GUAM COMMUNITY COLLEGE/SIMON SANCHEZ HIGH SCHOOL

HOSPITALITY & TOURISM MANAGEMENT PROGRAM 1B (HTMP1B)
SYLLABUS – CTTT054B
Spring 2023
INSTRUCTOR:
ERIC CHONG, CHA, CHE, CRDE
ROOM:

320
TELEPHONE:
671-653-2313 x 3614 (classroom)


EMAIL:  ekchong@gdoe.net 

WEBSITE: gcchtmp.weebly.com
COURSE DESCRIPTION: 
This course is designed to examine, challenge, and refine the principles of guest service management in various service organizations. Students will gain an understanding of “service products” and apply the tools to deliver these services and use these concepts in their own work experiences
COURSE REQUIREMENT: HTMP1A
MISSION STATEMENT: The mission of the SSHS Tourism Academy is to prepare students for college and career in a respectful environment by practicing hospitality through teamwork, excellence and professionalism.
STUDENT LEARNING OUTCOMES:  
Upon successful completion of this course, students will be able to:
1. Utilize data to assess the guests’ wants and needs.
2. Apply the accepted protocol for resolving guest complaints.

3. Design a customer service campaign that appeals to the wants and needs of a guest. 

EVALUATION CRITERIA:



GRADING SCALE:

Projects


25%


A = 90% - 100%

Exams



25%


B = 80% - 89%


Quizzes            

25%


C = 70% - 79%


Assignments/Participation
25%


D = 60% - 69%

Total


          
100%


F = 59% and below

Student’s grade will be a sum of total points earned from class assignments, projects, exams, tests, and participation. Students will have the opportunity to do Service-Learning projects and participate in various volunteer activities to enhance their learning.
MAKE-UP WORK:
Only when accompanied with an excused slip may a student be allowed to make up any missed assignments or tests. It is the responsibility of the student to make arrangements with the instructor for all make-up work.
EXPECTATIONS:

a) Please use your GDOE email for all schoolwork and communications. Respond to emails in a timely manner (within 24 hours).

b) Students are expected to text, message, call or email instructor on the same day if they will be absent from class.

c) No eating or gum chewing will be allowed in the classroom.
d) Sleeping during class will not be tolerated.
e) Cell phone is not allowed to be used during instructional time.

f) Display your hospitality attitude; respect each other.

g) Please use the restroom prior to or after class.
h) Never plagiarize! Always give credit or cite the source of information.
i) Always follow instructions.
ACADEMIC HONESTY:  

Cheating will not be tolerated in this class. Anyone caught cheating will automatically receive a zero for his/her assignment or test and parents will be notified. Plagiarism is also a form of cheating.

TEXT: Customer Service for Hospitality and Tourism (second edition)
REQUIRED SUPPLIES:
	Black or blue ink pen
	Note book/paper

	Sheet proctors
	Brief cover for portfolio


Professional dress requirements: white collared shirt/blouse, black pants, and black shoes; optional: neck tie (gentlemen) and flower ornament (ladies).
HEALTH CERTIFICATE:

You are expected to take the DPHSS health certificate training/test and obtain health certificate from DPHSS Hagatna and submit a copy to instructor by January 30, 2023.
EMERGENCY POLICY:
Please follow the SSHS emergency procedure as found in your handbook.  In the event of an evacuation, please move to the designated assembly location. 
STUDENTS WITH SPECIAL NEEDS:
Students with disabilities seeking academic accommodations may request from SSHS counseling office, in accordance with the Americans with Disabilities Act (ADA) and the Rehabilitation Act, Section 504.
CALENDAR OF SCHEDULED LEARNING ACTIVITES
Week Number


Lessons
	1
	Introduction to Customer Service

	2
	Overview of Tourism Industry and culture on Guam

	3
	The Financial and Behavioral Impacts of Customer Service

	4
	Understanding the Consumer

	5
	Customer expectations and experience

	6
	Developing and maintaining a Service Culture

	7
	Managing the Service Encounter

	8
	The Importance of Market Research

	9
	Building and Maintaining Customer Relations

	10
	Midterm exam

	11
	Providing Customer Service

	12
	The Impact of Technology on Customer Service

	13
	The Importance of Service Recovery

	14
	Customer Service in Front Office

	15
	Customer Service in Food & Beverage

	16
	Promoting Customer Service Internally and Externally

	17
	Design a Customer Service Campaign

	18
	Review and final exam


Hospitality:  “Welcoming and entertaining guests and strangers with warmth and generosity.”
Last day of classes: 5/19/2023
Holidays:
1/16/2023 Martin Luther King Day; 3/6/2023 Guam History & Chamorro Day; 
4/3-4/7/2023 Spring break.

No classes:  
3/20/23 PTC



4/10/2023 flexible make-up day
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