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Informacion general de la asignatura

GESTION DE LA CALIDAD TURISTICA

Semestre de 1R Q(SEMESTRE) EVALUACION CONTINUADA
imparticion

Caracter Grado/Méster Caracter  Modalidad

Grado en Turismo 4 OPTATIVA | Presencial

Grado en Administracion y Direccidn
de Empresas

Numero de créditos de [3
la asignatura (ECTS)

4 OPTATIVA | Presencial

Tipo de actividad, :
créditos y grupos Tipo de PRAULA TEORIA
actividad
AR Gl 4.2 18
créditos
Numero de ] 1
grupos

ADMINISTRACION DE EMPRESAS

(o] Tl Ml o fela =1 M Consulte este enlace para obtener mas informacion.
sobre tratamiento de
datos

Idioma/es de English
imparticion

R TETT N CRTIGIIEVIGETE Martes y Jueves de 10:00 a 14:00h


https://unidisc.csuc.cat/index.php/s/xCrDk778LUMDuQY
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Créditos
Direccion electronica\nprofesor/a  impartidos
(CHED) por el

profesorado

Profesor/a (es/as) Horario de tutoria/lugar

MARINE ROIG, ESTELA estela.marine@aegern.udl.cat 7,2

Informacion complementaria de la asignatura

La calidad en el sector turistico es un aspecto fundamental para atraer, satisfacer y fidelizar a los clientes en las
empresas turisticas y los destinos. En esta asignatura se pondra de manifiesto la importancia y las ventajas que
tiene la calidad para las organizaciones turisticas. Veremos en qué momentos del proceso turistico y en qué
ambitos (por ejemplo atencién al cliente, medio ambiente, etc.) juega un papel importante la calidad. Aprenderemos
a gestionar la calidad y a utilizar ciertos procedimientos y herramientas para asegurarla y evaluarla (como por
ejemplo una encuesta de satisfaccion). Remarcaremos la idea de que la mejora de la calidad debe ser un proceso
continuo en la empresa. También explicaremos las principales certificaciones, normativas y categorias de calidad
que hay a nivel europeo. Aprenderemos coémo funcionan las auditorias y cédmo conseguir las certificaciones calidad
turistica a nivel estatal y cataldn (como por ejemplo la 'Q’ de calidad). Veremos el tema de gestion de quejas en los
sitios de reviews online de viajes. Combinaremos las explicaciones tedricas con casos practicos y ejercicios,
siempre promoviendo la utilizacién de nuevas tecnologias.

Esta asignatura permitira profundizar en la gestion de las empresas turisticas enfocada a conseguir la excelencia
tanto de su servicio como de su gestidn interna. Esta asignatur se imparte en inglés, y se motivara su uso en toda
la asignatura, las practicas se deberan entregar en inglés.

Objetivos académicos de la asignatura

After successful completion of this course, students will be able to

e Recognize the value of the quality management concepts and models

e Recognize and take advantage of the opportunities for improvement in a service company

e Learn and apply basic Total Quality Management (TQM) and outcome assessment principles in the analysis
of a service delivery system

e Recognize and asses quality management processes in a hospitality and tourism organization and to
evaluate departmental processes and planning strategies

e Develop an understanding of the issues involved and the approaches employed in quality management, and
a knowledge of the techniques of quality improvement

e Provide a general awareness of perspectives on quality and a detailed understanding of the nature and
management of service quality in a tourism context

e Evaluate the tourism and hospitality quality management effectively apply various theoretical concepts and
models for making improvements

e |dentify, manage and implement systems of quality certification as a business strategy

e Develop decision-making skills through analyzing various case studies related to quality management within
the service industry, in particular the tourism and hospitality industries

Competencias

General competences

e Capacity for analysis and synthesis
e Capacity for organisation and planning
e Capacity for teamwork and leadership
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e Capacity for working and learning autonomously, and for interacting with other people by means of
cooperation and collaboration
e Capacity for acting with rigour, making a personal commitment and upholding quality standards

Specific competences

e To set up and manage a tourist service company based on and in response to the changes that occur in the
context in which it operates

e To perform the aforementioned functions in the different functional areas of a tourist company or institution

e To apply instrumental techniques to the analysis and resolution of business problems, and to the decision-
making process

e To identify, manage and design strategies and management plans for tourist areas and destinations based
on sustainability principles

Strategic competences:

e Command of oral and written communication
e Knowledge and command of English as a foreign language
e Command of IT

Subject competences:

e Understand the relevance of quality management for the competitiveness of tourism products and
destinations

e Have a strong orientation of service to the customer and a motivation for the quality of the service

e Design operational processes simultaneously leading to efficiency in quality of the service of a tourism
organization

Contenidos fundamentales de la asignatura

1. Introduction
1.1. Quality concept
1.2. Historical evolution of the quality

1.3. Cost of quality and of non-quality

2. Quality management system
2.1. Quality management principles
2.2. Total quality management (TQM)

2.3. Process-oriented quality management

3. Continuous quality improvement
3.1. Customer satisfaction
3.2. Techniques for process improvement

3.3. Basic quality tools
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4. European quality certification
4.1. International Organization for Standardization (ISO 9000 series)
4.2. European Foundation for Quality Management (EFQM)

4.3. European Eco-Management and Audit Scheme (EMAS)

5. Audit and certification of the tourist quality
5.1. 'Q"' mark for tourist quality. Spanish Institute for Quality Tourism (ICTE)
5.2. Sectorial regulation. Spanish Association for Standardisation and Certification (AENOR)

5.3. "Commitment to quality tourism" distinctive. Integral System of Tourist Quality in Destination (SICTED)

6. Complaint management

6.1. Complaint and comment management online

Ejes metodoldgicos de la asignatura

Evaluacién continua.

Combinacion de clases magistrales, estudios de caso, resolucion de problemas en clase, pruebas de evaluacién y
practicas.

En la mayoria de clases hay ejercicios practicos y se motiva la participacién/interaccion del alumnado, asi como la
practica del inglés.

Se pretende seguir la Metodologia CLIL (Content and Language Integrated Learning) para la integracion y
aprendizaje de la materia en inglés.

Plan de desarrollo de la asignatura

- - HTP (2) Autonomous work HTNP (3)
Week Description In class activities o
(hours) and activities (Hours)
Presentation of the Recommended
1-2 course alnd 1 Master class 7h readlngg and 5h
Introduction to preparation of the
Quality first practice
2. Quality ' .
3.5 management Master cla§s and 10.5h First pragtlce 10h
class practices preparation
system
. Master class and Study for the
3. Continuous class practices evaluation and
6-8 quality P ’ 10,5h : 20h
. and First preparation of the
improvement . .
Evaluation second practice
10-11 4. European quality | Master class and 7h Second practice 10h
certification class practices preparation
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5. Auditand . .
12-13 certification of the | Masierelassand 4, Third practice 10h
. . class practices preparation
tourist quality
6. Complaint Master class, class Preparation of the
14-15 : P practices and oral |8 third practice and 10h
management : .
presentations oral presentations
16-17 Second evaluation |2h Study fgrthe second 10h
evaluation
18 Oral presentation | 8h Preparation Of. the &h
oral presentation
Sistema de evaluacion
Evaluation
Supcompetences/ activities % | Dates ON (1) I/G (2)
Objectives
Criteria
Understand the relevance of quality management for the | Virtual Test 1: 20 | Week 9 0 |

competitiveness of tourism products and destinations Themes 1 -3

Virtual Test 2:
Themes 4-6

Understand the relevance of quality management for the

" . . 2 Week 16-17 |
competitiveness of tourism products and destinations 0 eek 16 2

Have a strong orientation of service to the customer and a

motivation for the quality of the service. Practice 1:

Practice related

Design operational processes simultaneously leading to 15 | Week 5 (0] |
. . . . . to themes 1 and
efficiency in quality of the service of a tourism 5
organization
Have a strong orientation of service to the customer and a . .
o . . Practice 2:
motivation for the quality of the service. .
, . \ . Practice related
Design operational processes simultaneously leading to 15 | Week 11 (0] |
. . . . . to themes 3 and
efficiency in quality of the service of a tourism 4
organization
Have a strong orientation of service to the customer and a . .
o . . Practice 3:
motivation for the quality of the service. .
Design operational processes simultaneously leading to eI
gn op P y g to themes 5 and Weeks 15

eff|0|erl10y I|n quality of the service of a tourism 6 and oral 20 and 18 (@) I
Organization

presentations.

Command of oral and written communication (e 1102

Analyse and understand quality concepts and processes. | Attendance,
participation and |10

class exercises

Along the

: . semester
Command of oral and written communication

* The average score of the virtual tests 1 and 2 must be of at least 4 points (4/10) to be able to pass the
subject and make the average with the rest of activities and evaluation items.

In this subject, as continuous assessment is implementes, there will NOT be any recovery tests.

Alternative Assessment: In the event that a student documentally proves that they are unable to attend scheduled
activities of the continuous assessment (for paid work, second or subsequent tuition of the subject ...), they can
opt for a single test of validation of competences and knowledge that will be conducted on the day and in the
schedule established in the calendar of evaluation of the Degree for the final test of the ordinary evaluation. The
application for this assessment modality must be carried out before the sixth week of class with documentary
accreditation and, once done, it can not be modified. On the website of the Faculty there is the document that
students must complete and deliver to the professor responsible for the
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subject: http://www.fdet.udl.cat/export/sites/Fdet/ca/.galleries/Documents/Secretaria-documents/Sollicitud-
davaluacio-alternativa.pdf

In accordance with art. 3.1 of the UdL evaluation regulations, the student can not use, in any case, during the
evaluation tests, means not allowed or fraudulent mechanisms. The student who uses any fraudulent means
related to the test and / or carry electronic devices not allowed, will have to abandon the test or the tests, and will
be subject to the consequences provided in these regulations or in any other regulations of internal regime Of the
UdL.
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