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Travel and Tourism Management 
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Unit 1 : Tourism Planning 1 
Unit 2 : Automation in Tourism 14 
Unit 3 : Important Tourist Services 33 
Unit 4 : Types of Tourism and its varieties 59 
Unit 5 : Tourism Organization 75 
Unit 6 : Rural Tourism 88 
Unit 7 : Environmental effect of Tourism 102 
Unit 8 : Sports Tourism 117 
Unit 9 : E-Tourism 131 
Unit 10 : Global Distribution System 149 
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Unit 12 : Tourism Resources 179 
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Unit 2 : Front Office Department 11 
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Unit 5 : Front Office Communication 41 
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Unit 3 : Customer Orientation 26 
Unit 4 : Types of Customers 38 
Unit 5 : Interpersonal  Skills 56 
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Unit 7 : Customer Service Skills 83 
Unit 8 : Impact Of Good Customer Service 95 
Unit 9 : Communications skills in  Serving Customer 108 



Sales, Marketing and Personal Relations in Service Industry : 121 
 

 

 

Yashwantrao 
Chavan 
Maharashtra 
Open University 

BAV 312 
 

Aviation, Hospitality and Travel & 
Tourism Management (P90) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sales, Marketing & Personal Relations in 
Service Industry  
Writer :  Prof. Parul Chaubey  
Unit 1 : Introduction to Marketing & Marketing Management 1 
Unit 2 : Marketing Planning and Control 14 
Unit 3 : Marketing Mix 24 
Unit 4 : Customer Behaviour & Market Information System 35 
Unit 5 : Sales Management 59 
Unit 6 : Selling Process 66 
Unit 7 : Recruitment and Selection of Sales Personnel 76 
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Unit 1 : Hotel Housekeeping 1 
Unit 2 : Departments and Duties of  Hotel Housekeeping 14 
Unit 3 : Housekeeping Cleaning Agents and Equipments 23 
Unit 4 : Cleaning Guest Room 34 
Unit 5 : Hotel Bed Making 42 
Unit 6 : Room Lenin and Uniform 52 
Unit 7 : Hotel Laundry 61 
Unit 8 : Communication Skills and Personnel Hygiene 72 
Unit 9 : Pest Control 80 
Unit 10 : Night Audit 89 
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