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Abstract 

When people are thinking about Airbus, often they think about commercial aircraft, however Airbus is a huge company offers different products explaining in this report. This document explain Airbus Groups history, activities divided in 3 major branch, customers worldwide with quality and dependability expectations which are essentials components in the Airbus offer. Moreover, you will find Airbus’s performance with 3 main objective, quality, dependability and costs. And finally potential issues information. 
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1- [bookmark: _Toc500515803]Airbus history and presentation:  

In 1995, in the cold war end context and defence budget in decrease, Lockheed Martin, biggest defence American group is created. However, Europe is only built with little industrials as Sud-aviation, Hawker-Siddeley or Bolkow which cannot be in competition with American giant like Boeing, Lockheed or Douglas. In this context, market is dominated by United-States but a new cooperation between France, German, Spanish and finally United Kingdom is setting up to compete with USA.  It is the beginning of the group today known as Airbus. 
Airbus is an industrial European group present in the aeronautical and spatial civil and military sector. Born in 2000 with the name of European Aeronautic Defence and Space Company (EADS), this huge firm includes manufacturer as the German DASA, the Spanish CASA, the French Aerospatiale and the British BAE Systems. 

This group is divided into 3 activities: 

· Airbus Commercial Aircraft 
Known by everyone, Airbus is an aircraft manufacturer and distributor. Used by a lot of airlines companies around the word, Airbus has received more than 17 000 orders globally which comprises highly-successful families of aircraft (A320 Family; A330 Family; A350 Family and A380) ranging from 100 to more than 600 seat. 



· Airbus Helicopters
This Airbus division is the largest in the industry in term of revenues and turbine helicopter deliveries. It offer the world’s largest civil and military helicopters range with more than 23 different kind of helicopters. 





· Airbus Defence and Space 
Created in 2014, Airbus defence and space is structured into three Business line: 
Space: with specialisation in Earth observation, telecommunications, space exploration and science, launchers, satellite navigation… It is the world’s second largest space company after its competitor Boeing. 
Communication, Intelligence and Security:  Cyber security is one of the Airbus mission. Used to protect Governments, Military, Organisations and National infrastructures from cyber threats. They develop communication support as satellite or new technologies and digital solutions.
Military tankers and transport aircraft: with missile and Unmanned Airborne Systems, Surveillance and Engagement or aircraft manufacturing as the Airbus A330 MRTT, A400M Atlas… 



Pioneer in the aerospace industry, they are leader in designing, manufacturing and delivering aerospace products, services and solutions to customers. In fact, Airbus manufacture over than half of passenger plane produce in the world with Boeing as major competitor. With international presence, about 133 782 employees are working in branch in United State, China, Japan, The Middle East, training centre in Toulouse, Miami, Beijing… Airbus is also daily working with more than 12 000 directs suppliers divided around 180 locations. Airbus headquarters is located in Toulouse, France. With several functions and strategies (customer relations, procurement management, Humans resources, marketing, sales, communication, finance...), but also production of Airbus (A320, A350 XWB and A330), tests flying, paint, Training Centre, satellite and launchers production, Toulouse is a real strategical city for Airbus. 
Airbus is at the forefront of the aviation industry, thanks to its deep understanding of changing market needs, customer focus and technological innovation, Airbus helps airlines grow and people connect.  Despite being manufacturer/ distributor of civil planes known by everyone, Airbus contributes to nations’ defence and security with its military aircraft and cybersecurity. Airbus’ space technologies also have a serious impact on our lives and evolution with deep-space exploration and scientific missions and Earth observation satellites. 
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1- [bookmark: _Toc500515805]Who are the organisation’s customers? 

As a result of the giant Airbus size, its customers are located around the world. Airbus, as explain before, sale a large products variety as planes, helicopters, missiles etc.… But these products are expensive (for example about 150 million dollars to buy A330) and it can be difficult to find new customers or new contracts. It should be noted that each sales made by Airbus include a long negotiation and administrative processes and frequently politicians are involved. To sale its products, some exhibition are organised as the Air Dubai Airshow or the International Paris Air Show at Paris, Le Bourget. The “Salon le Bourget” is a place where constructors (Airbus) and airlines companies are meeting, very important for Airbus and others aircraft manufacturers, these show are a key way to discuss with potential investors. 

In Commercial aircraft’s case, when an airline company using a new aircraft, it is not necessary owner. In fact, there are three mainly different way to buy a plane: 

· Full ownership: Classic financing with self-financing and bank loan 


· Financial leasing: One of the most used method in air transport. Include airplane is financing by an external company which became owner and thus rent the plane to the airline. At the contract’s end, airline can decide to become plane’s owner exercising its call option with amount set at the beginning of the contract. 



· Operational Leasing:  air transport is subject to serious evolution with fuel cost, crisis, terrorist threats or geopolitics and to insure its durability, an airline company has to be flexible.  Such as cars, operational leasing consists of paying rent during a given period in return for the use of the property and its return at the end of the lease.  

Financial choices made by an airline can be done because of Euro’s parity against dollars, aircraft are negotiate in dollars, so it is better to buy a plane when dollar is weak. Also, company’s financial situation or the wishes air fleet flexibility have impact on purchasing method. 
Airbus customers are many and everywhere. In its customers, we can identify armies. Specialised in Defence and helicopters manufacturing, one of the big Airbus customer is the Army. For example with the French Army possessing 11 A400M which is the most advanced, proven and certified airlifter available. This plane has also been purchased by the Malaysian Army. China Army is also a serious customer for Airbus, with the rank of first worldwide buyer, especially with helicopters (H135). Collaboration between Airbus and China plan 100 helicopters H135 manufacture in ten years (unitary cost for one H135; 7 million euros). In its customers, we can also find India, which, in 2015 allowed the purchase of 56 aircraft to replace an old air fleet, for a total amount of 1, 7 billion euros. In this case, with substantial contract amount, decision have to be taken by cooperation between Governments with Prime minister, Ministry of Defence and sometimes with local companies as Tata for the India’s example. 
In the commercial aircraft sector, Airbus, leading aircraft manufacturer, have mainly airline’s customers. For example the American investment company Indigo Partners, which is not an airline but it renting at low prices planes to airlines. This company has purchased 430 A320neo aircraft (figure n°1) for a total amount of 42 billion euros. These airplanes should be renting to various airline as The American Frontier Airlines, the Chilean JetSMART, The Mexican Volaris or The Hungarian Wizz air. 
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(Figure n°1)

As well, we can identify Malaysia Airlines as Airbus customer. Recent contract, Malaysia Airlines ordered 6 Airbus A350- 900. The first plane should be operational by 9 December 2017 in Kuala Lumpur. Malaysia Airlines have chosen the financial method leasing by Air Lease Corp.’s company. British Airways is also taking part in Airbus customers with a fleet of no less than 5 different planes. The action’s field of Airbus is vast (figure n°2), in almost all airlines companies, you can find an airbus model. 
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Airbus customers and operators worldwide (figure n°2)





Extract from Airbus Commercial Aircraft customers: 
	Air Canada
	Citilink
	Tunisair

	Air Algeria
	Condor
	United Airlines

	Bhutan Airlines
	Continental Airways
	UPS

	British Airways
	Air France
	Virgin Australia

	Bulgaria Air
	Indonesia AirAsia
	Vueling

	China Airlines
	Interjet
	Emirates
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For a company as Airbus where products are quite expensive and where new contracts are subject to long and costly negotiation, quality’s product is primary concern. Airbus applies cutting-edge technology and advanced science to support its customers with a wide range of flexible options. The company understand the importance of providing customers with the best-possible solutions, and constantly strives to innovate and implement increasingly efficient methods. To clearly explain customer’s quality expectations, we can take the example of the Airbus A380. Manufacture by the Airbus Commercial Aircraft branch, this jumbo airliner has been created to compete with Boeing 747. In third position of the biggest worldwide plane behind Antonov An-225 and the H4-Hercules. After spent more than 10 billion euros for the A380’s development, Airbus has to insure its success. So, what Airbus has to do to maximise its economic and commercial success’s chance? 

We can notice there are several stakeholders in aviation which must be satisfied with Airbus’s work: 


· Airline: Direct Airbus customer.
To satisfy airlines, Airbus needs to show many advantages. For example the aircraft’s cost or fuel consumption, in a crisis period where petrol price varies it is important to manufacture planes with weak consumption. A380, use between 15 and 20% fuel less than competitors whereas it is one of the biggest. For airlines companies it is important because it allows to reduce fuel costs and to be in accordance with the current environmental legislation. Moreover, A380 is bigger than others planes but no needs more employees and can cross longer distance to avoid stop and to open new air routes, still in a saving context for airlines. 


· Airports: Providers of Airbus customers.
Before new aircraft use, airports have to accept planes on its runway. Airbus well understand that sometimes airports have to extend or reinforce runways and it is not easy to obtain these improvements because it is expensive and if airports do not accept to do some improvements, airline will not buy this plane. So, A380 has been created to its width and weight no required any costly renovation.




· Traveller: final client, Customers of Airbus customers.
Airlines and airports satisfied, it remains to convince customers. A380 has been built to welcome more people in a modern plane. Less noisy, more legs space, more comfortable, take-off and landing faster. This plane has been designed to provide quality service to final customer. 

With A380 example we can notice that all manufacture steps are made to provide good quality product and service to customers including airlines, airports and travellers. With expensive costs and potential danger during flight, organizations and people are waiting for an irreproachable product and service. 
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1- [bookmark: _Toc500515808]What is “Performance”? 

For a company, it is very important to be efficient and to perform in its activities because performance is directly linked to company’s durability. In a company, we can identify several operations performance objective, 5 to be precise: 

· Quality: Relative notion based on consumer’s needs. Quality is a product which is expected to meet customer’s needs. 

· Speed: For example with short customer waiting time 

· Dependability: Using material, product or equipment without any disruption within a specific time period. 

· Flexibility: For example with a wide range products and services or ability to cope with unexpected events 

· Cost: Cost is charges and fees paid by company during product manufacture process. Companies have to offer a consistent price linked to his strategic position on the market (top of the range or bottom of the range)


2- [bookmark: _Toc500515809]Performance at Airbus

In Airbus’ case we can note 3 serious performance objective. Firstly about quality. In fact, is very important for a company selling big planes, military planes/ helicopters, missiles or some space equipment to provide quality products to its customers. Airbus established and maintain an effective Business Management System designed to ensure that all quality, company and regulatory requirements are achieved, which is regularly reviewed for effectiveness and continuing suitability. They continuously review and improve the effectiveness at their offers, processes and tools to support the development of new opportunities and strengthen competitive position.  Secondly, at Airbus, we can linked quality to dependability. These two objectives are quite close, Airbus provide quality products and thus, insure the goods dependability. In aviation and military or space sector, dependability is one of the most important thing to insure safety and desired usage. Thirdly, cost. As explain before, cost is charges and fees paid by the company during product manufacture process, so we can say costs impacting directly the final product price. Component taking part in the purchasing decision, price will be the first judgement on the product (Plane, helicopters, missiles…). In a crisis period as we already had, it is important to offer a coherent price to its potential customers to stay competitive. 


3- [bookmark: _Toc500515810]Performance evaluation 

About costs, Airbus can evaluate its performance by making a comparison with its biggest competitor Boeing, with factors as aircraft number sold over one year, aircrafts prices, manufacture costs etc. Boeing, regarding commercial aircraft, is one of the best method to evaluate its cost efficiency because they offer similar planes fleet. About helicopters, Airbus can also make comparison with competitor arrived in 2013 on the market, formed by AgustaWestland and Embraer. We can note to evaluate costs, Airbus has to be informed about competitor’s activities but also being aware about forecasting sales to adjust its expenses in manufacture or research and development. 

To evaluate quality and dependability: 

· Certification: Before to be putting into service, to insure its quality, aircraft has to obtain a certificate of airworthiness deliver by official European authorities EASA (European Aviation Safety Agency) and American FAA (Federal Aviation Administration). To obtain this certification, the plane is subjected to hundreds hours of tests flying and ground testing.


· Tests: With flying test and ground tests to insure safety and dependability. Planes are subject to static test to demonstrate aircraft structure is capable to resist against severe loads. Fatigue tests are also carry out to imitate, in 2 or 3 years, plane’s service time (Either 25 years of service) which is very important to dependability.


· Customers return: Airbus service support allow made-to-measures service to its customers, available round-the-clock. Each selling made by Airbus is specific and there is a really efficient after sales. Daily and individualized communication between Airbus and client allow to evaluate customer satisfaction about quality and dependability. 

[bookmark: _Toc500515811]Potential issues 

Airbus is located on essential markets as commercial aircraft, military aircraft / helicopters and space. All of these markets are encouraging. However, as a result of them economical and structural importance, little decision made by governments, companies or economic context can impact seriously Airbus durability. A huge company as Airbus know good situations with for example new sales contracts but can also experience bad situations which can becoming serious potential issues for durability: 


· Increasing terrorists attacks impacting commercial aircraft activity: Over the past year civil aviation has suffered major terrorist attacks that have caused both economic and psychological impact on the sector and civil society. Recent threats against airports and civil aviation companies highlight how terrorists see in the transport industry a favoured target to instil fear and deep disruption. For Airbus, terrorist attacks directly impacting sales because people can be afraid to use air transport, so there is a reducing airline passengers and airlines companies are being forced to reduce their order book. One way to reassure people is to increase security check and advertise about all security measures setting up. 


· Competitors increasing:  In military or civil sector, Airbus is subject to new competitors. In civil aviation, emergence of the middle classes, growing urbanization and wage growth, all of these factors attracts news companies. For example with the new Chinese Comac, the Canadian Bombardier or the Brazilian Embraer. To stay competitive, Airbus has to keep good relations with its current customers, offers good quality and dependability products with reasonable price. 


· Communication:  One of the big Airbus issue is internal communication. We can illustrate with A380’s example. In fact, lack of integration between French and German sides, lack of integration between design and manufacturing processes and using incompatible software to design 500 km of wiring was reasons for the delays and additional costs to the A380’s launch. One way to reduce incomprehension can be working on the same software and developing communication methods more effective (meeting organization between manufacture centres etc.)

[bookmark: _Toc500515812]Conclusion 

[bookmark: _GoBack]To conclude, we can note Airbus is a firm having a big economic impact. In fact, with a worldwide presence, it employs thousands workers. With customers around the world in different activities sectors, we noted that quality, dependability and costs are serious factors to obtain news sales contracts. As well, we noticed the evaluation importance of products with certification, tests or customers return which is a decisive step to sales product and to establish trust between Airbus and customers. 
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