Tamkang University Academic Year 114, 1st Semester Course Syllabus

CUSTOMER RELATIONSHIP MANAGEMENT
CourseTitle | (CRM) Instructor | WU, CHE-HAN
TRBXB3A + General Course
Course Class DEPARTMENT OF INTERNATIONAL TOURISM Details * Selective
MANAGEMENT (ENGLISH-TAUGHT PROGRAM), ¢ One Semester
3A + 3 Credits

SDG4 Quality education
SDG5 Gender equality

Relevance

to SDGs o .
SDG10 Reducing inequalities

SDG16 Peace, justice and strong institutions

Departmental Aim of Education

To develop talented managers with international competitive advantage in the tourism
industry.

Subject Departmental core competences

A. Ability to analyze and solve problems.(ratio:30.00)
B. Ability to communicate in English.(ratio:5.00)

C. Proper service and work attitude.(ratio:15.00)

D. Tourism management knowledge.(ratio:20.00)

E. Tourism management skills.(ratio:30.00)

Subject Schoolwide essential virtues

1. A global perspective. (ratio:15.00)

2. Information literacy. (ratio:5.00)

3. A vision for the future. (ratio:15.00)

4. Moral integrity. (ratio:15.00)

5. Independent thinking. (ratio:15.00)

6. A cheerful attitude and healthy lifestyle. (ratio:10.00)
7. A spirit of teamwork and dedication. (ratio:15.00)

8. A sense of aesthetic appreciation. (ratio:10.00)




This class will teach the basic knowledge of guest relation service (B & R7).
We will learn:

*  What service is

Course +  How to enhance guest experience

Introduction | Prerequisite: Must get approval from the department (B2 % EHEIE 4 BEER).

The correspondences between the course's instructional objectives and the cognitive, affective,
and psychomotor objectives.
Differentiate the various objective methods among the cognitive, affective and psychomotor
domains of the course's instructional objectives.

L. Cognitive : Emphasis upon the study of various kinds of knowledge in the cognition of
the course's veracity, conception, procedures, outcomes, etc.
I Affective : Emphasis upon the study of various kinds of knowledge in the course's appeal,
morals, attitude, conviction, values, etc.
IIL.Psychomotor: Emphasis upon the study of the course's physical activity and technical
manipulation.

Teaching Objectives objective methods
No.
1| (1) Learn the basic service (EfEIRFEFEA) Cogpnitive
(2) Be able to create memorable experience (Bli&# =52 5R).
The correspondences of teaching objectives : core competences, essential virtues, teaching methods, and assessment
Core Competences Essential Virtues Teaching Methods Assessment
No.
1| ABCDE 12345678 Lecture, Discussion, Practicum, Study Assignments,
Experience Discussion(including
classroom and online),
Practicum,
Report(including oral and
written), Activity
Participation
Course Schedule
Week Date Course Contents Note
114/09/15 ~ . . imin
1 10 Course Orientation RN 4
114/09/21
114/09/22 ~ - — e .
2 199/ BERBLTEBN Introduction to the Seven Elements
114/09/28
of Golden Service
114/09/29 ~ o B s - . .
3 19 BURIER R B2 E#Building Close Connections with
114/10/05
Customers




114/10/06 ~

4 National Holiday
114/10/12
114/10/13 ~ .
5 A BB 7] The Power of Customer Stories
114/10/19
114/10/20 ~ . .
6 40 National Holiday
114/10/26
114/10/27 ~ in . - .
7 Aoz B2 AE8BH B AERIR Building Close Connections
114/11/02
with Customers
R R Z RFEHIE Creating Opportunities for
114/11/09
Customer Service
o MM mmmesE  BIEEALER Developing Intuitive
114/11/16
Sensitivity: Reading Customer Needs
114/11/17 ~ .
10 y AP ¥R &5 Midterm Report
114/11/23
114/11/24 ~ N - TN . .
11 iy BB AWM AZERE | 500 Putting Yourself in
114/11/30
Others’ Shoes: Empathy
114/12/01 ~ — o 1 b .
I fIf B E © S50 2% A f9Z5 1% Champion for Every
114/12/07
Customer: Willing to Be the Customer’ s Hero
114/12/08 ~ e .
13 | @A THE « 2RSS HESMOARTS Joy in Work:
114/12/14
Providing Customers with Delightful Service
114/12/15~ o " j=1m . -
14 e EaRAE | IRERBHHITEEMSTTEM Mission
114/12/21
Accomplished: Following Up on Service Execution and
Quality
114/12/22 ~ - e 1 e .
15 e RHEDEE  MEBETEARZRE A Taking
114/12/28
Initiative: Showing You Care About Customers’
Feelings
114/12/29 ~ . .
16 e Final Week of Diverse Assessments
115/01/04
17 HS/01/05~ Final Week of Diverse Assessments/Flexible Teaching
115/01/11
Week for Teachers
18 1012~ Flexible Teaching Week for Teachers
115/01/18

Key capabilities

self-directed learning
International mobility
Information Technology
Social Participation
Humanistic Caring
Problem solving

Interdisciplinary




Interdisciplinary

STEAM course (S:Science, T:Technology, E:Engineering, M:Math, A field:Integration of Art and
Humanist)

Competency-based education 'competency exploration' sustained competency or global
issues STEEP (Society, Technology, Economy, Environment, and Politics)

In addition to teaching content of the teacher's professional field, integrate other subjects or

invite experts and scholars in other fields to share knowledge or teaching

Distinctive
teaching

USR curriculum

Industry-university collaboration courses

Game-based learning courses

Project implementation course

Translation Teaching Course

Special/Problem-Based(PBL) Courses

Collaborative teaching (multiple teachers and business teachers in the school) course

Learning technologies (such as AR/VR etc.) incorporated to physical courses

Course Content

Gender Equality Education
Logical Thinking
Al application

Requirement

Textbooks and
Teaching Materials

Self-made teaching materials:Presentations, Videos, Worksheets
Using teaching materials from other writers:Presentations, Handouts, Videos, Worksheets

References
@ Attendance : 10.0 % 4 Mark of Usual : % 4 Midterm Exam: 10.0 %
Grading @ Final Exam: 20.0 %
Policy @ Other (Participation) :60.0 %
This syllabus may be uploaded at the website of Course Syllabus Management System at
https://web2. ais. tku. edu. tw/csp or through the link of Course Syllabus Upload posted
on the home page of TKU Office of Academic Affairs at
Note http://www. acad. tku. edu. tw/CS/main. php.
%" Adhere to the concept of intellectual property rights" and "Do not illegally
photocopy, download, or distribute." Using original textbooks is advised. It
is a crime to improperly photocopy others’ publications.
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