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WORK
e Develop an analytical and practical vision about leadership and service management that allow you to project yourself as a
leader attentive to generating benefits for people and organizations.
LEARNING e Identify and enhance skills as a leader to contribute to the achievement of the objectives of the organization and its
collaborators through an environment of respect, motivation and well-being.
PREREQUISITES . o . o N .
e Identify and enhance leadership skills to solve doubts and conflicts within teams to maintain an internal state of excellence
and well-being environments.
e Identify and enhance skills as a leader to design and manage a culture of service management within organizations.
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e National and international standards, policies, regulations and mores related to the professional field.
e Vocabulary and technical language to communicate in different cultural contexts.
e Intercultural challenges.

INTERNATIONAL
COMPONENT

SUSTAINABLE
DEVELOPMENT | SDG: 4. Quality
GOALS (SDG)

COURSE DETAILS

This subject enhances in the student the analytical thinking of service administrators from an integrative strategic perspective focused
on applying management and management models towards excellence in service at a national and international level, with the
purpose of facilitating the start-up of a comprehensive Service Management, in accordance with the formulation of the strategic

COURSE guidelines required by the context. The design of integrated operating systems, the design and management of service levels, the
DESCRIPTION construction of a culture of service, the management of experiences and relationships with customers to achieve their long-term
loyalty. Likewise, the integration of information systems to plan demand and growth, the appropriation of latest generation
technologies, based on quantitative models of Service Management; become an important axis to ensure the effectiveness of Service
Management now and in the future, ensuring excellence in Hospitality Management.

KEY WORDS: Service strategies, service management, strategic perspective.
EICEA Teaching and
ILOS or Learning Assessment
Course ILOS Type Content
Program " P strategy Method
me ILOS
COMPETENCES ILOO1 ' . Management and Mz?magen.went Mod'els in
Create strategic solutions for search of excellence in service at national and
DEVELOPED ILO02 . . . . - .
the problems of service international level, in order to facilitate the Theoretical .
ILO03 . . . . . . . . Formative
companies, at the right time | Skills | implementation of a comprehensive Service Class
ILOOS . . . . Assessment
BA&S and assuming the risk that Management, in accordance with the
ILOO7 this implies. formulation of the strategic guidelines
required by the context.
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BA&S - Design of integrated service operation
ILO08 systems.

- Design and management of service levels.
- Construction of a culture of service.

Formulate services that - Management of experiences and Projects
generate added value to the Skills relationships with customers to achieve long- Based Summative
client, exceeding their needs term loyalty. Learning Assessment
and expectations. - Integration of information systems and )

simulators to plan demand and growth, the
appropriation of next-generation technologies,
based on quantitative models of Service
Management.

ILO01: 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.

ILO03: Teamwork: Understand and work with others of different backgrounds to solve problems, develop meaningful relationships,
and share knowledge.

ILOO5: Business Analytics: Interpret data sets according to their different patterns, trends and scenarios using analytical tools that
create value in organizations.

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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Casos practicos actualizados y complementarios, en publicaciones especializadas.

Papers actualizados en Journal of Service Management y Journal of Hospitality Marketing and Management y Journal of
Service Theory and Practice. Casos, estudios y papers en las bases de datos de
la Universidad de la Sabana.

Consulta en Ebsco Journal of Service Management, Isis , Goggle Academics, Benchmark y Eurominitor.




