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Hong Kong Airlines Introduction
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HKA operates around 120 sectors per day with a total of
39 destinations covering Southeast Asia, North America,
Europe and Oceania

EERMZUTHELEE, REITRRE,

NIF, AR IE21RA350% 1,
HKA operates a total of 37 Airbus in the fleet with an
average fleet age around 5 years. A total of 21 A350
aircrafts will be joining the fleet gradually.

Tt

““““““ BB T HREBOR
Europe nEES I.
i B - 5
London #% e iisseldor #E® X e C u rre nt H KA F I eet
Brusseis HMER® " AEE
furt M . Jiarmus SR
Paris BE S Harbin WS
lunich 828 Urumgy .i' AN E
Sl ‘ g et : RAEHE
= w = RS% (Aircraft) (Quantity)
. Daliar
= 2 uantity
L] Syl ¢ R RE) Las Ang
B e A330-300 10
oot oo mme ol e oo B3 Pacific Ocean
L Guyang %18 D AEF
STaoe fg RS
A330-200 10
e ot A0 A Hong Kong
Mool , Naypyidas  Chiang Mai o
= N | A320 11
g s oy o
wxaw:l: /" « Saipan BE
st 0
. v cr
vor U B e el W_g':: WHHY A3 50 - QOO 4
Pt > .
¢ Banor S Begaus
taldives (Maié Kol
FmftA (72 A3 30 —ZOOF ( *A%) 2
North America
M - N ik 57
.
Indian Ocean Wiz o
Mauritius mrgii
BTN
o Bristane FREA
" 600 Goon REBE
pern |
niy -
ielaide Sydney B
e N
¥ maw
MMMMMMMMM
Fr

HONGKONG AIRLINES
BEMm=E

Ghristshurch

2



BEEMTRAGN

Introduction to Hong Kong Airlines (HKA)

NRIEEETEE:
The Highest Operation Standards in HKA:
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Safety is Always the No. 1 Priority;
Continuously Improve Service Standards;

Strive for Excellent Operations Quality ?
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Zhou Enlai, Premier
19575F10 A 5 H 5th October, 1957
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Relationships between Safety, OTP and Service Quality .

24 M IEE Safety and OTP:

fEee 5 EEHRBARNTE, MIIETESE
REQATRERERE. RAKERIMNLER
THETENAREIEREAMRF N TREASE
E-FT- =

HE,

On Time Performance (OTP) does not contradict
with safety, yet, it assists to enhance the operation
safety. We often improve operations quality by
adopting safety management methodology such as

closed loop management and case study analysis.

R

1E & #0 ijR#% OTP and Service:

OTPRHIRE RE ARG A ARG IEE.
ERatgEENSE KAERMILERE
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To our passengers, OTP is a basic service
commitment and customer experience. As a
responsible company, we value our passenger
and care the impact to the passengers caused by
flight delays.
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Factors Affecting On-Time Performance

REHE

SMNERE & External Factors

z= 18 Z%{T" Busy Airspace
K =2 Weather Influence

¥ 154 )8 Airport Resources

A4 4 #8 Bl ik = AR 88 Route Structure & Transit Pattern
NS R1E 2% 2 Rapid Company Expansion

NENPEFTEIEFE ZE Overall Operating Management
System

A HONGKONG AIRLINES
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Goal: Continuously Improve Operations Quality - .. fREFHE
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HKA Operatlon Management System (OMS) includes below elements.

e FRAIOL (T S
et m (ammife, W e ST
(VOC-Driven N PfEI) (Key Flights, WeChat

Operating Decisio
Making System)
(VvDOM)

(4 Key Areas, Six Groups, PTS, QTT,
Sigma Projects) Appraisal)
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VOC-driven Operating Decision Making System

EBAMSAEOTPHEEHBARZINEGEI, 2016Fm T A
S EEEF AR A ZER. A, *%ﬁé%ﬁﬂﬁﬁ%%ﬁ%é&
SIEIEN, ROFRRERX, HESBEHRGES

[REEMA] , BEHEE, BHRATER, FZRUE, REMAE.

A lesson earned is a lesson learned. There is a significant gap between us and other
industry-leading companies. As such, OTP-oriented was identified to be a strategic
positioning of HKA in order to take passengers’ experience into first priority.

Self-reflection is what HKA is always doing. We continuously dig problems out,
solve the problems, review the effectiveness and focus on every single detail.

HONGKONG AIRLINES
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VOC-driven Operating Decision Making System - Responsibﬂltles
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Z %= = [E [ Board of Directors Level

NE)SEE EE Senior Management Level

s PN EFESERSANIETEEBEREMILEE TIEETSK—EMEE, FIESH
REE, ?’E@JL _&E%%LE&, ﬁﬁﬁ/\j%*‘ﬁf“izﬂ,%ﬁkaﬁ’@%(ﬁ Bt P_residentand COO Ie{ad

TEIR 4 JBHE Operations Management Center Level

IEERPIOTP T {E4B /2 E Inter-departmental Work Force Level
APTERER - RN S EETREE, RAMMERE, Y BFMRPIFEAETEEIZIERE

Flight OTP Rate — Establish Company performance indicators, increase frontal bay rate, and use door close time as standard
L - EAFEMPEELTENERLT, MARBANITEGCIERE, WRAE

Safety — Simplify procedures and enhance efficiency by adopting a scientific approach while complying to safety operations
BR7% — MIREVOCAHIL, BEETAKRER(VODM), M RIEEMITIRE & R % (FDPS)Service — Passengers’ VOC
driven, establish VODM and implement Flight Disruptions Passengers Supporting System
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VOC-driven Operating Decision Making System — Board of ISirectors. o

¥ 5 = /¥ | Board of Directors Level

INT &r
Bﬁa?diziﬁe)?;ﬁs * BRHIAEBIE X Set Target
> RIS, BEBREK
r Evaluate the situation and make scientific decision
m
T - HiIEREAZERE IS Formulate a long-term strategic
4 development plan
= > RIEHBHAGSL. EESATS. $EPAPAS
I8 Establish HAGSL, Purchase SATS and Invest PAPAS
%1] « (REA. Bf. 3% Allocate Resources
> WEERKERR, BINEMIES  Expand the
fleet and increase the standby resources
- BEABIEERIET {E7%E Monitor the execution of
tasks
Top-Down Management Approach > IREFIERIE T {E+54Z Follow up with various

departments about the performance
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VOC-driven Operating Decision Making System — Senior Ma'nagemi

/N ) & I8 B % JE 1 Senior Management Level
45 —4#H 45 5BE Centralized Management

% E B ME 5K BE Strategic Planning

HENETT M E #8 R ZER Building up a Ops
Quality Management System
1. ANEBS|EHEEZI Manpower & Training
2. 1RPFEE& ;R Protection Resources
3. SEEMPIEFTIER Comprehensive SOP
4. BREME. NIEFAPIEEIE Disruption &
Emergency Handling (e.g. FDPS & A+ Service
Philosophy)
5. SXNENETIARKHET Efficient Decision
Making Mechanism (e.g. VODM)
6. IpEy. BAERM#EE| Investigation & Monitoring
7. BB LR EIB L Scientific Management

Top-Down Management Approach o ﬁ%’ /AEJ %l::lzl; Fﬁ :%H%E ﬁﬁ Eif@?%ﬁﬁ
Leading all departments to improve continuously

ARG

Senior
Management Level

TAEHMEAH



MIRE MBS T EMETRREER L ETE PR ORE

VOC-driven Operating Decision Ma
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Top-Down Management Approach

king System — Ops Mana'gement.enter 2

i@.ﬁ% IR 1> E T Operations Management Center

B 25 T {F Regulate Key Tasks

R R TR, BIARERMIHE, SRR IEEE, t#H
TET AR AN IR E RS

Formulate and lead a task force including different departments for
coordinating different tasks and maintain a closed loop management
cycle

DU TEEFTEN(GOP) A F 88, MAnEfTEEFINOMC), W AR
HEs. RATHMLER. EBNEESEWENEUR ZFIRERE,
W rRERE ., &iEEEMPIFINEEE, BRIAMPETE
Operations Management Center is responsible for lining up Service
Delivery Dept, Flight Ops Dept, Engineering Dept in order to analyze
all operational data and work out with the root causes of problems in
order to enhance the overall operations quality.

e BR R R AT, ERIERVEREI0DWIRR
FPEERE, EERDITIARBRIEE, FERE BEET R TEMDE
RIS E e, MFRANEINEIRIELSOPEFIRIBIMOMCEL T
EEXRIBMOTPERG Z@esR A,

Establish key flights and its monitoring mechanism. Station Managers
have to submit flight report within ATD+30 min with delay analysis
and quick-fix solutions, ensure that the actions can be implemented
before next flight. OMC will step in in case extra resources and
modification of SOP are needed. Regular reviews and reports will be
conducted in the Weekly OTP Meeting on every Thursday.
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VOC-driven Operating Decision Making System — OTP Proje%t Grouphl

T YE#HJE® Project Group Level

EEERTHE
Implementation of key tasks

SEXH73T Originating Flights
RAN4%{RFE Long Haul Routes Protection
= 2T EAIE Key Flights Monitoring
AR IERRE ¥ X BRIE Long Delay
Handling

TAEHMEAH
A~ w NP

TAEMHETH

Project Group
Level

Top-Down Management Approach

HONGKONG AIRLINES
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OTP Management System— Implementation

REFE

OTP Work Group

SDD — Catering ENG — Maintenance
SDD — Ground Services ENG — Cleaning

SDD - Cabin Crew GOP — Ramp Operations

FOP — Fleet / Flight Crew IT — Application Development
COM - Airline Planning HAGSL — Station Control

President / COO

Lean Six Sigma Project
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Root Cause Approach — Optimization of Aircraft and Crew Rotation Blan

-+ EHFHEMZEEE R FREMARETE]

Evaluate the seasonal schedule and the new route development plan

+ RAFGENBMESN, REEFHEERLHFRIBESETHEIK

Arrange 0.5 A330 aircraft daily standby aircraft as operations protection

© HREEIZHINAFEMTETEARL B

Summarize and optimize all unreasonable schedule with Commercial Team

- ERANITHEAASTIE RABEET R, RO HEBAERR
Analyse crew and aircraft rotation pattern periodically in order to reduce
delays

© EERDTERERE

Analyze the block hour of new route periodically

- HOEIB RS A K EHEE

Ground Time and Connection Products
HONGKONG AIRLINES

% BEEMZE 14
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Key Tasks — (1) Originating Flights R

TEIER: 1. $THPVGHIIA AT (HX231 & HX235), EE#MITARE L{E
Key Task: 1. Focus on originating flights from PVG (HX231 & HX235) and implement various
works

« EB# T {E Specific Work Tasks:

m

BEATINEBRETR
EEEMNER

Monitor the difference

e %X Results:
1. PVGIREE NPT = BE R IMLEE — &
PVG Originating Flights OTP Ranked first place among other non-base carriers

2. FRPEEEEL R E20164E44. 7%IR FH573.8%
OTP Rate increased from 44.7% in 2016 to 73.3% in 2017
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Key Tasks — (1) Originating Flights

Precision Timing Schedule for A330 (ex HKG)

BYERE T EE (PTS) ek e e @170

Job Functions Originating | Turnaround
[ ° ° (75 minutes) | (60 mi
Precision Time Schedule (PTS)
Final Load of Cargo / Mail - 90 minures | - 90 minutes
Last Cargo & Mail reccived for loading - 60 minutes | - 60 minutes
B% T LX 1% ét Eq *E iﬁ % ?‘K e-ﬁ ﬂ; Eﬂ_f Eq iﬁ Cockpit Crew / Cabin Crew Report ABO - 75 minutes | - 75 minutes
7]\ I\\Jl.; m _l_ /( I:l J Y )-L _l_ Adreraft on Ramp / On Blocks = 75 minutes - 60 minutes
E _\?’_ “ KN E ~ (.::rulmd equipment i\\1 position - 60 m1:nme; - ib mimtes
ﬁ PN Z & Eg 0 Fﬁ H FEﬁ I E I E T\ 1Fﬁ % Cockpit and Cabin Crew Departs ABO - 55 minutes | - 55 minutes
nw S, . = Passengers Disembark E - 59 minutes
?_ K _ﬁ. Ab Offloading commenced - - 59 minutes
LX %* Jﬁ Eﬁ Jﬁ ﬂﬂl E}E {% BE H b j] Eﬁ E g Passenger disembarkation completed - = 49 minutes
Cabin cleaning / Catering commenced - 60 minutes | - 49 minutes
. % Cockpit and Cabin Crew onboard - 50 minutes Precision Timing Schedule for A350 Flight (ex HKG)
Check aircrafl status with Engineer / Cabin Crew - 49 minutes
Check Boarding time AT | | 2R ety Origlaating Tarnarousd
M M Flight closed - 40 minutes T (7S mbxmis) (&S minut=r)
Apart from using the Actual Time of &iias 2o [Figh Opmtr G Do {5 mim
2 . Final Load of Cargo / Mail - 90 minutes - 90 mimites
. {?n loading commenced - 60 minutes Last Cargo & Mail received for loading - 60 mimmtes ~ 60 mimutes
D e p a rt u r e t 0 m e a S u r e O u r O n - t I m e Final passenger load passed to cockpit / cabin erew - 33 mintes [0 it Crew | Cabin Crew Report ABO 75 mimains 75 mimtes
Cabin cle ng completed - 40 mines [ o Famp On Blocks gy P
. . Sex ;urity check com - 37 minutes Ground equi i position T -l aites
performance, door close time is another |re i T e = e
Fuel\mg pleted = 20 minutes Pa: D ~ _ 63 mimutes
. . Loadsheet, NOTOC & documents on hoard = 15 minutes o X R - 63 minmtes
essential factor to examine the [ ne Tl e e
Push Back truck / tug and staff in position - 10 minutes Cabin cleaning / Catenng = - 53 pummtes
M Boarding Gate Closed = 10 minutes Cabin Crew onboard - 50 mumates - 50 nmmutes
tu rna rou nd perfo rma nce Of Ou r Statlons- Locate Missing passenger / bags completed = 7 minutes Cockpit Crew onboard - 50 minutes = 50 mimutes
All passengers onboard - 7 minutes Check awrcraft status with Engineer / Cabin Crew - 49 munutes - 49 munutes
Loading completed -7 minutes Check Boarding time - 47 mimutes - 47 minutes
L doceclosed L Flight closed - 40 mimutes - 40 mumtes
Passenger door closed minutes I Offloadng completed = - 37 numutes
g«‘p Brver TRBC PErator 10 position -7 minutes On loading - 60 mimutes - 35 mimutes
Steps / Aerobridge removed + 6 minutes Final passenger load passed to cockpit / cabin crew - 33 mimtes - 33 mutes
Adrerafi OFF Block 0 minute Cabin cleming / Catering N minee || =36 niwies
Secunty check comg - 37 mimates - 33 mumutes
Passengers board to aircraft//Boarding signal release 37 mimates 33 minutes
. . . Fuelling leted - 20 ounutes - 20 numutes
Orlglnatlng Loadsheet, NOTOC & documents on board 15 mumates |- 15 mumates
Locate Missing passenger | bags - 20 mimtes 18 minutes
. Push Back truck / tug and staff m position - 10 minutes - 10 numutes
- Gate Closed - 10 mamites - 10 nmmutes
Passenger Door Closed 7 minutes T — = CMELTT
All passengers onboard - 7 mimues - 5 minmes
Ly =k
Turnaround P o o ]
P T 2
. Steps / Aerobridge removed 6 mimues 4 mimutes
Passenger Door Closed -5 minutes A OBt -

S 'BEMZE 16
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(2) RAARIRE

Key Tasks — (2) Long Haul Flights Operations

THEIBER RS RARNE

=al=|

Enhance the Operations Quality of Long Haul Services

&% O R

e})u\‘!@

¥

Sypr

<7

HMES TR
Close investigation on
every delayed flight

B ZEER 7 T
Flight Delay Analysis

BAAEFIIEER D AT

Late Door Close Analysis

Z LF B B As of Now:
WE RVROEFREIFESSBI L. IEHRIRE.
& Long Haul Routes (including new routes) OTP Rates
maintained at 88% or above

FEMPTEBRIFTESTEZSNT, &
EIRE, fRIRMEEE,

Identifying and solving problems are
compulsory for every single flight after
departure.

ENM RS, g*ﬁﬁﬁ‘l‘ﬁ%%ﬁﬂé?ﬁ o El”%
FUEEIE®, EEBEFITFERS.

Setting standards requiring to close cabin
door 10 minutes prior to departure. Case
study is still required for late door close case
even the flight is on-time.

A HONGKONG AIRLINES
S ssmz 1
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Key Tasks — (2) Long Haul Flights Operations

2016118 - 2017428 20174 3-6H
Nov 2016 — Feb 2017 March - June 2017

T2 2R OTP Rate 37.9%

AT FERR FRr 5| A% R RE:

Problem caused by Flight Delay:

HX022 (AKL — HKG) 2] 5] £k & A~ B A ## 21 A1315
Misconnection of AI315 due to late arrival of HX022 (AKL-HKG)

B = 3% A

79.3%

s Z BYEBRATEM AR TEERRAREM
A i g o T‘I IZIB:.I:/TEH-_-II ﬂ B
mEwEs s e FE R
Extended Block Hours Presid AKL

by 15 Minutes Proposed FOPto  Adjusted the departure President went to to

Y increase the flying time and Arrival Time of discuss the concerned
speed Hong Kong and AKL issue
\@)’ HONGKONG AIRLINES

ot BEEMZE 18
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Key Tasks — (3) Key Flights Monitoring

RFBTETEIR € SFEEGTERHFTOER  HSRSGSEMIREEN ETEEOE E;TL  {
BEEEREQCMA  EREREAETIENL ARAPERSSEMMEN i

RETHAE IR I EEE
ZRAER, HMitEE AHEARSIEEMNR REBL (BFEERRRE EHEREE,
R E BB IR . = #H FHERSFE, SHERFRE, B OMCinitiates investigation
Evaluate the historical |OCC reports the REFIBER) and analysis against all delay
operational data and QC aircraft/crew rotation to Departments report to the cases and work out possible
effects to identify key all departments in the

WeChat group timely about
group every day. the turnaround activity of

these key flights.

corrective plans.
flights

A HONGKONG AIRLINES
% BEMZE 19
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Key Tasks — (3) Key Flights Monitoring

ERRE{ I TT AT ERE
Applied scientific methods to identify problems

k2 AR 2]
N . Late show
2017 SEARTEFE SR B T 0T of passengers
Delay Reasons in 2017 Analysis
—é__:ﬁ'fﬁ (TOp 5):

AEEZERTFRREE T (56%)
ATC and Weather

BEE R RE (11%) BEEANE

Offload Late Show Passengers Inadequate

M (9%) shuttle bus

Technical Reasons

FIrEHRE /%A (8%)

Awaiting Transit Pax/Crew

T == =] o KA N

EILEEH%??'J =T &1 F'nﬂ-é; (6 %) SRR

Insufficient Block Time / Ground time s .
Awaiting transit
passengers

HONGKONG AIRLINES

BAEMZT 20
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Key Tasks — (3) Key Flights Monitoring 6

C
I

i

i

R8BI REIR R IERFE SR FHEBEMREKREE
Set Up Precision Time Schedule Use double channels for boarding

for turnaround

o — A O NS
1R BTHERK IR IR BRI S @ﬁ;*&% M B IE R
Advance the time of queuing Advance the time of A

Consider OTP factors when

proposing transit products

4, HONGKONG AIRLINES
% BEHEME 21

at boarding gate requesting shuttle bus



EEBRETHE - (4) REMVEEREY,

REHE

Key Tasks — (4) Handling and Service Delivery for Long Delay Flights§l
- TYEER 1 BNETRREBRIT ARETREIIE

ltem: 1. Build up operations decision systems for passengers’ support

SHEREILI LFREEE - IREBRIEIETRE
(VOC Driven Decision Making Model)

- HETHE

Work Tasks
‘VODM @ FDPS

SHERERANEEMIE, BEIZENL
A9 BRIETE 7 (SOP) R BB L AR FT T
2017 A EFEBFIF MR

Establish standardized operating
procedures for Typhoon and irregular

HONGKONG AIRLINES
EEME 2
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Key Tasks — (4) Handling and Service Delivery for Long Dela'y Flights§l

HOMNGKONG AIRLINES
EEmM=E
HONGKONG AIRLINES
% MR

i ETRERUING o oy 7 o wa BR Y

e/ EEfE R

EWEEE « HHERE U BT
REESR

WHIE  EEEREETR oo | — HE
FHGE ¢ WL B
M EAHERER EEY
PRI
EHRIEE :

U EAEENIRAE A EENHSRMANE 5T CEETNERZNEE

1) lRERAEEM MR —=x;

2) MR EEE
==

EE
JEREEEEMTERFERERLCIERMNEE  FUENEEEA;

BIEE (ERuE/Ee )  EEREIEER  Hasia

 BOEEESFHEEELT

very

REHE

52k % o] AR i
FEREFAERAZIOE, HEE
BENRE

Making use of online resources to
relief passengers’ uncertainty and
ensure a swift and appropriate
protection

A AL &R,

HONGKONG AIRLINES

&
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Detail-oriented — Strive for Excellence — Reminder to Passeﬂgers =

AMNMPTE2016F R EE 2 MREETBERE .
WIFHIHFERES, REETITHRERTER
EERREAEER O, Since 2016, HKA flights
are operating at Midfield Concourse of HKIA where
passengers may require longer time to proceed to
gate from T1 check-in counters.

Ay, HfFwLREEREE HE-MPRE
SRIGEHE RIS, BT —EEPHTER
MR FIBE S U RS HE .

Therefore, with the co-operations with AAHK. A
color-printed booklet including shopping coupons
from shops at MFC with airport floor plan
illustrating the travelling time from check-in
counters was distributed to passengers upon check-
in.

HONGKONG AIRLINES
&)
% BEEMZE 24
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. . . . [ RER
Detail-oriented — Strive for Excellence — Reminder to Passengers: 2

B3 Effectiveness

FIRFIRANET ISR EREY, BEREBAE—RRERNEL T FEIE
RO S
Passengers can arrive at MFC earlier for shopping instead of rendering around
at Terminal 1.

IRE] PRRIEHE B BT SRRk B N R TR IS FERER.

Check-in staff can explain to passengers the way to MFC more precisely

Bl EBEE, ?ﬂdf‘ﬁti s BB R R BT RIAMPLE B L i BRI T 42%,
i Bt o 2 2| ZEER IR BT B B RS IIA-CHRT T (1h4ER213.46%) T FEE R
B WCRAPE(HA %‘53;3 85%), BAMEBRIE 72t T

After taking this move, the number of flights requiring to locate late show up
passengers’ baggage was reduced by 42%. As such, the number of delays
caused by this reason was reduced from 7 sectors per day (13.46%) to 2 sectors
per day (3.85%).

HONGKONG AIRLINES

S ssmz o



ABED - H25 RIE - BUBABHERS.

Detail-oriented — Strive for Excellence — Boarding of Crew Member.

RS TARKRE, MNFHGERE. BASREE, EMEBAANLRER. Estimate

passengers and crew boarding time and thus enhance Precision Time Schedule (PTS).

MORT
s | AR
:; l S50 Check-in
o
2as 200 __ e =04 — 1?13 19 a
e e Ea S5 S0 ..;: = -
J 205 &7 &= e -
*&%ﬂ 21 8mins  zo¥ = 60 “’59_:?:&: e 15
S = " - - L
£1 - = Ahturr:a.!n-::ﬁ:; &1 35 3a 32 el 28 26 Zﬂ;a 22 20 i =
o1 F"n-_n:r: Eﬂi&::_ o s
Cr.ew_ =8 oeles 201~ 230 g0 T
Briefing, , b az 3= =3 =1 29 z7 =5 =3 21
-5 as - *%__ =
3rr$ns 217 p— e L
=1 219 a8 = z TERMINAL 1
- - N (T1)
a8 a3
< < < <
P = MF e ] Gate 22538 (APM): Ajrside = T
REEHFT (Walk): HIZSZBAPM): | 2 iﬁi’?ﬁXﬁ( ): ZiR. BRE:
3 min (8 mins 3 mins rimlns Immigration & Security
MAX) _%/Fﬁ_(Walk): 15 mins
15 mins

WA SHREREETE  KIRGRAE, 37ER8NE, 7T5uASDE NN, EEBASHFREA50EE,
Bﬁgﬁgﬁﬁﬁﬁéﬁﬁ EHISERE. BEEAL0A/SME, SEEA0A/NE, 12015EREHTE RIS
L_L_*a_

HEAA RIS EFERFE © 2015FERHITI3NE (KERFELE)

% BEEMZE 26



RS - IR -EEsE T .

Detail-oriented — Strive for Excellence — Dual Boarding Channels: M 6

BRI TARHTF—(EFERARNEBREEH S HR RN ERSEEERE. i, K
KNEBESHELERESH. IZNEHRKREEETHE T EHHRERBES, M
R AELTERENER. ENRE, REBHTRLTHEEERE, FEZBYBETREEERSD
BREEEEE, DETREBBRBENEERERT.

From the ordinary single-queue boarding transforming to double-queue boarding can help to reduce
the time used for boarding during a turnaround. After boarding of business class pax, the jet-bridge
for business class will not be emptied and at the same time be used to board economy class
passengers. SDD further adjusted the flow a bit and turned it to be a Family Zone Boarding Queue.

B

Pax requiring

j . _ _ Economy
special assistance

. Class Zone C

Business
| Class / FFP
| Members

Economy
Class Zone B

Y4 EBEMZ= o




PSR — #8285 R¥E — pTS(QTT) O REEHE -

Detail-oriented — Strive for Excellence — Precision Timing Scﬁedule @rr) *°F

Precision Timing Schedule for A330 AKL/YVR Flight (ex HKG) iming Schedule for A330 (ex HKG)

Turnaround Time (QTT) to i > »,
Job Functions Originating | Turnaroun| QrT Originating | Turnaroun| orT m ﬂ m ]E I jﬁ

(90 minutes) | (90 minute® | (80 minutes) {75 minutes) | (60 minute: (50 minutes)

Fligh Open for Checkin 150 minwtes | -150 minui | -150 minues 150 mimues | ~150 mizute] | -150 minutes Ai rc raft T urnaroun d QTT

Final Load of Cargo / Mail = 90 minutes | - 90 minute = 90 minutes - 90 minutes | - 90 minute: - 90 minutes
Last Cargo & Mail received for loading - 60 minutes | - 60 minute - 60 minutes - 60 minutes | - 60 minute: - 60 minutes
Cockpit Crew  Cabin Crew Report ABO - 90 minutes | - 90 minuted | - 90 minutes - 75 minutes | - 75 minutes] | - 75 minutes A 2 0 50 H 4 O H
Aireraft on Ramp / On Blocks - 90 minutes | - 90 minute - 80 minutes - 75 minutes | - 60 minutes - 50 minutes l I l I n l I I I n
Ground equipment in position - 60 minutes - 88 minute! - 78 minutes - 60 minutes - 58 minue: = 49 minutes
Cockpit and Cabin Crew Depants ABO - 60 minutes | - 60 minute§ | - 60 minutes - 55minutes. | - 35 mioucey | - 55 minutey
i E i = i . .
Passengers Disembark v -89 minute] | - 79 minutes 59 minutesy | - 49 minutes A3 3 O 60 m I n 40 m I n
P A E - 59 minutes | - i
OfMoading commenced - -89 minute§ | - 79 minutes 39 witsitesy | - 49 miftiira
- = — - 49 minutes] | - 41 minutes
Passenger ion completed - - 77 minute! - 68 mir
n - - 60 minutes | - 49 minutes - 41 minutes
Cabin cleaning ering commenced - 60 minutes | - 77 minuted | - 68 minutes = = =
- = o e e - 50 minutes - 45 minute: - 40 minutes = Ll
Cockpit and Cabin Crew onboard - 53 minutes | - 53 minute - 53 minutes
- - e - - - - - rew - 49 minutes | - 44 minutes) | - 39 minutes
Check aircrafl status with Engineer [ Cabin Crew - 45 minutes | - 45 minute - 45 minutes - -
- E - - 47 minutes_| - 42 minuted] [ - 37 minutes
Check Boarding time - 45 minutes | - 45 minute - 45 minutes
- 40 minutes | - 40 minute: - 40 minutes

Flight closed - 40 minutes | - 40 minute] | - 40 minutes SryesTe | BT

= = AN S ~
‘OfMoading completed - - 59 minutedl | - 49 minutes - 60 minutes | - 28 minutes) | - 23 minutes I E § \ —_— A% 5 0 I’E N % ﬁ
On leading commenced - 60 minutes | - 58 minuteq | - 48 minutes o - 33 minutes | - 33 minute | - 26 minutes )-IJ l— X )-ll ]\_

ger L'u_.sd pia_x‘:aed o _\:_m:k]_\!l cabin crew - 33 minutes - 33 minuted | - 33 minutes - 40 minute " ~ /_ \
aning | Catering completed - 43 minutes | - 40 minute] [ - 38 minutes BT " H H
¢ i camy _ ] e minutes es —F 85 ‘(,“\ l [=] J
3 check completed - 40 minutes | - 37 minute! - 15 minutes =37 minutes | = 30 minute: = 23 minutes
Passengers haard 10 aircrafl// Boarding signal release - 40 minutes | - 37 minutel] | - 35 minutes 20 minutes | - 20 minuted] | - 20 minutes H 9 H \
Fuelling completed = 20 minutes | - 20 minutes - 20 minutes = 15 minutes | = 15 minute: = 15 minutes E J E TE AV EE )

Loadsheet, NOTOC & documents on board - 17 minutes | - 17 minute: - 17 minutes - 20 minutes | - 17 minute: - 13 minutes
Locate Missing passenger / bags - 20 minutes | - 20 minute§ | - 20 minutes - 10 minutes | - 10 minuted] | - 10 minutes E
reh Facl ) o : : : i tes = es | = 10mi - 10 IE Y _L X )—L
Push Back truck / wg and staff in position - 15 minues | - 15 minued | - 15 minutes 10 minutes 10 minutes
Boarding Gate Closed - 10 minutes | - 10 minuef] | - 10 minutes - 7minutes | - 5 minutes J | - 3 minutes = R
Py T . 5 5 F == N
Locate Missing passenger / bags completed - 10 minutes | - 10 minute = 10 minutes =7 "!J.U“'ﬁ = T"'!"M?s i-‘ § A Y E E\ 3( IGr O

All passengers onboard - 10 minues | - 10 minutel] | - 10 minutes -7 minutes | - 8 minutes

Loading completed - 10 minutes | - 10 minutef | - 10 minutes -~ Tminutes |- 5 minutes § 1 -3 2 I f | H I f H b d H f
Cargo door closed 10 minues | - 10 minute] | - 10 minutes -7 minutes | - 3 minutes § | - 3 minutes Nn case o d t e arrival o Inpboun alrcra t
Passenger door closed - 10 minutes | - 10 minute] | - 10 minutes 7minutes; '} - S imimies § {5 minaiks

Dep it (P05 et reon 10 minve, 10 minaef 10 i mims ] vt |1 ¥ e causing shortage of ground time, the station

will need to turnaround the aircraft according
120174, TERRRIZET2%, M7A20184F, ASTIEREZUL to the Quick Time Turnaround Schedule, which
DIATE R ER D 75% YV RIR B E AR U 2 FIAIR 4, is 10 minutes less than the original turnaround

The completion rate in 2017 is 72%. time. This is to reduce the snowball effect
In 2018, all stations are required to complete at least 75% as caused by the first delayed sector.

their performance target.

= < 2 . aing hay lately, the ground staff should handle process accorfing 1o Quick
Aircraft Off Block 0 minute 0 minute ) minute

HONGKONG AIRLINES
)
% BEEMZE 28
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VOC-Driven Operations Decision Making Model - Case

Background (& =):

e Sapporo is a travel hot spot for Hongkongers.

e There was a strong snowstorm attacked Hokkaido.

e Situation almost got out of hand when a heavy
snowstorm hard hit Sapporo in December 2016.

-ﬁ%Lﬂﬁﬁ%%é%Amm FAEE, R2016%F
1?% RIERBEENS KEBALIRE S EEFR
&

Date (H H):
e 22Dec 2016 — 28Dec2016

,_ celled

;- HONGKONG AIRLINES
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VOC-Driven Operations Decision Making Model - Case

¥ $R4L ¥4 T {E Constantly Preparatory Work

s [EEMMTHEENENESN, REBEFHLESETHR EREREA
Constantly arrange 0.5 A330 aircraft daily standby aircraft and standby air
crew as operations protection

«  ERADTHCARSTIE R AN, R ARRBAERR
Analyse crew and aircraft rotation pattern periodically in order to reduce
delays

* MIBEEELGESETES T ORFATARFEATE EZ D IEB IR HTES |
Ve & = AR BB TR P TE T & B 4R T {Edhs | BV
Ground Operations Department and the I0CC will establlshed a thht : &

___Irregularlty Contmgency Plan before the inauguration of new roui'es IOCC o
will also line up different operations department to conduct a inter-
departmental ‘contingency.plan workshop.

HONGKONG AIRLINES
' AE M= 0
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VOC-Driven Operations Decision Making Model - Case

=77 T fE Before
FEETEGFODAEEEE RFINRT EFRRETEFIAEIRE

|OCC keeps monitoring the weather condition and reports timely to
operations department and management team as a heads-up.

. %DLT¢®”ﬁ%M§§,“T SIEERIR S E A RAAK, B
BT I EE & ERVRE
IOCC calls for an emergency response meeting with the involvement of
management team and makes appropriate and timely.decision accordmg to
the actual operations status of the alrport

__.\L- \_,"'
e, = -l‘
Q: L 4t

T P

pt e
W

) HONGKONG AIRLINES
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VOC-Driven Operations Decision Making Model - Case

{RB& T € Protection Work

c GREREPOEHESELIEFRBEREAFREN 2R, ERNHREHHNO
HRAVIRIGIERL, REFERRERBRL, RITHBHIBLETETS, R
HEPERBE BERARETERERR, SERETONMTIELEEIVRE.
|OCC keeps calling daily assessment meetlng and reports all the information
given from the respective station, passengers status and the current
protection plans. FOP will conduct operational analysis. SDD will offer their
advise about passengers’ emotions and their status. Combining all
professional comments will then come up with a timely decision.

« FETERFITHE &MTE%Mﬂﬁ&IW M%X&ﬁﬁxﬂﬁ%IW -
Iﬁﬁ%li#&?!ﬁ mEEREFIOCERE &
~All operationalidepartments have to take actlon accordmg to the1 -‘
requirements, and time limits as stated in the VODM Checklist and report

‘back to 10CC timely.
HONGKONG AIRLINES
'BE M=
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Overall Improvement on Service Philosophy and Standards" =

+ FEI6FILBBATEMFRENN, FRTELTHNHE ARSERE, F£—5
R AMAYIAS W B R EE, (EEMASRIFRRA 7 WYY, &P A
BikEEE. BR 7T ACDSNETNETRELSERSERNEEA A RIKE
8

* In the event of Sapporo heavy snow, arranged a compensating flight right after the
reopen of the airport by the arranging readily available crew. The flight arranged was
earlier than other airlines by half of the day. This indicated the operations quality of the
Company and was recognised by the Airport as well as broadcasted by the media

IEREE SRR THAS, B © -
SRR R 2 g e

e

MEEREERFETE ) 5188 950 AillnE T ik iR

(&g, 20176 B 14H) - sk ERERLREEEER. B . ERFEEER I
FEER. BT HIRETAERRMEIENEE. TEERERNE TRHEL MR TR e
BT, Fkmok IR MR .

B EENT REET AR RATM 13 5 8 TEESE [SEER =1 - EEREEE
FR# ) BRAE, DAFRIRthPIE SR RN . 2016 F 12 A B AJUEEZ R TR, BubiliRmT
ST REFIR . FEihT REEinT R RFE L nliie 8 T LIRREAERE, M
HIEEEME RIS TIF B BRI TE. RERRENRE MREEESRER AR,
B M SR LRI, R PRERREE MR-

A PREEED - ®H BECHE# Lo HEREFEEm

iy o il 7 BIER o (BET Li] LZ:’_ y
F.‘ﬁf;;é;ff*“’*‘m*&ﬁm FETE \ké,)l HONGKONG AIRLINES
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Overall Improvement on Service Philosophy and Standards"

hiom LB )/ B Ve

R

{ s
| ; i)

What we had done?

HONGKONG AIRLINES
_@)
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Overall Improvement on Service Philosophy and Standards"

B K IRERE

Praises and Recognitions

eec 1010 4G TFFE:16 @ 7 12%0C 4 essee 1010 4G FH6:24 @ v 23% e
& HEE (55) W dn Bl . & B (55 S
HRP ! e 126278 @=
e Hello Mandy,
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May | know your initial as |
want to write an appraisal
letter to HK airline ?
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Overall Improvement on Service Philosophy and Standards" =

BRibZ 5, BFERMZZBERFNEBZHERNA+RBIESE
sE—E, REL—RIBENRBES BET [DURE
BEREATENETRAKRER] .

Apart from all the above, HKA integrates both the voice from our e
customers and the A+ Service Philosophy to be a series of service
delivery products. This completely exemplifies the “VOC-Driven

I)I

Operating Decision Making Model”.

SWEETEN YOUR MUSICAL INSTRUMENT UP-

RECHTNSHERRMETME - B LR
AT it A S
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Overall Improvement on Service Philosophy and Standards"

IRMIE S -

1 #=e11-2-10 23146 | RBEEMEE | &P

EXREMRE FETsimF, ZUERERBHEH FRICE &, BIEEH
I, BE T AETFENEELGH, RUfEREEABZFUNRER

% % @ 5|, BEEITEE, FRIEEEEER, HEREER.
R R

IR ANERITS HHEERER ERGRER LA TSR CAEEESERRE
B Em...
.. FEE T R SRR 7E ] BIRMEA??
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Family Zone KX E{HEAE R
FAMILY ZONE ¥ %E &
CHECK-IN COUNTER

WHY?
To cater the needs of all family passengers and
those requiring special assistance.

Al Uit BREE K E TR = A X T B 5 A 1 B Y
REH

HOW?

* For passengers travelling with child, infant,
elderly or pregnancy, they can check-in at
the designated Family Zone comfortably
and conveniently.

REZ, HF, ZEUKREERRIHE
AR IR —E EEF B A EKIRIE

* Priority seats close to the boarding gate
SR O By Rk A 2= 2

* Enjoy priority boarding 184 & #
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Conclusion

#HHEEMZETHMI—RIIEF R - A RETHREFREF
Improvement Plans Taylor-made for HKA’s Operational Features
- A Key to Bring HKA Another Height -

1. UIREFEEATENEHER SEERIETSRA
VOC-Driven Operations Decision Making System (VDOM) highly focuses on
passenger’s experience and satisfaction.

IIRIE - ST HEIE R #efHETE Optimization of Aircraft/Crew Rotation
BERREERIEITH R (MR EELTAE, 7NPA#&1H) Key Areas / Six Sigma Projects
ST — SEEITIRENFE ISR FE Key Flights,WeChat Group,PTS,QTT,Appraisal

RARMFNE TESRFEEH
Flight Disruption Pax Protection System (FDPPS) including Pax Self- Booking
System and Pax Notification System, A+ Proactive Service products and Spirit

FZUMN. AMERERETR, EREENGEEMTFRE- PRI LEELETHE.

Continuously improving our means and tools and proactively monitoring is the way to

A

. . . HONGKONG AIRLINES
achieve better operations quality. \ ) 4 = g2 a0
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Compliments & Appreciation REHE

- REMNRZEZEMERRHEIA,
Passenger experience motivates us the most.

« FEMZELTHRNMMZESMEIETALRETHERERE, 88 FEBEEHNIEE
 AEEBMNSEERMNIT/ERMHEZ AT, FES At ETHE, WIRFAETHE
EHRE o
All levels at Hong Kong Airlines put Safety as No. 1 priority and placed OTP as one os the
most important operations KPI of the Company.

- FEMENRHFEERMNE FEKSEER, PERMB, FERSMEIEHNZEE
BRLUREBEMESEMMXIFREE, FREEMERATLETRELHMEE
BB, TEhBERER,

Hong Kong Airlines sincerely appreciates the support and leadership from HKCAD, HKAA,
CAAC and ATC in Hong Kong and other airports.

« RENTEBSHMEREEBEHMIBEBHS T RHRE., S BFmR £
TRATEEZ MEMEIEMNERETNEENRZ ESEMBEFERMEEM
Z AU E MM R & BRI T4E,
Thanks for the data analysis conducted by different evaluation organizations. We strived
for the outstanding operations quality is not for the honour we gained, but a real
customer-focus spirit, the HKA Spirit! We shall continue focus on passengers’ experience
in future by continuously improving our operations quality!




Thank you

VA '\
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