HSTM 205C : Quality Service Management

This course examines the techniques and methods in delivering exceptional quality service for external and internal
customers. Students will learn the skills and attitudes for service management through observation, video, case
studies, and role play. Students will review the processes of total quality management.
Credits 3
Lab/Practicum/Clinical Hours 0
Lecture Hours 3
Prerequisite Courses
HSTM 101C
HSTM 110C
Learning Outcomes
+ Define the basics of customer service and identify benefits of excellent customer service.
+ Understand the role HR plays in the hiring process.
+ Examine the importance of strong communicational skills.
+ Understand customer behavior and measure customer satisfaction rates.
+ Recognize the needs of guests and develop techniques in dealing with angry customers.
+ Develop best practices in managing customer service.
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