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Course Description

Multicultural-international issues in the hospitality industry. Historical, socioeconomic, cultural, and linguistic variables will be presented in relationship to these issues.

Hospitality is one of the oldest international businesses in the world.  For thousands of years lodging and food services businesses have provided services for international travelers.  Today, the globalization of hospitality business has created an inevitable consequence of having operations in multiple countries to serve customers in different culture.  Thus, there are needs for employees to develop knowledge of their multicultural customers. With the knowledge and understanding of the culture of their customers, employees will be better equipped to serve the needs of their guests.
Domestically, women, people of color, and immigrants now constitute the majority of new workforce entrants and will continue to represent an increasing large portion of the workforce in the US.  It was estimated that these three groups consist of 75 percent of the employees in the hospitality industry.  The Census Bureau reported that African American, Hispanics, and Asian Americans/Pacific Islanders consisted of 26 percent of the population.  This figure will grow to 36 percent by 2020 and to 47 percent by 2050.  In addition, the American population is getting older and younger at the mean time.  How would that affect the hospitality industry?
This course is design to provide an awareness to the challenges of diverse customers, company employees, and community that the hospitality industry is encountering. As a hospitality manager, not only we need to know and understand how cultural issues affect our operations, but also to train and educate our fellow employees to be cultural sensitive.  This course consists of three sections.  We will start with discussions about current demographic trends and issues.  Next, we will explore major cultural issues from a global business perspective. In the third section, we will learn how cultural issues affect hospitality businesses in different countries.
Learning Objectives

Upon completion of this course, students should be able to:

1. understand the meaning of hospitality in different cultures;

2. describe the demographic trends and how the workplace is changing;

3. identify multicultural issues in hospitality management;

4. demonstrate the cross cultural communication skills;

5. recognize and handle workplace diversity issues, such as ADA, women, sexual diversity, and elder workers;
6. describe the issues and challenges of overseas assignments;

7. demonstrate skills in planning and conducting a multicultural training program.
Textbooks

Moran, R. T., Harris, P. R., & Moran, S. V. (2007). Managing Cultural Differences, 7th ed., Burlington, MA: Elsevier Butterworth-Heinemann.
Recommended Book

Morrison, T. and Conaway, W.A. (2006). Kiss, Bow, or Shake Hands:  The Bestselling Guide to Doing Business in More Than 60 Countries. Adams Media Corporation. Available at www.amazon.com.
Readings

Asgary, N. & Walle, A. H. (2002). The cultural impact of globalization: economic activity and social change. Cross Cultural Management, 9(3), p. 59-75.
Boudreau, J. (2007). Valley’s new leaders coming from overseas. (Mercury News January 4, 2007) retrieved from www.mercurynews.com on January 7, 2007.

Business Week. (2006). Trouble at Toyota.  Retrieved from www.businessweek.com on May 30, 2006
Business Week. (1998). Is it harassment, or ‘le Flirt’? Sexual harassment European view. Retrieved from www.businessweek.com  on September 3, 2006. 

Eberstadt, N. (2004). Four Surprises in Global Demography. Retrieved from http://www.fpri.org/ww/0505.200407 .eberstadt.demography.html on August 10, 2004.
Harzing, A. W. (2001). An analysis of the functions of international transfers of managers in MNCs. Employee Relations, 23(6), p.581– 598.

James, F. J., & Romine, J., & Terry, P. R. (2002). Big city labor markets and immigrant economic performance. Policy Studies Journal, 30(1), p. 107-131.

Lashley, C. (2000). In search of hospitality: towards a theoretical framework. Hospitality Management, 19, 3-15.

Manley, B. (2000). Starwood promotes global growth, culture change.  Hotel Interactive. Retrieved from www.hotelinteractive.com on July 15, 2006.

Shay, J., & Tracey, B. (1997). Expatriate managers, Reasons for failure and implication for training. Cornell Hotel and Restaurant Administration Quarterly, February, p. 30-35. 

The Conference Board. (2004). Great global managers—They don’t come from the Great Powers.

The Conference Board. (2004). Limits to diversity. 

Wederspahn, G. M. (n.d.)  Proverbs: Windows into other cultures. www.intercultural-help.com/readings.htm. 
Vogl, F. (2006). Business ethics in the corporate governance era.  Keynote opening conference address of 2006 International Business Ethics Conference. Retrieved from www.seattleu.edu on January 15, 2007/1/23

Grading policy
	Assignment
	Points
	
	Point earned

	A. Participation
	10
	
	

	B. Quizzes
	20
	
	

	C. Immigrant interview paper
	10
	
	

	D. International grocery shopping
	10
	
	

	E. Multicultural workshop
	15
	
	

	F. Mid-term examination
	15
	
	

	G. Final examination
	20
	
	

	Total
	100
	
	


Final total percentage range and letter grade:


96 – 100
A+


93 – 95
A


90 – 92
A-


86 – 89
B+


83 – 85
B


80 – 82
B-


76 – 79
C+


73 – 75
C


70 – 72
C-


66 – 69 
D+


63 – 65
D


60 – 62
D-


59 and below
F

Explanation of Assignments

A. Participation

Participation in this course is expected.  To receive maximum benefit from this course, you are expected to attend all classes, come prepared, and actively participate in the discussion. Late arrival and early departure in class are marks of disrespect, unprofessional, and interrupt class.  Please be on time.  Evaluation of participation will be based on participation in class discussions and exercises, completion of reading assignments, review questions, discussion questions, and homework.  
B.   Quizzes


There are eleven quizzes.  You can drop the two lowest score quizzes.
C.  International Grocery Shopping Experience, 1,000 words
The objective of this assignment is to experience foods in different cultures. You are requested to visit at least three grocery stores and/or supermarkets of different cultures and compare them to the American supermarkets, i.e., Safeway, Albertson’s, Whole Foods, etc. Please try a variety of stores or supermarkets, e.g., European, Middle Eastern, Indian, Chinese, Vietnamese, Korean, Japanese, etc. Discuss your experience from a cultural perspective. Things to watch and compare: 1) the consumers—what do they buy? How do they buy? 2) What products and produces do these stores carry, for example, meats (chicken, pork, beef, lamb, etc.), seafood, vegetables, fruits, spices, etc.? How do they prepare them?

D.  Immigrant interview paper, 1000 words

Each student will interview two immigrants. Check the definition of immigrant.  One has been in the States for more than 10 years, and the other one has been in the States for less than three years.  Questions may include why do they come to the States? How do they adjust their life? Are there any cultural shocks? How do they see the old immigrants and new immigrants? What is their leisure life? Did leisure life help their transition?
E.  Multicultural workshop

Students in group of four will plan and deliver a 50-minute training workshop. Assume that you are hired by an international hospitality company to recruit a group of employees for a three years overseas assignment.  The topics should include hospitality industry in the assigned country, culture, language, foods, social life, work life, family life, leisure and recreation, etc.  You may use audio-visual aids, samples of foods, activities, etc. to enhance your training. Each group need to prepare a handout for your prospective employees covering the key training materials. Each group must submit ten final examination questions and answers that relate to core content of your presentation.  The format of your questions should include three true/false, four multiple choice, and three short answer questions.  Please read Johnson (2005) Top ten secrets for a successful workshop. Detail information will be given in class.
F.  Mid-term examination

The format may be true/false, multiple choice, short answer, or essay. The instructor will not administer make-up examinations unless there is an acceptable excuse.  If you know that you will not be able to take an exam during its scheduled time, please inform the instructor and make appropriate arrangement.

G.  Final examination

A comprehensive final examination will be given on the scheduled day.

COURSE POLICIES

Policies outlined in the University Catalog shall be enforced as defined. Further, instructor policies identified in this syllabus shall be the governing structure for this course and shall be enforced as defined. Plagiarism and cheating on examinations will be penalized to the fullest extent of University regulations.  Students are encouraged to take the plagiarism tutorial offered by the King Library, http://tutorials.sjlibrary.org/plagiarism/index.htm .  Please read the SJSU Academic Integrity Policy S04-12 at http://www2.sjsu.edu/senate/S04-12.pdf.

E-mail Announcements

The instructor will use e-mail to make course-related announcements. It is the student’s responsibility to provide the instructor with correct e-mail address and to read e-mail regularly. Please send an e-mail to yen_hspm101@yahoo.com after the first class meeting.  Please specify the e-mail account you will use in the e-mail.  Due to the current computer virus threats, when sending an e-mail to the instructor, please type your name and course number in the SUBJECT field.  The instructor will not read any unidentifiable e-mail.

Behavior during class period should reflect professional courtesy.  Please refrain from any unnecessary talking, deactivate any pagers and/or cell phones, conducting business not related to the course, and snoozing.

Assignments turned in after the due date without prior approval will not be acceptable.  Assignments must be typed and follow a consistent style (a word processor software program is recommended).  Professional "quality" for each of the assignments is the standard.  A deduction in grading will occur for sloppiness, grammatical, spelling, or typographical errors, or lack of proper APA format. 

Make-up exam will not be given.  Students with scheduling difficulties must make arrangements with the instructor prior to the exam. 

Positive Suggestions 

Please make a sincere attempt to arrive on time for each class. If there is a class prior to this one that requires that you be late, please see the instructor one week in advance about this problem. It is difficult to educate fellow classmates with constant interruptions at the door. Participate in class discussions. Hand in your best work. Ask questions. Make an appointment if you are having any problems. Be proud of your accomplishments. Do the readings weekly. Take charge of your education and strengthen your knowledge. It can only payoff. 

University, College, or Department Policy Information:


a) Academic integrity statement (from Office of Judicial Affairs):

“Your own commitment to learning, as evidenced by your enrollment at San José State University and the University’s Academic Integrity Policy requires you to be honest in all your academic course work. Faculty are required to report all infractions to the Office of Judicial Affairs.  The policy on academic integrity can be found at http://www2.sjsu.edu/senate/S04-12.pdf

b) Campus policy in compliance with the Americans with Disabilities Act:

“If you need course adaptations or accommodations because of a disability, or if you need special arrangements in case the building must be evacuated, please make an appointment with me as soon as possible, or see me during office hours. Presidential Directive 97-03 requires that students with disabilities register with DRC to establish a record of their disability.”

SAN JOSE STATE UNIVERSITY ACADEMIC INTEGRITY POLICY S04-12

The following is an excerpt from the SJSU Academic Integrity Policy S04-12.  You are encouraged to read the whole document at http://www2.sjsu.edu/senate/S04-12.pdf
The University emphasizes responsible citizenship and an understanding of ethical choices inherent in human development. Academic honesty and fairness foster ethical standards for all those who depend upon the integrity of the university, its courses, and its degrees. This policy sets the standards for such integrity and shall be used to inform students, faculty and staff of the university’s Academic Integrity Policy. The public is defrauded if faculty and/or students knowingly or unwittingly allow dishonest acts to be rewarded academically and the university’s degrees are compromised.

STUDENT ROLE

It is the role and obligation of each student to:

1. Know the rules that preserve academic integrity and abide by them at all times. This includes learning and following the particular rules associated with specific classes, exams and/or course assignments. Ignorance of these rules is not a defense to the charge of violating the Academic Integrity Policy.

2. Know what the consequences of violating the Academic Integrity Policy will be, student’s appeal rights, and the procedures to be followed in the appeal.

3. Foster academic integrity among peers.

FACULTY MEMBER ROLE

It is the role and obligation of each faculty member to:

1. Apprise classes of the Academic Integrity Policy and the ethical standards required in courses and the permissible procedures in class work and/or examinations. This information should be referenced in course syllabi (and other materials as appropriate).

2. Make every reasonable effort to foster honest academic conduct. Specifically, examinations should be appropriately proctored or monitored to prevent students from copying, from using non-cited resources, or exchanging information. Examinations and answers to examination questions should be secured in such a way that students cannot have prior access to them. Efforts should be made to give unique and varied assignments.

3. Take action against a student in accordance with this policy when the faculty member has supporting evidence that a student has violated the Academic Integrity Policy. 

4. Comply with the rules and standards of the Academic Integrity Policy.

Tentative Schedule

The instructor reserves the right to revise this tentative schedule in order to enhance the achievement of learning objectives.  Any revision will be announced in class and through e-mail.  It is the student’s responsibility to be aware of all classroom discussions, assignments, and changes in course requirements.

	Wk
	Day
	Date
	Topic and Readings

	1
	M
	8/27
	Introduction



	
	W
	8/29
	Ch. 1 Global leaders and culture

	2
	M
	9/3
	Labor Day No Class



	
	W
	9/5
	Domestic and international demographic shift 

Census Bureau, www.census.gov

Eberstadt (2004) Four surprises in global demography.

The problem of aging population

	3
	M
	9/10
	Ch. 2 Global leaders and communication

Wederspahn (n.d.) Proverbs: windows into other cultures.
Quiz - Ch. 1

	
	W
	9/12
	The global hospitality languages



	4
	M
	9/17
	Ch. 3 Global leadership in negotiations and alliances

Quiz - Ch. 2

	
	W
	9/19
	Ch. 4 Global leaders and the changing knowledge culture
Ch. 5 Global leaders learn from other management systems
Manley (2000) Starwood promotes global growth, cultural change

	5
	M
	9/24
	Ch. 6 Women as leaders in global business
Quiz – Chs. 3, 4, 5

	
	W
	9/26
	The issue of sexual harassment 

AB1825 California sexual harassment training requirement

Business Week. (1998). Is it harassment, or ‘le Flirt’?

Business Week. (2006). Trouble at Toyota

	6
	M
	10/1
	Special topic: Coffee

Quiz – Ch. 6


	
	W
	10/3
	Ch. 7 Managing diversity in the global work culture

Conference Board (2004) Limits to diversity.

	7
	M
	10/8
	Ch. 8 Effective performance in the global workplace

	
	W
	10/10
	Ch. 9 Leadership in creating cultural synergy

	8
	M
	10/15
	 Quiz – Chs 7, 8

	
	W
	10/17
	Ch. 10 Managing transitions and relocations in the global workplace

Conference Board (2004) Great global managers

Shay and Tracey (1997) Expatriate managers

Immigrants and expatriates 

	9
	M
	10/22
	Review
Quiz – Chs. 9, 10
Immigrant interview paper due and discussion

	
	W
	10/24
	Mid-term Examination



	10
	M
	10/29
	Multicultural workshop: China
Ch. 13 Doing business with Asians and Australians

	
	W
	10/31
	Multicultural workshop: Vietnam
Ch. 13 Doing business with Asians and Australians 

International Grocery Shopping experience due

	11
	M
	11/5
	Multicultural workshop: India
Ch. 13 Doing business with Asians and Australians

	
	W
	11/7
	Special topic: Tea

Quiz – Ch. 13

	12
	M
	11/12
	Veteran Day No Class

	
	W
	11/14
	Multicultural workshop: Saudi Arabia and Region
Ch. 11 Doing business with Middle Easterners

	13
	M
	11/19
	Multicultural workshop: South Africa
Ch. 15 Doing business with Africans

	
	W
	11/21
	Multicultural workshop: Russia
Ch. 14 Doing business with Europeans
Quiz – Ch. 11

	14
	M
	11/26
	Multicultural workshop: Italy
Ch. 14 Doing business with Europeans
Quiz – Ch. 15

	
	W
	11/28
	Special topic: Wine

	15
	M
	12/3
	Multicultural workshop: France
Ch. 14 Doing business with Europeans

	
	W
	12/5
	Multicultural workshop: Mexico
Ch. 12 Doing business with Latin Americans
Quiz – Ch. 14

	16
	M
	12/10
	Multicultural workshop: United States
Ch. 16 Doing business with North Americans
Quiz – Ch. 12


Final examination: Tuesday, December 18, 9:45 am to noon
Other suggested learning activities

1.  Visit Angel Island in San Francisco.

2.  Watch international programs on KTSF 26.

3.  Dine at different ethnic restaurants.
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