
COURSE DESCRIPTION
1. GENERAL
SCHOOL ECONOMIC SCIENCES

DEPARTMENT TOURISM

LEVEL Undergraduate

COURSE CODE MNG190 SEMESTER 6th

COURSE TITLE Total Quality Management in the Tourism Industry

INDEPENDENT TEACHING ACTIVITIES WEEKLY TEACHING
HOURS

ECTS

Lectures 4 5

COURSE CATEGORY Specific Background

COURSE TYPE Elective

PREREQUISITES  -

LANGUAGE OF TEACHING
AND EXAMINATIONS

Greek

THE COURSE IS OFFERED
TO ERASMUS STUDENTS

URL https://tourism.ionio.gr/en/undergraduate-studies/courses/1209/

ECLASS

2. TEACHING RESULTS
Teaching Results
On successful completion of this course, students will be able to:

Understand the basic concepts and principles of TQM.
Identify the basic differences between the ‘traditional’ management system and TQM.
Associate TQM with human resources management and innovation.
Know the international / domestic standardization, certification and accreditation agencies, the main ISO
standards, and the HACCP system.
Assess the key quality improvement techniques.
Grasp the characteristics of an effective quality manager.
Implement TQM principles in tourism businesses.

General Skills

3. CONTENT
The objective of this course is to provide students with a theoretical understanding of Total Quality issues, so as to be
able to address business needs in this area. In this course, students are given the opportunity to become familiar with
the basic concepts of Total Quality Management (TQM), quality assurance-management systems, ISO 9000, ISO
14OOO and ISO 22000 standards and the HACCP system, application of Total Quality principles in Greek tourism
businesses, key quality improvement techniques, customer satisfaction indices, benchmarking as another tool for
achieving quality standards, and the characteristics of a modern quality manager. 

Week 1: Basic introductory concepts (quality, cost of quality, total quality, TQM)

Week 2: Basic introductory concepts (‘traditional’ management system versus TQM, quality circles) – Total Quality
Prizes / Awards, EFQM - Excellence Model

Week 3: Total Quality Management in the public sector

Week 4: Quality and the human factor
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Week 5: Quality in the case of Greece – Hellenic Organization for Standardization (ELOT) and the Hellenic
Accreditation System (ESYD)

Week 6: Quality and innovation

Week 7: Key quality improvement techniques and statistical process control (SPC)

Week 8: Quality assurance / management systems – ISO and ISO 9000 family standards

Week 9: ISO 14000 family standards – HACCP system and ISO 22000 standard

Week 10: Customer Satisfaction Indices (CSI)

Week 11: TQM and Business Process Reengineering (BPR)

Week 12: Total Productive Maintenance (TPM) and benchmarking

Week 13: A good and effective manager

4. TEACHING AND LEARNING METHODS - EVALUATION
TEACHING METHOD

USE OF INFORMATION AND COMMUNICATION
TECHNOLOGIES

Use of ICTs in Teaching: Using presentation
software (power point) in face-to-face lectures, use
of asynchronous online learning (uploading
educational material on the course’s open eclass
platform).
Use of ICTs in Communication: Using the open
eclass platform (uploading announcements,
responding to students’ messages, etc.) and
email.

TEACHING STRUCTURE Activity Semester Workload
Lectures 52
Literature Study and
Analysis

73

Course Total (ECTS: 5) 125

EVALUATION OF STUDENTS Written final exam with multiple choice questions. 
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