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STATUS:  

COMMON COURSE NUMBER: 

  A   

COURSE TITLE: 

  HFT 1941   

CREDIT HOURS:  

  Operations and Service Practicum  

CONTACT HOURS BREAKDOWN: 

3  

Lecture/Discussion  

Lab    

16  

Other  

Contact Hours/Week  

240  

CATALOG COURSE DESCRIPTION: 

3  

Prerequisite: None 

Corequisite

This course requires practical work experience or participation in 
a formalized internship program in related disciplines in an 
approved segment of the hospitality/restaurant/travel industries 
and is coordinated with a weekly seminar.  Faculty makes regular 
appraisals of the learning progress through on-site visitations and 
consultation with supervisors.  Emphasis is placed on how the job 
relates to the satisfaction of customer needs.  In addition, the 
essence of the service transaction offered by the organization is 
analyzed, including both the tangible and intangible components. 

: None 

General Education Requirements - Associate of Arts Degree, meets Area(s):   
General Education Requirements - Associate in Science Degree, meets Area(s):   

UNIT TITLES: 

1. Job Analysis 
2. Organizing People Relations 
3. Training and Development 
4. Career Planning and Development 
5. The Character of Service 
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I. Course Overview

Upon successful completion of this course, the students should be 
able to describe the overall on-the-job training and development 
process and how it relates to customer service, as well as 
identify the factors and nature of career planning and the career 
planning process. 

: 

II. Units

Unit 1. Job Analysis 

: 

General Outcome

1.0 The students should be able to conduct a job 
analysis of their job. 

: 

Specific Learning Outcomes

Upon successful completion of this unit, the students 
should be able to: 

: 

1.1 Identify the physical and mental tasks the worker 
accomplished. 

1.2 Describe where the job is accomplished. 

1.3 Explain why the job is done. 

1.4 Describe the qualifications needed for the 
performance of the job. 
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Unit 2. Organizing People Relations 

General Outcome

2.0 The students should be able to report on the 
structure of relationships for accomplishing 
service at a profit and gaining maximum 
satisfaction for both clientele and employees. 

: 

Specific Learning Outcomes

Upon successful completion of this unit, the students 
should be able to: 

: 

2.1 Explain the objectives of the enterprise. 

2.2 Detail and describe the lines of communication, 
authority, responsibility and accountability. 

2.3 Describe the manner in which their jobs are 
related to other jobs. 
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Unit 3. Training and Development 

General Outcome

3.0 The students should be able to report on the planned 
effort of management to improve competency levels and 
the organizational performance as it relates to 
productivity, profitability, service, and customer 
satisfaction. 

: 

Specific Learning Outcomes

Upon successful completion of this unit, the students 
should be able to: 

: 

3.1 Describe the primary purpose of training and develop-
ment. 

3.2 Describe how employees' skills can be upgraded in 
anticipation of their achieving higher positions in 
the organization. 

3.3 Identify and describe the goals and objectives of a 
training and development program and how the program 
is evaluated to see if the goals and objectives are 
being met. 

3.4 Describe how to determine training and development 
needs. 
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Unit 4. Career Planning and Development 

General Outcome

4.0 The students should be able to report on the flexible 
lines of progression through which employees 
typically move (career paths) and the formalized 
approach (career development) taken by the 
organization to ensure that people with the proper 
qualifications and experience are available when 
needed. 

: 

Specific Learning Outcomes

Upon successful completion of this unit, the students 
should be able to: 

: 

4.1 Describe how employees' personal development needs 
are satisfied. 

4.2 Identify career alternatives. 

4.3 Describe educational and experience requirements for 
a career change. 

4.4 Describe how effective development of available 
talent may be achieved. 
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Unit 5. The Character of Service 

General Outcome

5.0 The students should be able to report on the nature 
of the service transaction and how it affects the 
customers' understanding of quality. 

: 

Specific Learning Outcomes

Upon successful completion of this unit, the students 
should be able to: 

: 

5.1 Describe the impact of service on repeat sales and 
referrals. 

5.2 Describe staffing strategies to meet the expectations 
of customers. 

5.3 Describe how the quality of service can be controlled 
by specifying service levels and standards. 

5.4 Identify the organization's "service persona." 
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Special Student Projects

Five (5) written reports (one for each unit). 

: 

 


