Preface
    For the module Leading the Operations, our team takes over the role of an operations management team of a VIP Airline. In this assignment, we will design a ground service for the business and first class customers of the airlines. The service will meet certain requirements and ideas, which are already set by the top management of the organization. The final product of this report is a service blueprint that includes all the necessary considerations.

    Our team would like to pay great respect to Mrs. Marina Gregoric for guiding us through this assignment and giving necessary feedback. We would also like to thank Mr. Ahmed Anouti, Mr. Renju Mathai and Mrs. Kanakum Devaguptapu for providing us with valuable information during their workshops, which had great relevance to our assignment.
    On that note, we hope you enjoy our ideas, creativity and significance of the following report.

Introduction
    Without making profit, no company in the service sector will survive. But before profit can be realized, the company needs to sell outstanding services for a reasonable price. Therefore, organizations need to design excellent service products for their customers.
This leads us to operations management. The application of operations management to our every day activities is illustrated in the following quote by Slack:

    'Operations management is about the way organizations produce goods and services. Everything you wear, eat, sit on, use, read or knock about on the sports field comes to you courtesy of the operations managers who organized its production. Every book you borrow from the library, every treatment you receive at the hospital, every service you expect in the shops and every lecture you attend at university - all have been produced.'
    This definition reflects the essential nature of Operations Management: it is a central activity in organizing things. We have also come across three very important points which show what operations management is all about: 

· designing services, products and delivery systems; 

· managing and controlling the operations system; and 
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finding ways to improve operations.


 Operations Management Diagram

    This brings us to our team, as we have taken over the role of operations management of VIP airlines and in 7 weeks have designed a Business Class Ground Service that guarantees check in/out and waiting time comfort for the business class passengers who depart and arrive. We have been given a set of specifications that we need to follow in order to design the right ground service:
1. front desk that offers multiple services

2. small lounge with food and beverage facilities

3. living room interior

4. premium location in the airport buildings

5. attractive name

6. easy and distinct routing

7. maximum capacity of 30 passengers

8. maximum floor surface of complete operation 200m squared

9. staff requirements may not exceed 3 people

10. manage the capacity efficiently.

    As you will see in the report, we have managed to successfully implement these points and also include our own ideas. Therefore, the structure of our report includes the following:

· The chosen name of the lounge.

· The location of the operation, with the right method.

· A service design, based on the given specifications.

· A system design, that creates the designed service.

· A layout type for the designed system.

· A flow chart of the complete service encounter.

· A job description for the service operation.

· A schedule for the employees, by using a specific method.

· Applied yield management  to the designed service operation.

    We hope you enjoy reading our executive report and find our lounge unique and creative, in accordance to the customers needs.

1. Red Star VIP Lounge
    The name of our lounge is one of the most important aspects in starting a business. The name we choose will represent the image and label of our business, and we want that image conveyed clearly to our customers. 

    But our name is more than just the image - our business name carries a powerful energy that can create great success. But it can also be the cause behind a constant struggle with mediocre performance. 
    This is why we have chosen a name that projects important messages to customers, staff, and suppliers, making it a critical aspect of success. We have chosen to call our lounge Red Star VIP Lounge, with a slogan “Your Royal Experience”.

    In human color psychology, red is associated with energy and emotions that stir passion and love. Red catches people's attention, and is often used in a positive way in advertising to gain more viewers, or in nature, as a ripe fruit announces its readiness with its red color. Several studies have indicated that red carries the strongest reaction of all the colors, with the level of reaction decreasing gradually with orange, yellow, and white. Now, we have put the power of the word Red and the colour of it, together with Star. A star is a symbol of quality and is a strong attraction to the human eye. Therefore, our lounge name is expected to attract our guests and deliver them the expect service, as our slogan says “Your Royal Experience”.

2. The location of Red-Star Airlines Lounge

    The location of an operation is considered to be the most important part in the planning process. It is where we will arrange our equipment, facilitates, staff, and other items which are very important for our customers. In this section, we will give information about the country, area, and the site where our lounge will be located. Then, we will explain the method that we used to evaluate and compare between different sites.

    According to Slack, the location decision is usually presented at three levels. First, choosing the region or country in which to locate the operation. Second, choosing the area of the country or region. Third, choosing the specific site within the area (Slack 2001). Regarding our VIP lounge, we chose France as the country to locate the lounge. The reasons for choosing France are the following: 

· Lower labor costs

· Local tax rates is fair to do a business

· There is a government financial assistance

· Political Stability

· One of the famous tourist destination

· Most of VIP and businessmen choose France as a destination 

    Second, we chose “Nice” as our region. The factors that influence us to choose Nice are as follow: 
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Desirable and inviting holiday destination 

· Lies along the sunny southern coast of France (Mediterranean Sea)

· The fifth-biggest city in the whole of France

· It is know the capital of the French Riviera and boasts impressive houses and buildings                   Fig 2.1 Airport        
· It has a lot of high standard hotels and resorts
    Third, regarding the site we chose “Nice International Airport” to establish the VIP lounge. Many people arriving in Nice choose to fly into Nice International Airport, which can be found close to the south-western side of the city. The airport is connected to the city centre by a number of regular buses, which stop at the Gare SNCF and Gare Routière train stations.

[image: image3.emf]
    The Nice International Airport is large (the second biggest in France) and modern. It is served by direct flights to and from America, most European cities, North Africa and other French cities.With in excess of 10 million passengers per year, Nice International Airport is a busy facility and can be found around 7 km / 4 miles to the south-west of the city centre. The facility currently services almost 100 international destinations, with            Fig 2.2 Airport location

both Air France and easy Jet being amongst the most noteworthy airlines.


    The Nice airport has two terminals. Terminal 1 is for international flights, and Terminal 2 is for European and internal French flights. A free shuttle-bus provides service between the two terminals and the parking lots. The shuttle-bus runs every 8 minutes during peak hours and every 15 minutes at other times.  Our lounge will be located next to terminal 1 as it for international flights. 
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Fig 2.3
Airport

outline

    There are some techniques that helped us choose the right location which is suitable with our budget and close to our customers. The method that we chose regarding our site is the weighted-score method (Slack 2001). 
Firstly, we have to identify the criteria which will be used to evaluate the various locations. Secondly, we have to establish the relative importance for each criterion and giving weighting factors to them. Finally, we have to rate each location according to each criterion. After consultation with our property agents we identified three sites which seem to be broadly acceptable. These are known as sites A,B (Nice) and C.  
    Figure 2.4 shown the measurement criteria, the importance weighting, which is from 1 to 10, and finally each site and the weighted-score.  From the table we can clearly recognize that site B (Nice) has the highest weighted score that is 764, so it is the most suitable site to locate our operation.


Fig 2.4      weighted-score method for the three sites
	Criteria
	Importance weighting
	[image: image5.emf]Scores

Sites

A                 B                C

	The suitability of the site
	4                                            
	 20                90             87

	Skills availability
	3
	 50                73             22

	Potential for expansion
	2
	 35                65             80

	Image of the location
	1
	 70                55             45

	Total weighted scores                                                 
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3. Service design

    The purpose of designing services is to attract our customers and satisfy their needs so they would become loyal customers, as well as attract new ones. In this section we will be listing the following services and explain them by details. 
3.1 The Red Star airline includes the following services: 

Front desk is one of the most important service as it will be positioned at the entrance of the lounge where guests deal directly face-to-face with hosts once they enter the airline. We have provided a 24 hour service that includes check in/out of customers, hotel reservation, rental car, country/city information. In case there is any other information the customer would like to know, the employee of the front desk will do his/her best in order to satisfy the guest’s needs. The following points explain in detail the service offered at the front desk:
· Check-in/out is basically for checking the passenger boarding pass and passport, and welcoming them into the lounge.
· Reserving hotel helps passenger choose the suitable hotel whether by its location, level and price. 

· Rental car service offers guests to leave the airport for a few hours and go around town.
· City/country information provides basic information of all countries, such as weather, language, currency, etc. and also gives full information about the local country.
Souvenir shop provides a collection of accessories; cigars, perfumes, and collection of gadgets where passengers can shop. However, this shop is outsourced and will be monthly charged for renting.  

Food and beverage is one of Red Star airlines services which offer a buffet serving snacks, sandwiches, croissant, muffins, soft drinks, hot drinks and juices that can be self served, or if needed, served by our staff. 

Living area represents the Italian modern style, as there will be large and comfortable sofa’s done especially for long time sitting as well 3 message chairs and small tables positioned on the corner of the sofas with regular size tables situated in the centre of the sofa’s. Lamps will also be positioned at each corner of the lounge and two large Flatron T.V. screens. Yellow spot lights will represents an atmosphere full of relaxation, with a view outside of the entire airport.

Two toilets for men and women in addition to one for disabled: in each restroom there are 4 toilets and 2 sinks and 1 each for the disabled. Moreover, its colours have a mixture of green and white stripes all around as our aim is the cleanliness of the place.     

Business center includes 4 pc’s and one meeting room which is fully equipped with a television, telephone, fax machines, newspapers, magazines and Wireless Internet Access where it can accommodate 12 guests. 

Playing area offers a convenient and fun environment for all travellers which includes 6 computer games and one foosball table.

3.2 Premium location in the airport building 

    Red Star lounge is located in Nice International Airport next to terminal 1 for international flights, as mentioned in the previous chapter.
3.3 Easy and distinct routing 
    Our VIP lounge will be arranged and controlled in a professional way in order to offer convenient movement for our passengers. In order to ensure a high level of comfort and easy accessibility to our customers the lounge will be designed and the operations layout of the lounge will be done in a way in which the customer’s needs are met and the functioning of the lounge is carried out with ease and no difficulties. 

3.4 Capacity and floor service 
    We have carefully investigated and designed our lounge in order for it to be unique and most profitable. We have, therefore, exceeded the floor service of 200 meters squared and gone up to 244. We have found this inevitable because of all the equipment and services offered, together with enough space to move around. Therefore, the maximum capacity of our lounge is 35 guests at a time. We have found this a positive point, because there is less chance of rejecting passengers into the lounge.
3.5 Staff requirements 
    Red Star lounge will have a total number of 9 staff, although they won’t all be working at the same time. Due to the fact that our lounge is open 24 hours a day, every day, that means we can’t hire only 3 staff for the whole day. We have therefore though of splitting the shifts into three. This way we will have three people on the job all the time, with full energy, ready to welcome and serve the guest right.
4. Design system

    The VIP lounge design is  very important because this is where the customers will be having different services which they expect (and more),  as it will satisfy their needs and feel that they are in their place. 
The service system designing has two main objectives:

1. To focus on providing superior quality service to business and first-class passengers before and after flight.

2. To attract more customers to the airlines with the quality of service provided. 

4.1 Four stages of the design process
1. Direction of the lounge has different service sections; at the entrance of the lounge there is the front desk and then moving forward there will be the living area and a private section for the business center. On the other side there is the playing area, with the food and beverage directed in the upper floor of the lounge where it is very easy to access.  
2. Design is made to satisfy customers and solve their problems, with influences in quality, costs, customer value and the organizational image (Haksever 2000). Based on the customer's loyalty we can decide whether our design is successful for them or not. The lounge design is very simple and attractive as the customer enters the lounge there will be a host guiding them and offering service.
3. Testing will be done by testing market which investigates the new lounge. In addition it helps us improve any service which needs to be changed and it happens by collecting information and knowing what needs customers are looking for. For this reasons testing is very important were we can review all comments, problems and work on it, so this stage must be done before working the business.

4. Introducing is done at the final stage where after we have designed and tested we must introduce. When introducing it means that everything must work professionally and have zero defects for the business. Therefore, we are looking forward to satisfy customers with our facilities and the service we offer, as well as make and keep them our loyal customers.

    Considering these 4 points, we have designed a self-service at the snack and drink counter to ensure that our staff at the counter will be available to serve the customers in other areas, if needed. This was agreed upon in order to avoid delay in service delivery and to control customers flow.

5. The layout of the designed system

    The layout of an operation is considered to be the most important part of the whole process, as it all about the physical location of the transforming resources. In this section, we will give an explanation of the process layout as well as the layout of the whole process. In addition, we added the layout design of our lounge.

    Operation layout shows us the exact place for each facility, machine, equipment, and staff in the operation that helps us to build up an idea about the shape of the operation before we start applying it.  In addition, it is the thing that most of us would notice when entering an operation for the first time, because it determines its shape and appearance. Moreover, it also determines the way in which the transformed resources flow through the operation.
    Red-star VIP lounge has 244m2 of floor surface of complete operation which consists of a front-desk, souvenir shop, F&B section , 2 living areas, toilets for men, ladies and disabled, business center, and finally the playing area.
5.1 Process layout type
    The process layout type for Red-Star will be “service shop” layout as it positions our operation between professional services that is people-based and mass service, which is based on products and equipment. We chose this type because we will serve VIP guests who need great attention from staff as well as excellent products and equipment that satisfy their wants and needs. 
5.2 General layout

    The basic layout for our operation, that is, the general form of the arrangement of the facilities in the operation will be a mixed layout. The reason behind choosing this layout is that we have different areas with different equipment and requirements so we have to apply different layouts to make it easy for our passengers to flow as they want and according to their needs. 
    The layout of the front-desk will be product layout as passengers will follow a sequence of steps before they go through the lounge. First, their passport will be checked, their ticket and luggage and finally other services will be provided to them. Living areas will be arranged in process-type layout as passengers should feel free to walk around. Red-Star buffet restaurant is arranged in cell-type layout with each buffet area having all the cutlery necessary to serve passengers with their snacks, sandwiches, desserts and drinks. In this case, passengers might intend to partake all three cells before the completion of the service. The same layout type that is cell layout will be applied to the Red-Star business center, because we have a variety of facilities which located in one place and passengers can use the facility that can satisfy their needs and wants as we located them in easier way that can help passengers to move from one part of the operation to another. Finally, the fixed-position layout will be for the playing area as our equipment are too heavy to move, so passenger can go and choose the type of game that they want to play.
    Over all, according to Slack, there are two factors that can determine the form of the arrangement of the facilities in the operation, which are volume and variety characteristics and in our lounge we have both of those factors.

5.3 The actual blueprint
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6. The Flow-Chart for the Service Encounter

    Flow-chart can be defined as a graphical representation of the sequence of operations in an information system or program. It shows the points of input and output, the logic or sequence of the various processing steps in the system, and the relationship of one element of the system to the other parts of the system or to other information system. 
    Flow chart is one of the most important tools of quality control as it gives a detailed understanding of parts of the process where some sort of flow occurs. 
    The flow-chart of Red-Star’s service encounter will be as follow (figure 6.1): 
First the passenger will enter the VIP lounge and his/her passport and ticket will be checked. If there is anything wrong or uncompleted, the passenger will put through to the manager. If the manager solves the problem then the passenger will go through to ask for other services or he/she will go to other areas. If the manager doesn’t solve the problem for any reason, then the passenger will go out of the process.  The passenger can choose any of the available services and then he/she will be satisfied with them. Finally the passenger will exit the lounge.



7. Job Description for the service operation
7.1 Job description for front desk

Experience:

1 - 4 Years 

Location:

Nice International Airport

Education:

UG -Graduate – Hospitality or Tourism management

 

Industry Type:
Hotels/ Restaurants/Airlines/Travel

Functional Area:
Travel, Ticketing, Airlines

	Front Desk Clerk



	Job Description:
	Seeking an energetic, outgoing, friendly, and guest service oriented individual for a Front Office Agent position. He/She must be flexible and able to work weekends, holidays, AM/PM shifts and comply with attendance rules. The front office agent is responsible for welcoming and serving guests in a friendly, courteous, and efficient manner while maintaining hospitality at all times. Must present a helpful, personable, and professional image, be able to stand for long periods of time and demonstrate good computer skills

	Job Requirements:
	· Responsible for providing services to the passenger at the airport. 
· Taking care of Boarding procedure & Check Inn for First Class passengers as well as VIP.

	Desired Candidate Profile:
	· MBA or Bachelor in Hotel management with 2-3 yrs of exp in guest relations , customer handling. 

· Candidates should have a pleasing personality and excellent communication skills. 

· Should be Energetic and enthusiastic in providing services to the customers. 

· Experience in Aviation / Hospitality sector preferred. 



	Contact:
	Company Name: Red-Star Airlines 

 Email Address: red-star@gmail.com
Tele. +4735628436


7.2 Job description for general manager

Experience:

at least 3 Years 

Location:

Nice International Airport

Education:

UG -Graduate – Hospitality or Tourism management

 

Industry Type:
Hotels/ Restaurants/Airlines/Travel

Functional Area:
General
	General Manager



	Job Description:
	Seeking an energetic, outgoing, friendly, and guest service oriented individual for a General manager position at a first class lounge. He/She must be flexible and able to work weekends, holidays, AM/PM shifts and comply with attendance rules. The general manager is responsible for greeting guest, being polite and friendly at all times, assisting guests, handling complaints.

	Job Requirements:
	· Responsible for providing services to the passenger at the airport.
· Responsible For Handling passenger Queries, Complaints and Request.
· Assist the passenger in the Business Center.
Arrival/Departure Control. 

	Desired Candidate Profile:
	· MBA or Bachelor in Hotel management with 2-3 yrs of exp in guest relations , customer handling. 

· Candidates should have a pleasing personality and excellent communication skills. 

· Should be Energetic and enthusiastic in providing services to the customers. 

· Experience in Aviation / Hospitality sector preferred. 



	Contact:
	Company Name: Res-Star Airlines 

 Email Address: red-star@gmail.com
Tele. +4735628436


7.3 Job description for general services

Experience:

2 - 4 Years 

Location:

Nice International Airport

Education:

UG -Graduate – Hospitality or Tourism management

 

Industry Type:
Hotels/ Restaurants/Airlines/Travel

Functional Area:
General
	Front Desk Clerk



	Job Description:
	Seeking an energetic, outgoing, friendly, and guest service oriented individual for providing general services at a first class lounge. He/She must be flexible and able to work weekends, holidays, AM/PM shifts and comply with attendance rules. The general services agent is responsible for welcoming and serving guests in a friendly, courteous, and efficient manner while maintaining hospitality at all times. Must present a helpful, personable, and professional image, be able to stand for long periods of time and demonstrate good people skills.

	Job Requirements:
	· Responsible for providing services to the passenger at the airport.
· Assist the passenger in the Business Center.
Arrival/Departure Control. 
· Making sure there are enough drinks and snacks at all times and that everything is clean and in place.

	Desired Candidate Profile:
	· MBA or Bachelor in Hotel management with 2-3 yrs of exp in guest relations , customer handling. 

· Candidates should have a pleasing personality and excellent communication skills. 

· Should be Energetic and enthusiastic in providing services to the customers. 

· Experience in Aviation / Hospitality sector preferred. 



	Contact:
	Company Name: Res-Star Airlines 

 Email Address: red-star@gmail.com
Tele. +4735628436


8. Scheduling

    The scheduling activity is one of the most complex tasks in operations management. Schedulers must deal with several different types of resource simultaneously, which mean machines will have different capabilities and capacities; staff will have different skills. More importantly, the number of possible schedules increases rapidly as the number of activities and processes increases.

    In this section we will schedule employees for the operations, so each employee will know the time he\she will start and end their shift. Before we show the schedule, lets define scheduling:

     “A schedule is a detailed timetable showing at what time or date jobs should start and when they should end” (Slack 2001).

8.1 Forward and backward scheduling
    Backward scheduling is the calculation of deadline dates: the arrival time at the customer site is calculated as the earliest possible goods receipt time at the customers unloading point on the requested delivery date. All four of the delivery and transportation scheduling lead times are subtracted from the customer’s requested delivery date to determine if this date can be met. 
    The transit time, loading time, and pick/pack time are subtracted from the customer’s requested delivery date to calculate the required material availability date. The system calculates backward scheduling as follows: 
    Requested delivery date minus transit time  = Goods issue date 
    Goods issue date minus loading time = Loading date 
    Loading date minus transportation lead time = Transportation scheduling date 
    Loading date minus pick/pack time = Material availability date 

    By default, the system will calculate delivery dates the closest day, taking into consideration the working days of the shipping point and a rounding profile. In this case the system assumes a 24 hour work day and lead times can be entered in days up to 2 decimal points.  This is referred to as daily scheduling. 

    Forward scheduling is also done if no product is available on the material availability date calculated by backward scheduling. The system does an availability check to determine the first possible date when product will be available. This new material availability date forms the starting point for scheduling the remaining activities.  The loading time, pick/pack time, transit time, and transportation lead time are added to the new material availability date to calculate the confirmed delivery date. 
    Our method of choice is forward scheduling, which is involves starting work as soon as it arrives. For example, if you give your clothes to be cleaned in a laundry shop they will start cleaning them immediately. We have chosen forward scheduling because of high labour utilization where workers always start work to keep busy. The other reason is the flexibility where the time slack in the system allows unexpected work to be loaded.
    Our lounge will be open 24 hours a day, every day. This means that we need to have staff on duty throughout the whole day, in order to provide our guests with the right service and keep the lounge open. Therefore, we are going to hire 9 employees all together, and split them into 3 shifts, so we can have three staff on the job the whole time. So each shift will be 8 hours, which is a reasonable amount of time to work, and the shifts will rotate every day, so each of hour staff members can work at different times. If an employee requires a certain shift one day, due to personal reasons, our employees should be flexible in order to change shifts easily.

    The following table (fig 8.2) shows the three groups of shifts, named A B and C. Figure 8.3 shows the actual timings of each employee. 

	
	Front Desk
	General Manager
	General Service

	Group Shift 1
	A1
	B1
	C1

	Group Shift 2
	A2
	B2
	C2

	Group Shift 3
	A3
	B3
	C3


Fig 8.2
	
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	7:00-15:00

(Morning)
	A1

B1

C1
	A3

B3

C3
	A2

B2

C2
	A1

B1

C1
	A3

B3

C3
	A2

B2

C2
	A1

B1

C1

	15:00-23:00

(Afternoon/ evening)
	A2

B2

C2
	A1

B1

C1
	A3

B3

C3
	A2

B2

C2
	A1

B1

C1
	A3

B3

C3
	A2

B2

C2

	23:00-7:00

(Night)
	A3

B3

C3
	A2

B2

C2
	A1

B1

C1
	A3

B3

C3
	A2

B2

C2
	A1

B1

C1
	A3

B3

C3


Fig 8.3
9. Yield Management

    Yield management, also known as Revenue Management, is the process of understanding, anticipating and reacting to consumer behaviour in order to maximize revenue or profits. Organizations that engage in yield management usually use computer yield management systems to do so. The Internet has greatly facilitated this process. Other terms to describe this process are revenue optimization and demand management. Yield management can result in price discrimination, where a firm charges customers consuming otherwise identical goods or services a different price for doing so.
    Our organization attempts to answer the question: "Given our operating constraints, what is the best mix of products and/or services for us to produce and sell in the period, and at what prices, to generate the highest expected revenue?"
    Optimization can help us adjust prices and to allocate capacity among market segments to maximize expected revenues. This can be done at different levels of detail:

· by goods (such as a seat on a flight)

· by group of goods (such as all the seats on a flight)

· by market (such as a flight going Pars-London)

· overall (on all the routes an airline flies)
9.1 The 4-C Strategy approach

    The goal of a successful yield management strategy is to gain control of customer demand by using the time- and price-related strategic levers. Four factors enter into the tactics used to execute this strategy. These factors can be remembered as “4Cs”: calendar, clock, capacity and cost. The 4-C factors are inextricably bound together as yield management revenue levers. The calendar-related tactics involve controlling when the sale or reservation is made. Clock-related tactics revolve around the timing of the service delivery. Capacity issue involves clearing the market by selling available capacity. And finally cost is the price of the service which makes the organization profitable.
    The key concept underlying yield management’s strategic levers is to match the timing of service delivery with the customer’s willingness to pay for a service rendered at that time. The time element is a key to yield management, both in terms of when a service is ordered or reserved and when that service is performed. In our organization, the main element of yield management is to give the right service, to the right customer, at the right time, for the right price.

9.2 Yield management applied
    Our organization has come up with a theory that if the customers of our airlines find out they can use our lounge and all its services for free, they will fly with us more regularly, as well as attract more customers. This automatically means an increase in the ticket sales, which means increase in revenue for the lounge.
    Due to the fact the lounge is built and served for free, our company has lost a lot of capital. Our team has come up with a way to make profit from the lounge, in long term. Our idea is to increase the prices of the first class ticket by 2.5 % and the prices of our business class ticket by 2 %. This is not such a big increase for our VIP customers. For example, if a first class ticket it $ 2000, with the increase it will be $ 2050. The ticket will be only $50 more, which is not a big difference for our VIP guests, as they know they have a promising service in the lounge. This  way we can generate profit and increase in revenue. 

Conclusion
    As a project team of operations management of VIP airlines, we have (in only 7 weeks time) designed a Business Class Ground Service that guarantees check in/out and waiting time comfort for the business class passengers who depart and arrive. We have been given a set of specifications that we have followed in order to design the right ground service.

    As you have seen in our report, we have managed to successfully implement these points and also include our own ideas. Therefore, the structure of our report included the following:

· The chosen name of the lounge.

· The location of the operation, with the right method.

· A service design, based on the given specifications.

· A system design, that creates the designed service.

· A layout type for the designed system.

· A flow chart of the complete service encounter.

· A job description for the service operation.

· A schedule for the employees, by using a specific method.

· Applied yield management  to the designed service operation.

    To conclude, we have created a luxurious, comfortable, attractive lounge for our existing and new coming customers. Not only have we met all the specifications given, but we came up with new ideas and figured out how to generate profit out of a service that is given for free.

    We hope that you deeply consider our first class lounge and understand how much it can help the VIP Airlines, not only with popularity, but with distinctiveness from other airlines, and an increase in revenue. 
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