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CALENDARUL UNIVERSITAR
Academic calendar

Anul de Activitafi didactice Sesiuni de examene| Stagii Vacante
studii de :
racticd
Sem. I Sem. I1 Sem.I | Sem. II| Iarnd | Primivara Vara
Anul I Septembrie - februarie-mai decembrie - mai- ianuarie aprilie iulie-august
_ decembrie ianuarie iunie
Anul II septembrie - decembrie - mai- Sem. III ianuarie mai
octombrie ianuarie iunie noiembri
c-
decembri
e
Sem. IV
februarie
-martie
Total
saptamani
Total week
sl 24 15 6 6 12 6 2 9
HEZENb

-

MINIM CURRICULAR N DOMENIUL DE FORMARE PROFESIONALA - 1013 SERVICII HOTELIERE,

TURISM SI AGREMENT
MINIMUM CURRICULUM IN THE PROFESSIONAL EDUCATION FIELD - 1013 HOTEL SERVICES, TOURISM AND
LEISURE
Numairul de ore pe
Numir de ore tipuri de activitati/
Number of Hours Number of hours by o
types of activities 2 EU-J 2
Cod/ Denumirea unititii de curs/modulului seo| S8 . 25X S
Code Course/ Module 23| 2R x| 82 ° §| S
Total | S| Z§| 8| S 8|28| =8 E%
Towl | 55| 23| 55| 5|25 ET|28
R R IEEI LR
-] -
SS| 23 g~
»n S =
. s €xam
M.0.01 oore economicd | 180 | 9% | 9 | 30 | 6o en | 6
Economic theory exam
Management .
M.0.02 150 76 74 46 30 en 5
Management \ Siai
Teorie economica I1 exam
M.0.03 ; 150 76 74 30 46 en 5
Economic theory II g
. €xam
M.0.04 Finante 120 | 60 | 60 | 30 | 30 en | 4
Finance BE i
egs o €xam
M.0.05 Aazelocontabilityl 150 | 76 | 74 | 30 | 46 en | 5
Basics in Accounting .
. €xam
M.0.06 Marketing 150 | 74 | 76 | 30 | 44 en | 5
Marketing exam
Total 900 | 452 | 448 | 196 | 256 30




PLANUL PROCESULUI DE STUDII PE SEMESTRE/ANI DE STUDII

STUDY PROCESS PLAN FOR SEMESTERS / YEARS OF STUDIES

Cod/
Code

Denumirea unititii de curs/modulului
Course/ Module

Numar de ore
Number of Hours

Numairul de ore pe
tipuri de activititi/
Number of hours by

types of activities

Total
Total

Contact direct
Contact Hours

Studiu individual
Independent Work

Curs
Course

Seminar

Seminar

Practice/Laborator
Laboratories

Forma de evaluare

Assessment

Numar ECTS
ECTS Credits

ANUL

1/ 1st year

SEMESTRUL 1/1st Semester

F.0.01

Management in ospitalitate si turism
Hospitality and Tourism Management

180

46

30

16

€X.

F.0.02

Forme moderne de turism
Modern forms of tourism

180

46

134

16

30

€X.

F.0.03

Politici de marketing in ospitalitate si turism
Marketing policies in tourism and hospitality

180

44

136

14

30

€X.

F.0.04

Standarde de calitate si sustenabilitate in
turism si ospitalitate

Quality and sustainable strandards in
tourism and hospitality

180

44

136

30

14

€X.

S.0.05

Strategii de parteneriat i retele in turism
(Proiect de semestru)

Partnership strategies and networks in
tourism (Semester Project)

180

60

120

60

€X.

Total Sem. I
Total 1st Semester

900

240

660

90

90

60

30

Semestrul II/ 2nd Semester

F.0.06

Tehnici cantitative si calitative in turism si
servicii hoteliere
Quantitative and Qualitative Techniques in
hotel and tourism

180

46

134

30

16

€X.

S.A.07

S.A.08

Managementul financiar in turism si
ospitalitate

Financial management of tourism and
hospitality

Contabilitate si control managerial in
industria hoteliera si turism

Accounting and managerial control in the
hotel and tourism industry

180

46

134

16

30

€X.

S.0.09

Comunicare, promovare si vinzare in turism
Communication, sales and promotion in
tourism

180

44

136

14

30

€X.

S.A.10

S.A.11

Sisteme informationale in servicii hoteliere si
turism

Information systems in hotel and tourism
services

Tendinte tehnologice si inteligenta artificiald
in turism

Technological ~ trends  and
Intelligence in tourism

Artificial

180

44

136

16

14

14

€X.

S.0.11

Strategii inovative 1in antreprenoriat si
marketing  experiential in turism  si
ospitalitate (Proiect de semestru)

Innovative strategies in entrepreneurship and
experiential marketing in tourism .and
hospitality (Semester Project)

180

60

120

60

€X.




Total Sem. |1
Total 2™ Semester 900 240 660 76 90 74 30
Total Anul |
TOTAL 157 YEAR 1800 | 480 | 1320 | 166 180 | 134 0 60
Anul 11/ 2™ Year
Semestrul 111/3" Semester
S.A12 Organizatii de management al destinatiilor
turistice
Man_age_ment organizations of tourist 150 36 114 18 18 ox. 5
destinations
S.A.13 Managementul operatiunilor hoteliere
Hotel operations management
S.0.14 Managementul proiectelor in servicii si
turism 150 36 114 18 18 ex. 5
Project management in services and tourism
S.0.15 Turism cultural si MICE (Meetings,
Incentives, Conferences & Exhibitions) 120 36 84 18 18 ex. 4
Cultural tourism and MICE
S.0.16 Designul Cercetarii si Responsabilitate Etica
in Serviciile Hoteliere si de Turism
Research Design and Ethical Responsibility 120 36 84 18 18 e 4
in Hospitality and Tourism Services
SP.0.17 Practica de specialitate -
Specialty practice 360 260 100 e 12
rd
Total Sem. 111/ Total 3" Semester 900 404 496 79 79 30
Semestrul 1V/ 4" Semester
SP.0.18 Practica de cercetare/ Research internship 180 180 e\;?elu 6
Teza de master evalu
Master Thesis 720 720 are 24
Total Sem. IV
Total 4" Semester 900 900 30
Total Anul 11
TOTAL 2™ YEAR 1800 | 404 | 1396 72 72 60
TOTAL
TOTAL 3600 | 884 | 2716 | 238 252 | 134 120

PONDEREA UNITATILOR DE CURS / MODULELOR iN PLANUL DE iNVATAMANT

Functia in formarea Total ore Nr. credite Pondere, %
profesionala
F 900 30 25
S 1440 48 40
SP 540 18 15
™ 720 24 20
Total 3600 120 100
STAGIILE DE PRACTICA
INTERNSHIPS
Nr. Tipul stagiului de Anul Semestru Durata Perioada Numir
practica Year Semester Times desfasuririi ECTS
The internship - Period Nr. of
Saptamani Ore ECTS
Weeks Hours Credits
1. Practica de specialitate 2 11 6 360 12
Specialty intnership
2. Practica de cercetare 2 \Y] 6 180 6
Research internship
Total/ Total: 540 18
FORMA DE EVALUARE FINALA A STUDIILOR
FINAL EVALUATION
Nr. Forma de evaluare finala a studiilor Termene de organizare Nr. ECTS
Form of final evaluation of the studies Period Number of ECTS
1 Teza de master/ Master thesis lunie 24
June




. NOTA EXPLICATIVA

1. Prezentarea succinti a profilului programului de master, precum si a domeniului de
formare profesionali si domeniului general de studii. Profilul specializdrii Programului de master —
Management si Marketing Hotelier si Turism corespunde domeniului fundamental al stiintei, culturii si
tehnicii -10 Servicii; domeniul general de studiu — 101 Servicii publice. Programul de master este
elaborat in corespundere cu Nomenclatorul domeniilor de formare profesionali si al specialititilor in
invatdmantul superior, aprobat prin Hotirdrea Guvernului nr.482 din 28 junie 2017 si Plan Cadru pentru
studii superioare de licenta (ciclul I), de master (ciclul IT), si integrate, aprobat prin ordinul MECCM nr.
120 din 10.02.2020.

Durata studiilor - 2 ani invatdmant cu frecventi

Credite de studiu - 120 credite ECTS, 1 Credit ECTS - 30 ore

Forma de organizare - invitimant cu frecventa

2. Obiectivele programului de studii, inclusiv corespunderea acestora misiunii universititii,
racordarea programului de studii si a continuturilor din Planul de invitimant la tendintele
internationale din domeniu.

Scopul programului de master ,,Management gi marketing hotelier i turism” consti in formarea
de competente in domeniul sectorului public si privat cu specialisti — in sectorul serviciilor hoteliere si
turism, precum si formarea unui nucleu de cercetare, in care masteranzii, in colaborare cu specialistii in
domeniu vor studia disciplinele din planul de invdtdmant §i vor identifica priorititile urmatorilor ani.
Caracteristica esentiald a programul de masterat, consti in disponibilitatea programului de perfectionare
a standardelor de elaborare @ curriculum-urilor gi a metodelor de predare, scolarizarea lectorilor
implicafi in programul de master asupra modelelor de curriculum din universitatile partenere a
Proiectului TEMPUS LMPH si asistenta academici a profesorilor de peste hotare la elaborarea si
imbundtifirea curricumului $i programelor de curs. Absolventii programului sunt pregatiti pentru
activitatea antreprenoriald in industria turismului i cea a serviciilor hoteliere.

Obiectivele programului de master Management si marketing hotelier §i turism sunt:

easigurarea masteranzilor un nivel inalt de cunostintelor de specialitate si intelegere,
competente inalte, care sd le permitd integrarea cunostintelor la asigurarea complexitatii
activitdtilor de management si marketing din industria turismului si formularea argumentelor si
comunicarea concluziilor mediului profesional;

edezvoltarea capacititii de a actiona independent/in echipd gi creativ in abordarea si
solutionarea problemelor complexe in domeniul industriei hoteliere si a turismului, utilizind
abilitdtile strategice, analitice i tehnice, asumandu-si responsabilitatea pentru decizile luate;

estimularea interesului teoretic i practic a masteranzilor asupra evolutiei entitatii hoteliere
din perspectiva structurii serviciilor ce vor fi solicitate, a programelor de cercetare-dezvoltare
necesare credrii de noi servicii, punandu-se accent pe utilizarea metodelor interactive;

eaplicarea TIC in procesul de activitate, utilizarea metodelor si tehnicilor de analizi a
pietei serviciilor hoteliere; .

e formarea capacititii de a elabora si a dezvolta proiecte turistice in scopul maximizarii
performantei activitatii turistice;

edezvoltarea unei atitudini critice prin utilizarea si interpretarea coerenti a teoriilor,
modelelor in domeniul managementului si marketingului turistic;

eformarea si dezvoltarea de abilititi superioare de cercetare independentd si utilizarea
eficientd a informatiei.

Aceste obiective corespund misiunii Universititii de Stat din Moldova, sunt desprinse din
necesitatea de formare in domeniul "Management si marketing hotelier si turism” s1 sunt corelate cu
urmdtoarele documente strategice strategice institutionale: Planul Strategic, Strategia de cercetare s
inovare, Plan strategic institutional de internationalizare:

3. Evaluarea asteptirilor sectorului economic si social (studierea cerintelor Cadrului
National al Calificirilor, precum si al celui European; studierea figelor de posturi din institutiile
potential angajatoare, evaluarea pietei prin metoda chestionarelor etc.). La elaborarea programului
de studiu s-au luat in considerarea bunele practici europene cu referire la continuturile ofertei
educationale si s-au valorificat in cadrul programului prin includerea unor unitati de continut in vederea



.....

asigurdrii compatibilitatii programelor- si a mobilitatilor academlce reciproce. De asemenea,
continuturile planului de studii sunt racordate la Tendintele Turistice Internationale din statele membre
UE -28, prezentate in raportul Organizatiei Mondiale a Turismului si Agentia Organizatiei Natiunilor
Unite, orientate spre promovarea unui turism responsabil, durabil si universal accesibil, asistat de
tehnologiile informationale, urmarind obiectivele bazate pe extinderea si diversificarea turismului
strategic si promovarea experientei manageriale in acest domeniu. :

In vederea realizirii unor studii calitative si relevante, in mediul real au fost reahzate o serie de
activitati prin rezultatul carora sunt reflectate necesnaple si tendintele de pe piata muncii in domeniul
,Management §i marketing hotelier si turism”.

4.  Consultarea partenerilor in procesul de elaborare a programului de studii
(angajatori, profesori, absolventi, studenti etc.). La nivel facultate, in cadrul Comisiei de Asigurare a
Calitatii este inclus cite un reprezentant al pietei muncii pentru fiecare domeniu de formare
profesionald. In cadrul sedintelor de lucru al Comisiei sunt discutate continuturile planului de
invatdmant, tipurile de sarcini pentru lucrul individual, metodele de petrecere a lectiilor practice cat si
corelarea unitdtilor de continut pentru disciplinele predate si alte subiecte. Au fost analizate figele de
post a urmitorilor potentiali angajatori: SRL Gold Travel, SRL Sakura Tur, SRL Pro Ilicris, SRL
Prosper Trans, SRL Androstrans, SRL Maxpasa, hotelul Jolly Alone, ANTRIM, Zentrum Apartments
Hotel, Radisson Blu Leogrand Hotel, in vederea determindrii calificarii necesare a unui specialist din
domeniul industriei turismului si identificarii necesarului de cunostinte, abilitati si competente ce vor fi
asigurate prin realizarea planului de master.

Semestrial, masteranzii ‘sunt chestionati cu privire la calitatea si relevanta disciplinelor predate.
Chestionarele sunt prelucrate de catre responsabilul de calitate din cadrul departamentului, sunt
discutate in cadrul sedintelor de departament, consiliului facultétii si sunt luate in calcul la elaborarea
continuturilor pentru anul urmdtor al admiterii. De asemenea, sunt analizate si luate in considerare
opiniile partenerilor de practici cu referire la comptentele dezvoltate de program, atunci cind
masteranzii isi realizeaza stagiul de practica.

B Relevanta programului de studii pentru piata fortei de munci este determinatd de
obiectivele stabilite in Proiectul Strategiei Nationale de Dezvoltare a Turismului 2030, in care sunt
specificate necesitatea pregitirii cadrelor pentru industria turismului a Republicii Moldova. Programul
de master ,,Management §i marketing hotelier §i turism” este un rezultat al Proiectului TEMPUS
LMPH. in cadrul proiectului au fost reliefate necesitaile economiei reale din sectorul hotelier si turism,
in urma efectudirii unei cercetdri prin anchetarea si intervievarea a peste 500 de profesionigti din
domeniu, care au stipulat necesarul de competente generice si specifice pe care trebuie sa le defind un
angajat la absolvirea programului de master.

6. Posibilititile de angajare a absolventilor; corelate cu CORM si ESCO. Absolventul
acestui program de masterat va putea s lucreze in cadrul structurilor de cazare si anume in hoteluri si
agentii de turism, in moteluri, pensiuni turistice si agroturistice, case pentru oaspeti, ocupand diferite
posturi din nivelul ierarhic al structurilor de cazare.
in conformitate cu Clasificatorul ocupatiilor din Republica Moldova, absolventii acestui
program pot activa in calitate de: 141101 Administrator/administratoare structurd de primire (receptie)
turisticd; 141102 Director/directoare bar (in hotel); 141103 Director/directoare berdrie (in hotel);
141104 Director/directoare botel; 141105 Director/directoare bungalou; 141106 Director/directoare
camping; 141107 Director/directoare complex de cazare; 141108 Director/directoare complex hotelier;
141109 Director/directoare cramid (in hotel); 141110 Director/directoare hotel; 141111
Director/directoare motel; 141112 Director/directoare pensiune turisticd; 141113 Director/  directoare
restaurant hotelier; 141114 Director/directoare structurd de primire (receptie) turisticd; 141115
Director/directoare tabird de vard; 141116 Director/directoare unitate agrement; 141117
Director/directoare unitate balneoclimatericd; 141118 Director/directoare vild turistica; 141119 Manager
(sef/sefd) in activitatea hotelierd; 141120  Sef/sefd receptie structurd de primire (receptie) turisticd;
141201 Director (sef)/directoare (sefd) departament catering; 141202 Director/directoare de cafenea;
141203 Director/directoare de cofetirie, patiserie; 141204 Director/directoare de restaurant; 1412035
Director/directoare de unitate alimentatie publicd; 141206 Director/directoare de unitate de tip fast-
food; 141207 Manager (sef/sefd) restaurant; 141208 Sef/sefa laborator in alimentatie publica.



Ocupatii tipice conform ESCO: 1411 - Conducitori de unitati hoteliere; 1431.2 - manager unitate
agrement §i activitati recreative; 1439.8 - manager agentie de turism; 2310.1 asistent de cercetare in
invatdmantul superior; 2310.1 asistent universitar; 2659 - Artigti creatori si actori neclasificati in grupele
de bazd anterioare; 2659.4 animator activititi turistice/animatoare activitati turistice.

T Accesul la studii a titularilor de diplome obtinute dupa finalizarea respectivului
program de studii.
Absolventii programului de master, care au obtinut titlul — Master in Servicii publice au
urmatoarele oportunitati de continuare a studiilor:
* Scoala doctorald — nivelul 8 ISCED, la una din specialititile:
a) 521.01 - Teorie economici si politici economice;
b) 521.02. Economie mondiald; relaii economice internationale;
¢) 521.03. Economie §i management in domeniul de activitate;
d) 521.04 Marketing si Logistic.
* Programe de formare continui pe tot parcursul vietii.

8. Competentele generale si profesionale asigurate de programul de studii. Acest
program vizeazd dezvoltarea competentelor profesionale in domeniul Marketing. Planul de invitimant
este axat pe discipline generale, socio-umane, fundamentale si de specialitate, dezvoltind competente
profesionale generale si specifice.

Competentele Generale (sectoriale/transsectoriale) (CG) dezvoltate in program sunt:

CGl. Utilizarea tehnicilor de cercetare avansate pentru a efectua studii de piatd in vederea ludrii
deciziilor manageriale in contextul dinamic al industriei turismului si ospitalitatii

CG2. Comunicarea eficienta si empatica in relatia cu clientii in scopul asigurdrii unei experiente
pozitive si personalizate

CG3. Implementarea strategicd a reglementdrilor si standardelor nationale si internationale in
industria turismului §i ospitalitatii

CG4. Crearea de produse si servicii turistice noi si inovatoare adaptate cerintelor diversificate ale
clientilor

CGS5. Elaborarea de strategii privind integrarea normelor si principiilor economiei sustenabile
care asigurd conformitatea ecologica si sociali

CG6. Implementarea sistemelor de management al calititii in turism si ospitalitate

CG7. Realizarea cercetarilor stiintifice i implementarea acestora in activitatea didactici

In corelatie cu CNC, prin discutii in cadrul sedintelor Comisiei de Asigurare a Calititii si
comunicarii cu reprezentantii pietei muncii, absolventi, personal academic si studenti, au fost stabilite
urmdtoarele competente profesionale (CP):

CP1. Dezvoltarea conceptiei de desfasurare a activititilor turistice ajustate diversitdtii pietei
nationale si internationale

CP2. Elaborarea de politici de dezvoltare a entititilor turistice in contextul utilizirii eficiente a
resurselor

CP3. Implementarea de produse si servicii turistice inovative in contextul alinierii tendintelor
nationale si internationale

CP4. Promovarea noilor produse si servicii turistice utilizind strategii §i tactici de marketing
integrat

CP5. Integrarea standardelor de calitate §i practicilor sustenabile in operatiunile turistice adaptate
la agteptirile specifice ale diferitelor segmente de clienti ,

CP6. Adaptarea strategiilor operationale pentru hoteluri si alte unititi de cazare la diversitatea
pietei nationale si internationale prin personalizarea serviciilor

CP7. Organizarea evenimentelor in unititile de cazare pentru cresterea vizibilititii si a
profitabilitatii

CP8. Analiza rapoartelor financiare in vederea implementdrii strategiilor de crestere a
rentabilitatii entitatilor hoteliere

CP9. Implementarea strategiilor de marketing si vanzari pentru atragerea si retinerea clientilor

CP10. Abordarea si rezolvarea eficienti a reclamatiilor clientilor in industria hoteliera



In corelatie cu CNC, prin discutii in cadrul sedintelor Comisiei de Asigurare a Calitatii si
comunicdrii cu reprezentantii pietei muncii, absolventi, personal academic si studenti, au fost stabilite
urmatoarele rezultate ale invatarii:

L.

2.

10.
11.

12.

14.
15.
16.
17.
18.
19,

- 20.

utiliza tehnici de cercetare calitative si cantitative avansate pentru a efectua studii de piata in
industria turismului si ospitalitatii.

comunica eficient si empatic cu clientii utilizand feedback-ul acestora pentru asigurarea unei
experiente pozitive si personalizate

implementa strategic reglementdrile si standardele nationale si internationale in industria
turismului si ospitalitatii, asigurand conformitatea si calitatea serviciilor oferite

crea produse si servicii turistice noi si inovatoare, asigurand satisfactia cerintelor
diversificate ale clientilor

elabora strategii de integrare a normelor si principiilor economiei sustenabile, asigurand
conformitatea ecologica si sociald in industria turismului si ospitalitate

aplica eficient sisteme de management al calitatii In turism si ospitalitate, asigurand
satisfactia clientilor si imbunatatirea continud a serviciilor oferite

implementa rezultatele cercetarilor stiintifice in activitatea didactica in conformitate cu noile
tendinte ale sistemului educational national si/sau international.

dezvolta activitati turistice inovatoare si strategu adaptate diversitatii si complexitatii pietei
nationale si internationale

elabora politici de dézvoltare a entitatilor turistice, asigurand utilizarea eficienta a resurselor
economice

dezvolta strategii pentru a stimula inovatia si antreprenoriatul in industria turismului;
dezvolta planuri de actiuni privind implementarea produselor si servicii turistice inovative in
promova noile produse si servicii turistice utilizénd strategii si tactici de marketing integrat,
asigurand vizibilitatea si succesul acestora pe piata.

. planifica algoritmul de implementare a programelor turistice prin integrarea standardelor de

calitate 1n activitatea turistica. .

promovarea turismului responsabil 1n vederea conservarii mediului, respectul pentru
culturile locale si imbunatatirea experientei turistice.

adapta strategnle operationale pentru diferite structuri de pr1m1re turisticd cu functiuni de
cazare, prin personalizarea serviciilor in contextul diversitatii cererii

organiza evenimente prin dezvoltarea de parteneriate in contextul credrii imaginii pozitive a
structurilor de primire turisticd cu functiuni de cazare.

analiza rapoartelor financiare pentru a dezvolta strategii eficiente de crestere a rentabilitatii
entitatilor hoteliere

elabora strategii de marketing pentru atragerea si fidelizarea clientilor, utilizdnd analiza
pietei, segmentarea, pozitionarea produselor si campanii de comunicare.

dezvolta strategii de vanzari personalizate, utilizand tehnici de negociere si management al
relatiilor cu clientii pentru a creste conversiile si loialitatea clientilor.

rezolva eficient reclamatiile clientilor, utilizdnd tehnici de comunicare si solutionare a
problemelor pentru a asigura satisfactia si loialitatea clientilor.

EXPLANATORY NOTE

1. A brief presentation of the master's program profile, as well as the field of professional
training and the general field of study. The Master Program Profile Management and Marketing of
Hotels and Tourism comply with the fundamental domain of science, culture and technology 04 Social
Sciences; the general domain of study 101 Public Services. The Master Program is developed in
accordance with the Classification of professional formative domains and specialization in higher

education,

approved by the Government Decision No. 482 from 28 June 2017 and the Framework Plan

for bachelor studies (cycle 1), master studies (cycle II) and integrated studies approved by the Order of
MECCM no. 120 from 10.02.2020



Studies duration - 2 years of full-time education.

Study credits - 120 credits ECTS, 1 credit ECTS - 30 hours.

Organization form- Full-time education.

2. The objectives of the study program, including their alignment with the university's
mission, and the adjustment of the study program and curriculum content to international trends
in the field.

The aim of the program "Management and Marketing of Hotels and Tourism" 1egards to the skills
formation in the public and private sector, for hotel and tourism branch - specialists and to the formation
of a core research, where master students in collaboration with main specialists study courses and
seminars according within Master’s program and are identifying priorities for the coming years.

The essential characteristic of the Master’s program aims to improve standards of developing
curricula and teaching methods by training lecturers involved in this program to the model curriculum of
the Tempus LMPH partner universities and by the assistance of academic professors from abroad that
help to develop and improve curriculum and course programs. The graduates of the program are
prepared for the entrepreneurial activity in the tourism industry and the hotel services.

The objectives of the Management and marketing of hotels and tourism" program are:

e ensuring the masters students with a high level of specialized knowledge and understandings.,
high skills, that will allow them to integrate the obtained knowledge in the complexity of
management and marketmg activities of tourism industry, and to formulate arguments and to
communicate conclusions within the professional environment;

e developing the ability to act independently / as a team and act creatively in approaching and
solving the complex problems in the hotel and tourism industry domain, using the strategic,
analytical and technical skills, assuming responsibility for the decisions taken;

e stimulating the masters theoretical and practical interest on the hotel entity evolution, from the
perspective of the services structure that will be requested, of the research-development
programs necessary for the creation of new products, focusing on the use of the interactive
methods;

e application of ICT in the process of activity, use of methods and techniques for analyzing the
hotel services market;

e forming the capacity to elaborate and develop touristic projects, in-order to maximize the
touristic activity performance; ‘

e developing a critical attitude, using and interpreting coherent the theories, models in the touristic
management and marketing domain; '

e training and developing of superior independent research skills and the efficient use of
information.

These objectives correspond to the mission of the Moldova State University, they are detached from
the formation need in the field of "Management and Marketing of Hotels and Tourism" and are related
to the following institutional strategic documents: The Strategic Plan; The Research and Innovation
Strategy; The Institutional Strategic Plan for Internationalization:

3. Assessment of the economic and social sector's expectations (analysis of the National and
European Qualifications Frameworks, review of job descriptions from potential employing
institutions, market assessment through surveys, etc.).

During the study program preparation there were taken into consideration the best European
practices with reference to the contents of the educational offer, and were utilised in the program by
including some content units to ensure compatibility of programs and reciprocal academic mobility. The
contents of the study plan are also linked to the international tourist trends of EU-28 Member States,
submitted in the report of the World Tourism Organization and the United Nations Agency, oriented to
the responsible, sustainable and universally accessible tourism promotion, assisted by information
technologies, pursuing objectives based on the expansion and diversification of strategic tourism and
promoting managerial experience in this field.

In order to achieve qualitative and relevant studies in the real environment, there were carried out
a series of activities, reflecting the labor market needs and trends in the field of "Management and
Marketing of Hotels and Tourism".



4. Consultation of stakeholders in the development process of the study program (employers,
professors, graduates, students, etc.). At the Faculty level, a representative of the labour market for
each field of professional formation is included in the Quality Assurance Commission. During the
Commission working meetings there are discussed the contents of the education plans, the types of tasks
for individual work, the methods of spending practical lessons and the correlation of content units for
the taught subjects etc.

There were analysed the job descriptions of the following potential employers: L LC Gold Travel,
LLC Sakura Tur, LLC Pro lIlicris, LLC Prosper Trans, LLC Androstrans, LLC Maxpasa, Jolly Alone
Hotel, ANTRIM, Zentrum Apartments Hotel, Radisson Blue Leogrand Hotel, in order to determine the
necessary qualification of a specialist in the field of marketing and to identify the need for knowledge,
skills and competences to be ensured through the implementation of the Master Program.

Quarterly, master's students are questioned about the quality and relevance of the taught content.
The questionnaires are processed by the quality manager of the department, are discussed during the
departmental meetings and the faculty council and are taken into consideration at the time of the
contents elaboration for the next year of admission. Also, the opinions of the practice partners with
regard to the skills developed by the program are analyzed and taken into consideration, when the
master's students complete their internship.

5. Relevance of the study program to the labor market. is distinguished from the objectives
that are set in the TourismDevelopment Strategy "Tourism 2030", where are specified the necessity of
Moldovan tourism industry emiployee’s formation. Master Program "Managemerit and Marketing of
Hotels and Tourism" is the result of the TEMPUS LMPH Project. The project highlighted the needs of
the real economy in the hotel and tourism sector, following the investigation and interviewing over 500
professionals from the field, who have stipulated the need for generic and specific competencies that
employee must own after finishing the master program.

6. Employment opportunities for graduates; correlated with CORM and ESCO. The master's
program graduates will be able to work in collective accommodation structures such as hotels, touristic
agencies, motels, agro touristic pensions and guesthouses occupying various positions in the hierarchical
level of accommodation.

According to the Occupational Classifier from Republic of Moldova the graduates of this
program can activate as: 141101 Tourist reception structure administrator; 141102 Bar
manager/managers (in the hotel); 141103 Brewery manager/managers (in the hotel); 141104 Bottle
directory/directories; 141105 Director/directories bungalow; 141106 Camping director/directories;
141107 Director/directors of the accommodation complex; 141108 Hotel complex director/directors;
141109 Winery director/directors (in the hotel); 141110 Hotel director/directors; 141111 Motel
director/directories; 141112 Director/directors of tourist boarding house; 141113 Hotel restaurant
manager; 141114 Director/directors of tourist reception (reception) structure; 141115 Summer camp
director/directors; 141116 Leisure unit manager/directors; 141117 Balneo-climatic  unit
director/directors; 141118 Tourist villa director/directors; 141119 Manager (boss/boss) in hotel activity:
141120 Head of the tourist reception (reception) structure; 141201 Director (head)/directors (head)
catering department; 141202 Cafe director/directors; 141203 Director/directories of confectionery,
pastry; 141204 Restaurant director/directors; 141205 Director/directors of public catering unit; 141206
Manager/managers of fast-food type unit; 141207 Restaurant manager; 141208 Head of laboratory in
public food.

Typical occupations accordmg to ESCO: 1411 — Hotel unit managers; 1431.2 — Leisure and
recreational activities unit manager; 1439.8 — Travel agency manager; 2310.1 — Research assistant in
higher education; 2310.1 — University teaching assistant; 2659 — Creative artists and performers not
classified under previous major groups; 2659.4 — Tourism activity animator / Tourism activity hostess.

7. Access to further studies for holders of diplomas obtained after completing the respective
study program.

The graduates of the master program that obtained the title — Master in Economic Science have the
following opportunities to continue their studies:

Doctoral school - ISCED level 8, in one of the following specialties:

e Doctoral school —level 8 ISCED, at one of the following specialties:



a) 521.01 - Economic theory and economic policies;
b) 521.02. Global economy; International Economic Relations;
¢) 521.03. Economics and management in the field of activity;
d) 521.04 Marketing and Logistics.
e Lifelong continuous training programs.
8. General and professional competencies ensured by the study program (list).
This program aims to develop professional competencies in the field of Marketing. The
curriculum focuses on general, socio-human, fundamental, and specialized disciplines, developing both
general and specific professional competencies.

The General Competencies (sectoral/transsectoral) (CG) developed in the program are:

GCI. Applying advanced research techniques to conduct market studies

GC2. Establishing effective and empathetic relationships with clients

GC3. Strategically implementing national and international regulations and standards in the tourism
and hospitality industry

GC4. Designing new and innovative tourism products and services tailored to diverse customer needs

GCS. Developing strategies for integrating the norms and principles of sustainable economy ensuring
environmental and social compliance

GC6. Implementing quality management systems in tourism and hospitality

GC7. Conducting scientifre résearch and integrating it into the teaching process.

In alignment with the National Qualifications Framework (CNC), through discussions in the
Quality Assurance Commission meetings and communication with labor market representatives,
graduates, academic staff, and students, the following professional competenmes (CP) have been
established:

PCI. Developing concepts for organizing tourism activities adapted to the diversity of national and
international markets

PC2. Designing development policies for tourism entities in the context of efficient resource
utilization

PC3. Implementing innovative tourism products and services aligned with nallonal and international
trends

PC4. Promoting new tourism products and services using integrated marketing strategies and tactics

PCS. Integrating quality standards and sustainable practices into tourism operations tailored to the
expectations of different customer segments

PC6. Adapting operational strategies for hotels and other accommodation units to the diversity of
national and international markets through service personalization

PC7. Organizing events within accommodation units to enhance visibilily and profitability

PC8. Analyzing financial reports to implement strategles aimed at increasing the profitability of
hospitality entities

PC9. Implementing marketing and sales strategies to attract and retain customers

PC10. Effectively addressing and resolving customer complaints in the hospitality industry.

9. List of learning outcomes. In alignment with the National Qualifications Framework (CNC),
through discussions in Quality Assurance Commission meetings and communication with labor market
representatives, graduates, academic staff, and students, the following, learning outcomes have been
established:

1. Utilize advanced qualitative and quantitative research techniques to conduct market studies
in the tourism and hospitality industry.

2. Communicate effectively and empathetically with clients, using their feedback to ensure a
positive and personalized experience.

3. Strategically implement national and international regulations and standards in the tourism
and hospitality industry, ensuring compliance and quality of services provided.



4. Create new and innovative tourism products and services, ensuring the satisfaction of clients'
diverse requirements.

5. Develop strategies for integrating sustainable economy norms and principles, ensuring
ecological and social compliance in the tourism and hospitality industry.

6. Efficiently apply quality management systems in tourism and hospitality, ensuring customer
satisfaction and continuous improvement of services provided.

7. Implement the results of scientific research in teaching activities in accordance with new
trends in the national and/or international educational system.

8. Develop innovative tourism activities and strategies adapted to the diversity and complexity
of national and international markets.

9. Formulate development policies for tourism entities, ensuring the efficient use of economic
resources.

10. Develop strategies to stimulate innovation and entrepreneurship in the tourism industry.

11. Develop action plans for the implementation of innovative tourism products and services to
maintain market competitiveness.

12. Promote new tourism products and services using integrated marketing strategies and
tactics, ensuring their visibility and success in the market.

13. Plan the 1mplementat10n algorithm of tourlsm programs by integrating quality standards into
tourism activities. =

14. Promote responsible” tourism to conserve the environment, respect local cultures, and
improve the tourist experience.

15. Adapt operational strategies for various accommodation structures by personalizing services
in the context of diverse demand.

16. Organize events by developing partnerships to create a positive 1mage of accommodation
structures.

17. Analyze financial reports to develop efficient strategies for increasing the profitability of
hotel entities.

18. Formulate marketing strategies to attract and retain customers, using market analysis,
segmentation, product positioning, and communication campaigns.

19. Develop personalized sales strategies using negotiation techniques and customer relationship
management to increase conversions and customer loyalty.

20. Efficiently resolve customer complaints using communication and problem -solving
techniques to ensure customer satisfaction and loyalty.

LISTA COMPETENTELOR SI A REZULTATELOR INVATARII

Rezultate ale invatarii conform nivelului CNC
Absolventul/candidatul la atribuirea calificdrii poate:
1. utiliza tehnici de cercetare calitative si cantitative
avansate In vederea luarii deciziilor manageriale in
contextul dinamic al industriei turismului si ospitalitatii
2. comunica eficient si empatic cu clientii utilizind

Competente generale si profesionale

CGl. Utilizarea tehnicilor de cercetare
avansate pentru a efectua studii de piata

CG2. Relationarea eficienta si empatica

in relatia cu clientii

feedback-ul acestora pentru asigurarea unei experiente
pozitive si personalizate.

CG3. Implementarea strategica a
reglementarilor si standardelor nationale
si internationale 1n industria turismului si
ospitalitatii

~

3. 1mplementa strategic reglementarile si standardele
nationale si internationale in industria turismului si
ospitalitatii, asigurdnd conformitatea si calitatea
serviciilor oferite

CG4. Crearea de produse si servicii
turistice noi si inovatoare adaptate
cerintelor diversificate ale clientilor

4. crea produse si servicii turistice noi si inovatoare,
asigurand satisfactia cerintelor diversificate ale clientilor

CGsS.

Elaborarea de strategii privind -

5. elabora strategii de integrare a normelor si




integrarea normelor si  principiilor | principiilor economiei sustenabile, asigurand
economiei  sustenabile care asigurd | conformitatea ecologica si sociala in industria turismului
conformitatea ecologica si sociala sl ospitalitate

CG6. Implementarea sistemelor de 6. aplica eficient sisteme de management al calititii in
management al calitatii in turism si | turism si ospitalitate, asigurdnd satisfactia clientilor si
ospitalitate imbunadtatirea continua a serviciilor oferite

CG7. Realizarea cercetarilor stiintifice
sl implementarea acestora in activitatea
didactica

7. implementa rezultatele cercetdrilor stiintifice in
activitatea didacticd in conformitate cu noile tendinte ale
sistemului educational national si/sau international.

CPl.  Dezvoltarea  conceptiei  de
desfasurare a activitatilor turistice
ajustate diversitatii pietei nationale si
internationale

8. dezvolta activitati turistice inovatoare si strategii
adaptate diversitatii si complexitatii pietei nationale si
internationale

CP2. Elaborarea de politici de
dezvoltare a entitatilor turistice 1In
contextul utilizarii eficiente a resurselor

9. elabora politici de dezvoltare a entitatilor turistice,
asigurand utilizarea eficienta a resurselor economice

CP3. Implementarea de produse si
servicil turistice inovative-in contextul
alinierii  tendintelor  nationale i
internationale

10. dezvolta strategii pentru a stimula inovatia si
antreprenoriatul in industria turismului;

11. dezvolta planuri de actiuni privind implementarea
produselor si servicii turistice inovative in vederea
mentinerii competitivitatii pe piata.

CP4. Promovarea noilor produse
servicii turistice utilizdnd strategii
tactici de marketing integrat

R,
— e

12. promova noile produse si servicii turistice utilizand
strategii si tactici de marketing integrat, asigurand
vizibilitatea si succesul acestora pe piata.

CPS. Integrarea standardelor de calitate
si practicilor sustenabile in operatiunile
turistice adaptate la asteptarile specifice
ale diferitelor segmente de clienti

13. planifica algoritmul de implementare a programelor
turistice prin integrarea standardelor de calitate in
activitatea turistica.

14. promovarea turismului responsabil in vederea
conservarii mediului, respectul pentru culturile locale si
imbundtatirea experientei turistice.

CPe. Adaptarea strategiilor
operationale pentru hoteluri si alte unitati
de cazare la diversitatea pietei nationale
si internationale prin personalizarea
serviciilor

15. adapta strategiile operationale pentru diferite
structuri de primire turistica cu functiuni de cazare, prin
personalizarea serviciilor in contextul diversitatii cererii

CP7. Organizarea evenimentelor in
unitdfile de cazare pentru cresterea
vizibilitdtii si a profitabilitatii

16. organiza evenimente prin dezvoltarea de
parteneriate in contextul crearii imaginii pozitive a
structurilor de primire turisticd cu functiuni de cazare.

CP8. Analiza rapoartelor financiare in
vederea implementarii strategiilor de

17. analiza rapoartelor financiare pentru a dezvolta
strategii eficiente de crestere a rentabilititii entitatilor

crestere  a  rentabilitatii  entitatilor | hoteliere
hoteliere
18. elabora strategii de marketing pentru atragerea si
fidelizarea  clientilor, utilizind  analiza  pietei,
CP9. Implementarea strategiilor de | segmentarea, pozitionaréa produselor si campanii de

marketing si vanzari pentru atragerea si
retinerea clientilor

comunicare.

19. dezvolta strategii de vanzari personalizate, utilizand
tehnici de negociere si management al relatiilor cu
clientii pentru a creste conversiile si loialitatea clientilor.

CP10.  Abordarea si  rezolvarea
eficienta a reclamatiilor clientilor 1n
industria hoteliera

20. rezolva eficient reclamatiile clientilor, utilizand
tehnici de comunicare si solutionare a problemelor
pentru a asigura satisfactia si loialitatea clientilor.




LIST OF COMPETENCIES AND LEARNING OUTCOMES

General and Professional
Competencies

Learning Outcomes According to the NQF Level

The graduate/candidate for the award of the
qualification will be able to:

CGl. Use of advanced research
techniques to conduct market studies.

1. Apply advanced qualitative and quantitative research
techniques to support managerial decision-making in the
dynamic context of the tourism and hospitality industry.

CG2. Effective and empathetic
communication in client relations.

2. Communicate effectively and empathetically with
clients, utilizing their feedback to ensure a positive and
personalized experience.

CG3. Strategic implementation of
national and international regulations and
standards in the tourism and hospitality
industry.

3. Strategically implement national and international
regulations and standards in the tourism and hospitality
industry, ensuring service compliance and quality.

CG4. Creation of new and innovative
tourism products and services tailored to
the diverse needs of clients.

4. Create new and innovative tourism products and
services, meeting the diversified requirements of clients.

CGS. Development of  strategies for
integrating the norms and principles of
the sustainable economy to ensure
ecological and social compliance.

5. Develop strategies for integrating sustainable
economy norms and principles, ensuring ecological and
social compliance within the tourism and hospitality
industry.

CG6. Implementation of  quality
management systems in tourism and
hospitality.

6. Efficiently apply quality management systems in
tourism and hospitality, ensuring customer satisfaction
and continuous improvement of services.

CG7. Conducting scientific research
and integrating it into teaching activities.

7. Implement the results of scientific research into
teaching activities in line with new trends in the national
and/or international educational system.

CP1.  Development of  business
concepts for tourism activities adapted to
the diversity of national and international
markets.

8. Develop innovative tourism activities and strategies
adapted to the diversity and complexity of national and
international markets.

CP2. Formulation of
policies for tourism entities in
context of efficient resource use.

development
the

9. Formulate development policies for tourism entities,
ensuring the efficient use of economic resources.

CP3. Implementation of innovative
tourism products and services in
alignment with national and international
trends.

10. Develop strategies to foster innovation and
entrepreneurship in the tourism industry.

11. Create action plans for implementing innovative
tourism products and services to maintain market
competitiveness.

CP4. Promotion of new tourism products
and services using integrated marketing
strategies and tactics.

12. Promote new tourism products and services using
integrated marketing strategies and tactics, ensuring their
visibility and success on the market.

CPS. Integration of quality standards
and sustainable practices into tourism

13. Plan the implementation algorithm for tourism
programs by integrating quality standards into tourism
activities.

operations, adapted to the specific . :
. : . 14.  Promote responsible tourism to  support

expectations of different customer . .

environmental conservation, respect for local cultures,
segments. : :

and the enhancement of tourist experiences..
CP6. Adaptation of  operational 15. Adapt operational strategies for different types of
strategies  for  hotels and  other | tourist accommodation facilities through service

accommodation units to the diversity of
national and international markets

personalization, responding to the diversity of market
demand.




through service personalization.

CP7. Organization of events within
accommodation units to enhance visibility
and profitability.

16. Organize events through partnership development
to create a positive image for tourist accommodation
structures.

CP8. Analysis of financial reports to
implement strategies for improving the
profitability of hotel entities.

17. Analyze financial reports to develop effective
strategies for increasing the profitability of hotel entities.

CP9. Implementation of marketing and
sales strategies to attract and retain

18. Analyze financial reports to develop effective
strategies for increasing the profitability of hotel entities.
19. Develop personalized sales strategies by applying

J— negotiation techniques and customer relationship
' management to increase conversions and customer
loyalty.

CP10.  Effective  handling and
resolution of customer complaints in the
hospitality industry.

20. Effectively resolve customer complaints by using
communication and problem-solving techniques to ensure
customer satisfaction and loyalty.
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