 《服务业人力资源管理（双语）》课程教学大纲
一、课程基本信息

课程代码：16174603
课程名称：服务业人力资源管理

英文名称：Human Resource  Management in Service Industry
课程类别：专业课

学时：54

学分：3

适用对象：旅游管理专业、酒店管理专业、会展管理专业本科生

考核方式：考试

先修课程：管理学，服务管理

二、 课程简介

如何提升人力资源管理工作的水平，增强服务业的竞争力，是当前服务业面临的任务和挑战。也是服务业人力资源管理门课的宗旨.《服务业人力资源管理》是一门广泛吸收多学科知识的交叉学科，具有很强的实践性和应用性。它从管理学、社会学和心理学等学科角度出发，帮助学生了解人力资源管理对于组织的重要性以及它对服务业获得和维持竞争优势所做的贡献。本课程从人力资源管理“选用育留”几大模块展开结合服务业人力资源管理的特点，介绍人力资源管理相关理论并分析其在服务业中的应用。使同学们具备一定的专业素养并能够理论联系实际。
Human resource management is the important part of management, and the foundation of other specialized management. With regard to tourism organizations, how to improve the management level of human resource management to add competitive power to tourism organizations is not only a big task and challenge but also the aim of this course. Human Resource  Management in Service Industry is an intersected and frontier discipline with strong practicality  which widely absorbs knowledge from many discipline. From the angles of management, sociology and psychology, it helps students to understand the importance of human resource management in service industry and its contribution to obtaining and maintaining the competitive advantage of Service Industry. This course mainly discusses the basic theory of human resource management： human resource strategy, job analysis，human resource planning, recruiting, training, performance appraisal, compensation management, exit management in Service Industry..

三、课程性质与教学目的
《服务业人力资源管理》是一门专业课程，通过本课程学习使学生在社会主义核心价值观指导下树立正确的择业观、诚实守信，敬业，干一行爱一行。同时在全球化背景下人力资源管理实践中求同存异，互相学习提高。具备一定的人力资源管理专业知识，能够运用这些专业知识解决服务业人力资源管理中的一些问题。 学生具备一定的分析问题解决问题的能力，针对服务业中人力资源管理遇到的问题，结合中国国情和管理实践能够创造性提出一些解决方案。
The Syllabus of Human Resources Management in Service Industry 

Ⅰ Briefs of the Course 

Course Name:  Human Resource Management in Service Industry

Course Code : 16174603
Credit:  3 credits 

Status:   Compulsory

Applied：Hotel Management Students, Tourism Management Students

Academic Credits：  48 
Prerequisite: Management, Service Industry 

Ⅱ Course Description 

This course aims to examine various ways of applying theories and practices of human resources management in the service industry. It also aims to identify major issues in the human resources field, analyzes and synthesizes various practices of handling human resources, and maximize organizational productivity in service industry, facilitates an understanding of the policies, procedures, and systems required to attract, select, develop, and retain quality employees. Students learn about the major environmental factors that affect the HR function, including legislation, economics, and demographics. The course emphasizes HR issues in the service industry. Instruction is based on lecture and discussion as well as case analysis and project work
III  Contents & Requirements

Part I  Brief Introduction to the Service Industry and Human Resource Management
CHAPTER 1  Changing Nature of Human Resource Management

I.  Learning Objectives 

1. Explain what HRM is and how it relates to the management process.

2. Compare the HR responsibilities of line and staff managers.

3. Explain the changing role of HR managers

4. Discuss the changing environment of HRM

II.  Contents

Definition of HRM 

The importance of HRM

Line manager’s HR duties

The changing environment of HRM

The nature of service industry.

Seek common ground while reserving differences and carry forward Chinese characteristics in HRM
III Questions and Applications

Why HRM is important to mangers of service industry?
CHAPTER 2  Strategic Human Resource Management 

I . Learning Objectives:
1. Outline the steps in the strategic management process.

2. Explain and give examples of each type of company-wide strategy.

II. Contents
HR’s Strategic Challenges

The Strategic Management Process

HR and Competitive Advantage

Strategic Human Resource Management

HR’s Strategic Roles

III Questions and applications 

1.Define and give at least two examples of the cost leadership competitive strategy and the differentiation competitive strategy.   

2. Explain how HR can help a hotel create its competitive advantage. 
PART TWO   RECRUITMENT AND PLACEMENT

Chapter 3 Job analysis 
I  Learning Objectives:
1. Discuss the nature of job analysis (what it is and how it is used)

2. Know how to collect job analysis information, including interview, questionnaire, observation and participant’s diary

3. Write job descriptions, job summaries and job specifications

4. Explain what job analysis is, what it means and how it is done in practice

II Contents:

The Nature of Job Analysis

 Uses of Job Analysis Information

Steps in Job Analysis

Methods of Collecting Job Analysis Information

Writing Job Descriptions ，Job Specifications

 limitations of job analysis

III Questions and applications

1. Working individually or in groups, develop a job description for the manager of restaurant.  Based on that, use your judgement to develop a job specification.  Compare your conclusions with those of other students or groups.  Were there any significant differences?  What do you think accounted for the differences?

2. What are uses of job analysis？

CHAPTER 4  Recruitment

I  Learning Objectives:

Specify the strategic decisions that must be made regarding recruiting.

Compare internal and external sources of candidates for tourism and hotel industry.
Discuss why more employers are using flexible staffing for recruiting.

Outline a typical recruiting process and identify legal considerations affecting recruiting.

Identify three internal sources for recruiting.

List and briefly discuss five external recruiting sources for tourism and hotel industry.

Discuss three factors to consider when evaluating recruiting efforts.

How to understand the “right employee are our most important asset”? what does right mean? For our students how to set up right values when we apply for jobs?

II Contents 

Planning and Forecasting: Forecasting Personnel Needs Forecasting the Supply of Internal Candidates  Forecasting the Supply of External Candidates

Effective Recruiting

Internal Sources of Candidates：Finding Internal Candidates

External Sources of Candidates

Developing and Using Application Forms

III Questions and applications

1.Working individually or in groups, find at least 5 employment ads of hotel either on the Internet or in a local newspaper and analyze them.

2. Why do companies need to recruit from outside?
3. What are advantages and disadvantages of internal recruiting?
CHAPTER 5 Selecting and Placing Human Resources
Learning Objectives:

1. Define selection and explain the use of selection criteria and predictors.

2. Diagram the sequence of a typical selection process for tourism and hotel industry.
3. Discuss the reception and application phases of the  selection process.

4. Construct a guide for conducting a selection interview for service industry.

5. List some tests used for employee selection, and explain how to use them.

6.Discuss the selection criteria in China.

II Contents

Basic Testing Concepts

Types of Tests

Work Samples and Simulations: Work Sampling for Employee Selection,

   Management Assessment Centers

Video-Based Situational Testing

The Miniature Job Training and Evaluation Approach

III Questions and applications

Why careful selection is important for service industry?

Part III  TRAINING AND DEVELOPMENT
CHAPTER 6 Training Human Resources
I  Learning Objectives:

1.Define training and identify two types of training in service industry..

2. Discuss at least four learning principles that relate to training.

3. Describe four characteristics of an effective orientation system for service  industry.

4. Discuss the three major phases of a training system.

5. Identify three ways to determine training needs.
6. List and discuss at least four training approaches.

7. Give a hospitality example for each level of training evaluation.

II  Contents

Orienting Employees

The Training Process

Analyzing Training Needs

Task Analysis: Assess New Employees’ Training Needs

Performance Analysis: Assess Current Employees’ Training Needs

Training Methods

What is Management Development?

Using Organizational Development

Evaluating the Training Effort

III Questions and applications

1. "A good orientation program is essential for all new employees, whether they have experience or not."  Explain why you agree or disagree with this statement.  

2. Do you think job rotation is a good method to use for developing management trainees of service industry?  Why or why not?

CHAPTER 7  Performance Management and Appraisal

I  Learning Objectives:
1. Describe the appraisal process.

2. Develop, evaluate, and administer four performance appraisal tools.

3. Explain the problems in appraising performance.

4. Discuss pros and cons of six appraisal methods.

5. Perform an effective appraisal interview.

6. Discuss the pros and cons of using different raters to appraise a person’s performance.

7. Discuss the history of performance appraisal during Chinese Sui and Tang dynasty.
II Contents

Performance management and performance appraisal

The characteristic of performance appraisal in service industry

Performance management process 

Appraisal methods, 

Appraisal performance problems and solutions

The appraisal interview.

III Questions and applications

1. Explain the problems to be avoided in appraising performance.
2. Answer the question:  "How would you get the interviewee to talk during an appraisal interview?

3. Working individually or in groups, develop a graphic rating scale for the following jobs:  front office receptionist of an hotel , waiter in FB department .

CHAPTER 8  Managing Careers
I  Learning Objectives:
1. Compare  a company’s traditional and career planning-oriented HR focuses

2. Explain the role of the employee, manager and company in career development of the employee

3. Describe the issues to consider when making promotion decisions

4. Answer the question: How can career development foster employee commitment?

II  Contents

The Basics of Career Management Career Development
Roles in Career Development 
Managing Promotions and Transfers

Enhancing Diversity Through Career Development
Career Management and Employee Commitment

The New Psychological Contract

Commitment-Oriented Career Development Efforts
III Questions and applications
1. What is the employee’s role in the career development process?  The manager’s role?  The employer’s role?

2. Describe the specific corporate career development initiatives that the employer can take.

3. Write a one-page essay stating “where I would like to be career-wise 10 years from today.”

PART IV COMPENCATION 

CHAPTER 9 Establishing Strategic Pay Plans
I  Learning Objectives:

1. Explain the basic factors in determining pay rates

2. Explain in detail how to establish pay rates

3. Explain how to price managerial and professional jobs

4. Discuss current trends in compensation

II  Contents

Determining Pay Rates
Establishing Pay Rates
Pricing Managerial and Professional Jobs 
Competency-Based Pay
Other Compensation Trends
Government Guidelines on Wages
Minimum Wages in Asian Countries

III Questions and applications

1. How to  reward  managerial and professional Jobs in service industry?
2. Do small companies need to develop a pay plan?  Why or why not?  
3. Working individually or in groups, conduct salary surveys for the following positions:  entry-level chef  and entry-level tour guide.  What sources did you use, and what conclusions did you reach?  If you were the HR manager for a local tourism company, what would you recommend that you pay for each job?  

CHAPTER 10  Pay for Perform And Financial Incentives

I  Learning Objectives:

1. Discuss main incentives for individual employees

2. Discuss pros and cons of incentives for salespeople

3. Discuss the most popular organization-wide variable pay plans

4. Describe incentives for managers and executives

5. Outline steps in developing effective incentive plans

6. Discuss the incentive plans of some Asian companies

II Contents

Money and Motivation:  An Introduction

Performance and Pay

Psychological Needs and Intrinsic vs. Extrinsic Motivation

Types of Incentive Plans

Incentives for Managers and Executives

III Questions and applications

1. Compare and contrast six types of incentive plans.

2. What is merit pay?  Do you think it's a good idea to award employees merit raises?  Why or why not?

Part V  EMPLOYEE RELATIONS

CHAPTER 11  Managing Global Human Resources

I  Learning Objectives:

1. List the HR challenges of international business

2. Illustrate how inter-country differences affect HRM

3. Discuss the global differences and similarities in HR practices

4. Explain five ways to improve international assignments through selection

5. Discuss how to train and maintain international employees

II   Contents
HR and the Internationalization of Business

Global Differences and Similarities in HR Practice
How to Implement a Global HR System
Staffing the Global Organization

Training and Maintaining Expatriate Employees

III Questions and applications

1. What are some of the specific uniquely international activities an international HR manager typically engages in?

2. What inter-country differences affect HRM?  Give several examples of how each may specifically affect HRM.

3. What special training do overseas candidates need?  In what ways is such training similar to and different from traditional diversity training?
IV  Teaching scheme

	Content
	Lecture
	Case study
	Practice

	CHAPTER 1  Changing Nature of Human Resource Management


	2
	1
	 

	CHAPTER 2  Strategic Human Resource Management 


	2
	 1
	 

	Chapter 3 Job analysis 
	3
	
	 3

	CHAPTER 4  Recruitment
	3
	1
	 

	CHAPTER 5 Selecting and Placing Human Resources
Learning Objectives:
	3
	 
	 3

	CHAPTER 6 Training Human Resources
	3
	 1
	 

	CHAPTER 7  Performance Management and Appraisal
	4
	 2
	 

	CHAPTER 8  Managing Careers
	2
	1
	 

	CHAPTER 9 Establishing Strategic Pay Plans
	3
	1
	

	CHAPTER 10  Pay for Perform And Financial Incentives
	3
	
	3

	CHAPTER 11  Managing Global Human Resources
	3
	
	

	Total
	31
	8
	9


V  Assessment Weighting 

Continuous Assessment  40% 

Examination     60%
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