
 

Name of the subject: Service orientation of employees in tourism and hotel management 

Teacher(s):  Milena Nedeljković Knežević, Ivana Blešić, Lukrecija Đeri 

Status of the subject: Elective 

Number of ECTS points: 15 

Condition: - 

Goal of the subject 

To acquire the newest knowledge in the field of quality management in tourism and hotel management-

service orientations of employees in tourism and hotel management. Since the modern approach to quality 

management in tourism and hotel management increasingly appoints to the importance of relation between 

employees and customers regarding the quality of service, the aim of the subject is to introduce students to 

the individual and organized correlations of service orientation of employees in tourism and hotel 

management. 

Outcome of the subject 

The acquired knowledge should enable PhD students to gain an advanced insight into the process of 

delivering a high quality service in tourism and hotel management, which depends on the personality of an 

employee, especially the one who is in direct contact with a customer, as well as on many other factors like 

the service orientation of an organization. In a service sector, where human factor is a dominant resource, 

characterized by the strong presence of emotional involvement, the relation employee-customer has a 

particularly important role in gaining a high quality of service. The course should enable students to conduct 

research in the field of service quality in the service sector in general, and provide them with an insight into 

specific aspects of the theory of service quality in tourism and hotel management.   

Content of the subject 

Theoretical lectures: Emotional involvement in tourism and hotel management; Model SERVQUAL and its 

modifications in tourism and hotel management; Internal marketing as a factor of service orientation of 

employees; Relations with customers within the concept of total relationship marketing in tourism; 

Disposition factors of service orientation of employees; Service orientation of an organization as a factor of 

service orientation of employees. 

Practical part: Writing seminar papers in the field of service orientation of the employees - case study 

analysis. 
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Number of active classes  Theory: 4(60) Practice: 

Methods of delivering lectures 

Oral presentation, illustrative-demonstrative method. 

Evaluation of knowledge (maximum number of points 100) 

Project work 50 points; Oral exam 50 points 

Ways of testing the knowledge may vary: (written tests, oral exam, project presentation, seminars ets...... 

*maximum length 1 А4 page 

 
 


