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Quality audits are becoming increasingly important and are increasingly present
in the tourism sector. Even so, the environment and sustainability are key points
to keep in mind in today’s world when we decide to travel. The sector is
increasingly seeking to be more aware of sustainability to ensure that we protect
the environment together.

Students throughout these modules will be able to enter the world of hotel
auditing, sustainability and the environment. You will learn first-hand, from
experts, how the quality department is managed and what are the latest trends in
the sector. It will therefore be able to put its critical thinking into practice to define
and improve the sector..

BASIC SKILLS

BS04- Students must be able to transmit information, ideas, problems and
solutions to both specialized and non-specialized audiences.

BS02- Students must be able to apply their knowledge to their work in a
professional way and possess the skills used to develop and defend arguments
and solve problems within their study field.

GENERAL SKILLS

GS07- Make decisions and solve problems, critically interpreting and evaluating
the results obtained.

SPECIFIC SKILLS

SS05- Understand and apply the political, legal, and institutional framework that
regulates tourism companies and activities.
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SS17- Understand and implement quality standards in the processes of tourism
service.

1. Know the different variables that can influence the creation of the
organizational structure of a tourist establishment.

2. ldentify the most important Quality Management and Environmental Systems
applicable to tourist accommodation companies.

3. Identify the main tendencies, dynamics, paradigms and conflicts observed in
the evolution of the hotel activity.

1. Introduction to quality
1.1. Definitions
1.2. Beginning and evolugtion (Certifications)
1.3. The dimensions
2. Quality management
2.1. Quality policies
2.2. Quality management
2.3. Quality Audits
3. Safety as part of a process of quality
3.1. Labour Relations problems
3.2. Human Resources
3.3. System and Legislations
4. Sustainability
4.1. Introductions
4.2. Certifications
4.3. Costs and income management
4.4, The 5R’s
4.5. Carbon footprint
4.6. ODS
4.7. Internal, External and stakeholders
4.8. RSC Policies
4.9. Sustainability report
5. Quality diagnosis
5.1. Quality and Internal Audit
5.2. Quality and External Audit
6. Planification and System Control
6.1. Planification
6.2. Control of the development system
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The learning methodologies planned for the subject combine a number of
processes being the most remarkable the cognitive methods related to the
comprehension of the principles of tourism and the global tourism system as well
as the inclusion of a set of skills, mainly technical.

The activities and methodologies -both group and individual- designed for this
subject are the following:

— Exhibition classes

— Case studies

— Open debate

— Learning on the basis of problems
— External visits

The assessment system measures the student’s achievement of learning
outcomes regarding the subject’s competences and contents.

Students may choose continuous assessment or single assessment:

Continuous Assessment: the teaching-learning process is assessed by a
continuous monitoring of the work done by the students throughout the course
and a final individual examination. Students must attend classes in order to be
assessed by continuous assessment.

Single Assessment: for those students who cannot come to class regularly, they
can choose to be assessed by single assessment. The teaching-learning process
is assessed by means of the assessment of all activities and in-person individual
examination at the end of the course.

To qualify for this form of assessment, students must apply within the first 15 days
of the start of the course through the assessment section of Virtual Campus.

The assessment activities planning will be public for the students from the start.

Activities Continuous Single Week deadline
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]Department

analysis and Individually/Group 15% 10% 2 week
process

Sustainability Individually/Group 15% 10% 4 week
memory

]Compare two o o o th
quality audits Individually/Group 15% 10% 13t week
Whole control of a

hotel’s quality - o o th
epsriTet | ane Individually/Group 15% 10% 15" week
action plan

Final Exam Individual 40% 60% Exam Week
Total 100% 100%

To pass the course, it is mandatory to have obtained a minimum final grade of "5",
as long as the student has completed the individual exam/s or work/s established
in the course. This exam/s or final work/s must be graded with a minimum of "4" in
order to be able to calculate the average of all the assessment activities carried
out during the course.

Revision and Reassessment of the Course

The student has the right to revise all the evidences that have been designed for
the assessment of learning.

If a student fails to achieve the learning objectives of the course, in order to opt
for the subject reassessment, it will be necessary to have obtained a final grade
of the subject between "4-4.9", and to have attended the individual final exam/s
or final work/s of the course.

The reassessment process will only involve the modification of the final grade in
the case that the new assessment activity is passed and, in any case, the maximum
grade will be "5". This grade will be averaged with the other grades of the
assessment activities carried out by the student during the corresponding
academic period, considering the percentages established in each subject,
setting the final grade for the course.

BARLOW, J. & MOLLER (2nd Edition 2008). A complaint is a gift: using customer
feedback as a strategic tool, Berrett - Koehler Publishers.
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