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ABSTRACT

Digital transformation has become a critical activity for competitiveness in many sectors,
including the airline industry, a key segment of the tourism transportation sector. Digital
technologies continue to improve airlines' working methods daily, and cabin crews are also
affected by this transformation. This study investigates digital transformation activities carried
out in the cabin crew departments of airlines that adopt different strategies and examines their
impact on operational processes. The research was conducted using qualitative methods in two
airline companies operating in Turkey: one being the flag carrier Full-Service Carrier (FSC) and
the other a Low-Cost Carrier (LCC). Semi-structured interviews were conducted with participants
face-to-face and via video conference, using the deliberate sampling method. The obtained
codes were grouped under themes, and the data was analyzed. The findings reveal that digital
transformation in FSC and LCC airlines is achieved through various applications with similar
features, and that both types of airlines improve their operational processes through digital
transformation.
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RESUMO

A transformacado digital tornou-se critica para a competitividade em muitos setores, incluindo a
indUstria aérea, um segmento chave para o setor de transporte turistico. Diariamente, as
tecnologias digitais melhoraram os métodos de trabalho das companhias aéreas, afetando
também as tripulagdes de cabine . Este estudo investiga as transformacgdes digitais realizadas
pela tripulacdo de cabine das companhias aéreas, que adotam diferentes estratégias, e examina
seu impacto nos processos operacionais. A pesquisa foi conduzida usando métodos qualitativos,
em duas companhias aéreas que operam na Turquia: a companhia aérea nacional Full-Service
Carrier (FSC) e a Low-Cost Carrier (LCC). Foram conduzidas entrevistas semi-estruturadas com
os participantes, presencialmente e por videoconferéncia, utilizando-se o método de
amostragem deliberada. Os cddigos obtidos foram agrupados em temas e os dados foram
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analisados. Os resultados revelam que a transformacao digital nas companhias aéreas FSC e LCC
é alcancado por meio de varias aplicacdes com caracteristicas semelhantes, e que ambos os
tipos de companhias aéreas melhoram seus processos operacionais através da transformacao
digital.

PALAVRAS-CHAVE

Transporte Turistico; Digitalizacdo; Transformacao Digital; Companhias Aéreas; Estratégias
Competitivas.

INTRODUCTION

The aviation industry strives for further digitalization in line with worldwide trends. In the last
few decades, various digital technologies have been extensively incorporated into different
business lines, such as airlines, airports, air traffic control, and aircraft maintenance (Shiwakoti
et al.,, 2022). Airlines have witnessed significant changes in recent years due to digital
transformation, and digital technologies have influenced all aspects of the industry, from flight

reservations to in-flight experiences.

For example, Air Asia's facial recognition technology for check-in (Airasia, 2023) and Emirates'
food ordering device for business class (Flynn, 2017) demonstrate the digital transformation
activities that airlines are implementing to improve the customer experience. Similarly,
Lufthansa's use of virtual reality glasses as part of its digital transformation initiative has
significantly improved the customer experience, increasing the upgrade rate from economy
class to business class at check-in (Airlinetrends, 2017). On the other hand, the Star Alliance
mobile application has created a common database for passengers to book flights and access
digital boarding passes. This data is shared among all alliance members, allowing airlines to
improve their marketing and revenue opportunities. Finally, Air New Zealand's augmented
reality technology has significantly enhanced interactions between cabin crew and passengers

by providing personalized information (Mazis, 2020).

The goal of digital transformation is to increase operational efficiency and financial performance
while providing a seamless customer experience (Brown, 2022). In this context, digital
transformation in airlines started in marketing and sales channels and continued with in-flight
applications that increased passenger satisfaction over time (Turkish Airlines, 2021). Digital
transformation efforts have recently been accelerated to facilitate many duties and

responsibilities of cabin crews, especially those not observed by passengers (Pegasus, 2018).
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With this digital transformation, airlines aim to provide passengers with a higher perceived
quality service and devote their cabin crew's background duty times to dealing with passengers

(SITA, 2023).

In line with this goal, many mobile apps have been developed to enable cabin crews to access
information about the flight and passengers. On the other hand, the documents that will help
to find solutions to the problems encountered during the flight or need to be filled by the
organizational or legal requirements are loaded on the tablets distributed to the cabin crew
(inova, 2022). Again, through mobile apps, cabin crews were enabled to communicate before
and after their flight duty, thereby increasing efficiency in operational processes. On the other
hand, the duties and responsibilities of cabin crew may vary depending on the airline's adoption
of different competitive strategies. Therefore, digital transformation activities for the cabin crew
department are carried out through various mobile applications and corporate web pages

developed by analysing the jobs determined within the scope of these strategies.

The background work performed by cabin crews, who represent the visible face of airline
companies generating significant income in tourism transportation, critically affects the
profitability and sustainability of airlines. If cabin crews, the primary determinants of the service
offered, can largely transfer their background tasks to digital platforms, the time available for
passenger communication will increase. This shift could provide a competitive advantage by
enhancing service quality. Furthermore, the digitalization of cabin crews, who constitute most
airline employees, will contribute to environmental sustainability. The existing literature lacks
sufficient research on the digitalization of cabin crews. It is anticipated that this research will

provide valuable insights for industry stakeholders.
CONCEPTUAL FRAMEWORK

Cabin Crew - The cabin crew is responsible for implementing the necessary safety and security
measures and passenger comfort in the aircraft carrying passengers. In addition, cabin crew
members generally serve in different positions as cabin attendants, cabin chiefs, cabin control
chiefs, instructor cabin chiefs, and executive cabin chiefs i.e. (Akpinar & Erdag, 2018). Cabin
crews fulfil their responsibilities by conducting effective teamwork throughout the flight
operation. The duties and responsibilities of each cabin crew member have been determined in

the work instructions prepared according to the civil aviation authorities' instructions and the
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airline's business model. In general, the duties performed by cabin crews during flight duty are
as follows in Figure 1.

Figure 1. Cabin Crew Responsibilities

) erefismartennyser

ontrol of materials (food, beverage, pillow, blanket, EEC.,

Source: Shehada, M. (2014).

On the other hand, most of the duties performed by cabin crew in flight operations consist of
activities that passengers cannot observe directly. According to the aircraft type, cabin crew
members on duty at least 1 hour before the flight duty make a briefing on such matters shown

in Figure 2.

Figure 2. Cabin Crew Briefing Topics
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Source: Girbiiz, T. 1. (2022).
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After the briefing, safety equipment, cabin cleaning, and catering items are checked, and
boarding is started by coordinating with ground services. Boarding has an essential place among

the phases in which cabin crews take an active role.

Figure 3. Cabin Crew Duties During the Boarding Phase
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Detecting the luggage that does not fit in the overhead bins, sending
them to the cargo compartment, contacting ground services to give
baggage tags to the relevant passengers

/

Source: United (2023).

During the cruise phase, catering/in-flight sales service is provided, and safety-related activities
are repeated at frequent intervals, trying to complete the flight comfortably and safely. In
addition, if there are unruly passenger situations or, a passenger whose health condition
deteriorates, or in case of birth/death on the flight, necessary interventions are made, and forms

arising from legal obligations are filled.

After landing, the passengers are disembarked, and a check is made to ensure no forgotten item
in the cabin or that no foreign object threatens safety. When a forgotten item or dangerous
substance is detected, the relevant forms are prepared and coordinated with ground services

(Bukeg & Basdemir, 2022).

Although cabin crew duties and responsibilities are similar for each airline, some differences can

be observed according to the adopted business model. Airlines have chosen passenger
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segmentation to reduce the effect of increasing competition over time and developed various
business models compatible with Porter's competitive strategies. The adopted competitive
strategy has led to the emergence of full-service (FSC) airlines in line with the differentiation and

low-cost (LCC) airlines in line with the cost leadership strategy (Schmitt & GoxlInick, 2016).

FSCs go into distinctions such as first-class, business, and economy class in line with Porter's
differentiation strategy. They strive to provide a competitive advantage by giving their
passengers the highest possible level of service (Bieger & Agosti, 2005). LCCs generally carry out
cost-reducing activities in all expense items with a uniform fleet of aircraft, economy class
cabins, and in-flight catering services and comply with Porter's cost leadership strategy (Rouby,

2018).

Cabin crew composition varies according to the strategy adopted by the airline. For example,
LCCs generally operating narrow-body aircraft have fewer cabin crews than FSCs. While the
minimum number of cabin crew required in narrow-body aircraft can vary between 2 and 4, at
least one of which is a cabin chief, this number can go up to 22 cabin attendants in wide-body
aircraft. FSCs mostly plan more than the minimum number of cabin attendants for their flight
duties to keep the perceived service quality of business and first-class passengers high (Shaw,

2007).

The differentiation of the number of cabin crew according to the business model causes the
duties and responsibilities in the work instructions to vary. The cost leadership strategy aims to
simplify work with fewer people quickly and effectively rapidly. It means cabin crew members
of LCCs share more roles and responsibilities than FSCs. In addition, the number of people
working in departments such as ground handling, passenger services, baggage handling, and
aircraft security in FSCs is higher than in LCCs, making it easier for cabin crews in FSCs to share
their duties and responsibilities with them. However, LCCs offer in-flight sales, while FSCs offer
complimentary catering. In addition, cabin crews in LCCs have many additional duties that cause
intense paperwork, such as issuing shopping invoices, opening and closing stocks, determining

cancellations and refunds, and closing accounts due to sales transactions (Condor, 2020).

All these activities, which are included in the job descriptions of cabin crew, directly or indirectly
affect passenger satisfaction and determine the perceived service quality (Kazangoglu, 2011:
138). Considering that the service quality perceived by the passenger impacts profitability and
sustainability by increasing the rate of re-preference of the airline, the importance of increasing

the efficiency of the activities carried out by the cabin crew, which is the visible face of the
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airlines, is better understood. For this reason, many cabin crew activities, which are not directly
observed by the passengers and occupied an essential place in the past, are now being tried to

be carried out much faster and more effectively through digital transformation.

For example, Airbus is developing an loT platform for the cabin known as Airbus Connected
Experience. It seeks to establish real-time connectivity between many cabin components,
including galleys, trolleys, seats, and overhead bins. By receiving notification from the galley, it
will be possible to obtain the information on which trolley the specially ordered meals are, view
the appropriate overhead bins, and order drinks from intelligent seats. Thus, cabin crews will
provide passengers with a more personalized travel experience by accessing an integrated

platform that keeps real-time data in one place throughout the flight (Airbus, 2019).

Leveraging digital transformation in cabin crew workflows and finding intelligent solutions that
integrate with airlines' existing IT systems are operational areas that were often overlooked or
neglected until recent years. Digital tools help cabin crew receive up-to-date flight and
passenger information and increase their awareness, helping them provide dynamic service. In
this way, passengers' satisfaction with their travel experience is improved, further contributing
to the profitability and sustainability of the airline (Kucerova, 2023). In this context, touching on
the technology acceptance model TAM) will contribute to explaining the process of digital

transformation by cabin crew departments.

Technology Acceptance Model - The Technology Acceptance Model (TAM) was created by Davis
in 1986. TAM was designed with two primary goals: first, to enhance our understanding of the
processes involved in user acceptance, offering new theoretical perspectives on the effective
design and implementation of information systems; and second, to establish a theoretical
foundation for a practical "user acceptance testing" methodology that allows system designers
and implementers to assess proposed new systems before they are deployed (Davis, 1986: 2).
According to TAM, an individual’s behavioural intention to adopt a specific technology is

influenced by their attitude towards using that technology (Zeren, 2014: 171).

Perceived usefulness refers to the user's belief that a system will enhance their job performance,
while perceived ease of use denotes the extent to which the user believes the system is
effortless to use (Davis et al., 1989). User acceptance of information and communication
technology (ICT) is examined by considering both social influence and cognitive instrumental

processes. Factors such as subjective norm, image, and voluntariness reflect individuals'
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perceptions of system usage. On the other hand, job relevance, output quality, and result
demonstrability represent the extent to which the system aids in performing job tasks. TAM

model is shown in Figure 3.

Figure 3. Technology Acceptance MODEL (TAM)

Perceived
/ Usefulness \

External Attitude Behavioral Actual
Variables towards using T intention to use [®| system use
\ Perceived /
ease of use

Source: Davis, D. (1989).

From a historical perspective, the tourism sector has been recognized as one of the early
adopters of new technologies and serves as a prime example of an industry significantly
reshaped by technological advancements (Paajarvi, 2004). The integration of information
technology into tourism commenced during the early stages of computer development and has
progressively intensified (Bader et al., 2012). Most technology adoption studies employ the
traditional Technology Acceptance Model (TAM) as the foundational theory to assess user
acceptance (Davis et al., 1989). Numerous studies have explored TAM's application in
understanding tourists' motivations and perceptions (Li & Chen, 2019). Given the extensive use
of various emerging technologies to promote tourism, TAM serves as a theoretical basis for

determining the acceptance or rejection of specific technologies.

Airline enterprises derive substantial advantages from contemporary technologies. As a pivotal
constituent of the transportation domain within the tourism sector, airline corporations are
ardently endeavouring to augment operational efficiency by integrating digitalization across a
broad spectrum of functions. Given that cabin crews assume substantial responsibilities in the
execution of airline operations, the digitalization of cabin crew operations profoundly influences
the rate of technological adoption within the airline industry. Nevertheless, the voluntary
engagement of cabin crews in the digitalization of tasks, which have hitherto been conducted
consistently under stringent regulatory frameworks for an extended duration, is imperative for

the efficacious realization of digitalization initiatives. Within this framework, cabin crews are
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being apprised of the utilization of digital applications and their consequential contribution to
the economic viability and enduring sustainability of the enterprise through informational

sessions, case analyses, and instructional modules.

DIGITAL TRANSFORMATION IN THE CABIN CREW DEPARTMENT

Advances in information technology enable airlines to extract enormous amounts of data from
aircraft systems, airport operations, and other stakeholders. As a result, the airline industry is
unlocking numerous potentials, such as providing customized services to passengers by
leveraging algorithms that transform this data into usable information (Hermes, 2020).
However, as the impact of the digital transformation implemented to improve the quality of
travel experience, improve performance and scalability, and maintain competitiveness in the
market, on the profitability of the airline increased (PROS, 2019), the time and financial

resources allocated to this issue continues to grow day by day (Heiets et al., 2022).

Airlines, which initially tried to increase their market share by going digital in sales and marketing
channels, are now trying to improve all operational processes under the digital transformation
(Meydan, 2023). IATA (International Airline Transport Association) defines digital transformation
as creating value again using digital assets that change traditional methods. However, the
definitions of digitalization and digital transformation are often used interchangeably. However,
digitalization refers to converting an analogy or manual process to digital through a method such
as RPA (Robotic Process Automation) technology. In contrast, digital transformation
encompasses not only the integration of new technologies but also the redesign of business
applications (Hermes, 2020). So, it is possible to define digital transformation in the airline
industry as a systematic approach to change operational procedures and decision-making
mechanisms, especially those that directly affect customer experience, by utilizing digital

technologies and optimizing internal processes accordingly (Kiyiklik et al., 2022).

In this context, digital transformation in airlines is aligned with Porter's value chain analysis
(Schallmo, 2016). Value chain analysis identifies activities that add value to customers and
eliminates activities that do not contribute to operational processes (Savci & Haftaci, 2017).
Porter examines value-adding activities in two groups: primary activities and support activities.
He defines activities that directly add value to customers as primary activities, while activities
that indirectly add value are defined as support activities. Primary activities include inbound

logistics, operations, outbound logistics, marketing and sales, and service. Support activities
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include procurement, human resource management, firm infrastructure, and technology

(Porter, 1985).

Digital transformation activities are among the few that have a two-way contribution to the
value chain. Therefore, digital transformation may be evaluated as a value-adding activity
directly to the passenger in the primary activities of marketing, sales, and post-sales service, as
well as in technology development, which is an indirect support activity that the passenger

cannot directly observe (Sert, 2020).

Airlines have successfully integrated digitalization into their reservation, marketing, sales, and
post-sales activities, achieving significant efficiency gains in speed, cost, and quality (Isilar, 2021).
These activities represent digital transformation's contribution to the value chain's primary
activities. On the other hand, digital transformation efforts for problems affecting the
operational process, such as check-in, baggage, and connecting flight problems, which are
automatically corrected without being noticed by the passengers, have gained importance
recently. Thus, digital transformation has started to take place among the support activities of

the value chain by being applied to the activities carried out in the background.

In addition, digital transformation is also being achieved in the cabin crew department to
increase the gains obtained from all recent operational processes. Due to the costs and the time
incurred by airlines spent fulfilling legal and institutional requirements, such as filling out
numerous documents, recording cabin malfunctions, calculating the amount of potable and
wastewater to be loaded onto the aircraft, and reporting to the ground staff, digital

transformation has become inevitable in the cabin crew department (innova, 2015).

However, in airlines that adopt different strategies, digital transformation activities vary due to
the differentiation of cabin crew duties and responsibilities. For example, Turkish Airlines (THY),
which continues its operations as the flag carrier FSC in Turkey, started its digital transformation
efforts in 2014 by distributing tablets to cabin chiefs (Simsek, 2018). The MOCA application
installed on these tablets has many functional features, such as the number of infant and child
passengers onboard, identifying any doctors among the passengers, calculating the amount of
water to be loaded, tracking empty seats, observing passenger manifest, recording cabin
malfunctions, and access to all necessary documents required by the cabin crew department.
This digital transformation activity, which saves time, has reduced the burden and cost of
operational processes and increased the quality-of-service cabin crews offer passengers (Innova,

2015).
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In addition, THY, which set out with the motto of a 'paperless cabin,' switched to the electronic
document management system to minimize paper use in the cabin and transferred many
correspondences to the electronic environment via its corporate web page. Furthermore, as part
of the digital transformation initiative, applications such as Check-in, Documents, and Cress
Notice have been developed, which can be downloaded from the TKStore app using a corporate
e-mail address and password. With these applications, cabin crews can use technology
effectively while fulfilling their duties and responsibilities (Turkish Airlines, 2017). Check-in is a
mobile app developed for cabin crews to allow them to notify that they are at the start of duty.
In addition, the Check-in app provides information about other cabin crew members taking part
in the flight duty and whether they started the assignment. It is also available to access detailed
information about the airport, announcements, flight times, and the number of passengers from
this application. The Documents app enables cabin crews to access documents, memorandums,
and bulletins. With the notification-sending feature, the in-house information of cabin crews is
kept up to date. The Cress Notice app, which allows cabin crews to message among themselves,

becomes active sometime before the start of duty and remains open 24 hours after the end.

The application most effectively used by cabin crews at THY is Roster. With the Roster app, which
is preferred by more than 400 airlines worldwide (Simsek, 2018), duty change notifications can
be sent to cabin crews. Also, sharing flight programs and observing monthly and annual flight
limit statistics, airport information, flight times, flight numbers, aircraft types, and the contact
information of station officers and consular authorities to be contacted is available. In addition,
the Roster app provides hotel, health, and safety information, pronunciation of airport names,
greetings in the local language, entry, and exit customs documents, announcements, operation
and safety requirements, technical and regulatory requirements, product and service

requirements, and cosmic radiation calculation.

Along with these, THY has a total of 26 mobile apps. Apart from those described above, cabin
crews frequently use the mobile apps UP, BID, Cress Web, Healthy, MyPass, and IBS. The UP
makes it possible to view the number of passengers booking and corporate discount agreements
and send birthday and various greetings messages to each other from all departments. Monthly
off days and annual leave requests can be made with the BID app, while one domestic and
international layover request can be made for the next month via Cress Web. The HEALTHY app
allows viewing of hospital visits, examination dates contents, past sickness reports, and

prohibited drugs and foods for cabin crews by accessing the personal health file. In addition,
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sickness report notifications are made on this application, and information about private health
insurance can be accessed. The MyPass application allows cabin crews to book flights using free
(PASS) and discounted tickets (CED) issued by THY. Finally, with the IBS (Station Information
System) application, the contact numbers of the station officers, layover forms, information on
health issues, operational performance data, the contact information of the handling companies

and airport authorities, and available ground services at the airports can be accessed.

In addition to mobile apps, THY actively uses its corporate website. Cabin crews can access
information about the presidency and published videos on the corporate web page. In addition,
the cabin crew can view information on frequently asked questions using the guide. By logging
into the e-form center via the web page, it is possible to notify the Cabin Services Presidency on
various issues such as visa applications, excuse leave notifications, wage deduction objections,
pregnancy information, cabin cleaning, and planning problems. Through Creweb, another
corporate website, personal information and corporate qualifications can be viewed, updates
can be made in case of changing data on the cabin crew, visa requests can be made, and

information on fees can be accessed.

Another example of the digital transformation of the cabin crew department is Pegasus Airlines,
which operates as the largest LSC in Turkey. Mobile apps prepared for the cabin crew of Pegasus
Airlines can be downloaded from the corporate website using the corporate e-mail address and

password.

The SMARTCABIN app on tablets distributed by Pegasus Airlines ensures efficiency in matters
related to in-flight sales, such as the PERPAX calculation (targeted sales amount per passenger),
which enables cabin crews to earn more revenue and necessary information about pre-order
meals. In addition, with the SmartCabin app, cabin crews can access detailed information about
passengers with special conditions, their seat numbers, flight times, in-flight catering loading
types, passengers purchasing seats, and the destination. Also, documents on the tablet facilitate
the cabin crew's duties, which are uploaded, such as in-flight announcement voice recordings,
cabin crew manual, chief cabin guide, aircraft types of differences guide, and SOP (standard

operational procedures) quick reference manual available.

On the other hand, the IQSMS app has been developed so cabin crews can report to their
departments. For example, with IQSMS, cabin crews can provide feedback on catering, cleaning,
and crew shuttle problems, feedback on crew planning and flight issues, problems encountered

in layover hotels, informing passengers who are sick on the flight, and reporting on safety and

649



Erdag, T., Erdogan, U. & Pinar, R. |. (2024). Digital transformation in cabin crew
department: a comparative qualitative research in FSC and LCC Airlines. Rosa dos Ventos -
Turismo e Hospitalidade, 16(3), 638-660. http://dx.doi.org/10.18226/21789061.v16i3p638

security.

In addition, the PIN app developed for Pegasus Airlines, as a SharePoint mobile intranet
application, is vital in increasing productivity. PIN app, which all Pegasus Airlines employees can
use, has separate sections defined for different departments according to authorization

protocols (BThaber, 2019).

The PIN app enables cabin crew members to carry out various activities such as employee
discounted ticket transactions, requesting off days and annual leave (crew bidding), accessing
the current document list, getting information on corporate discount agreements, applying for
visa forms, checking flight information, viewing assigned training and safety certificates, and
monitoring monthly employee turnovers (entry and exit). In addition, the app provides access
to the seniority list, members of coaching groups, frequently asked questions, shuttle routes,
hotel information, and the FTL (Flight Time Limitations) document. At the same time, cabin

crews can access all the documents from the QDMS app and send read receipts to the company.

Finally, with the SmartOps app, cabin crews can view monthly flight schedules, enter sickness
reports, order food for their flights, view flight and FTL statistics, and follow their colleagues'
flight schedules. In addition, the SmartOps application includes the cabin crew's personal

performance, certificate, passport, visa, and language information.

In addition to the previously mentioned mobile apps, Pegasus Airlines' cabin crew are also
notified through text messages sent to their mobile phones and e-mails sent to their corporate
e-mail addresses. Information about flight-duty changes and the planned crew shuttle
notifications are sent as text messages. When cabin crew members receive a duty change
notification, they can access new duty information from the SmartOps app. Also, notices
regarding newly published documents are sent via e-mail. Table 1 shows the digital apps and

corporate web pages used in FSCs and LCCs in Turkey.

Table 1. Digital Apps and Corporate Websites Frequently Used in FSCs and LCCs

FSC LCC

Tkstore Corporate Web Site
To download apps to mobile devices. To download apps to mobile devices.

Roster Smartops
Duty changes, flight statistics, airport information, flight Monthly flight schedules of cabin crew,
schedule sharing, cosmic radiation calculation, cabin medical report entry, crew meal pre-orders,
crew names, flight times, flight numbers, aircraft types, monthly flight statistics, annual FTL averages,
station and consulate contact information, hotel, health flight schedule sharing, personal
and safety information, airport name pronunciation,
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local language greeting, entry and exit customs
documents, announcements, operational, security,
technical, regulatory, product, and service requirements.

Healthy

Documents related to in-house health screenings,
viewing the past sickness reports received.

performance, certificate, passport, visa, and
language information.

Documents
Accessing published documents, announcements,
information notes, and bulletins and sending read
receipts to the company.

Qdms
Access to documents and sending read
receipts.

Creweb Page

Cabin crew payrolls, personal information, exam results,
accrued flight fees, visa requests, and access to
information.

Corporate E-mail
Reaching to employee payrolls.

Moca

The number of infant, child, and adult passengers, doctor
on board information, amount of water loaded, empty
seats, passenger manifest, cabin maintenance logbook,
and cabin crews department notification forms.

Smartcabin

Passenger counts, PERPAX calculation, pre-
orders, passengers with special conditions,
seat numbers, flight times, catering loading
types, passengers who bought paid seats,
airport information, announcement sound
recordings, cabin crew manual, cabin chief
guide, aircraft types differences guide, SOP
quick reference manual.

Mypass
PASS and CED (Discounted) ticket purchase.

Ibs

Contact numbers of station officers, layover forms,
health conditions in the region, operational performance
data, the contact information of the handling company
and airport authorities, aircraft registration numbers
with landing permission, and airport ground services.

Bid
Submission of a request for off days and annual leave.

Up
Passenger counts, corporate discounts, birthday, and
greeting messages.

Pin
Crew ticket transactions, current documents,
corporate discounts, visa requests, flight
information, off days and annual leave
requests, assigned training, monthly
employee turnovers, seniority list, coaching
groups, frequently asked questions, shuttle
routes, hotel information, and FTL document.

Cabin Crew Department Website

e-forms, such as objection to wage cuts, crew planning
correspondence, excuse leave requests, administrative
directorate correspondence, and so on, and frequently
asked questions.

lgsms
Catering, cleaning, crew shuttle, hotel, sick
passenger, crew planning, safety, and security
feedback.

Cress Notice
Instant messaging between assigned crew members.

Cress Web
Layover duty requests for the next month.

Check-in

Allows cabin crew to notify that they are at the start of
duty.
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RESEARCH PURPOSE, IMPORTANCE, AND METHOD

The digital transformation in the activities of cabin crews increases passenger satisfaction and
the airline's operational performance, making significant contributions to profitability and
sustainability. However, while there are many studies on digital transformation in the airline
industry in the literature, this is the only research that has been found comparing the digital
transformation efforts in the cabin crew departments of airlines in the FSC and LCC business
models. Thus, this study aims to contribute to the literature and relevant stakeholders in the
sector by revealing the digital transformation activities of the cabin crew departments of FSC

and LCC airlines.

The research was carried out using qualitative methods in two airlines operating in Turkey, one
of which is the flag carrier FSC, and the other is LCC. Qualitative research, especially with the
deliberate sampling method, allows one to obtain in-depth and large amounts of information
about the subject from a few participants (Curtis et al., 2000). Therefore, in the study, semi-
structured interviews were conducted face-to-face and via video conference with 20
participants, ten from each airline, with at least ten years of experience working in various
positions, using the purposive sampling method. Cabin crews are individuals who are often
challenging to reach due to their demanding flight schedules. To mitigate these constraints
related to time and accessibility, 10 participants from each airline have been selected. It was
preferred that the participants have worked at the same airline for at least ten years to compare
the current digital transformation activities with the past situation. The questions asked to the
participants in the study were inspired by the questions in the technology acceptance model
scale (Davis, 1989) and are given in Annex-A. The sections of the TAM model questionnaire were
utilized in the qualitative research to reveal participants' tacit knowledge, thereby facilitating a

comprehensive understanding.

The two airline companies examined in the research are the primary operators that dominate
the Turkish aviation sector. They compete in both the domestic market and within regions
encompassing countries within a four-hour flight radius, such as Europe, Asia, the Middle East,
the Arabian Peninsula, and North Africa. The competitive dynamics between these two airlines
also drive them to enhance their practices by benchmarking each other. Despite adopting two
distinct strategies, similar practices are shaped and utilized based on their respective strategic
models. The full-service carrier (FSC) airline company is esteemed as the premier airline in

Europe, while the low-cost carrier (LCC) airline company is renowned for its innovative practices
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in the industry. Consequently, these two airlines have been jointly examined. Their examination
is pivotal due to their practices, which can serve as benchmarks for other airline companies

operating in the regions where they wield considerable influence.

Information was given on the research subject during the interviews with cabin crew members,
and the interviews were held in Turkish, which is the native language. It was stated that a code
to be assigned for them would be used instead of the names of the participants due to their
request. With this information, it was tried to prevent the research from creating hesitation for
the participants. Codes ranging from F1 to F10 for FSC airline participants and L1 to L10 for LCC
airline participants were defined. Interviews were held between 15.10.2023 and 19.10.2023 in
a place where cabin crew members felt comfortable and did not cause external factors to disrupt
communication. During the interviews, care was taken not to ask questions in a way that would
guide the participants. All interviews were recorded as audio with the participants' consent and
transcribed into written format. The data obtained from the interviews were manually coded by
the authors of the research separately and then compared to reach final codes. The obtained
codes were subsequently consolidated under themes through the authors' efforts, and data
analysis was conducted. While creating codes and themes, the literature review was utilized;
however, due to the limited availability of scientific studies in the literature, corporate websites

and documents were also consulted.
FINDINGS

Codes were assigned to the data obtained by the semi-structured interview technique by making
content analysis, and themes were formed by determining their relationships. Finally, after
editing, the codes and themes were evaluated and interpreted (Ozdemir, 2010: 332).
Participants consisted of 7 men and 13 women, aged between 31 and 42. They all work as cabin

chiefs, and their experience in the same airline varies between 10 and 16 years.

As a result of the interviews, nine codes and three themes were determined for FSC airline, and
eight codes and three themes for LCC airline. The codes that were united under the theme of
"passenger experience" defined in the FSC airline were "speed," "convenience," and "problem-
solving." F4 said, "We can respond to the demands of passengers much faster than before. For
example, during boarding, we often encounter what we call the problem of family reunification.

We must find a quick solution to this situation. We used to search for free seats on the passenger
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manifest or wait until the boarding was complete. Now we can see the free seats instantly from

the tablet and help the passengers."

The codes that unite under another theme, ‘accessibility’ are ‘apps’, ‘e-forms’, ‘feedback’, and
‘diversity’. F7 said: "We are responsible for knowing many professional manuals and documents.
Moreover, the procedures and rules of the countries we fly to change constantly. We used to
carry manuals, SPO, and current announcements with us, as it was tough to keep this much
information in mind. Now we can access the information we want from mobile phone apps or
tablets." In addition, F2 said, "When we had a problem in flight, we would either go to the cabin
crew department and tell them or write a petition and make a co-mail. We can now reach our
presidency via e-forms; this has also increased the frequency of our feedback on issues that need

improvement."

On the other hand, F5 said: "Mobile apps are handy, but we have many apps. Sometimes, we
have issues deciding where to find which information. So, it will be beneficial if simplified and

fewer applications are made."

The final theme determined in FSC airline is ‘safety’, which consists of ‘crew health’ and ‘crew
safety’ codes. F3 said: "As a flag carrier, we fly to most destinations worldwide. Unfortunately,
we sometimes encounter diseases previously unheard of in Turkey. Mobile apps help us a lot in
this regard. For example, if we are flying to a place where malaria is common, more than one
mobile app warns us to get a malaria kit from the health unit. In addition, we can view the
measures that will reduce our risk of contracting the disease through the app". In addition, F1
said, "There may sometimes be political upheavals and acts of terrorism in the countries we visit,
or crimes such as theft and extortion against foreigners are common. Therefore, we examine the
safety and security requirements of the app before the flight. In case of such threats, we read the

information notes about not leaving the hotel or where to go".

The first theme identified in LCC Airline is ‘communication’. The codes under the theme are
‘digital information sharing’, ‘crew communication’, and ‘feedback’. L8 said, "We have a
coaching system. The cabin chiefs and cabin attendants are affiliated with determined control
cabin chiefs. When we need it, we seek help from our coaches before going to the management.
In the past, we often tried to get information by consulting the coaches. Now we can easily access
the information we need through the apps". L1 said, "As cabin crew members increased, we
needed more digital innovations. For example, when the company was small, everyone knew

each other, and we all had each other's phone numbers. However, now, we are more than two
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thousand. We may need to contact each other when there is a problem while taking over duty
or when a cabin crew member is late for a flight. For this, we used to call crew planning and have
them reach out. With digitalization, we started to act faster in case of need by accessing contact

information through apps".

L10 explained, "There are documents we must fill out in detail if there is an unruly or sick
passenger during the flight. We used to send these manually filled documents to the company
by co-mailing them. Thanks to the applications, we both accelerated the process of informing
the company and eliminated situations such as co-mail that created a workload during the

intense flight tempo. In addition, we quickly record our feedback through the application".

The second theme of LCC airline is determined as ‘ground time’. ‘Pre-flight preparations’ and
‘boarding’ codes are combined under this theme. Regarding these codes, L2 says, "When we go
to the aircraft, we have a limited time to start boarding. Therefore, we must complete many
tasks in a short time. For example, when | get on the aircraft, one of the first things | do is to
check that the in-flight sale is loaded correctly. Because in case of an incorrect loading, the plane
will be delayed. We have different in-flight sale types according to the lines. | check the loading
type on the tablet and match the loading on the aircraft". L5 said, "At the pre-flight briefing, we
check the number of passengers, passengers with infants, flight and ground times, and
passengers with special conditions from the applications. Thus, we avoid delays by making the

necessary plans".

In addition, L9 said, "One of the most critical phases of our task is the passenger boarding stage.
If there was a delay, it was probably due to boarding. Our most vital challenges are giving the
same seat number to two different passengers, separating families, and giving seat numbers to
passengers with special conditions that do not comply with the rules. In such cases, the tablet is
useful. | solve the problems without causing delay by checking the accessible seats and detecting

the seat numbers that do not comply with the rules beforehand".

The last theme in LCC airline has been ‘revenue growth’, consisting of the codes ‘saving time’,
‘sales growth’, and ‘flawless account closure’. L6 said, "Before we switched to digital devices, we
manually did everything related to sales. Many tasks that require attention, such as registering
the products sold one by one, calculating the fees and change, checking the remaining amount
to the target for the extra sales commission, and closing the account, were taking much time.
Now, it's all done from a single device. It is a great convenience for us". L3 explains, 'In-flight

selling had always been problematic. When closing the account, it was usually incomplete and

655



Erdag, T., Erdogan, U. & Pinar, R. |. (2024). Digital transformation in cabin crew
department: a comparative qualitative research in FSC and LCC Airlines. Rosa dos Ventos -
Turismo e Hospitalidade, 16(3), 638-660. http://dx.doi.org/10.18226/21789061.v16i3p638

deducted from our salaries. We got rid of this problem when our sales devices came. In addition,
since the device does much work, the time we can allocate to sales has increased. It reflects on

our salaries". Table 2 shows the codes and themes obtained from FSC and LCC airlines.

Table 2. Themes and Codes of FSC and LCC Airlines

Themes of FSC Codes of FSC

Passenger Experience Speed

Convenience

Problem-Solving

Accessibility Apps

e-forms

Feedback

Diversity

Safety Crew Health

Crew Safety
Themes of LCC Codes of LCC

Digital Information Sharing

Communication Crew Communication
Feedback
Ground Time Pre-flight Preparations
Boarding
Saving Time
Revenue Growth Sales Increase

Flawless Account Closure

DISCUSSION AND CONCLUSION

The research results reveal that transferring documents such as handbooks, announcements,
route information [including special customs requirements, service differences, etc.], and
corporate forms carried by cabin crew members to tablets and smartphones via applications
increases accessibility in times of need. In addition, digital applications developed by airlines
enable cabin crews to communicate among themselves, thus adding efficiency to operational
processes. Moreover, cabin crews can access information such as passengers' special situations
and meal preferences and connect flights from digital devices, enabling them to offer better-

personalized services.

Airlines' adoption of different competitive strategies causes different approaches in their digital
transformation efforts. For example, FSCs generally focus on digital transformation in catering

and passenger satisfaction tasks. On the other hand, LCCs are turning to digital transformation
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activities to shorten ground times and make in-flight sales more efficient. Some difficulties
related to digital transformation were also revealed in the study. The diversity of applications
and websites in FSC airlines can hinder ease of use. This is also because more resources can be
allocated to digital transformation than LCCs. On the other hand, LCCs consider more expense
control in all their activities and develop simpler and fewer mobile apps with relatively fewer
resources. Considering the effect of simplification in technology on ease of use, this attitude of

LCCs may increase the benefit of digital transformation.

Considering the studies conducted within the scope of the Technology Acceptance Model, ease
of use and perceived usefulness are prominent factors in the effectiveness of digitalization
efforts. Therefore, when developing applications and web pages for cabin crews, airline
companies should clearly articulate how these tools will simplify existing tasks and highlight the
associated benefits. Cabin crews should be prepared for these changes through seminars,
informational notes, training sessions, and case studies aimed at raising awareness about
digitalization. Technological advancements in the tourism sector are frequently adopted in the
aviation industry, where competition is intense. Through digitalization, the background tasks of
cabin crews will be streamlined, reducing their physical fatigue and thereby increasing the time
available for passenger interaction. This enhanced interaction not only improves the passenger

experience but also provides a competitive advantage for the airline.

As a result, in both airlines, when the duties of cabin crew departments that cannot be directly
observed by passengers are shifted from manual processes to digital processes, profitability and
competitiveness in the market can be increased by providing: (1) Personalized services to
passengers; (2) Increasing the efficiency of the boarding process; (3) Reducing ground times.
This study focuses primarily on using mobile devices and apps in cabin crew departments and
does not explore other digital technologies such as artificial intelligence, machine learning, or
robotics. In addition, only the perspective of the cabin crew is reviewed in the study, and the
passengers' opinions are not considered. Investigating the potential benefits of advanced
technologies and how passengers perceive digital technologies in cabin crew activities will

contribute to the literature in future research.
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Appendix-A

Semi-structured interview questions: (1) Do you use digital devices and applications while
performing your job in the airline you work for? (2) Do you think digital transformation has
increased your performance and productivity compared to the past? (3) Could you tell us about
the digital applications developed for your profession in the airline you work for? (4) Do you
encounter difficulties when using digital applications? What are the aspects that need
improvement? (5) What are the benefits of digital transformation that ease your workload on
your flight duties? (6) Do you think the digital transformation in your profession impacts the

quality of service you offer passengers?
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