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STUDY (S)

Degree Center Acad. year Period
2179 - Master's Degree in Physical Activity and Facultat de Ciencies de 1 First quarter
Sport Management I'Activitat Fisica i Esports q
SUBJECT-MATTER

Degree Subject-matter Character

2179 - Master's Degree in Physical Activity and Service quality in sports COMPULSORY

Sport Management management

COORDINATION

NUNEZ POMAR JUAN MANUEL

SUMMARY

PREVIOUS KNOWLEDGE

RELATIONSHIP TO OTHER SUBJECTS OF THE SAME DEGREE

There are no specified enroliment restrictions with other subjects of the curriculum.

OTHER REQUIREMENTS

COMPETENCES / LEARNING OUTCOMES

2179 - Master's Degree in Physical Activity and Sport Management

Comprender y actuar para minimizar el impacto que la organizacién de eventos y actividades fisico-
deportivas tiene en el medio ambiente.

Comprender y respetar la diversidad de gustos, intereses y capacidades en la gestion y promocion de la
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actividad fisica.

Conocer, comprender y aplicar los tipos de disefio, instrumentos y analisis de datos adaptados al ambito
de la gestion de la actividad fisica y el deporte.

Conocer las principales variables que influyen en el comportamiento del consumidor-usuario de servicios
deportivos.

Conocer y actuar dentro de los principios éticos y deontoldgicos necesarios para el correcto ejercicio
profesional asi como de responsabilidad en las actuaciones.

Conocer y saber aplicar las habilidades de liderazgo, de comunicacién y relacion interpersonal.

Conocer y saber aplicar los distintos sistemas de calidad en las diferentes organizaciones de la actividad
fisica y del deporte.

Desarrollar la capacidad de adaptacién a nuevas situaciones asi como de un aprendizaje constante
auténomo y diversificado.

Desarrollar la capacidad de analisis, de toma de decisiones y de resolver problemas de forma eficiente.
Facilitar la transferencia de conocimientos tedricos a la practica profesional de la gestion el deporte.
Fomentar entre los estudiantes la aplicacion de los métodos de investigacion a la gestion del deporte.

Fomentar la igualdad entre hombres y mujeres a través de la gestion y organizacién de la actividad fisico-
deportiva.

Know how to apply acquired knowledge and problem-solving skills in new or unfamiliar environments
within broader (or multidisciplinary) contexts related to their area of study.

Organizar, dirigir, planificar y evaluar en cualquier situacién de forma eficiente.
Saber analizar y evaluar la calidad de servicio de entidades deportivas

Students should possess and understand foundational knowledge that enables original thinking and
research in the field.

DESCRIPTION OF CONTENTS

Service Quality in Sport Management

This course aims to provide students with an understanding of the importance of service quality in sport
management, as well as the main quality management and evaluation models used in the sport sector. In
addition to the theoretical study of the concepts presented in class, students will work on practical case
studies designed to help them develop the skills needed to address situations they may encounter in their
future professional careers.
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The course is structured around the following topics:

The importance of quality and customer orientation.

Quality management models: ISO and the EFQM Excellence Model.

Perceived service quality and customer satisfaction.

The analysis and evaluation of service quality in sport facilities and sport services.

N~

WORKLOAD
PRESENCIAL ACTIVITIES
Activity Hours
Theoretical and practical classes 18,00
Total hours 18,00
NON PRESENCIAL ACTIVITIES
Activity Hours
Attendance at other activities 0,00
Individual or group project 0,00
Independent study and work 30,00
Preparation of lessons 7,00
Preparation for assessment activities 8,00
Resolution of case studies 0,00
Total hours 45,00

TEACHING METHODOLOGY

+ Face-to-face lectures delivered by the teaching staff to present the theoretical content of the
course.

+ Small-group discussions, with or without the participation of the teaching staff (generally during
seminars).
Independent or supervised individual study time, typically devoted to preparing assignments or
studying for assessments.

« Individual tutorial meetings with the lecturer.

EVALUATION

Examination of the contents of the theoretical and practical classes. Maximum value: 60% of the final
grade.

Performance of a practical case study in groups or individually to assess the degree of mastery of the
competences. Maximum value: 40% of the final grade.

Students are reminded that the literal copying, in whole or in part, of other people's works, presenting them
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as their own, will be considered unacceptable conduct in the academic environment. On the other hand, and
according to the Law of Intellectual Property, total or partial reproductions of other people's works are
usually forbidden, and non-compliance may lead to the corresponding criminal offences.

In all cases, assessment shall comply with the University of Valencia Grading Regulations (ACGUV

12/2004) (http://www.uv.es/graus/normatives/reglament_gqualificacions.pdf).

Article 13(d) of the University Student Statute (RD 1791/2012, of 30 December) shall also apply with regard
to fraudulent practices in assessment procedures. According to Article 13(d) of the University Student
Statute, students must refrain from using or cooperating in the use of fraudulent procedures in assessment
tests, coursework, or official university documents.

Teaching staff shall use the resources available at the University of Valencia to verify whether plagiarism or
total or partial copying has occurred. If plagiarism or copying is detected, the student shall receive a failing
grade in the course, and the disciplinary measures established under the current regulations shall be
initiated.

In cases of fraudulent practices, the procedures established in the University of Valencia Protocol for
Action in Cases of Fraudulent Practices (ACGUV 123/2020) shall apply:

https://www.uv.es/sgeneral/Protocols/C83sp.pdf.

The final course grade shall be governed by the University of Valencia Regulations on Assessment and
Grading for Bachelor's and Master's Degrees (ACGUV 108/2017 of 30 May 2017):

http://www.uv.es/graus/normatives/2017_108_Reglament_avaluacio_qualificacio.pdf.

The use of Artificial Intelligence (Al) or other technological tools in coursework must be properly justified
and explained in the corresponding appendix. The use of such tools without the required explanation shall
result in an automatic fail for the relevant assignment, and the disciplinary measures established under the
current regulations shall be initiated.

The course grade shall be subject to the provisions of the University of Valencia Regulations on
Assessment and Grading for Bachelor's and Master's Degrees (ACGUV 108/2017 of 30 May 2017):
http://www.uv.es/graus/normatives/2017_108_reglament_avaluacio_qualificacio.pdf.

Al Use Declaration

Authors must explicitly declare the use of any Al tool in their work. This declaration must be included in the
section entitled "Al Use Declaration” within the Appendices, after the references.

1. Authors must provide the following information:

« Name and version of the Al tool(s) used.
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+ A brief description of how the Al was used, for example, to generate parts of the text, assist with
the literature review, edit or revise the draft, analyze data, perform translation, or carry out other
functions.

2. Citation

Authors must properly cite the Al tool used in the references section, following the journal's standard
citation format. For example:

OpenAl. (2024). ChatGPT GPT-4o [Large language model]. https://chat.openai.com/chat
Anthropic. (2024). Claude 3.5 Sonnet [Large language model]. https://www.claude.ai/

3. Limits on use

+ Generative Al must not be used to create or manipulate research data.
+  The use of Al does not exempt authors from responsibility for the content of their manuscript.

+ Authors must carefully review and edit any Al-generated text to ensure its accuracy and
relevance, particularly in view of the risk of hallucinations associated with generative Al.

The University regulations governing the appeal of examination results shall apply

p>
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