AIRLINES

Indian Airlines makes changes
with confidence

With an end in sight to its capacity shortage and a stronger emphasis on’ customer
relations, carrier looks forward to a bright future. By Anthony Vandyk.

Delhi—In India numbers are big—the pop-
ulation is estimated at 800 million and
every day Indian Railways transports 11
million passengers. So by comparison the
30,000 passengers carried daily by Indian
Airlines seems insignificant until it is real-
ized that this is more than the quantity of
domestic passengers transported each
day by any IATA airline other than five in
the U.S. and two in Japan. In its financial
year ended March 31, 1988, it topped the
10 million passenger mark for the first time
and the 10.44 million total is expected to
be doubled by 1996 and quadrupled by the
turn of the century.

Shortage of aircraft restricted the growth
of traffic from the previous 12-month pe-
riod to 5.7% in terms of passengers and
7.8% in terms of RPKs. In commenting on
last year’s results Indian Airlines notes that
“this acute shortage of equipment oc-
curred when demand was constantly chas-
ing capacity with the result that the airline
had to live with a great degree of passen-
ger dissatisfaction.” In fact since it came
into being in 1953 (through the govern-
ment-enforced merger of eight airlines) the
nationalized carrier has been the target<of
criticism from the traveling public who are
unaware of the enormous difficulties with

Passenger service is being improved at Indian. All passenger-contact staff have been
given courses in human relations.
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which Indian Airlines has had to contend.
For years punsters said IAC (Indian Air-
lines Corporation) meant inefficient, arro-
gant, confused. Travel agents and tour
operators abroad became hesitant to rec:
ommend Indian after their customers re-
counted their frustrations in traveling by air
within the country. There were hair-raising
stories of flight cancellations and delays;
over-crowded ticket offices, discodrteous
and ill-informed staff and apparent/total
management disinterest.

Passenger service emphasis

It would be incorrectsto report’that in
recent years everything has changed for
the better but observers of.the Indian air
transport scene note that\a real effort is
now being made to improve the lot of the
passenger.

Spacious air-conditioned ticket offices
have been, opened at many locations,
pressure has'been successfully applied to
airportrautherities to improve and enlarge
check-in and waiting areas and all passen-
ger,contactstaff have been given courses
in human relations with particular empha-
sis on the importance of providing factual
information about delays. (Indian Airlines
isystill only about 75%, although technical

dispatch reliability is 98%.)

Oncelin the air the passenger has little
causenfor complaint. Meals are prepared
by top ‘hotels and restaurants and the
name of the supplier is on each tray.
Identical meals are served in executive
and,economy class. Executive class, avail-
able on Airbus A300 flights, costs 20%
more than economy class. Passengers in
executive class use dedicated check-in
counters and have first-class type seating
on the aircraft. Demand for executive class
is high and there is rarely an empty seat. In
the 1987-98 year Indian Airlines’ seat fac-
tor averaged 76.9% and the load factor
72.9% against 73.7% and 69.1% respec-
tively in the previous 12-month period.

Indian Airlines is profitable although
some 65% of the 152 routes operated are
uneconomical on the basis of total costs.
For 1987-88 the airline reported a net profit
equivalent to $23 million after provision of
$35 million for tax. The operating profit
was $81 million with operating revenue of
$700 million and operating expenses of
$619 million. Fuel and oil accounted for
43.8% of the operating expenses. As of
March 31, 1988, Indian Airlines had a staff
of 20,758 (against 21,026 a year earlier)
including 500 deck pilots and flight engi-
neers and 7,600 personnel engaged in
maintenance and overhaul work.

As a heritage from its past Indian Air-
lines has four technical bases: Delhi for the
Boeing 737 fleet (and for the Airbus A320s
that begin to arrive next year); Bombay for
the Airbus A300s; Hyderabad for the Brit-
ish Aerospace 748s; and Calcutta for the
Fokker F27s and all APUs. Rolls-Royce
Darts are overhauled in Delhi while the
General Electric CF6 and Pratt & Whitney
JT8D overhaul is performed by Air-India in
Bombay with some of the latter going to
Sabena’s facility in Brussels.

In a few weeks Indian Airlines will inau-
gurate its own jet engine overhaul plant at
Delhi international airport built by General
Electric at a cost of $11 million. Intended
primarily to handle the International Aero
Engines V2500 powerplant of the A320 it
will also take care of the JT8D-17As cur-
rently being overhauled by Sabena. The
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Indian Airlines continued

18-acre Delhi facility has a covered area of
101,000 sq. ft. with a test cell capable of
handling engines of up to 100,000 Ibs.
thrust.

For the A320 airframe and components
a completely new facility with three han-
gars and workshops is being established
at Delhi international airport. It should be
completed by the time the first A320 needs
major checks. Prior to then the aircraft will
use the 737 hangars and shops.

The advent of the A320 is eagerly
awaited. Technical personnel started train-
ing in Toulouse this summer and the first
batch of pilots will go to France next April,
a month ahead of the delivery date of the
first aircraft. Indian Airlines has ordered 19
A320s for delivery in 1989 and 1990 and is
exercising its option for 12 more. Financ-
ing for the 31-aircraft A320 fleet was being
finalized at ATW'’s presstime. “We have to
choose between so many offers,” a senior
Indian Airlines executive said.

Solutions to capacity shortage

After Indian Airlines switched its choice
from the Boeing 757 to the A320, Airbus
Industrie agreed to help the carrier lease
additional A300s and to provide it with
additional capacity pending delivery of the
A320s (later than Boeing offered for the
757). This has proven more difficult than
anticipated and as of last summer only one
A300 (an ex-Lufthansa aircraft) and two
Boeing 737s, belonging to Holland’s
Transavia, had been found. At least five
more aircraft are needed to alleviate the
capacity shortage. (At presstime, negotia-
tions were being finalized with GPA for
four 737s.) At the moment there are no
reserve aircraft and the present fleet of
aircraft, particularly the 27 737s, is being,
in the words of a senior Indian Airlines
executive, “over-utilized—we are flogging
the 737s to over 3,000 hours annual utili-
zation against an ideal 2,700 hours.” The
highest-time 737 had logged some 42,000
hours and 47,000 cycles as of mid-August.

The ten A300s (eight B2s and two/B4s)
mainly operate the trunk routes between
India’s major cities. In the year 1987-88
the A300 fleet had an average utilization
per aircraft of 2,872 hours. Utilization” of
the turboprop-powered aircraftufleet is
much lower than that of‘the jets, mainly
because the airports used do not have
adequate facilities for night flying. The six
British Aerospace /748s\(still'called Avros
by airline staff and passengers alike), li-
cense-built in India'by Hindustan Aeronau-
tics, had an average\annual utilization of
2,246 hourseachiin 1987-88; their seating
was recently reduced from 48 to 44 to
provide improved passenger comfort. The
two F27s in the Indian Airlines fleet each
had a utilization of 1,573 hours.

By 1990 Indian Airlines will have no
more turboprop aircraft in service and in
the following year plans to start phasing
out some of its 737s. Indian airport author-
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Carrier has 19 A320s on order with options on 12. The fleet\is now comprised of ten
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Airbus A300s (above), 27 Boeing 737s, six BAe 748s and two Fokker F27s.

ities have been told of the carrier’'s plans
with the intention that airports not currently
suitable for jet transports can be improved
to take 737s and A320s. In the next déec-
ade Indian Airlines says it will, need a
smaller jet, taking about 100 passengers:
The airline is hoping that a new-teehnolegy
aircraft, providing some of the technelogi-
cal advances found in the A320, will come
on the market by the time the.decision has
to be made.

Also affecting the aircraft renewal pro-
gram is Indian Airlines’ avewed intention to
expand its internationaloperations. Under
the government’sipolicy /i 1953 when the
two carriers were established as national-
ized entities; Air-India (ATW, 2/88) was to
be the Indianflag “carrier for long-haul
routes with\Indian Airlines flying to neigh-
boringgeountries. However, fairly recently
Indian Airlines started service to Bangkok
and Singapore, points long served by Air-
India, butifrom different Indian cities. Air-
India and Indian Airlines also both serve
Dhaka, Bangladesh, but again from differ-
ent points in India.

Latest news is that the government has
designated Indian Airlines to supplement
Air-India’s capacity on routes to the Far

Pais

East, the!Gulf and southern Russia. Points
nameéd are Dubai, Hong Kong, Kuala
Lumpur, Kuwait, Manila, Sharjah and
Tashkent. It is emphasized that Indian
Airlines will not be competing directly with
Air-India. Nevertheless such an increase
in international operations may call for a
rethinking of the airlines fleet renewal
plans.

The relationship between Indian Airlines
and Air-India is good. The chairman, man-
aging directors and one other senior exec-
utive of each airline sits on the other’s
board of directors. Air-India overhauls In-
dian Airlines jet engines. Indian Airlines
provides technical support for Air-India’s
three A300s and helps train their flight
deck crews.

Several foreign airlines as well as Air-
India are customers of Indian Airlines’
Central Training Establishment (CTE) lo-
cated in a garden setting at Hyderbad
which includes a simulator center, an en-
gineering training school, a commercial
training college and, recently, manage-
ment school. A main activity is the training
of flight deck personnel and cabin atten-
dants. Crews from Air Lanka, Air Malawi,
Air Tanzania, Arian Afghan Airlines,

Indian Airlines has four technical bases. It
will soon open its own jet engine overhaul
plant at Delhi international airport.
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Indian Airlines continued

Bangladesh Biman, British Airways, Royal
Nepal Airlines, Yemen Airways and Zam-
bia Airways are among the CTE’s cus-
tomer airlines. There are two 737s, one
A300 and one (probably the only one in the
world) British Aerospace 748 simulators.
An A320 simulator will be supplied by CAE
in 1989. Some 2,000 flight deck personnel
and flight operations officers have been
trained at the CTE in the last nine years.
Among the Indian personnel trained at
the CTE are staff from Vayudoot, India’s
third-level airline established in 1981 and
owned half by Indian Airlines and half by
Air-India (ATW, 2/88). Gerry Pais, manag-
ing director of Indian Airlines, is chairman
of the Vayudoot board of directors while
Harsh Vardhan, managing director of
Vayudoot, sits on the Indian Airlines board.
Pais is a respected member of the world
airline community and in 1987 was elected
a member of IATA’s nominating commit-
tee. He has been in the Indian air transport
industry since 1947 and with Indian Air-
lines since its creation. An aircraft engi-
neer, he obtained special recognition for
masterminding the successful introduction
of the 748, the first commercial transport
built in India. He became a regional direc-
tor of Indian Airlines in 1985 and two years
later was promoted managing director.
Much of the credit for Indian Airlines’

increased attention to passenger relations
is credited to Pais. He acquired first-hand
knowledge of the Indian air traveling pub-
lic’'s problems when he had his regional
director’s office in the overcrowded termi-
nal building at Bombay airport, India’s
busiest. His home phone number, like that
of other Indian Airlines executives, is listed
in the Delhi directory, and he regards it as
part of his job as CEO to respond to
occasional calls from travelers.

Customers come first

Indian Airlines’ increased awareness of
the needs of the traveling public was also
reflected in a recent statement by Chair-
man Rahul Bajaj. He said that customers
come first in the airline’s priorities with
employees in second place and the
owner—the government—in third position.
The reference to the government was a
brave one since one of the biggest prob-
lems of the Indian air transport industry=—
and one that members of its management
refrain from mentioning—is ever-increasing
interference from government ministers
and civil servants. With the Indian_seat.of
government and parliament, knewn for. its
searching questions on all aspects of Indian
civil aviation, located—like Indian-Airlines’
head office—in Delhi, both‘Rahuhand Pais
are very aware of the political climate in
which the airline has to exist:

Nevertheless there are advantages in

being near to the seats of government and
parliament. Indian Airlines may take some
credit for legislation that has been intro-
duced to reduce bird strikes through the
banning of slaughterhouses and the
dumping of refuse near airports in India.
There were 128 bird strikes in 1987
against 150 in the previous year.

In India tourism and civiltaviation come
under the same ministry so Indian Airlines
receives particular encouragement to help
in the development ofthe nation’s foreign-
currency earninggourismiindustry. Special
promotional fares for foreign tourists and
the recent arrangement to keep a certain
number offseats, on popular routes for
passengers\who buy their tickets with for-
eign currency*have produced good results
in foreign exchange earnings ($157 million
in 1987-88).

As,in‘many countries there are rumors
that the Indian air transport industry is to
be privatized but there have been no gov-
ernmental statements about this and sea-
soned observers doubt that even partial
privatization is envisaged. More likely is
the strengthening of cooperation between
the three members of the industry—Indian
Airlines, Air-India and Vayudoot—with the
development of more common services.
Meanwhile Indian Airlines, with a profitable
operation and the end to its shortage of
capacity in sight, looks forward to the
future with confidence. %"’

group package. ; :
* 8,000 Ib. payload capacity

* Class E cargo compartment
* Large cargo door
—78"x 68"
—ground-crewoperable
Serial #39, 40, 41, 64, 79,
142153

For more infermation, contact
Jim Kerrigan
U.S. AIRCRAFT SALES, INC.
P.OBDrawer N
MelLean, Virginia 22101
Phone: (703)
790-1333
TELEX: 197614
FAX: (703)
734-1617
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INSTANT G-1 CARGO FLEET
FOR IMMEDIATE SALE

Seven (7) Gulfstream CARGO TI's, ineluding
large inventory of spare parts, aré available
for immediate sale, individually®or as a

* Cruising speed in exces§,0f 322 m.p.h.
* Turbo-prop reliability& efficiency

PRO Inc.

PO. Box 1353

THE PRO ADVANTAGE
IN GSE

Only PRO Inc. can precision remanufacture all types of GSE, from the
smallest bag tractors up to the largest container loaders and passenger
loading bridges. PRO Inc. also offers speciality OEM maintenance
equipment and flight line vehicles.

PRO Inc. provides components, spare parts support and GSE asset
management services, including engineering and technical assistance.

Contact the Full-Service Professionals for all your GSE requirements.

Gainesville Industrial Park South

Gainesville, GA 30503

(404) 536-0426
(800) 433-4260
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PRECISION REMANUFACTURING
ORGANIZATION, INC.
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