics of
service and hospitality.

Knowledge

Introduction module

Service: definitions and basic concepts.
Hospitality: definitions and basic
concepts. Etymology. Analogies
between the domestic and work
spheres. Characteristics of hospitality.

Theoretical
Class

Summative
Assessment
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Hospitality schools. Hospitality as a
process (generalities). Hospitality as art.
Service and hospitality: contribution of
services to the economy.

Service and hospitality: society. Héctor
Zagal Arreguin happiness, pleasure and
virtue;

Julian Etienne and Héctor Zagal,
hospitality; Bob Brotherton, hospitality
and tourism

MODULE: Political Framework
Political Constitution of Colombia.
Millennium Development Goals.

ILOO1: Global Vision: Demonstrate an understanding of multicultural environments both in local and global contexts.

ILO02: Critical Thinking: Evaluate information using critical and analytical reasoning to address changing economic and
business situations.

BA&S ILO07: Understand the needs of people and organizations as well as the tendencies of service and hospitality, which prevail in
the marketplace in order to design solutions that satisfy the needs of both internal and external customers.

BA&S ILO08: Understand transformational leadership to improve organizations and human resource development.
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