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Abstract. This paper aims to examine the role of the Accagntnformation
System (AIS) and management control in the cruis@temanagement process.
We consider twacruise events typologies:on ship berthing and on terminal.
We compare two terminal concessionaires in theattatontext, evidencing
which tools are available to manage and contrarimétion needed. This mul-
tiple case study creates and identifies some kefoipeance indicators, ac-
counting information systems and control tools. Thescriptive analysis evi-
dences that the cruise event management processesparated.
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1 I ntroduction

In recent decades, the cruise industry has beerested by a relevant growth phe-
nomenon in spite of the world economic crisis [L3R with a greatest improvement
of the overall cruise international demand over &8 2002 to 2012 [4], involving
the North America and significantly the Mediterranearea. Two main phenomena
concern the cruise industry development: the ireed the passenger flows and the
cruise ship gigantism. In this scenario, the criiilse companies can become share-
holders in the management of maritime stationsudinothe establishment of cruise
terminal concessionaires[2]. In order to improve plassenger flows and support their
revenues, the cruise line companies and cruisertelmoncessionaires provide mul-
tiple and high standard services, such as theeruents. One key factor for the suc-
cess of all the players involved in the cruise ¢wveanagement process is to manage
and control information and data in a sharing ardenperspective.

We investigate the management process of two cavisats typologies, theruise
events on ship berthing andon terminal, from the terminal concessionaire perspec-
tive; we argue that especially the concessiongitag a key role in promoting new
cruise events which “push” terminal visitors to thraise ships and in this process we
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analyze the tools adopted to manage and controinrdtion needed. The current pa-
per uses a multiple case study methodology, comgavio different experiences in
the Italian context. This study investigates ho tloncessionaires manage and con-
trol information related to the complexity processl which control systems are ap-
plied.

The paper is structured as follows: the sectioas® 3 analyze the role of the In-
formation Technology (IT) in the events managenztd, more specifically, the Ac-
counting Information System (AlS) and managememitrod in the relationship sys-
tems of the cruise events; the section 4 showsrékearch methodology and the
observations related to the case studies propasing key performance indicators to
support the AIS investigated; the last section ewigts some final considerations
about the phenomenon analyzed, the main limith®fwork and future research per-
spectives.

2 Information Technology in the Event M anagement Process

The “cruise events, within a wide category inclupapportunities and happenings of
a diverse nature, can be conceptualized as hallenghts and need to be managed
using a number of organizational, management antralaools for its implementa-
tion.

The event management process with the main rukggrtedures has high levels
of complexity and uncertainty due to the multiglijodf players involved and the body
of knowledge and information to share [5, 6]. I'ayd a key role in the event man-
agement process to facilitate and control inforaratind data sharing, especially be-
cause of the unpredictability of economic, soctlyironmental and organizational
effects linked to the event. In the event managemeatess, there are diversified and
interesting applications of IT and control toolsnrany areas, such as transportation
service, security, health care assistance, fingrsmaio-economic and cultural impact
analysis, communication service, tourism, and sdcSmme authors, for instance, ana-
lyzed an interesting application of Information @&ddmmunication Technology (ICT)
in the 2002 Winter Olympic Games in Salt Lake Gitythe health care service for
athletes, event participants, organizers, volustesnd tourists [7]. Another informa-
tion service system, called COMPASS2008, was pldrtoebe the mobile digital,
multilingual and multimodal companion for particiga and visitors of the 2008
Olympic Games in Beijing [8]. In the Sydney Olymfii@ames 2000, IBM developed
for SOCOG a personalized integrated informatioriesys that managed SOCOG ser-
vices; instead, in the Athens Olympic Games 2004inaovative IT system was de-
veloped, the Process Logistics Advanced Technigain@zation (PLATO) approach
for the planning, design, and operation of ven@ésHence, IT applications also sup-
port the event management process facilitatingctioedination among all the players
involved, as it happened in the Olympics in Athbesveen ATHOC and Greek Na-
tional Tourism Organization (GNTO) [10]. In all texperiences described, IT effec-
tively and efficiently support the mega-events nggmaent process facilitating
knowledge and information sharing and any commuitioaand coordination activi-



ties, this role and function of IT could be crifiegdso in the cruise event management
process.

3 AIS and management control in the new cruise events
between terminal infrastructures and ships

We analyze the cruise events management processifigcon the management and
control of the relationships among partners (pudfid/or private) and the role of the
AIS (system of collection, storage and processiniinancial and accounting data in-
side IT applications). Theruise events on ship berthing analyzed regard the events
organized during the time of ship-stopping on theyg(e.g. the presentation of pro-
jects on board, co-marketing events between theectine company and other opera-
tors, awards, and so on) and, the cruise eventsrarinal are the events planned on
the infrastructures (e.g. food and beverage evevedding showroom events, hall-
mark conferences, maritime conventions, medicafarences, and so on).

The critical aspects concern the management antlotai the relationship sys-
tems related to each cruise event category espefoalthe role played by the cruise
events in the cruise industry as lever of develagtine increase the passenger flows.
This study analyses the cruise events managemecgss involving the cruise infra-
structures. Indeed, the cruise Italian seaportschegacterized by partnerships be-
tween the concessionaires and cruise line compé§2iiesd an increasing number of
cruise events on ship berthing and on terminal. dreessionaires could support the
cruise companies to increase the passenger flowsgh the management of “new
events”, bothon terminal andon ship berthing. In this direction, the control is key
driver for functioning of each relationship effectively:software becomes a critical
factor to manage and support knowledge and infaomaharing [11]. The coordina-
tion and control of activities among firms are eesuby the exchange and manage-
ment of information [12]. Besides, the control imier-Organizational Relationships
has the role to motivate the partners to assumsedipeance oriented” behaviors and
to coordinate the input-output information procesthin the relationship [13]. The
cruise industry adopts innovative IT tools to calland manage passengers’ informa-
tion (cruise booking, guest preference trackinggriiag service management, budget-
ing, and so on). Only few concessionaires in thiah context use advanced and in-
tegrated software sharing data with the playerslired (data collection, elaboration
and internal and external reporting) [14]. The AdBd management control tools
could facilitate and support the cruise events rgameent process collecting and ana-
lyzing information and data, as it occurs for thleeo hallmark events, such as Olym-
pic Games and World Cup.

4 Case studies

Following the case study methodology we compare ¢nise terminal concession-
aires: Terminal Napoli S.p.A. (TN) and Venezia Terah Passeggeri S.p.A. (VTP).



Italy is the main country of the Mediterranean dathe cruise destinations and the
selected concessionaires manage significant cflgses. Besides, both Naples and
Venice are located directly in the port cities afise destinations. We have selected
these two case studies also for the continuityirite tof management of the cruise
eventson ship berthing andon terminal and the dimensions of the events planned.
The study has been conducted through the techrdfjiterviews to managers re-
sponsible for the two cruise events processesadisens and data archives analysis.
It evidences a specific role of the AIS and manag@neontrol to support the main
partnerships within the cruise events managemertegs in the seaports of Naples
and Venice. Indeed, as regard theise events on ship berthing, we identified the fol-
lowing main organizations involved in the cruiseelelvmanagement process: cruise
line company (CC), event specialized organizat®8@), CC or ship agent (SA) and
cruise terminal concessionaire (CTC).

In the concessionaire perspective, in order to eknbad disembark the partici-
pants to theevents on ship berthing, CC or SA transfer qualitative and quantitative in
formation to CTC. In both CTC interviewed (TN and'R), the data collection re-
gards: data and type of events (e.g. flag ceremmayden call, co-marketing events,
meeting, workshop, and so on), the time schedtksitcludes the arrival of the par-
ticipants and embarking and disembarking operatitims number of event partici-
pants ortemporary cruise visitors, demographic data of the participants includirg th
identification document, distinguishing the puldied private authorities, the number
of car places in the parking managed by the cormesise, security and hostess ser-
vices, reserved desk and areas for the hospitdlitis information is communicated
in advance; however, the timing depends on the ¢fizbe events. Otherwise, in the
two cruise terminal concessionaires (CTCs) the #ufports the data collection. In
TN the information about the event is transferrgdebmail from CC or SA to TN; in
terms of operational services provided by CTC, téngporary cruise visitors are con-
sidered like as passengers. For the managememesd truise events, VTP follows a
similar procedure to TN but with a different IT fqut. Indeed, VTP uses for the
temporary cruise visitors the Access on Board, that is a software “ad hoc” developed
by VTP and used always by CC or ship agents (S&\sptmmunicate the lists of pas-
sengers to embark, disembark or in transit. Th@ibecause, like TN, thempo-
rary cruise visitors are considered by CTC as passengers. The dateaseftollects
only details about the number and demographic idatading the identification doc-
ument number of the visitors. Further informationtbe terminal services requested
to manage the events is communicated mainly by ie-masome cases by fax and,
finally, by telephone. TN and VTP do not have aidad software on thespecial
events. Consequently, the CTCs do not implement budgeding reporting systems
about thecruise events on ship berthing. In the accounting systems of both CTCs the
revenues for these services are not shown separhtelthey are included in the rev-
enues for “embark and disembark” revenue. Indaed;N for the security services,
TN'’s security manager is involved and transfergehmyail information on the event to
security operators involved in the process, whilethe big events the information is
transferred and shared bg hoc “team work”. With reference to the control service,
the operators are managed by TN’s passengers nmrasadiehe communications are



supported byhandheld transceiver (HT). As regard to parking service the CC or SA
transfers by e-mail to TN the number of the Auttiesi and their name, surname and
number of identify card; the number of the guests’s. In VTP the control services

for embarking are supported Bgcess on Board.

In the cruise events on terminal management processes, the TN and VTP have
different organization. TN entrusts the managentenits Congress Department
(CDep). The main events in this terminal are: cemgy meeting, workshop, fair, and
so on. In this case the main relationship invetidias between the CDep and ESO.
The data collection regards mainly: type of evéimijng schedules, number of visi-
tors, number of rooms occupancy, hostess, secintgrpreters, wireless, hospitality,
parking, catering, and so on. ESO transfers inftionato CDep mostly by e-mail
and, in some cases, by fax. A database with exwsts program is used by CDep.
The program creates a budget including profit arss$ lfor each event and also can
collect data processing and make quantities angesakeports. This program does not
communicate with other TN departments, only CDepanager and board members
authorized have the access. This database supherteanagement control on these
events, but it is not “integrated technically” witire TN accounting system. CTC in
Naples provides to ESO the infrastructure spacdsaéso specific organizational ser-
vices using own suppliers. Consequently, the matips system is characterized
from other partnerships where the tool used toecobland share information is the
electronic data processing through some spreadsheeth as excel. However, an In-
tegrated Information System (IIS) is not implemente allow a quick access to in-
formation needed and reduce the mistakes. IIS csateca competitive advantage in
the seaport systems for all activities that invdlweore firms [15]. CTC analyzes cus-
tomer satisfaction data collected by questionnakawlly, to supply the services for
the events on terminal, CTC communicates with otlegrartments in TN by e-mail.

VTP manages 8 infrastructures whom 7 are usechisrtypology of events. VTP
entrusts to its subsidiary VTP Events S.r.l. (VTP_H0% owned, the events man-
agement procesm terminal. The main events planned are: press conferencd- wo
shop, congresses and fair. The size of the eveatrdmates the number of the visitor
flows (e.g. 30 visitors for a press conference, @8@ors for a workshop, from 500 to
1000 visitors and so on). VTP_E planes and mantdgesvents according to its cal-
endar. The main relationships identified are: betw®¥TP_E and ESO, and between
VTP_E and VTP. Two phases compose the process: Wif$_E collects data from
ESO, mainly by e-mail and fax, on the type of eyeiming schedules, number of
event terminal visitors and other information on services (e.g. hostest®gring, inter-
preters, safety, and so on); second, regardingséineices suppliers (e.g. catering)
VTP_E obtains the list of names by ESO, and thss keeps the direct relationship
with them. At the same time, to obtain the avaligbof infrastructures slots, VTP_E
requires by e-mail the permission to VTP that statb-relationships to receive from
the seaport public authorities the authorizatianerganize the event. VTP_E has an
own database based on spreadsheets, but the sigstaoh integrated with the ac-
counting of the VTP. The management control andntém activities are based on
the financial statements. However, to improve managnt control in the relation-
ships described, it is possible to identify thédwaing performance indicators:

a



1. With refer to theruise events on ship berthing:
A1) performance measures:
[1] revenue of the operational servicest@mporary cruise visitors
B1) effectiveness index:
[2] no. of complaints for non-compliance with trértime/no. events on ship
berthing managed
[3] no. oftemporary cruise visitors embarked in delay/total number @fmporary
cruise visitorsindicated in the list
C1) efficiency index:
[3] time of control of theemporary cruise visitors/No. of the security agents man-
aged by CTC
The index [1] permits to evaluate if the respecthaf transit-time is strategic for the
CC. Its value may vary from 0 to 1, if the valueds to 1 it signs the ineffectiveness
of process and coordination activities between phayers, but if the value is 0 may
indicate an effective relationship for data andinfation sharing. The index [2] de-
scribes the process ineffectiveness when its viinds to 0. The causes may be as-
cribed to not visible or unclear signals in therteral otherwise reasons linked to visi-
tors. The index [3] signs the efficiency in the toh management process. In this
case, the rapid access to the information on teateie.g. list of visitors) consents to
CTC to plan the resources.

2. With regard to theruise events on terminal:
A2) performance measures:
[4] revenue of the operational services daent terminal visitors
B2) effectiveness index:
[5] no. of complaints for non-compliance with tréartame/no. events on terminal
managed
C2) efficiency index:
[6] time of control of thesvent terminal visitors /no. of the security agents man-
aged by CTC
[7] no. seating occupied bgvent terminal visitors /no. seating available in the
rooms used for the events by CTC

The number of key performance indicators dependtherinformation needed by
CTC. Indeed, the index might support the implem@maof “new events between
land and sea”. In this way, the concessionairectpldy an active role in leading the
event terminal visitors towards the ships are stopped on the quay. Sojisiiers be-
cometemporary cruise visitors and, in future, they could participate into a seyibe-
coming cruise passengers.

However, the introduction of an IS in these ralaships requires the sustainment
of high investments by CTCs, but first of all tmeirest of the CC to share resources
and information about possible passengers andeotkttowledge innate” in the man-
agement of the ships.



5 Conclusions

This paper contributes to the existing literatuwreusing on issues that previous stud-
ies have not investigated, such as the role of &8 management control in the
cruise events on ship berthing andon terminal management processes. The competi-
tive advantage for all the players involved in fitecess investigated depends on the
capacity to collect, manage and control informatidata and knowledge in a wide
and sharing perspective.

Two case studies, TN and VTP, evidence that AlS madagement control tools
play a critical role for the effectiveness and @éfincy of these processes; otherwise,
their role in terms of adoption changes relatethtotwo cruise events, in the cruise
events on ship berthing AIS plays a limited and lesportant role than the cruise
events on terminal. In the cruise events on shithlrg, the concessionaires is more
focused on the traditional embarking and disemibgrkervices, instead, in the cruise
events on terminal, the focus is more on the eyentieed, IT applications play a
critical although they are still rudimentary andts primary stage.

Regarding theruise events on ship berthing, the CTCs do not implement budget-
ing and reporting systems, in fact, in the prodhesemporary cruise visitors require
operational services (e.g. control, embarking aisérdbarking, and so on). Indeed,
the CTCs do not have a database. Besides, purthérjm to increase the passenger
flows, the evenbn ship berthing, promoted and mainly managed by CC, already fa-
vourites the visit tour of the ship to the eventtiggpants, that are temporary cruise
visitors. So, in these relationships an informatsystem technical integrated among
the players involved could improve the efficienaydahe effectiveness of the termi-
nal operations.

As regard theruise events on terminal, the analysis shows that the events and the
related flows ofevent terminal visitors are managed in slots of the cruise infrastruc-
tures separated by cruise passenger flows and, generally from the cruise activi-
ties on terminals. In Naples and in Venice, we olesi two different organizational
structures. In both cases, even if the structueekcdted to the management of these
events have a database created with a softvearddc”, there is not an AlS techni-
cally integrated. In TN and VTP the information processes is mainly sharing by e-
mail. More specifically, in TN thénternal reporting (profit and loss, financial re-
sources, some key indicators and so on) is tramsfdry CDep to Board members by
e-mail; in VTP the annual financial statements ang statements (only if requested
by VTP) are transferred by VTP_E to VTP by e-mhilthis paper, the identification
of a key performance indicators set supports thea#lg control systems adopted by
CTCs. In particular for theruise events on terminal the set could push the CTCs to
offer to cruise line companies, that are custoraed; in the case some of which are
also shareholders of the concessionaire, to reétieer events” in sharing between
“terminal infrastructures and ships”. In this wdlge CTCs could assume an active
role to support the cruise companies and, moresiterpl the seaport systems to in-
crease the passenger flows.

Even though the study allows us to emphasize thgde of AIS and management
control in the cruise events management process,aitqualitative study in the con-



cessionaire perspective. For this reason we mighldp a research design involving
also the perspective of analysis of the cruise @ngs and the other players in the
cruise industry .
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