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This subject enhances in the student the acquisition of knowledge and analytical thinking typical of service administrators in the face 
of service and quality theories, co-creation of value with the objective that they are applied in organizations at a national and 
international level and achieve customer satisfaction and loyalty.  
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Teaching 
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Assessment 
 Method 

ILO01 
ILO03 

Knows the theories 
of service and 

Knowled
ge 

1.  Theory of customer value management. Karl 
Albrecht 

Theoretical 
Class 

Summative 
Assessment 



 
BA&S 
ILO07 

quality and their 
contributions to 
companies. 

2.  The moments of truth. Jan Carlzon. 
     Differentiation through the service seven secrets - 

the wheel of fortune, Jaques Horovitz 
4.   Strategic vision of the service system. Basic and 

integrating elements. James Heskett. 
5.   Gap theory. The Servqual model. Zeithanl V. 

Berry L. and Parasuraman 
6.   The strategic management of the service. 

Reynoso J. Huete, Wirtz. 
7.   Inspirational service culture. Ron Kaufman. 
8.   Building customer relationships. Adrian Payne. 
9.   Perspective of value creation. Bo Edvardsson. 
10. The Quality Loop 
11. 14 points for quality. Edward Deming. 
12. Theory of quality planning. Quality Trilogy. Joseph 

Juran. 
13. Theory of total quality. Kaoru Ishikawa. 
14. Quality costs. Armand V Feigenbaum. 
15. Zero defects theory. Philip B. Crosby. 
16. Theory of quality policies. Shigeru Mizuno. 
17. The eight dimensions of quality. David Garvin. 
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Distinguishes the 
models of quality 
and quality of 
service in the 
production of 
goods and 
services, as well 
as the application 
of these models in 
organizations 
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- Model of the three components Rust and Oliver. 
- Model of Servqual, Servperf. 
- Noriaki Kano Customer Satisfaction Model. 
- Model of quality in the Grönroos service 
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Distinguishes the 
models of quality, 
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service in the 
production of 
goods and 
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understand how to 

Skill 

- Model of the three components Rust and Oliver. 
- Model of Servqual, Servperf. 
- Noriaki Kano Customer Satisfaction Model. 
- Model of quality in the Grönroos service. 

Projects 
Based 

Learning 

Formative 
Assessment 



 
apply these 
models in the real 
sector. 

ILO02 
ILO03 
BA&S 
ILO07 
BA&S 
ILO08 

Formulates 
solutions to service 
and quality 
problems in goods 
and services 
through the use of 
basic tools for 
measuring quality 
and quality in 
service. 

Skill 

- Map of moments of truth (the duty cycle 
- Report card 
- The client's window; 
- E-S-QUAL (Measurement of the quality of electronic 
services)   
- The cause-effect diagram (Ishikawa diagram); 
Pareto. 

Projects 
Based 

Learning 
 

Formative 
Assessment 

 

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. 
 
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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