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747-237B arrived in Bombay

his son, Rajendra. They not

“Emperor Rajendra Chola",

747 jumbo jet to be added to our fleet.
The new 747 is named after the great Chola F‘m B

(1014-44) . One of the three ancient Tamil

reached the height of their power under R

emn India and Ceylon but also were abldte
pedition as far as the Ganges and to dgfea
gal. They we : moreover the great

and under Rajendra a successful fi
tched to Malaya and Indonesia.

on April 1, 1972

only controlJed

RM’s CONFERENCE

Meet your targetsﬁ

-Urges MD ®

Cargo and 1n-l'l1ghl 5
two other if

wide range of subjects was dis-
A cussed at the two-day Regional

Managers Conference at the
Headquarters in Bombay which con-
cluded on April 4, 1972. Among the
subjects discussed were the revenue
targets for the various regions, effects
of the new $450 concessional fare
from the US to India, in-flight and
ground service, cargo, the perfor-
mance of the Charter company and the
working of Operation Europe and
Operation USA,

Mr. J.R.D. Tata. Chairman, Air
Marshal M.S. Chaturvedi, Managing
Director, Mr. S.K. Kooka, Commercial
Director and Mr. K.K. Unni, Assistantgs
Managing Director addressed the Con-
ference. in-

The main topic of discussion was said
the $450 concessional fare from USA Ve W
to India. It was generally agreed tha
the fare has been a mark -
because it has developed for Air- ag 4
India an entirely new segment of the he
American market.

the
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stock of things - 0
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ded as well as t

control.
started with bad
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1 F‘nenrishlp
Arurll.sar from Sri-
Pakistan. The
the hi-jacking

& Our
#.to London via Moscow
vl affected, and instead
_le over Pakistan we
hatketracking from Delhi to
and thence Lo Moscow
Iran. This meant approxi-
fa’ two-hour detour each way -
a expenditure of roughly
(US33,297) on each flight.
T‘hen came the chain of events
culminated in the l4-day war
tween India and Pakistan and the
rth of a new nation - Bangladesh.

Campaign of terror

Towards the end of March, the
Pakistan Military Junta launched
a campaign of murder, rape and arson,
unparalleled in human history on Lhe
people of the then East Bengal. To
escape this, men, women and child-
ren started pouring into India, lite-
rally by the millions. Our Government
hurriedly tried to meet the situation
by setting up large numbers of re-
fugee camps. However, it is impossi-
ble for any country to tackle a prob-
lem of such a magnitude, at short
notice. News of cholera and other
epidemics in the camps started
spreading across the world. Foreign
newspapers came out with head-
lines and vivid pictures. The result
was 4 large scale cancellation of re-
servations on all airlines bound for
[ndia. We were the worst sufferers.

s closed. It is time now Lo take

e obiécmes we have achieved, of some others

of o ortcomings which we could have avoi-
ver which we had, in any case, no

MD appeals
to staff

Soon after, the sub-continent was
engulfed in the 14-day war between
India and Pakistan. During this
period international traffic to India
vitually came to a standstill. We
are still in the backwash of the Indo-
Pakistan war, although there are
signs of gradual improvement in the
situation.

We had already been seriously
affected by the economic recession
in the USA and Europe and by the
introduction of massive capacity on
international routes as a result of
the advent of the 747 aircraft. We
were naturally sucked into the vor-
tex. The result was that the year
1971-72 put us in the ‘red’ by
approximately Rs.4 crores (US
$5,495,000) after being in the ‘black’
continuously for the last 18 years.
No doubl. our intensive economy
drive helped to reduce the deficit,
but this did not succeed in pulling
us out of the ‘red’.

As for the Future, there are en-
couraging signs in the international
air travel market for 1972-73.
However, | have grave doubts if most
airlines will succeed in achieving
profitability. AirIndia’s performance,
| expect, will definitely be better
provided, of course, another chain
of abnormal events does not oecur
in or outside the country. Herculean
efforts will nevertheless have to be
made by all concemed to keep our
head above water.

Tighten belts

To start with, we will have to
tighten our belts. In fact, if we can
find scope for moving it up another
notch, we should do so. Unless we
can keep our expenditure low, we
are likely to run into serious trou-
ble.

Secondly, our most important task
is to athieve higher revenues. This
cannot be attained merely by sales
efforts. All staff in Air-India will
have to strengthen the hands of our
sales personnel in order to achieve
this end. The ground staff will have
to see that the passenger is attended
to promptly and courteously; the
catering staff will have to ensure

{Continued on paga 2)
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“DREAM ON WINGS”

IR-INDIA’s film “Dream on Wings"
was awarded the first prize of

TWO APRIL 1972

WHO'S WHO & WHERE,
OPERATIONS DEPARTMENT(|

PROMOTIONS > .

Cedre d'Argent du Festival Capt. J.5. Sahi,

Realisations Internaticnales at the Santa Cruz.
5th Festival of Lebanese Publicity
Film held in Beirut recently. POSTIN

The Film made for our Publicity
Section by Messrs. Hungarofilm of Erom i Te
Budapest uses the single cell anima- Mr. Dhruva Murthy, Delhi Bombay
tion technique, in which images flow Flight Ops. Officer, '
into ane another, It shows some of the Bombay.
cities to which Air-India flies, The
main emphasis is however, on India. Mr. G. Natarajan, Bombas ! Mr. A, Qria, Bombay
It also shows our Boeing 747 and the 1o modattion awarded to Airindia Navigator , _Blight Engineer,
in-flight service, for its film **Oream on Wings ', London. =¥ gKong.

Delhi Round-up

By S. P. Dutt

UR Resident Sales Representa-

tive in Lucknow, Mr. R.D.Bur-

man, recently organised a Miss
Air-India, Lucknow, contest in colla-
boration with the Lucknow Ladies
Club. Mr. B. Gopala Reddy, Governor
of U.P. was the Chief Guest at the
function, Our Air Hostesses uniforms
were displayed by models and judging
from Press reports the function was a
roaring success.

Mr. R.M.L. Saxena of Reservations
has joined the Sales Section after
working in the Reservations for more
than 12 years, which he claims is a
record!

Mr. M.P. Theophilius, Secretary
of the Sports Club has planned busy
schedule for sports activities. Two
friendly matches were played recently
against St. Stephen's College .and
against Delhi University teachers.
We lost one and won the other. An
inter-section Table Tennis Tourna-

ment is going to be held in the near
future and preparations are also under
way for the annual sports meet. Man-

mohan BSingh, Feon in Reservations, |

recently won a prize in the Delhi
State [nter-Club Weightlifting Cham-
pionships. Congratulations, Manmohan.

Our colleagues in West Germany
may have recenlly seen some shots
of Air-India posters on television. A
visiting German Television team was
much impressed by these and a small
display of the posters along with our
Boeing 747 model was arranged for
them for this purpose.

We would like to congratulate Er
J.5. Bawa, Assistant Personnel O

cer who got married recently. His
wife is a doctor. ( .

We would like to convey ol c
lences to the berea f;;gg\iiy

Pase Ram, Swegper, die
tragic cimumstan&%gent T ™

mohan Singh, who drove a Morris (19
Ra

Mr, B. Gopala Reddi, Governor of U.P.ag;esem_ingl
car in
iy

g

an Air-India tro to Mrs, Jag-
he recent Luckmp}\:vy\!intage ggr

good, tasty food presented in a cour-
teous and efficient manner; the cabin
crew will have to treat the passen-
ger literally like a Maharajah so that
he cherishes the memories of his
flight with us long after the comple-
tion of his journey. While it will be
the salesman’'s persuasive efforts
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which will 1 W come hack
to us agaipdand agalmw The differ-

enceshetween profit and loss for Air-
Indiz*will, be “way in which all
of us willtreat outMhonoured guest -
the pagseng

_of us. My admiration and

which will bring the passenger io use TWN has been a difficult

for the first time, it will be our ser- ‘}re{x: for

Mr. Knut Hammarskjold,” Director Ge
March 8 and 20, 1972. The Board of
lunch in his honour at the KuwaitHil
anhas, our Manager - Kuwait {Centra)

wof | . wisited Kuwait between
ne Represéntatives in Kuwait gave a
afe*lie is seen with Mr. F.V. Mascar-

pury, Ganeral Manager, KL M,

appreciation goes to all of you for the
way in which you readily responded
to do your best. not only for Air-India
but also for the country. In our own
small way, Air-India played its part
in the hour of cur country’s supreme
crigsis. | have received letters of
appreciation from Hon. Dr. Karan
Singh, our Minister of Tourism &
Civil Aviation, from Shree Jagjivan
Ram, the Defence Minister, from Air
Chief Marshal Lal, Chief of the Air
Staff, from Air Marshal Dewan, AQC
in C Eastern Air Command, Lt. Gene-
ral Moti BSagar, Director General,
Civil Defence, Admiral 3.N. Kohli,
FOC in C Western Naval Command,
and Air Viee Marshal Pandit, Air
Officer Commanding, Maritime Opera-
tions Group. These letters express
in profuse and generous terms the
appreciation of the role played by cur
staff at various stations in helping
the country to achieve a quick victory
over Pakistan. T too wish to place on
record my own appreciation for the
excellent work done by all of you -
wherever you may be.

I have no doubt whatsoever in my
mind that you will not hesitate in
taking whatever action that may be
called for to serve the interests of
Air-India. As | have said earlier, the
year 1972-T3 is not going to be an
easy year. But based on the faith I
have in you, | am full of optimism and
I believe that our performance this
year will be infinitely better than
the preceding year.

Meet your targets

(Continued from page 1)

were at present. On one ocecasion, he
gaid, he had found that the purser
had opened the hottles of various
types of wine to serve two first class
passengers. The purser could very
well have showed them the unopened
bottles and asked them to choose,
before opening the bottles.

The Managing Director shared
these views. He voiced similar criti-
cism about our ground service. This
required to be improved too, he added.
The Chairman felt that the RMs should
review our policy of self-handling at
some of the less busy outstations.
“‘Every additional staff we employ
means an additional problem - for the
Management, for Accounts, for Per-
sonnel”’.

Referring to the revenue targets
set for all the Regions, the MD poin-
ted out that even if all the Regions
achieved their targets 100%. we would
still make a loss of something like
Rs.4 crores during the current year.
Mr. Unmi said that our costs were
going up. The fuel bill alone is
likely to go up by Rs.18 crores during
this vear.

During the discussion on a com-
puter reservation system, the Chair-
man said that we should go ahead
and participate in BOADICEA,
BOAC's computer system, for reser-
vations in Europe and North America.
Mr. Unni mentioned that a provision
had been made in the budget for this
purpose.
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Nagie Cawyf.d:
World-wide review of
baggage procedures

APRIL 1972

HE Passenger and Baggage
T Processing Sub-Committee of
TATA and the Baggage Handling
Sub-Commitiee of the Air Traffic Con-
ference of America have declared May
15 - 21, 1972, as the Baggage Week.
It will be observed by all JATA mem-
ber airlines, including Air-India, all
over the world. The Baggage Weel
which is held every year is an attempt
at guality control or monitoring the
airlines’ collective performance in
baggage handling.

The objectives are to stimulate
awareness among the public contact
and baggage handling airline employ-
ees of the importance of good baggage
service to provide a framework for the
development of year-round local bag-
gage service improvement programmes
and also to gather information that
will prove useful to the various In-

dustry Groups when reviewing exist-
ing Industry procedures and practices.

The basic programme consists of a
review of the procedures of through-
checking of baggage to the passenger’s
final destination, procedures of trans-
fer of interline baggage, tracing lost
and found items, practices concerning
Customs regulations and their inter-
face with the flow of baggage and to
encourage the practice of external
passenger identification of baggage.

The airlines have been asked to
fill in guestionnaires in order to pro-
vide the Industry with the basic out-
line of airline activities which will
also serve to uncover problem areas,
Extensive surveys will be taken all
over the world of every aspect. of bag-
gage handling. A survey is also to be
made of the baggape make-up areas
of airporis.

Challenge of a
jumbo-sized inventory

quick round up of activities of

our Stores  Department  was

- given by Mr. 8.C. Kale, Con-

troller of Stores and Purchases in a

speech before the Rotary Club of
Bombay North.

With his first-hand knowledge of
the subject Mr. Kale provided the dis-
tinguished gathering with an insight
into the complexities of Stores man-
agement. He said that it is not mercly
the size of inventory (which will re-
ach a staggering Rs.31 crores in a
year's time) which provides the chal-
lenge, but also the wide range of
items, some of them quite expensive,
to be bought from world-wide sources.

The variety of items stored by
Air-India may go up to 200,000 in this
year, ranging from pins to toothpicks,
from medicines and perfumes to sau-
sages and champagnes, [rom saris and
carpets to aircraft spares which in-
clude tiny jewels to giant engines,
costing Rs.60 lakhs each.

“We of course buy all this material
plus many services like laundering,
printing and pest control”, said Mr,
Kale. “‘We will be spending Rs. 10
crores a vear to keep up the stocks™,

What is unique shout Air-India’s in- fi

ventory, apart from its value and va-
riety, is that it consists of all high
quality material, meticulously in-
spected and carefully documented. Mr.
Kale pointed out that spares back-up
is wvitally important in airline busi-

ness. “An aeroplane is capable of
carning its cost within a year. It can
do thig only if it is in the air 3,500
hours a vear or an average of 10 hours
a day. Insurance alone costs approxi-
mately Rs.18.400 a day for the jumbo.
So we cannot let it be grounded for a
spare part.

The purchase of aireraft spares pre-
sents some special problems. Con-
trary to popular impression, not all
spares are bought from the Boeg
Company. As a matter of fact, "
are H0O different suppliers’’.

Mr. Kale went on waplal
hackground to the ai
pool and how it worligsd
passengers from eaci™s
airlines plane is heid uf
rush to help out™.

With the arrival
scene, this type of ckop
been extended to the

Referring to
India, Mr. Kalgf .-'.
to meet@ry hig
hﬂlly quai fva y. We have to

- cloth for
lnhty and its
mefamineware for
kness hags for seep-
s, for tear resistan-
oop strength; cabi-
orees and cleaning
ct on metals, plastics

A meeting of Managers in the East Asia negi%eld in the Regional Office

at Hong Kong on March 24, 1972. Seen af

Mr. Surya Patel, Manager, Thailangs®
Mr. C.5. Pinto, RM-East -k5|a M

ter mesting ara from (L to R)

3 Illlmoria Manager, Hong Kona;
anager. Japan: Mr. P.S, Raja-
anager Jakarta; Mr. A. Ghosh,

1 Manager, Kuala Lumpur.

DREAMING OF INDIA - Nayantara |G r "}, se een-year-old daughter of
Mr. Sailan Ghash, ASM. Vienna, is an 2% Iy taiented girl, She has appeared
in @ number of German films and is also se e Austrian TV in various pro-
grammes. She 15 also a poet. She wrolg rench {English trans|ationis

i1i Francais in Vienna.

It was

If there is a land
pulsating with rg
If beneath an ed
If there is a su

w‘ﬂ features
dance and art,
£l

in vaulted caves,
with pearls
sheitering fertile ground

gape thru enchanted valleys

= and holy grounds behind,

anted terraces beyond I:hcrusandq of temples
and deserts, home of the wildest life
(_ape Comorin

it is India

st with all the lights of human wisdom,
indestructible faith and believe,

of fight for daily bread,

see a smile on a child’s face

reflEcting a lurking bazaar lane in it's deepbrown eyes
1§you find joy and happiness in the poorest hut

} it is India

\-‘1{ there is a temple of greatest love

who wove together the colours of a many meoded country

)} inlayed with precious stones and huilt with frozen tears

wrapped in silk. born on the loom of a fanciful weaver
i, it is India

it is India.

If there is an example of universal love and respect for your brother
where famous names fought for peace and non-violence |

If search for truth is the aim of life

to make a happier and better world J

Rs. 10,000 prize for

Mrs. Sheila

HEN people take up hobbies, they

rarely, if ever, think of making
moeney from them. It is something to
help while away spare time, no more.
But it is not unusual to come across
people who have found their hobbies
monetarily profitable.

Take the case of Mrs. Sheila Chan-
dorkar, wife of Mr. V.B. Chandor-

kar, Technical Officer in our Civil
Construction Division.

Like many

Chandorkar

housewives she is interested in em-
broidery and over the years she has
become a skilled artist. Her portraits
of Prime Minister Jawsharlal Nehru
and President John F. Kennedy were
greatly admired.

Some months ago when the Modi-
thread, a wellknown textile group in
Delhi, ran an Embroidery and Knit -
ting Conlpeutlon Mrs. Chandorkar de-
cided to enter it. She chose to make
the portrail of a Tibetan girl with a
child on her back, whick had appear-
ed on a calendar of a city firm. For
two and half months, she worked for
almost eight hours a day, seven days
a week, recreating the portrait on
cloth with Modi colour threads. What
emerged was a remarkable work of
art. Everyone who saw it said that it
would undoubtedly win the first prize
in the competition. It did-Rs.10,000
in cash or a trip to Paris for two on
Air France. Mrs: Chandorkar chose
the cash prize.

Mrs. Chandorkar who iz an M.A.
from the University of Bombay was
naturally delighted at her success, so
was Mr. Chandorkar. What did they
plan to do with the money? “‘We
haven't decided yet™.
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TOWARDS A

A Typical scene at Bon
One of our Bosing 747s
ground sSupporl equipme
from the scene is the car
egquipmeant.

Above, MWr. J.R. Puri, Controller, GD, with
Below left, Mr. K.P. Asthana, Senior i

i, R. Parker, Chargshand, who is checking the 106-ton 747 air-conditioner.
“Right, Mr. G.G. Mhatre, Technical Officer, (L) and Mr. R.G. Patwardhan

drive along the perimeter
ad from our Engineering Base
“towards the New Terminal Build-
ing. at Bombay Airport around six on a
Fé&v evening, you can see one of
our Boeing 747s being towed towards
the parking bay opposite our Cargo
areshouse. Like a luxury liner being
brought into a harbour by a pilot
launch, it moves slowly and majesti-
cally. As soon as it stops, @ clutch
of half a dozen wvehicles, painted
bright orange and yellow, detaches it-
self and lays siege around the plane.
As darkness falls, the plane
stands bathed in light, its windows
blazing and with the hum of the
ground power and air conditioning
units adding @ sense of urgency and
excitement to the scens. After some
time more wvehicles join the siege.
The two high lift trucks dispensing
food and other cabin stores attach
themselves to the plane. A train of
cargo containers arrives and the ela-
borate loading operation begins,
quietly, efficiently and methodically.
Half an hour before departure, the
final count-down begins. As coach-
loads of passengers begin to arrive,
the tempo of activity increases shar-
ply. Traffic staff dash in and out of
the plane; cargo men anxiously look
at the baggage containers still to go
into the hold and put on a fresh burst
of speed. Soon it is all over; cargo
holds are closed, cabin doors are
firmly shut and the wvehicles begin
to pull away one by one. High lift
trucks, cargo loading equipment,
passenger step ladders, water carts,
air conditioning unit, all move away,
leaving only the ground power unit.
As the engines start, even the GPU
roars away and the plane is free to
move under its own power towards
the taxy track. She is away.

Drama

Watching the drama from the side
lines, you are struck by two things.
One is the highly sophisticated
ground support equipment necessary
for the operation of the 747 and the
other & proper organisation to handle
it. Unlike the earlier generation of jet
aircraft the 747 needs a co-ordinated
effort on the ground to ensure mini-
mum ground time, which is a key to
its success.

This need was highlighted by the
Ramp Equipment Review Commitiee
appointed by the Headquarters long
before our 747 arrived last April. The
Committee’s investigations revealed
an astonishing division of responsi-
bility within Air-India between vari-
ous departments as far as ground
handling was concerned.

For instance, the high-lift trucks
and passenger step-ladders were under
the control of the Commercial Depart-
ment, but were maintained and ser-
viced by the Transport Division of
the Operations Department. On the
other hand, the engineering ramp
equipment like the aircraft tractors,
ground power units and air condition-
ing units were entirely the responsi-
bility of the Engineering Department.
Even here the equipment was used by
the Maintenance Division, while the
servicing was done by the Plant and
Equipment Division. This diffusion of
responsibility and lack of a single
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KER TURN-ROUND

i. Mhatre

controlling authority led to many irri-
tations and inconveniences. There
were also growing complaints from
foreign operators whom we had con-
tracted to handle.

The whole arrangement was not the
result of a deliberate policy, but had
evolved over a period of years. In the
very early stages the planes hardly
required any ground support equipment,
except perhaps a bartery-cart as in
the case of the DC-3s. Later in the
Constellation and Super Constellation
era, the ground power unit came on
the scene, which served as a starter
and also provided power for air con-
ditioning. With the arrival of the Boe-
ing 707 in 1960, a single GPU could
no longer serve the purpose. There
was need for a pneumatic starter for
the jet engines and also a separate
air conditioning unit. Powered step
ladders were added later. There was
also more cargo handling equipment.

New set-up

However, the situation altered
drastically with the 747. The new
plane not only required sophisticated
ground support equipment, including
mechanical cargo and baggage handl-
ing equipment, but there was so much
more of it. The PER Committee found
that unless the entire organisational
set-up was changed, there would be
nothing but chaos on the ground when
the 747 was introduced. It therefore
recommended that a separate Ground
Support Division be set-up, which
should gradually take over complete
ground handling, including cargo and
baggage at both Bombay and Delhi.

The recommendation was accepted
by the management and the new, Divi-
sion came into being on April 1, 1971,
a couple of weeks before our first
Boeing 747 arrived in Bombay. Mr. J.R.
Puri, Deputy Engineering Manager, was
named Controller of the Division.

Mr. Puri set about the job of orga-
nising the Division energetically. He
brought to his new job an extensive
background in aircraft maintenance
engineering. Having completed his
training at the Air Services Training
School, Hamble, England, in 1938, he
spent the first half of his career work-
ing in Britain for several British firms,
including Bristol Aeroplane Company
during the war and later BOAC. He
joined Air-India in 1954. He was in
charge of the Field Service Unit at
Bombay Airport from 1968 to 1969 and
had therefore first hand knowledge of
the problems of ground handling.

Along with Mr. Puri, Mr. R.G. Pat-
wardhan, Assistant Superintendent j
the Industrial Engineering and P

as Assistant Controller, to wh
new appointment brought a8 wé
opportunity of working in th& fi
Besides he was a member of th
Committee and had made
study of all aspects of growm
ing. Later in the year, Mr. R.

kar, Assistant Enginediingsl
joined the Division

the Division's O
Airport.

Although the D
as part of the
it has since
Technical Planning
Captain K. Vishvanath.

driven from both sides.

The SECMAFER tractor (pictured below)
Air-India for towing the 747 is heavier than a Lockheed
Super Constellation, whose all-up weight was 136,000 Ib.
as against 156,000 Ib.of the tractor. The 800 h.p. tractor
has a draw-bar pull of 66,000 Ib.as compared to 30,000 Ib.
draw-bar pull of a 707 tractor which is only of 250 h.p.
It costs over Rs.20 lakhs (including import duty) and is
manufactured in France. A slow-speed tractor, it is 29 ft.
6 in.long, 9 f1.9 in,wide and 5 feet high and can be

ordered by

Looking back over the last year,
Mr. Puri said:*'In the initial stages
we faced & number of problems.
There was a shortage of spares;
supply position was bad. Staff were
not trained to handle the new equip-
ment. Now the situation has, | am
happy to say, vastly improved. As a
matter of fact, foreign airlines whom
we handle are extremely happy with
our service."

The Division now handles so
thing like 800 flights a month in
bay. including about 500flight
foreign carriers. Although

number of flights at Qelhi i
than Bombay, the nulglof |
flights passing through Dslfiini

more than Bombay. ""We ar
ing on an average 30
flights a week in Delh
Puri. ""Most of them arri
It is not unusual to
jumbos at a time at

Because of thigy ﬁeces-
sary 10 s
ling equi hile Bom

.5 crores

7
47" accounts for
the rest 707. Air-

India an - average RAs.1.25
lakhs 8l present by way of
hand ich is likely to g0
upto ths. All this is in

axchdnge. Because the ground
Img equlpmem is so expensive,
airli do their own handling
fropt their home base. This is
ind:a too.

mn&) ' Ground handling

The Division has now taken over

::he- complete ground handling of the

Boeing 747, including loading and
unloading of cargo and baggage. In
the case of 707s, it does the engineer-
ing ramp handling, while traffic con-
tinues to handle cargo. Ultimately,

this too will be taken aver by the GSD,

The Division has a total staff of
about 270, of whom 165 are in Bom-
bay and the rest in Delhi. Those en-
gaged in actual handling, work round-
the-clock in eight-hour shifts. An
engineer is in charge of each shift,

who is assisted by & chargehand and
a number of technicians and cleaners.

Apart from ramp handling there are
three other sections within the Divi-
sion. They are maintenance, overhaul
and technical support/administration.
"It is really like a mini-engineering
department’’, says Mr. Patwardhan,
who has the main responsibility for
technical support and administration.
Mr. K.P. Asthana, Sr. Technical
Officer, is in overall charge of over-
haul and maintenance side.

Now that the day-to-day operation
has settled down, Mr. Patwardhan is
now concentrating on long term plan-
ning to improve equipment serviceabi-
lity and technical development.
Every evening he gets an equipment
serviceability report, which serves
as an advance warning of any shortage
of equipment likely to occur. He can
then plan ahead to meet anemergency.

As Mr. Puri say: "'We aim at 100
per cent equipment serviceability.
We just can’t let the equipment lie
unserviceable. If we did, it would
foul up all our schedules and those
of foreign operators too”’,

Cabin equipment and food being loaded on a Boeing 747.
Note the cargo loader in the right foreground.




London
Diary

By Trevor Turner

% new uniforms for the male

traffic staff have recently been

introduced at London Airport
and the general impression seems to
be that oyr boys look extremely
handsome in these new uniforms. The
cut, style and colour are certainly
a very refreshing change from the old
uniforms, As the introduction of these
coincided with the new ground recep-
tionists saris, we have been responsi-
ble for quite a new look with these
uniforms.

London Airport always seems to
be changing. The new departure hall
is now fully operational. Never again
will we see the individualism of the
ticket desks as the hall is now full
of the new style ticket desks which
although efficient, do not show any
individual style. Everybody’s desks
look the same, rather like egg boxes
or ice trays.

A new Duty-Free Supermarket de-
signed to serve 1,000 passengers an
hour has opened at Terminal 3 and at
the present moment is the biggest
supermarket at any world airport.
There are 16 check-out desks and 52
different lines of liquor, 30 kinds of
cigarettes and tobacco and 17 brands
of cigars are on sale. Incidentally, in
February there was a 12 per cent in-
crease on the number of passengers
using the Airport. The total was
944,308, So if they all bought a bottle
of Scotch the profit ratio for the super-
market should be pretty good!

On the cargo side of the airport
the new Laces system ig in full ope-
ration, although part of the opera-
tional side of it has been the cause
of some industrial dispute. This is a
computerised system for the clearance
of Customs documents and all air-
lines and agents on the airport are
linked to it and in the near future it
is planned to extend it to organisa-
tions off the airport.

_,Ma_gia Carpedt

The RD-UK attended the 25th Anniversary of the Indian Journalists’ Assacia-
tion. Here he is seen with H.R.H. Prince Richard of Gloucester who was the
Guest of Honour.

Our Cargo boys shipped a Mini-
Cooper car to New York. This was not
any ordinary Mini-Cooper as it was
completely stripped down and re-
built by Messrs.Wood & Pickett Lid.
and some of the features includeda
tinted windscreen, wide racing tyres,
sun roof, leather upholstery, stereo
record player and scveral other re-
finements. This was the first time
we had shipped a car on one of our
747 pallets to New York, so we hope
it won’t be the last.

We all suffered in our various ways
with the power cuts as a result of the
miners’ strike. At least we got the
warnings as to when the cuts were
going to be and these occurred at the
same time each week. The trouble
lasted for just over three weeks. [n
Bond Street it was just as well we
were no more than five to six flights
up, but the climb up the stairs did not
deter many of us, neither did it seem
to worry our charter passengers.

Qur Glasgow office has recently
moved and they all seem happy in
their new premises which are cer-
tainly more practical, attractive and
brighter than the old office

whie]
they occupied ever since our 5
gow Office opened over fifteen fyearg ~

ago. O
In early March we exte ou
congratulations to thewRegiomal Bi-

rector U.K. and Mrs,
occasion of their Silver
VErsary. ™

on

At the time of going to Press,
members of the Airline PR busi
from all over the World are me
in London for the IATA PR
ference. This is the first j
of TATA meetings to be
don before the main anm
meeting to be held in Sep!

Much has been sai
Press recently about o
and the subsequent e
cost of living. It is

nist in-
st year.
Alisation.
r new cur-
_and there are a
itemg that have gone
»per cBnt during this
u nt price rise was
pex, cenl rise for the cost

ted and buried.
» RRings that has not in-

her is the cost of flower
j@ seeds. Believe it or not,
scent catalogue put out by
2 famous seed firm, they
that the majority of their
dve not altered since 1939,

e of our contacts recently flew
wilh'us from New York and he was
5 d beside a little girl who was
fravelling alone. After listening to
the announcements about life jackets

% and when our friend showed her where
ani— her life jacket was ‘she said: “‘Do

we have to pay for it"”,
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WEDDINGS:.

Myra Nunes to Willie Lewis, both
from Customer Service,

Olga Fernandes to A.L.F. Dias of our
Booking Office.

ON THE JOB:

VERYTIME an aeroplane is

E wheeled into a hangar for a

major check, there is usually a

list of modifications to be done on it.

Many of these mods originate from the

manufacturer, but some are suggested
by airline staff.

Take the case of P.K. James, Se-
nior Aircraft Technician. He sugges-
ted a modification of our Pratt and
Whitney JT3D engine cowlings so that
the combustion chamber drain outlet
assembly can be removed quickly.
This has been accepted and James
has been given an award of Rs..

James is 31 and joined Air-Indig

in 1966 after serving with the
tan Aircraft Limited.
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F ygu, wal ﬁnp our Jet Engine
I (rérh ul S “"yq? will notice
over| ngantr installed to
‘Eﬁngjne companents

p to the other.
trically operated and
designed a rope-
“them, a second man

operator himself can do
ﬁpse won a Suggestion
5.50 for this.

s, 8 44 year-old Chargehand
w 747 Engine Dressing Shop,

n with Air-India for 23 vears.
is good at puppetry and is also

in b
has
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EMOVAL of cabin and galley
entry door handles on our air-
craft has always been a hit of a

problem and in the process nuts and
door trim were being damaged.

Aireraft Technician R.H. Ibrahim-
purkar has now designed a ‘C' type
spanper which has solved this prob-
lem. Ibrahimpurkar who works in the
Maintenance Division, has been given
a Suggestion Award of Rs. 50 for it,

He is 32 and has been with Air-
India for the last 12 years, Married
with two children, he is fond of
reading. *°l read a number of maga-
zines and books in Marathi’’, he said.

HEN the oxygen bottles from
our aircraft arrived in the Com-

ponents  Overhaul Division,
technicians servicing them found it
difficult to remove the locking nuts,
because they were rusted. The nuts
were often damaged while removing.

Senior Aireraft Technician J.5.
Fernandes from the Division therefore
designed a tool which has solved the
problem. He has been given a Sugges-
tion Award of Rs.50.

Fernandes, who is 50, has been
with Air-India since 1948, Before that
he spent 10 years with the railways
as @ Fitter. Married with one son, he
finds social work a stimulating
pastime.
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RETIRED........
Mr. J. H. Mirchandani

A AS he retired? Really?" is the
reaction of most Air-India staff
who knew Mr. J.H.Mirchandani,

Transport Supervisor. Three months

after he retired, they still ask for him.

He is one of those few men who are

respected and liked by everyone who

comes in contact with them.

When the Transport Division gave
him a farewell party, the first-floor
canteen hall was packed to capacity.
Among seniar executives present were
Captain K, M. Mathen, Director of Ope-
rations, Captain J.8. Dhillon, Deputy
Director of Operations, Mr. S.K. Nanda,
Chief Personnel Manager, Mr. A.S.
Banavalikar, Personnel Manager and
Mr. S.N. Roy Chowdhury, Personnel
Manager (Operations) .

Mr, Mirchandani joined Air-India
in 1948 as a senior clerk, became
Asst. Transport Supervisor in 1953,
Dy. Transport Supervisor in 1955 and
Transport Supervisor in 1368, Owver
the years he identified himself with
Transport so much that he was really

“Mr, Transport® to the Air-India
staff.
As Mr. R.N. Tavadia, Manager-

Transport, said: *‘His retirement is a
personal less to me. [ am losing a
valuable colleague who always stood
by me and shared the hurdens of my
duties'.

Mr. Mirchandani's response to all
the tributes paid to him was charac-
teristically modest, His brief speech
. was interspersed with a couple of
humorous anecdotes. **Never try to
bluff vour boss’, he said. He des-

Mr. Homi

R. Homi J. Sanjana, Senior
Technical Assistant from the
Production Planning and Indus~
trial Engineering Division, retired
recently from Air-India after 24 vears
service.
The staff of PP&EI Division gave
him a farewel]l party, which was atten-

Security Staff

big farewell party was organi-

sed hy our Security staff at

Santa Cruz to bid goodbye to
three chowkidars who retired from the
Corporation recently. They are Mr. D.
N.Sutar, Mr. K.A. Shellar and Mr. S.
R. Sakpal.

Me. Sutar joined Air-India in Febru-
ary 1948, Mr. Shellar in October 1948
and Sakpal in October 1955, All of
them are ex-Jawans, having served in
the Indian Ammy for a five-year term
before joining Air-India.

All Becurity Office staff, except
those on duty, were present at the

farewell party which was held in the \refipe ‘

Mr. G.B. Patwa, Chief Security Manager, (R) niaker
. Sakpal are in

Mr. Shellar and

cribed how he was caught out while
trying the trick with the late Mr. A.C,
Gazder, Technical Director.

The sentiments of Transport staff
were elogquently expressed by Ray-
mond Pimenta, one of the Assistant
Transport Supervisors. He said that
Mr. Mirchandani was like a ‘Guru’ to
all of them. Although a strict disei-
plinarian, he was also very consi-
derpate. Mr. Pimenta ended with a
popular verse which summed up what
everyone felt:

“Oood luck, good health, God

bless you,

That’s all our hearts can say.

Good luck, good health, God bless

yoi,

And guide you on your way.
Wherever you may wander,
Although we are apart,

Good luck, good health, God bless
you and keep you,

Always close to our hearts.”

J. Sanjana

ded by Mr. P.C. Jacob, Dv. Engineer-\

ing Manager.

“‘He is the most cheerful
have known''. said Mr.
who worked with Mr. Sa
vears. ‘‘lHe joked ags
time’".

Security Managé
rings to the

staffl at tha

Spea gasion, Mr. Pat-
wa prai on their splendid
perforgt e recent national

am proud of the espirit
ists among the Secu-
*'Patwa congratulated
received Long Service
¢luded by wishing those

['petired a long and peaceful

ity

g & presentation to Mr. Sutar.
tha centre.

mey&f

What the

in

exiracts from his speech.

HERE are only two indispens-
able inpradients to the air-
lines industry: the technology

to produce and run a scheduled air-
line — which capability makes avail
able planes people can travel on - and
a consuming or flying publie which
will utilise this airline capabilit
there were no airlines, then
would be no flyers. But if therf s
no consumers, then there woull @
he no airlines.

The air travel marke$
has heen growing apace
world, 1 can recall swe
years ago in the U.5
than 10 per cent of
commercial flight in
This has now risen
mare than doubled

in another ded mher can
doubled aga ¥ in other
technolop ey societies

ppensurate steep up-

s for optimism about

the bed-ro
the v world-wide, Yet
at fhe me, this very fact makeos

raught with peril. For
w very precisely what
in the way of service,
. unless you are meeting
heir full expectations, you
,S' de over a sea of trouble the
of which are horrifying to con-

Market

The key, [ helieve, iz to under-
stand vour market, quite apart from
whatever the marketing capability of
vour particular airline might be, be-
cause we have consistently found
that most of the attitudes about air-
line economics, national and inter-
national governmental regulation, con-
fidence in your operations as cor-
porate entities are all profoundly
shaped by the assessment peaple
make out of their own experience as
air travellers. Put it this way: a ser-
ies of bad experiences as a passen-
ger can give hirth to literally mount-
ains of restrictive encumberances in
how the airlines are allowed to run
their business.

Yet we have found that people do
not come by their views about air-
lines simply out of their individual
experiences as flyers. Rather, as
with most human experience, they are
preconditioned by what they are ex-
posed to on television, in the news-
papers, magazines, radio, and other
media, both in the form of news sto-
ries and through advertising. And
easily the most credible side of that
equation is what they read about in
the non- advertising columns. )

The perspective and the nature of
vour marketplace is changing drasti-
cally. My wview is that it is your
appointive responsibility to be certain
your management 1s not meeting
yvesterday’s demand patterns with
vesterday's roster or service, but
rather is meeting tomorrow’s demand
with tomorrow's services. And the
key to what this demand is and what
your roster of services ought to be
lies squarely with how well you un-
derstand this new and emerging air-
line consumer.

The modem air traveller who
makes up IATA’s ultimate consti-

expects from ai

By Louis Harris

Amaong the many speakers who addressed the reden
London was Mr. Louis Hartis of the Louis
the consumers patnt of view in his address. We

cons
S

AR Conzomnc'c-'
snal who gave

HarkS\lniernafignal
2 alow significant

ent, wedll r?_ducuted,
andeigban-based. There is
M: look at this prototype
é“' the international air traveller. He
5 pssen v urbane and sophistica-
o, not prone to buy quick and easy
beleths, likely to turn off quickly
ary, not.a Good Time Charley,
more  serious-minded than you
Rzht suspect, with ever-broadening
terests, & probing and inquiring
fiind, and a desire to know what lies

and paying for, as well as to expect

) something more from your airline than

simply good service, prompt delivery,
and good value for the money spent.

A recent survey we conducted
among international air travellers
vielded this kind of line-up on whatl
are the important and unimportant
elements of service. Let me warn you
that if you stacked up the miles of
film and pounds of print of advertis-
ing the airlines turn out next to this
read order of priorities people set on
services, one might think vou were
literally living in two guite different
worlds. For example, it 18 nol un-
common 1o sec advertising which em-
phasises movies, luxuriant food and
beverage service, new types of planes
available with the latest in passen-
ger comfort, and good-looking interiors
of planes, new low, low fares. and
highly friendly stewardesses. What [
have just related probably accounts
for two-thirds of airline advertising
over the past live vears.

Important

Yet the roster of services 1 have
just ticked off all fall in the bottom
half of what is really important to in-
ternational air travellers.

Actually, with a 54 per cent “‘very
important’® rating, friendly stewardes-
ses provide the bridge from the less
to the more important elements of ser-
vice. For following on the heels of
friendly stewardesses is the calegory
“friendly and courteous cmplovees™,
cited as very important by 69 per
cent. What other employee friendli-
ness and courtesy is more important
than that from stewardesses we will
come to in a moment. Even more im-
portant is the element of “‘experience
m runping an airline™, a high confi-
dence element that separates the
scheduled carriers from the supple-
mentals. Moving up. there is one spe-
cific that does apply to passenger
comfort, but is highly targeted: “en-
ough leg room’, cited as ‘‘very im-
portant’® by a substantial 77 per cent.

The next three elements of ser-
vices, which rank in fifth, fourth, and
third place. all have to do with ser-
vice and involve employees, but ironi-
cally have nothing whatsoever to do
with what happens in the air. They are
all concerned with basie ground ser-
vice: ease in making reservations,
mentioned ss very important by 82
per cent; fast ground service at ticket
and check-in counters. cited by #3
per cent; and fast check-in and hag-
gage claim, also thought to be import-
ant by 83 per cent.

Finally, at the top of the list are
two key elements which deal with in-
dividual security and ultimate assur-
ance: a good maintenance and safety
record, given a very important rating
by 90 per cent; and able pilots, highly
important to 92 per cent.



EIGHT Magic Cavpet APRIL 1972

y = f'_.m.g_ il 3 LY 3 . &f —-—

{

The King of Bhutan travelled on our service from Nairobi to At the Air-India Sunset Dinner Cruisg an Lak.e Burley Gritfin, Canberra, are seen (L to R) Mr. F.B.
Bombay recently. Here he s seen with Mr. K.L, Ramchander, Rush, ASM, Sydney: Mr. Joseph Forade: our Comissioner for Malta in Australia, Mr. R.K. Nampat-
our Manager-Santa Cruz at Bombay Airport, singh, Manager-Australasia, Mr. TreJvgriRaffe anager. Ansemt Airlines, Canberra and Mr. 5.

Krishnamurti, In Ha /Enmmissiclnm in Australia.

~ News in pictures

Sir Cecil Beaton, the wellknown photographer and designer, boarding our air-
cralt at London Airport along with Raymond Mortimer.

Mr. R.J. Uplinger, President, Lions International, 1eft on our service to Tokyo.
Here he is seen at Bombay Airport with (L to R} Mr. Minoo Engineer, Secretary
for 5.W. Asia, Lions International, Mrs. Engmeu and Mr. G.D. Vyas, our Sales

Officer. Bombay District,

1!(1. Brussels for an extensive tour of India and Nepal. Mr. R. Taton, our Sales Manager (L) and Nr. Ali-Merali, Sales
R pesemahve (R] are seen with the group at Brussels Airport,

Yy
A group of doctors led by Dr. Troch [‘:.h trgm le
i == I
f.,'.’. (-
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