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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Guest Contact / Guest Contact

Ders Kodu / Course Code

0TOI288

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 4.00
Haftalik Ders Saati (Kuramsal) / 3.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00
Hours For Week (Laboratory)

Dersin Verildigi Yl / Year 2

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

On Kosul Yoktur

No Prerequisites

Amaci / Purpose

Bu ders ile 6grenciye temel olarak konukla iletisimi saglamaya yonelik yeterliklerin
kazandinimasi amacglanmaktadir. Ayrica konuk memnuniyetini saglayabilmek igin iletisim
araclarini etkili bir sekilde kullanilabilmesi hedeflenmektedir.

This course aims to provide the student with basic competencies for communicating
with guests. In addition, it is aimed to use communication tools effectively to ensure
guest satisfaction.

igerigi / Content

Ders icerigi kapsaminda otel isletmelerinde misafir/konuklarla iletisim becerilerini
saglamaya yonelik konular bulunmaktadir. Bunlar; iletisim araglarini kullanmak, etkili
iletisim kurmak, olagan disi durumlara gére davranmak, konuklarla memnuniyeti artirmaya
yonelik iletisimi saglamak, kultir farklarina bilmektir.

The course content includes topics aimed at providing communication skills with
guests in hotel businesses. These; Using communication tools, communicating
effectively, acting according to unusual situations, communicating with guests to
increase satisfaction, and knowing cultural differences.

Onerilen Diger Hususlar /
Recommended Other
Considerations

Staj Durumu / Internship Status

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)




OGRENME GIKTILARI / LEARNING OUTCOMES

Konukla iletisim kurma kapsaminda gerekli iletigim araclarni kullanabilmek. gBliiarg-able to use the necessary communication tools within the scope of communicating with the
Turizm isletmelerinde konuklarla etkili iletisim kurmak. To communicate effectively with guests in tourism businesses.

Olagan disi durumlarda nasil davranmasi gerektigini bilmek. Knowing how to act in extraordinary situations.

Farkli kiiltirlere gore etkili iletisim kurabilmek. To be able to communicate effectively across different cultures.

Konuk istek ve sikayetlerinin alinmasi ve ¢oziilmesi slrelerini ydnetebilmek. Being able to manage the time it takes to receive and resolve guest requests and complaints.

HAFTALIK DERS iCERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
Konuk, misafir ve musteri kavramin tartisiimasi ve konukla iletisimin
1 A )
énemi.
Discussion of the concepts of guest, guest and customer and the
importance of communication with the guest.
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Misafir iligkileri yonetimi kavrami.
Guest relations management concept.
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Misafir iligkileri yonetimi (CRM) siireci
Guest relationship management (CRM) process
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Misafir iligkileri yonetiminde teknolojinin kullanim alanlari.
Usage areas of technology in guest relations management.
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Konukla iletisimde s6zlu iletisim.

Verbal communication in communicating with the guest.
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Konukla iletisimde yazil iletisim.
Written communication in communication with the guest.
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Ara sinav
Midterm
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Konukla iletisimde sdzstiz iletisim (beden dili)
Nonverbal communication (body language) in communicating with
the guest
. . Ogretim Yontem ve .. .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
9 Konaklama endiistrisinde olagan disi durumlar.
Unusual situations in the hospitality industry.
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Olagan digi durumlara yonelik géztimler.
Solutions for extraordinary situations.
. . gretim Yont N -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Konuk tipleri ve davraniglari.

Guest types and behavior.
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Konuk istek ve sikayetlerinin alinmasi.
Receiving guest requests and complaints.
Ogretim Yontem ve - -
Teorik Dersler / Theoretical Uygulama Lab Tgknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
13 Sikayetlerin ¢oziimlenmesi.
Resolving complaints.
Ogretim Yontem ve . o
Teorik Dersler / Theoretical Uygulama Lab Tgknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
14 Konaklama igletmelerinde gizlilik politikalar.

Privacy policies in accommodation establishments.
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities Nun}llber Percentage of
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities Nun¥ber Percentage of
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 1 20.00 20.00
Final Sinavi / Final Examination 1 1.00 1.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 1 38.00 38.00
Soru-Yanit / Question-Answer 4 10.00 40.00
Toplam / Total: 8 70.00 100.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 25.00 (Saat/AKTS) = 100.00/25.00 = 4.00 ~ 4.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 100.00 / 25.00 = 4.00 ~ 4.00
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilar / Program Outcomes
Hzailifg QUERES 111 (112113 [1.14 [ 115 [ 116 | 1.1.7 [1.1.8 | 1.1.9 [1.1.10[1.1.11[1.1.12[1.1.13|1.1.14

1.Konukla iletisim kurma
kapsaminda gerekli iletisim
araclarini kullanabilmek. /
Being able to use the 1 1 5 1 1 5 1 1 1 1 1 1 1 1
necessary communication tools
within the scope of
communicating with the guest.

2.Turizm isletmelerinde
konuklarla etkili iletisim
kurmak. / To communicate 1 1 5 1 1 5 1 1 1 1 1 1 1 1
effectively with guests in
tourism businesses.

3.0lagan disi durumlarda nasil
davranmasi gerektigini 1 1
bilmek. / Knowing how to act in
extraordinary situations.

4.Farkh kultirlere gore etkili
iletisim kurabilmek. / To be 1 1
able to communicate effectively
across different cultures.

5.Konuk istek ve sikayetlerinin
alinmasi ve ¢ozulmesi
surelerini ydnetebilmek. / Being

o 1 1
able to manage the time it
takes to receive and resolve
guest requests and complaints.

Katki Dlizeyi / Contribution Level : 1-Cok Duisiik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yiksek / High, 5-Cok Yiiksek / Very high
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