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The Routledge Companion to Air Transport Management
provides a comprehensive, up-to-date review of air transport
management research and literature. This exciting new
handbook provides a unique repository of current knowledge
and critical debate with an international focus, considering
both developed and emerging markets, and covering key
sectors of the air transport industry. The companion consists
of 25 chapters that are written by 39 leading researchers,
scholars and industry experts based at universities, research
institutes, and air transport companies and organisations in
12 different countries in Africa, Asia-Pacific, Europe and
North America to provide a definitive, trustworthy resource.
The international team of contributors have proven
experience of research and publication in their specialist
areas, and contribute to this companion by drawing upon
research published mainly in academic, industry and
government sources. This seminal companion is a vital
resource for researchers, scholars and students of air
transport management. It is organised into three parts:
current state of the air transport sectors (Part I); application of
management disciplines to airlines and airports (Part II); and
key selected themes (Part III).
Approaching management topics from a strategic and
commercial perspective rather than from an operational and
technical angle, Managing Airports, second edition, provides
an innovative insight into the processes behind running a
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It contains
from airports all over the world to aid understanding of the key
topic areas and to place them in a practical context. The
book: * tackles the key airport management issues related to
economic performance, marketing and service provision
within the context of the industry's wider development *
systematically considers the impact that airports have on the
surrounding community, from both an environmental and
economic viewpoint * analyses the contemporary trends
towards privatization and globalization that are fundamentally
changing the nature of the industry Accessible and up-todate, Managing Airports second edition, is ideal for students,
lecturers and researchers of transport and tourism, and
practitioners within the air transport industry. Airport case
studies include those from BAA, Vienna, Aer Rianta,
Amsterdam, Australia and the USA.
Dieses Werk erklärt die Grundstrukturen der
Luftverkehrsbranche, stellt Konzepte und Methoden des
Airlinemanagements vor und gibt Einsichten in
Marktphänomene und Branchentrends. In der vorliegenden
Auflage werden Veränderungen bei Geschäftsmodellen der
Airlines, neue Herausforderungen für Flughäfen, veränderte
Anforderungen an Umweltschutz, Safety/Security und IT
beleuchtet.
"This book examines the process of transformation as it
relates to the tourism industry, and the changes to that
industry from modern electronic communications. It covers
not only geographically supportive technologies in
communication, but also in terms of culture, economics,
marketing, social, and regional issues"--Provided by
publisher.
Aviation has grown leaps and bounds within the last decade.
Aviation courses and training at all levels have shown an
exponential increase around the globe. There has been a
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restricted
focus on
writing
books in this sector of the
economy, mainly due to the shortage of expertise in this
specialist and complex area. This book was written with the
purpose of meeting this need of the aviation sector. Due to
the diversified nature of aviation knowledge, which includes
flying, engineering, airports, allied trades for aircraft and
airports, airline and airport management and operations,
education, etc., one text alone will not suffice and do justice
to address all these areas. It is envisaged to develop
subsequent parts of this book to cover all these knowledge
areas. This book is the first installment of any subsequent
books and explores issues including airline management and
operations, airline business models, airport systems, flight
operational procedures, aircraft maintenance, runway safety
management systems, and air traffic management. In
particular, attention will be given to aspects such as analysis
of air traffic in a domestic market, runway safety management
systems, critical success factors for multiple MRO service
providers, key pain points of the industry to be addressed to
move into the future, new research on hub airports for
international flights, new business models for airlines, and
runway safety management systems. This book is useful to
aviation managers, educators, students, and professionals
interested in any of the above issues.
Marketing in Travel and Tourism aims to guide and support
readers through the complexities of tourism marketing in the
21st C. It sets out clear explanations of marketing principles
and concepts adapted from mainstream services marketing,
and goes on to illustrate the range of applications currently
practised in the modern visitor economy. Now in its fourth
edition, and reprinted almost every year since 1988, each
chapter of the book has been updated to include current
evaluations of all the key developments in marketing,
especially consumer centric marketing and the now focal role
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communicating with cutomers have been extensively
rewritten to take account of e-marketing and related
marketing developments in tourism that are pulled together in
a forward looking Epilogue. This fully revised edition includes:
Full colour interior with pedagogic features such as
discussion questions and exercises to encourage further
exploration of key areas New material on the role of emarketing, motivations and consumer behaviour Five in-depth
international case studies, including Tourism New Zealand
and Agra Indian World Heritage Site, along with 17 mini
cases to contextualise learning A companion website:
www.elsevierdirect.com/9780750686938, packed with extra
resources such as Power Point slides and interactive multiple
choice questions to aid teaching and learning Marketing in
Travel and Tourism provides a truly international and
comprehensive guide to marketing in the global travel
industry, an indispensible text for all students and lecturers.
Victor T.C. Middleton, Independent Management Consultant;
Visiting Professor, Oxford Brookes Univeristy and University
of Central Lancashire, UK Alan Fyall, Reader in Tourism
Management in the International Centre for Tourism &
Hospitality Research and Deputy Dean Research and
Enterprise in the School of Services Management,
Bournmouth University, UK. Mike Morgan, Senior lecturer in
Leisure and Tourism Marketing and program leader for MA
European Tourism Management, Bournmouth University, UK.
With Ashok Ranchhod, BSc, MBA, PHd., Faculty Research
Professor, Southampton Business School, UK, FCIM, Senior
Examiner for the Strategic Marketing in Practice module and
Visiting Professor at Napier University, Southampton
University, University of Angers (France) and MICA (India).
Full colour interior with pedagogic features such as
discussion questions and exercises to encourage further
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New material on the role of emarketing, motivations and consumer behaviour Five in-depth
international case studies, including Tourism New Zealand
and Agra Indian World Heritage Site, along with 17 mini
cases to contextualise learning A companion website:
www.elsevierdirect.com/9780750686938, packed with extra
resources such as Power Point slides and interactive multiple
choice questions to aid teaching and learning
As customer orientation continues to gain importance in the
marketing field, there has been a growing concern for
organizations to implement effective customer centric
policies. Customer-Centric Marketing Strategies: Tools for
Building Organizational Performance provides a more
conceptual understanding on customer-centric marketing
strategies as well as revealing the success factors of these
concepts. This book will discuss how to improve the
organization’s financial and marketing performance.

Airport Marketing examines the management vision of
airport marketing in the post-September 11th
environment, presenting in-depth analysis of current
airport management practices for both aviation and nonaviation-related activities. The 'aviation-related activities'
section covers how an airport as a company develops its
own marketing relationship with carriers and, in a
broader sense, with all actors within the air transport
pipeline, with the aim of increasing the number of
intermediate clients consistent with its chosen
positioning. The 'non-aviation-related' section, by
contrast, focuses on how best-in-class airports have
been developing new powers of attraction to customers
in their regions, well beyond the simple concept of airport
retailing, by use of the so-called 'commercial airport'
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terms of increased security measures and the future of
the aviation industry as a whole. An analysis of
worldwide airport industry is provided in the final chapter.
Airport Marketing is essential reading for airport
managers, government agencies, airlines, consultants,
contributors, advisors and sub-contractors to this
industry, as well as both undergraduate and graduate
level aviation students.
This book takes a look at the critical issues facing the
airline industry featuring contributions from key figures in
Europe, the US and Asia. Elements for success and
failure are discussed and material is offered for strategic
thinking.
Inhaltsangabe:Einleitung: With the nation s biggest
airlines retooling and sputtering towards financial
recovery, industry experts say it s likely some hubs will
continue to shrink, or disappear, stoking fears at the
potentially orphaned cities that they ll have more limited
airlines service. oder Die Misere um den AUA Verkauf
lässt Szenarien vergangener Airline Pleiten in Europa
und deren dramatischen Folgen für den jeweiligen
Hauptflughafen aufleben. sind Beispiele für
Zeitungsmeldungen, die zu lesen sind, wenn eine
Fluglinie, droht ihre Aktivitäten an einem Flughafen zu
reduzieren. Insbesondere sind die Sorgen groß, wenn es
sich um einen Home Carrier handelt, der bis zu diesem
Zeitpunkt eine Drehscheibe betrieb. Doch sind die
Ängste, dass es zu einem reduzierten Serviceangebot
kommt, begründet und wenn ja, welche Folgen zieht dies
für die Region nach sich? Es gibt wenige Studien, die
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aufgegebener Hubflughäfen beschäftigen bzw. werden
bei den Analysen immer nur Teilbereiche untersucht. In
Zeiten der Globalisierung und fortschreitender
europäischer Integration trägt besonders ein Flughafen,
mit seinem vielseitigen Angebot an Flügen und
Dienstleistungen, wesentlich zur Konkurrenzfähigkeit
eines Standortes und der dort angesiedelten
Unternehmen bei. Überregionale Erreichbarkeit wird als
Qualitätsmerkmal gesehen und in vielen Branchen bei
Gründung einer Zweigniederlassung als Anforderung an
einen Standort gestellt. Neue Informationstechnologien,
die Verdichtung internationaler zwischenbetrieblicher
Verflechtungen und veränderte volkswirtschaftliche
Produktionsstrukturen verstärken diese Tendenz. Dies
lässt sich gut anhand der seit Jahrzehnten steigenden
Passagierzahlen und Frachtvolumina beobachten.
Forschungsfrage: Durch die Liberalisierung der Luftfahrt
kam es in den letzten Jahren zu einer Reduktion der
dominanten Rolle der Home Carrier von Flughäfen. Es
drängten vermehrt neue Fluglinien in den Markt und
machten den Flag Carriern ihre Monopolstellung streitig.
Flughäfen und in weiterer Folge die Attraktivität der
Region sind dennoch sehr eng mit dem Schicksal dieser
einen Fluglinie, dem Home Carrier des Flughafens,
verbunden. Daraus ergibt sich folgende
Forschungsfrage: Welche regionalen Auswirkungen zieht
die Verkleinerung eines Home Carriers nach sich? Diese
Forschungsfrage soll anhand der Analyse anderer
Flughäfen, an denen es zu einer Verkleinerung des
Home Carriers kam, beantwortet werden. [...]
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Constructed
around
work of Manuel Castells on the
space of places, the space of flows and the networked
city, nine contributors focus on the transformation of the
fabric of the networked city in terms of policies and social
practices.
This volume provides an introduction to aviation
management covering all major actors and processes,
the fundamental structures, and the economic and
regulatory background of the industry. It comprises
contributions from experienced practitioners of the
aviation industry and from scholars in that field.
Whether you are looking to secure a new deal—or land a
new job—Fast Track Networking gives you the tools
you’ll need to put the power of networking to work for
you. You'll be amazed at the opportunities that will unfold
once you begin to network right...and unconditionally.
Through hundreds of valuable tips and dozens of
networking success stories, you'll learn the "tricks of the
trade" from the woman dubbed the "Queen of
Networking," including how to: Grow your inner circle of
10 to an "outside circle" of 20 and learn how to turn 300
networkers into 3,000 new prospects. Make the allimportant first moves that can lead to a lasting business
partnership. Not only meet key decision-makers, but fold
them into your trusted inner circle.
This volume of Eurasian Studies in Business and
Economics includes selected papers from the 22nd
Eurasia Business and Economics Society (EBES)
Conference in Rome. It presents original empirical
research from several countries and regions including
many developing economies such as Poland, Russia,
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theoretical and empirical papers in this volume cover
diverse areas of business and management from various
regions. The main focus is on sharing the latest research
results on evolving approaches to entrepreneurship
research, behavioral aspects of entrepreneurship and
SME development, and policy development. The volume
also includes related studies that analyze international
business cooperation, performance assessment, and a
range of other current topics.

Zur Ausgestaltung des strategischen
Flughafenmanagements stützt sich Michael
Trumpfheller auf Ansätze des strategischen
Managements und unterscheidet die Flughafentypen
Hub-Flughafen, O&D-Flughafen und Low-CostFlughafen anhand ihrer strategischen Positionierung
und Wertschöpfung. Fallstudien der Flughäfen
Frankfurt/Main, Köln/Bonn, Münster/Osnabrück und
Frankfurt-Hahn bestätigen die Anwendbarkeit der
entwickelten Typologie und bieten die Basis für
Handlungsempfehlungen.
This book presents significant theoretical and
empirical studies of various aspects of hospitality
and tourism from the perspectives of both tradition
and innovation. With thirty-nine contributors from
Bulgaria, Croatia, Indonesia, Italy, Portugal,
Slovenia, Switzerland, Turkey, and the USA, it offers
a collection of recent regional and marketing studies.
The first part is dedicated to traditional tourism and
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hospitality issues ranging from tourism policy and
planning and management practices, through
cultural event marketing to the need for more
intercultural communication. Special attention is paid
to new developments in specialised types of tourism
and specific tourist destinations. The second part of
the book deals with new developments in the tourism
industry offering a range of chapters on new
technologies and techniques, the modern concept of
urban and city tourism development and specific
new and innovative tourism types and products.
Ob Unternehmen aus dem Business-to-Business
Bereich oder Firmen des Business-to-Consumer
Markts, Non-Profit-Organisationen, Verbände oder
Parteien sie alle brauchen detaillierte Kenntnisse
über die Entscheidungsprozesse ihrer Kunden , um
erfolgreich am Markt zu agieren. Denn präzises
Wissen der Einflussfaktoren auf das menschliche
Verhalten im komplexen Kaufprozess bedeutet für
die Anbieter erhöhte Akzeptanz ihrer Angebote
seitens Käufer und Konsumenten und somit eine
Reduzierung der Fehlinvestitionen ( Flop-Rate )
durch zielgruppengerechtere Ansprache und
Ausgestaltung der Produkte und Dienstleistungen.
Warum braucht es ein weiteres Buch zum Thema
Konsumenten- und Käuferverhalten ? Schließlich ist
die dazu existierende Literatur so umfangreich und
vielfältig, dass der Eindruck entsteht, zu diesem
Themenkomplex sei alles schon gesagt und
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geschrieben worden. Der hier vorliegende
Sammelband zeigt, dass ein intensiver Blick auf die
Praxis eine veränderte Sichtweise auf das
Themengebiet zulässt. Und genau dieser
Praxisbezug ist es, der diese Zusammenstellung der
Beiträge ausmacht: die Autoren verfügen alle über
langjährige Berufserfahrung in verschiedenen
Branchen, die es ihnen gestattet, beruflicher
Erfahrung mit wissenschaftlicher Sicht zu verbinden.
Und so entsteht ein Buch geprägt von der
persönlichen und praxisorientierten Sichtweise der
Autoren auf Facetten des Konsumenten- und
Käuferverhaltens in Theorie und Praxis .
Transport is an essential element of tourism,
providing the vital link between the tourist generating
areas and destinations. Good accessibility, which is
determined by the transport services provided, is a
fundamental condition for the development of any
tourist destination. Moreover the transport industry
can be a major beneficiary of tourism because of the
additional passenger demand that may be
generated. Aviation is an increasingly important
mode of transport for tourism markets. Whilst
geography has meant that, in modern times, air
travel has always been the dominant mode for long
distance travel and much international tourism,
moves towards deregulation, and in particular the
emergence of the low cost carrier sector, have also
increased aviation's significance for short and
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medium haul tourism trips. Thus developments in
aviation can have very major implications for many
leisure and business tourism markets. However the
characteristics and needs of leisure travellers are
generally so very different from business travellers
that this necessitates a separate consideration of
these markets if a detailed understanding of the
relationship with aviation is to be gained. In spite of
the obvious closeness between the aviation and
tourism industries, there are very few specialist texts
on this subject. Most tourism focused books consider
aviation as just one component of the tourism
industry which needs to be discussed, whereas
aviation specialist texts rarely concentrate on just
leisure travel. In addition there is very little literature
that gives a detailed appreciation of the complexities
and potential conflicts associated with the
development of coherent and effective aviation and
tourism policies. Therefore it is the aim of this book
to fill this important gap which exists with a
comprehensive, in-depth study of the relationship
between aviation and leisure travel. The book deals
exclusively with issues related to the relationship
between aviation and leisure travel. It does this with
an analysis of the theoretical concepts relevant to
the subject area combined with a detailed
investigation of current practice within the aviation
and tourism industries. Each chapter is illustrated
with case study material that will reinforce the
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examined.
This guidebook will help airport managers with small
or minimal budgets to develop a marketing program
for their general aviation or commercial service
airport. The Guidebook discusses the basics of
marketing, takes the reader through the process of
developing and implementing a plan, presents
approaches to marketing and public relations,
provides worksheets and concludes with a selection
of instructive case studies. The Guidebook provides
ideas about how to regularly communicate with
tenants and the community, how to effectively
position the airport in the region, and how to develop
and retain airport activity. Airport managers and
those responsible for marketing and working with
communities will find many useful worksheets and
tools to assess their individual situation, set goals,
and select from low cost strategies to deliver their
message. This well-researched guidebook, with its
easy to use techniques and worksheets along with
real-world examples, will help those in the airport
community to create and sustain a positive and
persuasive airport identity and message.
TRB's Airport Cooperative Research Program
(ACRP) Report 20: Strategic Planning in the Airport
Industry explores practical guidance on the strategic
planning process for airport board members,
directors, department leaders, and other employees;
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aviation industry associations; a variety of airport
stakeholders, consultants, and other airport planning
professionals; and aviation regulatory agencies. A
workbook of tools and sequential steps of the
strategic planning process is provided with the report
as on a CD. The CD is also available online for
download as an ISO image or the workbook can be
downloaded in pdf format.
TRB's Airport Cooperative Research Program has
released ACRP Research Report 192: "Airport
management guide for providing aircraft fueling
services" designed to assist airports that are
considering or are currently self-providing fueling
services directly to their customers. The
management guide includes a methodology to help
evaluate whether an airport should or should not
provide fuel service, a checklist of action items
required for providing fuel service, and a sample
request for proposal to solicit bids from fuel
suppliers. The management guide also addresses a
wide range of topics including feasibility evaluations
for new or improved fueling facilities, fuel pricing and
marketing strategies, and organizational
considerations when starting or expanding a fueling
service. In addition, there are introductions to how
aviation fuels are produced and to the components
of an airport fueling system, which can be used to
brief municipal decision-makers or airport
employees. The management guide offers useful
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information about branded and unbranded fuel
products, setting price, inventory controls, customer
service, staffing levels, regulatory requirements,
capital investment, and operating and maintenance
costs associated with the fueling services. There are
three online appendices related to the guide.
Managing Airports presents a comprehensive and cuttingedge insight into today's international airport industry.
Approaching management topics from a strategic and
commercial perspective rather than from an operational
and technical angle, the book provides an innovative
insight into the processes behind running a successful
airport. This 4th edition has been fully revised and
updated to reflect the many important developments in
the management of airports and issues facing the
aviation industry since the 3rd edition. The 4th edition
features: New content on: coping with an increasingly
volatile and uncertain operating environment, social
media and other trends in technology, the evolving
airport-airline relationship, responding to sustainability
pressures and new security policies. New chapter
focused solely on service quality and the passenger
experience. This is to reflect the increasing need for
airports to offer wide ranging and quality services to their
diverse customer base to remain competitive and to
achieve high satisfaction levels. Up dated and new
international case studies to show recent issues and
theory in practice. New case studies on emerging
economies such as China, India and Brazil. Accessible
and up-to-date, Managing Airports is ideal for students,
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practitioners within the air transport industry.
Lists citations with abstracts for aerospace related
reports obtained from world wide sources and
announces documents that have recently been entered
into the NASA Scientific and Technical Information
Database.
This book provides a comprehensive overview of
Marketing in the international aerospace industry. It
analyses the distinctive environment and practices of the
aerospace industry, and provides specific, practical
guidance for marketing professionals. The content is
presented in clearly-defined chapters that relate directly
to the professional challenges facing the marketer in the
industry. It is written for these professionals and also
students of aviation and aerospace management.
This collection contains 21 papers presented at the 29th
International Air Transport Conference, held in Irving,
Texas, Aug 19-22, 2007.
This accessible, up-to-date, comprehensive, and indepth textbook introduces students and practitioners to
the principles and practice of airport marketing as well as
the major changes and future marketing challenges
facing the airport sector. It applies principles of marketing
within the airport industry, and examines airport
marketing and its environment, how to define and
measure the market for airport services, airport strategic
marketing planning and individual elements of the airport
marketing mix (product, price, distribution and
promotion). The book integrates key elements of
marketing theory with airport marketing in practice. Each
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different types of airports from around the world to build
on the theoretical base of the subject and show real-life
applications. This new second edition has been updated
to include: New and expanded content on branding and
the passenger experience, marketing partnerships,
engagement marketing and customer relationship
management. Three brand new chapters on digital
marketing, marketing for a more sustainable future, and
crisis communications and marketing, in light of the
Covid-19 pandemic. New, global case studies and
examples throughout. This comprehensive textbook
written by two airport marketing experts will be essential
reading for air transport students and future managers.
Through five previous editions "Airline Marketing and
Management" by Stephen Shaw has established itself as
the preferred textbook for students of the principles of
marketing and their application in today's airline industry;
as well as a reliable reference work for those with a
professional interest in the area. Carefully revised, the
sixth edition of this internationally successful book
includes new material on: the impact of the Trade Cycle
and the current period of high oil prices on the demand
for air travel; the effect of current trends towards
regulatory reform and the relaxation of Ownership and
Control rules on the structure of the international airline
industry; the continuing strong impact of Low Cost
Carriers, and the strategic options open to so-called
'Legacy' airlines as they respond to the challenges facing
them; and, the setting up of new 'Business Class Only'
airlines. Why are they appearing now, and what are their
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success? An initial review of the
structure of the air transport market and the industry
marketing environment is followed by detailed chapters
examining airline business and marketing strategies,
product design and management, pricing and revenue
management, current and possible future distribution
channels, and selling, advertising and promotional
policies. The reader will benefit from greater
understanding of both marketing and airline industry
jargon and from the knowledge obtained regarding the
significant strategic challenges facing aviation at the
present time. Written in a straightforward, easy-to-read
style and combining up-to-date and relevant examples
drawn from the worldwide aviation industry, this new
edition will further enhance the book's reputation for
providing the ideal introduction to the subject.
The break-up of BAA and the blocked takeover of
Bratislava airport by the competing Vienna airport have
brought the issue of airport competition to the top of the
agenda for air transport policy in Europe. Airport
Competition reviews the current state of the debate and
asks whether airport competition is strong enough to
effectively limit market power. It provides evidence on
how travellers chose an airport, thereby altering its
competitive position, and on how airports compete in
different regions and markets. The book also discusses
the main policy implications of mergers and subsidies.
The retail sector has undergone a major structural
transformation in the past fifteen years and one aspect
has been the enormous growth in airport retailing which
now represents one of the major methods of profit
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to continue, retailing will increasingly represent an
important aspect of future airport development. In
European Airport Retailing the authors set out to
examine the contemporary and future developments in
airport retailing, both from a strategic and operational
perspective. Including coverage of both tax free and duty
paid retailing, the book looks at such issues as retail
marketing; location and design; supply chain
relationships and human resource issues.
Airport MarketingStrategies to Cope with the New
Millennium EnvironmentRoutledge
Der Luftverkehr ist eine der faszinierendsten, gleichzeitig
aber auch eine der am härtesten umkämpften Branchen.
Airlines, Flughäfen und weitere Akteure sehen sich im
internationalen Wettbewerb ständig neuen
Herausforderungen ausgesetzt. Den speziellen
Fragestellungen dieser Wachstumsbranche widmet sich
der vorliegende erste Band einer neuen Buchreihe zum
Aviation Management. Dabei geben ausgewiesene
Praxisexperten und namhafte Forscher ein
umfangreiches und vielschichtiges Bild aktueller
Entwicklungen, Problemfelder und
Lösungsmöglichkeiten.
This Second Revised And Enlarged Edition: 2002
Provides A Good Insight Into The Current State Of Indian
Economy, Highlighting The Challenges Of The Growth
Process And Opportunities Covering The Areas Of The
Economy, Banking And Finance, Agriculture, Industry
And Infrastructure And The External Sectory.
This book aims to provide comprehensive coverage of
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aspects, such as aviation regulation, economics,
management and strategy. The book approaches
aviation as an interrelated economic system and in so
doing presents the “big picture” of aviation in the market
economy. It explains the linkages between domains such
as politics, society, technology, economy, ecology,
regulation and how these influence each other.
Examples of airports and airlines, and case studies in
each chapter support the application-oriented approach.
Students and researchers in business administration with
a focus on the aviation industry, as well as professionals
in the industry looking to refresh or broaden their
knowledge of the field will benefit from this book.
Strategic Marketing Planning concentrates on the critical
'planning' aspects that are of vital importance to
practitioners and students alike. It has a clear structure
that offers a digest of the five principal dimensions of the
strategic marketing planning process. Leading authors in
this sector, Wilson and Gilligan offer current thinking in
marketing and consider the changes it has undergone
over the past few years. Issues discussed include: *
Emarketing, strategic thinking and competitive
advantage * The significance of vision and how this
needs to drive the planning process * Hypercompetition
and the erosion of competitive advantage * The growth
and status of relationship marketing * Each chapter
contains a series of expanded illustrations
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