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Overview of the human resource function for the hospitality industry. Students will develop an appreciation and understanding of
the principles of managing and leading organizations, groups and individuals. Topics include employee recruitment, training and
development, management theory, motivation and coaching, continuous improvement, effective communication and presentation
skills, ethics, diversity and employee empowerment. Special attention is paid to current issues and legal concerns. Instruction is
based on lecture and discussion as well as case studies and group-based projects.

Credit Hour(s):
3

Lecture Hour(s):
3

Lab Hour(s):

0
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Requisites

Prerequisite and Corequisite

HOSP-1010 Introduction to the Hospitality Industry, or HOSP-1360 Fundamentals of Restaurant/Foodservice Management, or
DIET-1310 Intro to Dietetics, or departmental approval: admission to program, or related work experience.

Outcomes
Course Outcome(s):
Demonstrate understanding of role of management through knowledge of traditional and current management theory.

Objective(s):

. Define and explain traditional functions and theories of management.

. Identify the elements of the internal and external environment and their relationship to management.
. Describe the various roles managers play in the workplace.

. Define management terminologies related to the hospitality industry.

. Explain the concept of the systems approach to management.

. Describe contemporary views of leadership and management and the relationship to performance and productivity.
. Outline the basic elements of total quality management (TQM).

. Outline the fundamental steps of a continuous improvement process.

. Explain the importance of quality service in the hospitality industry.

10. Identify various ways in which quality can be achieved for differing operations.

11. Explain the concept of ethics and define guidelines for good business practices.
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Course Outcome(s):

Use current management theories and ideas to be successful in a professional environment and promote a productive and positive
workplace.

Essential Learning Outcome Mapping:

Cultural Sensitivity: Demonstrate sensitivity to the beliefs, views, values, and practices of cultures within and beyond the United
States.

Objective(s):

. Describe the planning process through construction of a plan.

. Explain the types of organizational and personal power.

. Explain the concept and importance of goal-setting within an organization.

. Describe the need for coaching in today’s hospitality operations.

. Explain why conflict is normal and necessary in the workplace.

. Identify the benefits of conflict.

. Discuss techniques for managing conflict in the workplace.

. Define the steps of the change process.

. Identify the importance of teams within hospitality operations.

10. Explain the various methods/approaches to team building.

11. Outline the stages of work team development.

12. Participate in various team/group projects.

13. Explain the importance of diversity within the workplace.

14. Develop various ideas for empowerment in the workplace.

15. Discuss the goal of empowerment and its benefits.

16. Demonstrate and investigate communication techniques, including non-verbal communication.
17. Practice basic communication techniques through case study analysis and role play situations.
18. Apply time management techniques and demonstrate the ability to use a personal planning tool.
19. Practice the various approaches to management decision—making.

20. Discuss role of motivation in the workplace including identifying signs of low motivation and various ways to motivate
employees.
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Course Outcome(s):

Perform traditional supervisory/management roles of the human resource process including recruiting, hiring, training, coaching,
evaluating and terminating employees.

Essential Learning Outcome Mapping:

Cultural Sensitivity: Demonstrate sensitivity to the beliefs, views, values, and practices of cultures within and beyond the United
States.

Written Communication: Demonstrate effective written communication for an intended audience that follows genre/disciplinary
conventions that reflect clarity, organization, and editing skills.

Objective(s):

. Create job descriptions for hospitality positions.

. Discuss and develop recruitment strategies for finding qualified applicants.
. Create an orientation program for new hires.

. Discuss the fundamentals of an employee training program.

. Practice writing employee schedules.

. Describe the fundamental procedures for employee training programs.

. Analyze various methods of employee performance evaluation.

. Describe the progressive disciplinary process in the workplace.

. Identify legal issues as they pertain to the human resource function.
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Course Outcome(s):
Prepared to find employment and function in a professional environment.

Objective(s):

1. Apply time management techniques and demonstrate the ability to use a personal planning tool.
2. Practice the various approaches to management decision—making.

3. Create a personal mission statement by analyzing values and goals.

4. Identify steps in the development and implementation of a professional career plan.

5. Participate in a behavior study profile exercise.
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6. Conduct research to develop a professional presentation.
7. Practice presentation techniques by creating a professional classroom presentation.
8. Create and present a professional resume.
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Course Outcome(s):
Create and present oral presentation and professional outline demonstrating concepts and material presented in course.

Essential Learning Outcome Mapping:

Written Communication: Demonstrate effective written communication for an intended audience that follows genre/disciplinary
conventions that reflect clarity, organization, and editing skills.

Critical/Creative Thinking: Analyze, evaluate, and synthesize information in order to consider problems/ideas and transform them in
innovative or imaginative ways.

Oral Communication: Demonstrate effective verbal and nonverbal communication for an intended audience that is clear, organized,
and delivered effectively following the standard conventions of that language.

Objective(s):

1. Conduct research to develop a professional presentation.
2. Practice presentation techniques by creating a professional classroom presentation.

Methods of Evaluation:

a. Quizzes/exams

b. Case study analysis

c. Oral presentation

d. Teamwork project

e. Time management project

f. National Restaurant Association Educational Foundation Certification Exam

Course Content Outline:
a. Traditional functions of management
i. Planning
ii. Organizing
iii. Coordination
iv. Staffing
v. Directing
vi. Controlling

b. Roles of management
i. Interpersonal

ii. Informational

iii. Decisional
c. Management skills and styles
d. Leadership in the 21st century

e. Total quality management
i. Characteristics of high performance organizations

ii. Deming's fourteen points for quality
iii. Juran's elements of quality products

f. Balridge award criteria for performance
i. Leadership

ii. Strategic planning

iii. Customer and market focus
iv. Information and analysis

v. Human resource focus

vi. Process management

g. The economics of quality service
i. The value of customers

ii. The cost of customer dissatisfaction
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iii. The customer's perception of value and service
iv. Moments of truth

. Continuous improvement process and tools

i. Developing and implementing improvements for targeted area
ii. Tools for generating ideas, analysis and displaying data

. Power and empowerment

i. Centralization versus decentralization
ii. Fundamentals of power and authority and responsibility
iii. Sharing power through delegation

. Effective communication

i. Myths surrounding communication
ii. Process
iii. Barriers
iv. Listening skills
v. Speaking skills
vi. Writing skills

. Goal Setting
. Coaching

i. Elements and approaches
ii. Conducting coaching sessions

. Conflict management

i. Cause and effect
ii. Conflict management skills and strategies

. Hospitality teams

i. Characteristics of successful teams
ii. Stages of team development
iii. Team meetings
iv. Team decision-making
v. Evaluating team performance
vi. Self-directed work teams

. Managing diversity

i. The changing workforce demographics

ii. The benefits of diversity
iii. Approaches to dealing with workplace diversity
iv. Fostering diversity

. Organizational change

i. Internal and external forces
ii. Change process
iii. Managing change

iv. Supervisor as a change agent

. Recrutiment and selection

i. Employee turnover challenges
ii. Internal and external recruitment
iii. Interviewing applicants
iv. Legal considerations in interviewing
v. Human resources planning

. Orientation and training

i. Importance of training
ii. Training methods
iii. Job descriptions and standards
iv. Measuring training
v. Learning styles and the learning process
vi. Orientation of property
vii. Orientation of specific job

. Productivity management and controlling costs

i. Productivity standards
ii. Balancing quality and quantity
iii. Planning staffing requirements
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iv. Forecasting business volume
v. Labor scheduling

t. Performance evaluation
i. Benefits

ii. Common errors
iii. Methods and specific steps
u. Discipline
i. Purpose
ii. Management of progressive disciplinary process
iii. Termination procedures

v. Special supervisory concerns
i. Sexual harassment

ii. Safety and security

iii. Ethics

iv. Substance abuse

v. Union and collective bargaining process

w. Motivation
i. Leadership styles

ii. Strategies
iii. Employee participation
X. Time management
i. Time analysis
ii. Time management tools
iii. Delegation of authority and responsibility
y. Professional development
i. Creating a plan
ii. Executing the plan
iii. Evaluation of the plan
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