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Customer Service in Tourism and Hospitality introduces the theories on
customer service, including customer service, customer satisfaction, service
recovery and CRM. This course focuses on the operation and management of
NN the tourism field, aiming to encourage students to understand and think deeply
IRTERIN about the customer service management from customers, service provider and
managers position. The course concludes discussing the importance of
customer management and inspire learners to solve practical problems using
theories and ideas coming from class.
This course is very well suited for junior students majoring in Tourism
IR I SE 3] | Management.
FEk Basic knowledge of Management is required.Learners are expected to dedicate
16 weeks of study, 1-2 hours/week.
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AR B 1 Be familiar with tourism industry related laws and rules. Consciously
abide by professional norms and possess professional ethics in practice.
26 4= Ability to undersand the knowledge and skills of managing tourism
IxREE R 2 companies.
i?;?jz; 3 Serving others with honest and loving. Considering social fareware and
HE *;““\ benefits of publics.
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Be familiar with tourism industry related laws and
LO1 @ M | rules. Consciously abide by professional norms and 100%
possess professional ethics in practice.
Ability to undersand the knowledge and skills of
managing tourism companies.
LO2 @ H Knowing how to make a plan in organizing human 100%
resources and finacal resources.
Be able to read English literature in  tourism
LO3 @) M | management. 100%
Discuss and answer questions in professional English.
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Unit 1  Customer Service

Knowledge Requirements: Introduce the conception of customer service; Distinguish the function
and goal of customer service management

Ability Requirements: Understand the importance of the customer service management

Teaching Emphasis: Conception of customer service

Unit 2 Customer: Satisfaction Manager

Knowledge Requirements: Know the meaning of the customer satisfaction; Understand the four
factors affecting customer satisfaction.

Ability Requirements:Discuss the critical characteristics of customer satisfaction

Teaching Emphasis: Important moment in building customer satisfaction

Unit 3 Employee: Service Skills

Teaching Content:

Knowledge Requirements: Language skills in offering customer service ; Service recovery skills
Ability Requirements:Provide a way to develop the ability to make service recovery

Teaching Emphasis: The value and cost of customers and customer loyalty

Unit4 Leadership: Customer-Centered Organization

Knowledge Requirements: The characteristics of a great leader in group; The way to offer excellent
training program

Ability Requirements: Selecting ,orientating, training the employee

Teaching Emphasis: The characteristics of a great leader in group

(=) FEFESTIRE BARKISTHE R R

3EASER
1 2 3
HFHBT
1 Customer Service \
2 Customer: Satisfaction Manager v
3 Employee: Service Skills \ \ V
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Lecture. Project
1.Customer Service Students are required to discuss, P'aper ] 8
communicate and answer Assignmen
questions in English. t
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Case analysis.

2 Customer: Satisfaction

Manager

Lecture.

Students are required to discuss,
communicate and answer
questions in English.

Case analysis.

Project
Assignmen
t

3 Employee: Service
Skills

Lecture.

Students are required to discuss,
communicate and answer
questions in English.

Case analysis..

Project
Assignmen
t

4 Travel and tourism

Lecture.

Students are required to discuss,
communicate and answer
questions in English.

Case analysis.
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1 2 3

X1 20% Class Participation 60 20 20 100

X2 20% Paper 1 50 20 30 100

X3 20% Paper 2 20 20 60 100

X4 40% project 20 20 60 100
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