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Abstract

The aim of this study is to analyze performance indicators used by airline companies within
the framework of a performance and strategic management tool, namely, ’balanced scorecard
(BSC)’, and to assess its applicability in the airline business. Designed as a multiple case
study by collecting data from primary and secondary sources, the participants of this study
are scheduled airline businesses operating in Turkey. The airline companies have been found
to use similar performance indicators within the financial, customer-based, internal business
process, and learning/growth perspectives of BSC. Airline companies are recommended to
use BSC because it allows them to transform their strategies into measurable performance
indicators and to assess their performance multi-dimensionally.
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Industry, Performance Indicators

109 www.macrothink.org/jmr



Institute™ 2014, Vol. 6, No. 4

1. Introduction

- Journal of Management Research
A\ MacrOthI“k ISSN 1941-899X

Airline businesses operate in an industry that employs a large number of personnel and which
requires huge amounts of infrastructure and aircraft investment. Therefore, the fixed costs of
airline companies are quite high (Morrell, 2007). In addition to these high fixed costs, they
have to operate in an intensely competitive environment where many airline businesses offer
similar services with minimal profit margins. Due to such a highly competitive environment,
most operating airlines feel pressured to quickly respond to demands in order to survive
(Doganis, 2002). Thus, performance management has become a vital issue for airline
businesses, and the need for performance tools to assess their current and future performance
multi-dimensionally has increased (Khim et al., 2010).

Having effective performance management in place is highly critical to ensure successful
implementation of a business strategy. Through such a performance management system,
whether shareholder demands have been met and whether pre-determined objectives have
been accomplished can be evaluated (Neely et al., 2005). To deem themselves successful,
businesses today are not only satisfied by good performance on cost-efficiency, but also
strive to show good performance on other non-financial criteria, such as quality, flexibility,
value-creation and customer satisfaction (CIMA, 2002). Consequently, performance
measurements based only on financial criteria are insufficient for the assessment of business
performance, and are inadequate in measuring factors that are important for a business (Neely,
1999). Therefore, businesses need non-financial performance indicators, as well as financial
indicators in accordance with their strategy, to successfully apply performance management,
which requires the use of multi-dimensional performance management systems in businesses
(Kaplan and Norton, 1996). As one such multi-dimensional performance management tools,
BSC is a performance and strategic management tool that turns the strategy and vision of a
business into a balanced set of criteria. Via the use of BSC, financial and non-financial
performance indicators are integrated with business objectives, and the degree to which these
objectives have been achieved can be measured. BSC enables businesses to relate their vision,
mission, and strategy to performance indicators and allows them to use both financial and
non-financial criteria in the assesssment of their business performance (Kaplan and Norton,
1992).

A review of air transportation operations in Turkey shows that from the 1930s to 1983, air
transportation was carried out by a single state operated airline company. With the introduction
of the 1983 Civil Aviation Law, the airline market became partically deregulated and opened
up to the private sector. However, certain regulations introduced after 1983 again resulted in a
monopoly structure in Turkish air transportation. 2003 marked a milestone for Turkish air
transportation deregulation. All restrictions on air transportation, such as market access,
pricing and capacity, were removed, and domestic airline transportation was fully deregulated
in 2003 (Orhan and Gerede, 2013). After deregulation in 2003, a fierce competitive atmosphere
was created in the Turkish air transportation industry. Before 2003, there was only one airline
company operating scheduled transportation in the market, but by 2012, there were seven
airline companies performing scheduled transportation, excluding cargo and charter airline
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businesses. In such an intense competitive environment, performance management has become
a crucial factor for airline companies aiming to achieve sustainable success.

The study aims to understand performance indicators used according to BSC perspectives in
airline businesses in Turkey. The specific research questions are as follows:

e  What are the financial performance indicators tracked by airline companies?
e  What are the customer-related performance indicators employed by airline companies?

e What are the performance indicators employed by airline companies to improve their
operational processes?

e What are the performance indicators to increase organizational learning and improve
growth for airline companies?

2. Strategic Performance Management in Airline Companies

According to Amaratunga and Baldry (2002), strategic performance management is a
management system that ensures the creation of strategic objectives to further improve a
company as well as accurate distribution of business resources to prioritized areas, while
monitoring whether implemented policies achieve determined goals. Strategic performance
management systems come in a variety of forms; however, their most important common
characteristic is that they allow for an assessment of the financial and non-financial

performance of a business as a whole, in accordance with its business strategy (Bento and
White, 2010; Frigo, 2002).

Airline companies use financial and operational performance indicators heavily in
performance measurement (Schefczyk, 1993; Francis et al., 2005). According to Francis et al.
(2005), the most-widely used operational performance indicator for airline companies is the
‘cost per available seat’. This is also viewed as the most important indicator in reflecting full
operational performance by airline managers. Load factor and on-time performance rate are
two other indicators used by more than 80% of the companies that have participated in the
study.

Financial performance indicators that are frequently used by businesses provide tools for
business management to determine financial weaknesses and strengths. The most frequently
used performance indicators in the attainment of financial goals are operating costs, operating
income, top line growth, cash flow and return on capital. Financial performance indicators
and their analyses are important for the successful management of an airline company (Kane,
2012; Morrell, 2007). However, financial indicators are not adequate by themselves to assess
and track whether a business strategy is successful, and thus non-financial performance
indicators are needed (Neely, 1999; Schefczyk, 1993). According to Liedtka (2002), in the
airline industry, certain non-financial performance indicators provide critical data that
financial indicators cannot provide. Although non-financial performance is proven to be
effective in achieving financial objectives, according to Francis et al. (2005) and
Gudmundsson (1999; 2002), airline companies are not using non-financial performance
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indicators appropriately in certain areas, such as environment, communication, IT
management, general management and marketing.

A number of studies indicate that success in non-financial performance affects financial
performance in the airline industry. According to Khim et al. (2010), performance indicators
regarding customer satisfaction in airline businesses are a leading indicator of the future
performance of the company. The results of the same study indicate that the efforts of airline
companies towards correcting their errors (for example, reducing the number of damaged
baggage items) positively affect both short and long-term financial performance. According
to Gudmundsson (1999), the factors leading airline companies to bankruptcy are not only
financial, and whether companies will suffer future financial problems can be predicted on
the basis of their non-financial performance indicators as well. According to Riley et al.
(2003), the load factor of airline companies 1 and the amount of available ton kilometres are
in direct ratio to their equity share values, and performance indicators regarding their market
share and offered ton-kilometer amounts are related to their financial performance. In
addition to these studies, Schefczyk’s (1993) and Liedtka’s (2002) studies also demonstrate
that non-financial performance data regarding airline companies is related to their financial
performance.

3. Balanced Scor ecard as a Performance and Strategic Management T ool

Developed by Kaplan and Norton, BSC is described as a performance and strategic
management tool that expresses the mission and strategy of a business by transforming them
into understandable performance measurements, and thus helps to build a framework that is
necessary for strategic measurement and management (Kaplan and Norton, 1992, 1999). BSC
has an important function in performance management with its role in turning a strategy into
application. BSC not only helps with the management of business strategy, but also in
strengthening it, and the gap between strategy and application can be closed with BSC.
(Kaplan and Norton, 2000; 2001; Pienaar and Penzhorn, 2000). Differing from traditional
performance measurement systems by using non-financial indicators in addition to financial
performance indicators, BSC has the ability to assess the success of an organization as a
whole. As in other industries, in the airline industry, certain non-financial performance
indicators also provide critical data that cannot be supplied by financial performance
indicators (Liedtka, 2002). Viewed from this perspective, the importance of using a
multi-dimensional performance management system, such as BSC, in airline businesses
becomes evident. Although BSC has been widely-adopted and used in the business sector, the
airline industry has not broadly embraced the concept. The results of a study by Francis et al.
(2005) on 200 airline companies show that only 29% of airline companies chose to use the
BSC method.

With BSC targets and indicators, the performance of a company can be analyzed from four
different perspectives. These perspectives are financial, customer, internal business, and
learning and growth. These four perspectives of BSC allow managers to view the
organization from various angles. In this way, it becomes possible for managers to assess
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business performance, based not solely on one perspective, but to manage the performance of
the organization as a whole, multi-dimensionally (Kaplan and Norton, 1996; 1999).

BSC’s four basic perspectives have been found to be sufficient for various industries and
businesses, but these four dimensions should be utilized as a model or a template. Of these
four dimensions, some businesses may use only two or three, but depending on the industry
they are operating in, or their business strategy, they may add more perspectieves (Kaplan
and Norton, 1999). According to Wald (2010), unfortunately, the four traditional
perspectieves of BSC do not come close to addressing the needs of the airline industry.
Therefore, when building BSC for the airline company, depending on the specific
characteristics of the industry, some of these traditional perspectieves can be removed and
certain business-specific perspectieves can be added. In a sample BSC developed for an
airline company, the traditional internal process and learning and growth perspectieves were
not used, but new perspectieves of flight operation and services were added.

3.1 Financial Perspective

Often used besides the BSC method, financial performance indicators usually show the
short-term success of an organization. In using these performance indicators, the BSC method
differs from traditional performance control systems by relating financial results with the
performance indicators determined by other perspectieves. The financial perspective
addresses the question, “To succeed financially, how should we appear to our shareholders?”
(Kaplan and Norton, 1999).

For profit-oriented airline companies, financial indicators are also the most focused on
performance indicators. According to Francis et al. (2005), the most frequently-used financial
performance indicators for the measurement of airline business Performance are operational
cost, cash flow rate, operational income, profitability, return on invested capital, debt/equity
ratio, income / expenditure ratio, price/earning ratio, share price, and earnings per share ratio.
While most financial performance indicators used in airline businesses are similar to the
indicators in other sectors, there are a number of financial performance indicators that are
specific to the airline industry. These indicators are RPK (revenue passenger kilometers),
CASK (cost per available seat kilometers), and WLU (revenue per workload unit).

3.2 Customer Perspective

Customer perspective addresses the question, “To achieve our vision, how should we appear
to our customer?’’ (Kaplan and Norton, 1999). Airline service is a whole set of multi-step
complex services beginning with a passenger’s reservation, then airport arrival and check-in,
and ending with his/her departure from the airport. (Shaw, 2011). In order to increase
customer satisfaction, the performances of especially problem-prone services are measured
by airline businesses. While indicators in this perspective, such as number of customers,
customer complaint rates and market share are similar to performance indicators in other
sectors, additional indicators based on the different characteristics of the airline industry are
also used by airline businesses. Some of these additional indicators are check-in service
efficiency, the quality of cabin services, the quality of onboard catering and the effectiveness
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of customer loyalty programs (Leong, 2008; Surovitskikh and Berendien, 2008) BSC
indicators in customer perspective are accepted as supportive of financial performance.
Studies show that customer satisfaction increases market share and profitability. Furthermore,
indicators regarding customer complaints are accepted as leading indicators for long-term
financial profitability projections (Khim, 2010).

3.3 Internal Business Process Perspective

The internal business process perspective addresses the question, “To satisfy our shareholders
and customers, what business processes must we excel at?”’ (Kaplan and Norton, 1999). The
operation process for airline businesses includes ground services, passenger services, network
planning, schedule planning and maintenance. All of these processes are related to flight
operation, and thus run together to ensure effective and efficient flight operation. Thus, in
order to evaluate performance in internal processes, each operational department can set up
their own BSC, and assess this in the light of the company BSC, within the framework of
cause-and-effect relationships (Wald, 2010).

Certain services provided by airline businesses to passengers are offered by airport terminal
management, and a number, such as ground service providers, are outsourced. However,
airline businesses also measure the performance of these services offered to passengers by
sub-contractors on their behalf. The primary reason for this is because when something goes
wrong with services provided by sub-contractors, passengers hold the airline company
directly accountable. Another reason for such performance measurement is that airline
companies want to check their sub-contractors’ service quality (Wald, 2010; Serpen, 2008).

3.4 Learning and Growth Perspective

Performance indicators in learning and growth perspective are becoming increasingly
important for businesses that wish to stay abreast of technological developments in a
rapidly-developing economic climate and to achieve long-term goals (Kaplan ve Norton,
2000). The learning and growth perspective addresses the question, “To achieve our vision,
how will we sustain our ability to change and improve?” (Kaplan and Norton, 1999). In order
to improve performance in this perspective, airline businesses especially focus on
performance indicators regarding their human resources, environment, airline cooperations
and sub-contractors (Wald, 2010; Goh and Uncles, 2002).

The quality of services offered by airline businesses is similar. When one airline company
begins to offer an innovative service, this is quickly copied and applied by other companies.
Therefore, to be able to differentiate themselves from their competitors, airline companies try
other methods. One of the most effective ways of achieving this differentiation for airline
businesses is ‘personnel differentiation’. Better trained and better qualified personnel can
better meet the demands of customers and can offer better quality service (Heracleous and
Wirtz, 2009). Measuring human resource performance in the airline industry involves a wide
range of personnel, covering ground handling personnel, administrative personnel and flight
crew. Some of the human resource performance indicators in airline businesses are the
number of permanent employees, manager/pilot ratio, the amount of training investment per

114 www.macrothink.org/jmr



ISSN 1941-899X

\ MacrOthi“k Journal of Management Research
A Institute™ 2014, Vol. 6, No. 4

employee, the accomplishment rate of planned training, and personnel satisfaction and
loyalty (Wald, 2010).

For airline businesses, another significant set of performance indicators in the learning and
growth perspective is environmental indicators, because airlines must minimize the damage
they cause to the environment. Any negative publicity that may result from an airline
company’s environmental damage will indirectly affect its financial success as well (Hooper
and Greenall, 2005). Some of the environmental performance indicators for airline businesses
include kerosene consumption per kilometer per revenue passenger, the amount of CO2
emissions per ton/kilometer per revenue passenger, the number of people affected by aircraft
noise, the percentage of recycled waste, and the average age of the fleet (Wald, 2010).

4. M ethodology

This study is designed as a multiple case study, a qualitative research approache. Such design
emphasizes the perspective of people involved in research issues, a description of the context
where the studied phenomena occur and a timeline of events is provided in detail (Yin, 1994).
A remarkable characteristic of the case study method is that it enables an in-depth analysis of
ongoing events with all their dimensions in a certain context, and it also allows better insight
into how and why certain decisions regarding social phenomena or events are made. There are
benefits to carrying out more than one case study to improve the external validity of the
findings. Moreover, regarding the perspectives of BSC, it is difficult to identify performance
indicators for choosing a unique case study (Neuman, 1991; Yildirim and Simsek, 2008).

The research data was collected by conducting semi-structured interviews and using
secondary sources. A semi-structured interview form was prepared after reviewing the BSC
literature. In order to determine expert validity, the interview questions were sent to two
experts to be reviewed for their scope, appropriateness, and clarity and, in the light of
received feedback, the questions were finalized. The secondary data in the study was
obtained from the webpages and activity reports of the airline companies.

The raw data elicited through the interviews was recorded without changes, and analyzed via
content analysis. The primary purpose of content analysis is to arrive at concepts and
relationships that explain the collected data. Content analysis is the classification and
summarization of written texts on the basis of a certain problem or goal and sorting them into
descriptive categories to evaluate certain variables or concepts to interpret them in a specific
way (Hsieh and Shannon, 2005). The data collected for this study was coded and classified
according to performance perspectives in the BSC literature, and interpreted by relating them
to the research questions.

Within the scope of the case study, five airline companies, all major players in scheduled
airline transportation in Turkey, were included. Due to the airline companies’ privacy policies
while participating in the study, to ensure anonymity, they are given the pseudonyms of
‘Airline A’, ‘Airline B’, ‘Airline C’, ‘Airline D’ and ‘Airline E’. The respondents from these
airline companies were selected through a purpose sampling method for the interviews and
were responsible for the performance management of these airline companies, but their
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specific positions varied. In total, one senior manager from Airline A, one mid-level manager
from Airline B, one mid-level manager and two experts from Airline C, one senior manager
from Airline D, and two mid-level managers and one expert from Airline E were interviewed.

To ensure the consistency of the interview method that was used to collect data, all of the
interviews were conducted by the same researcher in the same manner. In order not to
influence the answers provided by the respondents, the researcher tried to introduce only
minimal intervention into the interview. The interviews were carried out in the respondents’
work offices and each lasted for approximately for one hour.

Additionally, after the collected data was analyzed and compiled into reports, the respondents
were each e-mailed copies of the reports for their feedback. No negative comments or
corrections were received as a result.

5. Findings
5.1 Introduction of the Airline Companies Participating in the Study

It is commonly thought that the performance processes and performance indicators of airline
companies may vary depending on the activity year and capacity of the airline company.
Therefore, the summary information for the airline companies in this study is presented
below (www.shgm.gov.tr):

SunExpress Airlines was established in 1989 to run Antalya-based international charter
flights, in partnership with THY and Lufthansa. After carrying out tourist charter
transportation between Europe and Antalya for a period, it started scheduled flights in 2006.
It currently operates with 74 planes and a 13,392 seat capacity.

e Pegasus Airlines, founded in 1990 to operate charter transportation, made Istanbul
Sabiha Gokgen Airport its hub. At present, it runs domestic and international scheduled
flights, operating with a 54-plane fleet and a 13.581 seat capacity.

e  Onur Air began operations in 1992, and is a scheduled airline company based at Istanbul
Atatiirk Airport. Since 2003, it has provided domestic flights in addition to international
flights. It has a 22-plane fleet and a capacity of 5.027 seats.

e AtlasJet was established in 2001 as an Istanbul-based tour operator, before moving into
the scheduled passenger transportation business. It currently offers domestic and international
flights with a 19-plane fleet and a seat capacity of 3.456.

e Boralet entered the market with its regional airline model in 2008, to connect smaller
Turkish cities with larger Turkish cities and only serves scheduled domestic passengers. It
operates with 5 planes and a 350 seat capacity.

5.2 Performance Indicators in Financial Perspective

Operational costs and cost per seat are the top performance indicators that are tracked by the
airline companies participating in this study. Regarding operational cost tracking, detailed
cost measurements have been made. For some of the airlines the operational costs are based
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on flights, for others in the study the costs are based on an aircraft, with the remainder basing
their costs on all aircraft for particular periods. In all three instances the operational costs are
compared to their targeted costs. Only one of the airline companies calculates operational
costs and submits the profit/loss report to management daily, and this company views itself as
a low-cost focused company. Besides, in certain airline companies there is a cost control
department and this department checks cost items in detail.

‘Profitability’ is another financial indicator that is tracked by all the airline companies. In
order to increase profitability on a flight line basis, airline companies have revenue
management departments which determine different seat prices to ensure maximum
profitability. Since some airlines operate by renting planes, these airlines track profitability
after excluding plane rental costs.

Cost per seat is tracked by all the airline companies, while revenue per seat is not tracked by
most of the airlines, because the revenue created by a single seat does not mean much for the
airline companies. The important thing is revenue based on a flight line for a certain period.

Apart from the above mentioned indicators, the other financial indicators tracked by the
airline companies are cash flow rate, return on investment, debt/equity ratio,
revenue/expenditure ratio, price / earning ratio and revenue per seat, as shown in Table 1
below.
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Table 1. Performance Indicators of Turkish Airline Companies

Performance Indicators

A |8 lc o [E

Financial Persperctive

Operational Cost

Cash Flow

Profitability

Return on Investment

Dept/Equity Ratio

|+ |+ |+

ol I I I I

Income/Expenditure Ratio

|+ +

Price/Earning Ratio

Revenue per Seat

Cost per Seat

+
+
+

Customer Per spective

Revenue Passenger Kilometres

Service Quality in Aircraft

Delivering Time of Baggage

Number of Lost and Damaged Baggage Items

Check-in Time

Number of Customer Complaints

|+ [+ ]+ ]+
|+ [+ ]+ ]+

Response Time of Such Customer Complaints

Load Factor

Passenger Satisfaction

]+

o IR IR IR IR IR I I I

Market Share

S I o B o IR I R (S R

+ |+ |+

Internal Business Process Per spective

On-time Performance

Average Fleet Age

Available Seat Kilometres

Turnaround Time

Break-up Occupancy Rate

|+ |+

[+ |+

Aircraft Productivity

Ground Handling Time

|+ |+ ]+ |+

|+ ]+

Organizational Learning and Growth Pespective

Personnel Satisfaction

+

Rate of Development of New Services

Personnel Productivity

Amount of Personnel Training

Accident and Incident Ratio

Environmental Performance (Co2, noise, waste)

|+ |+
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5.3 Performance Indicators in Customer Perspective

Customer perspective is a performance indicator tracked by all the airlines, prioritized on the
basis of customer satisfaction. Surveys regarding in-flight service quality are conducted by the
airline companies to measure customer satisfaction. Besides this type of self-tracking,
customer satisfaction surveys are also carried out by independent organizations, and airlines
are ranked regarding their service quality.

The number of customer complaints is measured in all the airline companies that were under
review such customer complaints are collected by the airlines through in-flight passenger cards,
call centers and webpages. Some of the airline companies set goals regarding their response
times to such customer complaints, aiming to respond within certain time frames. Airline B
also uses the ISO10002 Customer Satisfaction Management System, which is a
customer-oriented approach and determining the customer complaint standard.

Indicators, such as revenue passenger per kilometer, load factor and market share that yield
figures regarding customers, are also frequently used by airline businesses. However, since the
scale of the market is not known by an airline company, market share performance indicators
can only be measured by comparison with other airlines. While the market is a variable factor
for airline companies, it is usually accepted as flight destination city pairs.

5.4 Performance Indicators in Internal Business Process Perspective

The performance of services provided by ground handling companies, such as baggage
handling and check-in are frequently tracked by the airline companies. Most of these indicators
are tracked daily for each flight. All of the airlines participating in the study outsource their
ground handling services. The performance of the ground handling company is tracked by
common systems shared by both the ground handling company and the airline company, with
performance information being reported to the airline company by the ground handling
company. The performance goals regarding these services are determined in the service
contract signed by both companies. The airline company measures the performance of the
sub-contract company through these goals.

From the internal business perspective of airline companies, one productivity performance
indicator is load factor. In some of the airlines, the measurement of load factor is conducted for
every flight, but in others it is conducted for each flight line. By dividing all the available seat
kilometers by revenue seat kilometer for all the flights for determined periods, companies’ load
factors are calculated. According to Airline A and Airline C, load factor by flight is not a
decisive performance indicator, but what counts is the load factor that covers all of the flights.

Average fleet age is an important indicator that affects airline image and the productivity of the
operation and, except for Airline E, it is measured by all the airline companies. The reason this
is not measured by Airline E is that it has a 1999 model plane which inevitably lowers the
average age of its fleet.

The measurement of break-even occupancy rate is also measured on the basis of reservations
made by the revenue management departments of all the airlines.
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5.5 Performance Indicators in the Organizational Learning and Growth Perspective

Within the learning and growth perspective, the measurements regarding personnel satisfaction
are taken by all the airline companies, except for Airline B. In order to be objective, airline
companies try to measure personnel satisfaction via organizational climate surveys conducted
by consulting firms.

It is found that almost all of the training objectives planned for personnel are compulsory
training required by the aviation authorities. Since they carry out all of this required training,
the degree to which this training is realized cannot be measured. Besides such required training,
Airline A, Airline B and Airline D also determine career development training for their
personnel and measure the realization rate for such trainingfor each period.

The top priority in airline operations is flight safety. . To this end, Safety Management
System-SMS, used by airlines to reduce risk in all aviation activities and processes to
acceptable levels, measures many performance indicators. One of these indicators is
accident/incident rate. The accident/incident rate is tracked by all the airline companies.

Environmental performance measurements are partially taken by the airline companies. Only
Airline E does not have any environmental performance measurements besides those required
by the aviation authorities. Performance indicators regarding emissions and aircraft noise
levels are tracked more systematically in the airline companies that have intensive European
flights than in the airlines which operate no European flights. The ISO14001 Environment
Management System is used by Airline A and Airline B. They implement waste management
plans, set goals in regard to this and check whether these are achieved at the end of the period.

The goals regarding new service development and the use of technology are set by all the
airlines at the beginning of a period, but new service development rates are tracked only by
Airlines C and E as performance indicators.

6. Conclusion

It is clear that performance measurements based only on financial criteria are not sufficient to
evaluate the performance of a business. As a performance and strategic management tool,
BSC enables businesses to transform their strategic objectives into financial and
non-financial performance indicators. Therefore, interest in the BSC approach to strategic
management continues to grow. This study considers BSC in the context of airline literature,
especially for scheduled passenger airlines. Thus, this study contributes to the literature using
the BSC approach for a specific industry.

This study identifies performance indicators for scheduled airline companies in Turkey
within the perspectives of BSC, and it attempts to provide a basis for Turkish airline
companies in their use of BSC. The interviews conducted demonstrate that airline companies
are using certain performance development methods, such as Quality Management Systems,
the European Foundation for Quality Management (EFQM), and benchmarking, tracking
many financial and non-financial indicators. Apart from the indicators outlined in the
previous section, there are many other indicators used by airline companies. However, in this
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study, within the BSC perspectives, only primary indicators for airlines are covered. A
number of performance indicators used by airline companies cannot be definitively placed
under BSC, because one indicator under a perspective may also be related to another
perspective. For example, an indicator of operational productivity can also be an indicator of
customer satisfaction.

This study shows that while there are some minor differences among airline companies in
terms of the performance indicators used, the primary performance indicators are generally
similar. Differences among companies are to be expected, because each airline company has a
different business model and different strategic objectives and, as a result, its key performance
indicators will be different as well.

Airline businesses seem to need a multi-dimensional performance management system, such
as BSC to help them achieve their strategic objectives more easily. Thanks to such a
performance management system, airlines can determine their critical performance indicators
to accomplish strategic objectives and to build cause-effect relationships between
non-financial indicators and financial performance.

By providing an assessment of its applicability, this study can be expected to assist airline
companies by enlightening them about the BSC method, which is not part of current
performance assessment processes of scheduled airline companies in Turkey.
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