
CATHAY PACIFIC CASE ANALYSIS

In this case study, learn how Cathay Pacific uses social data to help inform the whole business, globally.
â€œBrandwatch helps us measure how.

His vision was to create an inexpensive, easy way to travel by airplane. Figure 3 indicates how the positive
and negative qualities are captured in the system for one of the competencies in the earlier example. Also, now
that some progress has been made with the ground crew and operations staff, new processes will target the
cabin crew. Cathay Pacifics performance review process requires midyear assessments and an end-of-year
review. Since , more than 90 percent of travelers have been buying airline tickets using website-based booking
engines. The Challenge Did you buy your last airline ticket online? Asking for complete clarity when people
are still digesting what is possible hinders rather than gains commitment. Not only does this helps the airline
drive online revenues but it also protects the reputation of our brand. Fong and his colleagues scale the
infrastructure behind its website applications on-demand â€” and therefore the IT team avoids the need to
overprovision. They are called positive qualities and when used together, these qualities contribute to the
success of achieving goals. The company chose to revisit its employee performance management process
because it wasnt sufficiently looking forward; it wasnt improving employee value by encouraging employees
to take responsibility; and it wasnt happening at all levels of the organization. Social media flows through
nearly every department at Cathay Pacific from marketing communications to employee recruitment and
customer service. It looked to automate infrastructure, application deployment and scaling by using Red Hat
OpenShift, a containerization software designed for the cloud. Business Level Benefits: From a business
perspective, the previous years standards cost, quality, time, revenue, capability are not high enough for the
next years challengesever. The company feels that a few key attainable objectives might make employees
more enthusiastic, rather than a standard list. The best way to do that is to drive a sense of responsibility on the
part of every employee and create an environment where real dialogue can occur. Representatives of the cabin
crew must be actively involved to ensure that whatever process is put in place supports the crews very
different work environment. It wanted to make sure each employee was considered an individualgiving people
the courage and imagination, but keeping that behavior in alignment with business objectives. This is done by
assessing the behavior in terms of what are called positive qualities and negative exaggerations. The companys
vision is to be the most admired airline in the world. How can Cathay used the Balanced Scorecard technique
to measure the short term and long term benefits delivered by CXeBuy? As consumer choice increases, the
competitive set for many businesses also widens. Competency Assessment and Analysis Competencies are
behaviors and qualities that Cathay Pacific wants to encourage and further develop in its staff. And when it
comes to differentiation of brands and products, perception of whether an organization provides a good
customer experience can be a deciding factor for many of us. The agreement is intended to cover long- and
shortterm development needs and spell out a program to meet them , have measures of achievement built in so
that payoff to the employee and to the organization can be monitored, and be a living document that is referred
to regularly. Each competency has two positive qualities and two negative exaggerations, which are rated
based on the frequency of the observed behaviors: Constantly 4 points for positive quality, -4 points for
negative exaggeration Frequently 3 points for positive quality, -3 points for negative exaggeration
Occasionally 2 points for positive quality, -2 points for negative exaggeration Rarely 1 point for positive
quality, -1 point for negative exaggeration Never 0 points The goal is to have an evidence-based conversation
as the basis for identifying areas that need improvement, or development areas. The Benefits Today, Cathay
Pacific no longer faces any challenges with the performance of its online services. High-Potential
Management Development: The primary development action for high-potential managers has always been
regularly moving them into new jobs worldwide. The company operates aircrafts and has orders in place for
the latest Airbus A, A, and Boeing X models. Goals are developed in collaboration with the employee to
ensure they are understood and perceived as attainable by the employee. This service enables corporate
training managers, vendors, and consultants to make faster, better decisions about enterprise learning strategy,
programs, and technology. How managers evaluate competency and goal attainment is critical to employee
satisfaction and engagement. The reputation of the airline suffers too. In these circumstances, they are called
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negative exaggerations. The order cycle time can be reduced through a number of means, including the
electronic transmission of purchase orders. The company has been voted Airline of the Year in the Skytrax
passenger poll twice in the past three years. Encouraging employees to take responsibility was a key objective
in redesigning performance management. Next Phase: Cabin Crew Cathay Pacific views employee
performance management as an ever-changing, ever-evolving process. While it is important for the employee
to initiate this process, the manager still has the responsibility to accept and approve the choices, or to reopen
the form and the discussion. Problem Analysis 2. To help facilitate this development process, the company
deployed the NetDimensions Enterprise Knowledge Platform in for its Learning Management System LMS
and started to evaluate options for employee performance management. That is possible if employees have
good, collaborative conversations with their managers. Individual Level Benefits: At the individual level, the
performance management system PMS must drive employee engagement, focus, and alignment. Improvement
in order accuracy:This measures the reduction in the number of purchase order amendments as a result of
using CXeBuy Time saved in procurement activity:CXeBuy has eliminated the step of sending orders to
suppliers via APD. The company wanted employees to ask, What am I supposed to do here?


