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BLUE SKIES
Issue III

January 2016

Highlights of the 3rd issue of Blue Skies !
This issue features an address by the Chairman , Mr. Ashwani Lohani and
by the CEO, Mr. Mike Chew to AISATS employees. This issue covers
initiatives taken by the Learning & Development team to identify training

“Quality in a service is

needs and ways to bridge any training gaps.
AISATS is a socially responsible company and contributes to the
community via various activities. Read our CSR activities’ space for more
details.

not what we put into it. It
is what the customer
gets out of it..”

Our Staff Welfare team is doing a laudable job by conducting various

- Peter Drucker

employee recreational activities, encouraging employee participation and
rewarding exceptional employee performance

which make the

employees entrusted towards the company at large.

To read in forthcoming pages...

(from right) Mr. Mike Chew , new CEO AISATS felicitating Mr. Willy Ko , former CEO AISATS
on his departure from AISATS.



Page2 for Chairman’s address to AISATS



Page 3 for CEO’s message to AISATS staff



Page 7 for TNA Workshop



Page 10 for CSR Initiatives



Page 11-16 for Staff Activities and Compliments received.
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About the Chairman
Mr. Ashwani Lohani is a highly respected tourism
professional and assumed charge as the Chairman &
Managing Director (CMD) of Air India Limited on 31st
August 2015. An acclaimed bureaucrat, Mr Lohani
belongs to the 1980 batch of the Indian Railway Service of
Mechanical Engineers. Prior to the assignment as CMD of
Air India, Mr. Lohani was the Commissioner of Tourism &
Managing Director of Madhya Pradesh State Tourism
Development Corporation.

Mr. Ashwani Lohani, Chairman, AISATS
Chairman addresses AISATS
Dear Colleagues,

It is an honour for me to make my first address to you as
Chairman of AISATS.
I am proud to say that our relentless pursuit of
excellence and concerted efforts to provide world-class
ground handling services to our customers at five
airports (BLR, DEL, HYD, IXE, and TRV) have met with
success. But, we still have miles to go, as the aviation
sector is highly competitive and there is simply no room
for complacency. I would urge you all to work as a team
and give your best as always, and rise to meet the evergrowing expectations of our valued customers.

No doubt, we have challenges ahead, with increased
competition, and price and profit-conscious airline
customers. But all challenges come with hidden
opportunities to innovate and find solutions conducive
for business sustainability. We have to continue with the
same zeal, and work towards enhancing our customers’
service experience.
We have to put our organization’s interests ahead of our
own, and find ways and means of meeting and
minimizing the gaps between the expected and
delivered services, thereby improving the experience of

all our customers. We shall work hand-in-hand with our
service partners to leverage each other’s strengths, and
create strong bonds that will help AISATS expand to new
areas in India without ever compromising on safety,
security and service quality.
While we shall leave no stone unturned to bring in more
customers and revenue for AISATS, you all have a major
role to play in giving it a first-mover advantage in the
Indian market. Make operational excellence a priority in
your everyday routine. Go above and beyond what is
expected of you and scale new heights in your area of
expertise. Your efforts will make you and AISATS the best
in the ground handling business.
I shall conclude with my best wishes to you and your
families for this New Year.
Ashwani Lohani
Chairman, AISATS
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About the CEO
Mr. Mike Chew is the Chief Executive Officer of Air India
SATS Airport Services Pvt. Ltd. (AISATS). Prior to this, Mr.
Chew was the Senior Vice President Delhi of AISATS. An
experienced executive in the aviation industry, Mr. Chew
started his career with Singapore Airlines (SQ) in 1993 and
has managed stations at various locations, including New
York, Kaohsiung, Beijing, Guangzhou, Surabaya, Mumbai
and Frankfurt. He has also worked in the Ground Handling
Contracts Department at SQ Head office. Prior to joining
AISATS in June 2013, he was the Director of Airport
Services & Reservations at Star Alliance in Frankfurt for 6
years, where he was responsible for coordinating service
standards and procedures, as well as developing and
implementing new services and products for the Alliance.

Mr. Mike Chew, Chief Executive Officer
Message from AISATS CEO, Mr. Mike Chew

G

reetings to all stakeholders and associates of
AISATS!

I am grateful for the opportunity to serve as CEO of Air
India SATS Airport Services Private Limited, and would
like to thank the entire AISATS family for the trust they
have shown in me. Your continued support is greatly
appreciated.
As we move forward, AISATS will continue to work
towards accomplishing its Vision and Mission towards
becoming India’s preferred ground handling agent. I
would like to stress once again the core values of AISATS
- Safety & Security, Pursuit of Excellence, Customer First,
Concern for Staff, Integrity and Teamwork - and the need
to inculcate them into our work culture. These values
serve as our guideposts as we bring our company
forward, and we should strive to demonstrate them at
every opportunity in our professional lives.

I feel proud that all our Business Units (BUs) at
Bengaluru, Delhi, Hyderabad, Mangalore and Trivandrum
have been ISAGO and ISO 9001: 2008 certified.
Furthermore, the renewal of our Transported Asset
Protection Association (TAPA) certificate for our air
freight terminal at Kempegowda International Airport in
Bengaluru, as well as the Good Distribution Practices
(GDP) certificate are clear reflections of the quality
services being rendered to our customer airlines by
AISATS in strict compliance with international standards.
These quality services have been instrumental in making
AISATS the market leader at our 5 locations in India –
Indira Gandhi International Airport (DEL), Kempegowda
International Airport (BLR), Rajiv Gandhi International
Airport in Hyderabad (HYD), Trivandrum International
Airport (TRV), and Mangalore International Airport (IXE).
Given the challenging and highly competitive operating
environment, we will continue to strive and increase our
market share at these locations by effective cost
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management and waste minimization. We will also work
towards expanding our presence to other parts of India
to redefine the airport services experience at these new
locations as well.
At AISATS we consider our human resources to be our
most valuable asset, and we will continue to improve
employee engagement, talent management and
employee retention. Various staff-centric programs like
the Staff Wellness Program have been initiated at AISATS
DEL and the corporate office in Mumbai, with plans to
expand these programs to other BUs soon. This is to
ensure that our employees feel valued and motivated
within the organization. We will continue to promote
opportunities to all employees to enable them to
progress in their careers, and to help make AISATS the
Employer of Choice.
Our Learning & Development team has been
continuously introducing new courses and training
programs, thereby creating a healthy learning
environment and providing employees with a fulfilling
career path at AISATS. With the help of ‘Train the
Trainer’ programs, as well as other initiatives such as the
installation of CUTE terminals at the training room in DEL
and the license to conduct DGCA training at TRV, we will
keep finding ways and means of reducing our
dependency on outside training agencies, to be selfsufficient for all our training needs.
On the cargo front, AISATS’ dedicated terminal for
perishable goods, the AISATS Coolport, is expected to be
completed this year. Once operational, it will have the
capacity to handle 40,000 tons of wide-ranging
temperature
sensitive
commodities,
such
as
pharmaceutical products, fruits, vegetables and flowers.
Our efforts in exceeding customer service expectations
have been recognized multiple times in the form of
appreciations and awards from various customers and
associations. These include the Best Supplier for Ground
Handling Partnership-in-Action award by Etihad Airways;
the Pinnacle Award to AISATS BLR for Excellence in
Sustainable Practices; Transformational Tech Idea from
BIAL (Airport Operator); Warehouse Excellence awards
to AISATS BLR for Warehouse Initiative of the Year,
Warehouse Innovation of the Year, Warehousing
Lighting Solutions Company of the Year at the 9th Express
Logistics & Supply Chain Conclave; and Best Ground

Handling-Business & Management award to AISATS BLR
by India Air Cargo Awards.
AISATS HYD has been recognized as Station of the Month
for Baggage Performance for April & May 2015 by
Emirates, while AISATS DEL has achieved Level ‘A’ in
Baggage Performance (2014) and exceeded Station
Target for Excess Baggage for Asiana Airlines. AISATS DEL
has also achieved the no 2 position for Group I stations
for FY 14/15 for Singapore Airlines. These awards are the
result of the hard work and commitment of AISATS’ staff
towards service quality and excellence, and I am
confident we will continue to accumulate such awards
and accolades in the future.
Amidst increasing competition, we will continue to work
closely with all our stakeholders, associates, local
government agencies and airline partners to grow and
flourish. With your help and dedication, I am confident
that the best is yet to come.
Finally, I would like to take this opportunity to wish one
and all a very Happy and Successful New Year!
Mike Chew
CEO, AISATS
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Customers
AISATS is proud to handle Haj Flights
AISATS is proud ground handling service provider for Haj
flights at BLR, DEL , HYD and IXE locations for the year
2015.
AISATS BLR had successfully handled haj flights in
Bengaluru for the 7th consecutive year. This year Saudia
operated a total of 22 Haj flights in phase I & II using
Airbus 330 aircraft. Being Saudia’s ground handling
agent , AISATS was entrusted to provide comprehensive
handling services for the Haj flights under which AISATS
provided check-in services at the Haj camp in city and
departure handling services at the make-shift Haj
terminal in Kempegowda International Airport,
Bengaluru.

Similarly AISATS handled Haj flights at DEL in 2 phases.
In phase II, they had handled 38 arrival and 20 transit
flights at DEL. And same number of ferry flights were
handled ex-DEL in phase I.
AISATS HYD smoothly handled 32 Haj flights in phase I &
II of Haj operations and was much appreciated by all the
concerned agencies.
And at IXE, AISATS had provided comprehensive ground
handling services to a total of 10 Haj flights operated by
Saudi Arabian carrier ‘National Air Services (Flynas)’, a
private carrier , in 2 Phases using the A320 aircraft.

AISATS TRV now handles 2 daily flights of Etihad Airways
Etihad Airways has increased the frequency of its flights to Trivandrum by starting a 2nd flight on 1st Sep, 2015.
AISATS now handles 2 daily flights at TRV.
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Certification
AISATS receives ISO 9001:2008 certificates
AISATS has been honoured with the ISO 9001:2008
certification after an independent assessment of its
Quality Management System which was found
compliant with the requirements of ISO 9001:2008 for
Ground Handling and Cargo Services. The certification
covers all of AISATS’ 5 stations Kempegowda
International Airport, Bengaluru (BLR), Indira Gandhi
International Airport, Delhi (DEL), Rajiv Gandhi
International Airport, Hyderabad (HYD), Trivandrum
International Airport (TRV) and Mangalore International
Airport (IXE)

ISO 9001:2008 is an international standard related to
Quality Management System and is based on 8 quality
management principles, namely: Customer Focus,
Leadership, Involvement of People, Process Approach,
System Approach to Management, Continual
Improvement, Fact-based Decision Making and Mutually
Beneficial Supplier Relationships. ISO 9001:2008
certification also ensures the involvement of top
management in the improvement of the quality
management system in the company and facilitates the
organisation to become more customer-focused.

Awards
AISATS recognised as “Best Ground Handler” - India Cargo Awards West & South
AISATS was awarded the “Best Ground Handler - Business and
Management” award at the first edition of the India Cargo
Awards for West and South. The India Cargo Awards are
India's first internet voting based awards and hence, are fair
and unbiased.
The awards are supported by esteemed trade bodies like Air
Cargo Agents Association of India (ACAAI), Domestic Air Cargo
Agents Association of India (DACAAI), Express Industry Council
in India (EICI), Federation of Indian Export Organisations
(FIEO) , Federation of Freight Forwarders' Association in India
(FFFAI) and the Government of India, Ministry of Civil Aviation.

(from left) Dr Renu Parmar, Mr Francis D’Souza, Dr. Tanushree
Pandey, and (1st right) Mr. SanJeet, Director DDP Group handing the
award to (2nd right) Mr. Ariffin Hussein, AVP Cargo Operations AISATS
BLR
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Customer’s Recognition
AISATS DEL & HYD received appreciation
from Haj committee

AISATS BLR was appreciated by
Dragon Air

AISATS DEL & HYD were appreciated for their efforts in

Dragon Air congratulated AISATS BLR for

successfully handling their respective Haj operations.

winning

AISATS DEL team was appreciated by the airline customer Air
India and by the officials of Haj committee whereas AISATS
HYD team received recognition from airline customer Air

India, Telangana State Haj Committee and all the concerned
officials at Hyderabad International Airport.

the

ASIA

MILES

ENROLLEMENT

competition for the 2nd time. The competition
was held pan India across all Cathay Pacific and
Dragon Air airports between July 2015 to
September 2015.
The purpose of the competition was to enroll
passengers who are booked in eligible classes
namely Q,N,S,V,L,M,K,H,B,Y,E, W, R into the
Asia Miles program at the airport .

Trivandrum airport , the bestmaintained international airport

Appreciation letter by Haj Committee to AISATS DEL

Appreciation received by AISATS HYD

Of the 11 international airports managed by
the Airports Authority of India in the country,
Thiruvananthapuram International Airport
topped the list with a rating of 4.89 on a 5point scale. AISATS TRV has market share of
83% at Trivandrum International Airport and
therefore contributes significantly to the
success of the airport where it operates.

( from left) Mr Binoy Jacob, VP AISATS TRV, MR Gerald Lim , AVP
Service Quality and Commercial AISATS TRV congratulating Mr.
George G. Tharakan, Airport Director Trivandrum.
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Workshop
CHQ organised Training Need Analysis Workshop

Training Need
Analysis
Workshop
Training Need
Analysis Workshop
was conducted to find
gaps between the
current and the
required training
skills, and how the
gap could be bridged
by developing new
training programs.
This is a
commendable step
towards overall skill
development for
enhancing customer
experience with
AISATS.

(1st row, from left) Mr. Kelvin Seow, Head Business Processes, Learning & Technology, Mr. Willy Ko,
former CEO AISATS, Ms. Nupur Handa,- Manager L&D (CHQ), Ms. Kalai Vani Arun-Facilitator L&D (TRV) and
Mr. Samsun– Manager L&D (BLR)
(2nd row, from left) Mr. Rajesh Pujari– Sr. Manager L&D(CHQ), Mr. Durga Chakraborty-Manager L&D
(DEL), Mr. Anthony Fernandes-Manager L&D(CHQ), Mr. Mahender –Manager Ramp (HYD) and Mr. M R
Nair-Manager L&D (CHQ)

Recently, Learning & Development has completed its
annual Training Need Analysis (TNA) workshop. Ranjana
Mahajan, Manager Marketing met up with Kelvin Seow,
Head Business Processes, Learning & Technology, to find
out more about the TNA Workshop. Below is an excerpt
of their discussion.

Kelvin: Previously, TNA was an annual meeting among
the L&D team members in HQ Office to decide on the
training programs for implementation in the following
year. This year, we made some adjustments to involve
more stakeholders like our operations team from
different business units.

Ranjana: What is Training Need Analysis?

Ranjana: Please share more details with me.

Kelvin: TNA is effectively a gap analysis on staff skill in
the organization. The primary objective is to find out the
current status on staff skill and to develop an optimal
blend of staff skill. The difference between the current
and optimal is the gap. After understanding the gap, we
develop training programs to resolve it.

Kelvin: We started our planning as early as in June this
year.
The TNA plan was finalised by
August. Subsequently, Rajesh Pujari, Senior Manager
L&D, travelled to the business units to conduct
workshops based on the theme "Gold Standard Ground
Handling Company". Our operations teams formulated
the most ideal set of staff skill in order for the company
to achieve the Gold Standard in airport services. on

Ranjana: Why is the TNA different this year from that of
the previous year?
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completion, we gathered our L&D managers in HQ
Office.
On 5th and 6th October 2015, we launched a 2-day TNA
workshop in HQ Office. In the workshop, our L&D
managers evaluated the feedback from the operations
teams and recommended modifications to the existing
courses , and addition of courses to meet new
requirements. Furthermore, managers presented their
business unit's’ L&D achievements, reviewed the KPIs
and discussed the 2016 L&D vision and work plan.
Ranjana: This is a much more elaborated TNA exercise
compared to previous years. What do you hope to
achieve?

Kelvin: Yes. It was. In fact, the L&D managers went
back to their business units with homework to complete
before the end of the month. Other than the usual
business of identifying and assessing what the staff
actually needs to be trained on, the involvement of
stakeholders would increase the likelihood of success in
imparting knowledge and skill set to our staff. We
encourage more participation and support from the
operations team in the new learning year as the training
programs comprise of their feedback.
Ranjana: Thank you, Kelvin. This interaction was indeed
insightful.

Staff Wellness Program– New initiative by Learning & Development
Another step towards the overall development of
AISATS’ employees is the launch of ‘Staff Wellness’
program . This program has been designed by the L&D
team which focuses on staff grooming not only on the
professional front but also in the personal space helping
them in enhancing their self esteem.
The training content varies from personal styling
including workplace attire, skin care, hair styling,
personal hygiene , diet and fitness regime to social and
business etiquettes. One core purpose of staff wellness
program is overall personality development of staff
working with AISATS. The program will be conducted
across all AISATS’ stations i.e BLR, DEL, HYD, IXE , TRV
and CHQ .
One such workshop was conducted at our head office in
Mumbai. The session added value to staff by highlighting
points to remember for efficient first and long lasting
impression, guidance through various communication
skills and how small efforts can create a great
difference in one’s appearance and can boost confidence
level .

The most interesting part of the session was individual
assessment and one-on-one consultation given by the
trainer that would help them in becoming a successful
associate.
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CSR Activities
AISATS lent a helping hand to rain affected areas in Cuddalore !
AISATS had organized a voluntary support activity as a
part of its Corporate Social Responsibility (CSR) program
to support the residents of Cuddalore, Tamil Nadu with
much needed relief materials.

They also went to all the government schools in and
around Cuddalore and distributed 500 school kits
comprising of bags, notebooks and pencil boxes to
children.

Team of 11 staff members from AISATS Bangalore (BLR)
and Mangalore (IXE) volunteered for relief work for rain
affected areas in Cuddalore and surrounding areas. The
team in co-ordination with local youth volunteers
visited the affected areas of Semman Kuppam village
and many nearby villages like Lion Street, Thilak Nagar,
Irular Street, Nellikuppam and Burkis Kuppam and
distributed relief materials consisting of blankets, mats,
towels, mosquito repellants and disinfectant to the
villagers.

AISATS DEL organized workshop for underprivileged girls
AISATS believes in contributing to the society in a way which is beneficial for the improvement of the well being. In
one such effort, AISATS DEL had organized a workshop
on ‘ Effective Communication Skills, General Etiquette
and Grooming’ at Vocational Training Centre of Delhi
Council of Child Welfare , an NGO at Trilokpuri, Delhi.
Under

this

workshop,

74

underprivileged

girls

(between age group of 12 to 21 years) of Trilokpuri
slums had participated and were trained by Mr. Durga
Chakraborty of Learning & Development team.

Community Support
AISATS BLR donated Digital Cameras to KIA Traffic Police
AISATS donated two Digital cameras to Bangalore traffic police, located at KIA,
in order to facilitate smoother traffic flow around the Airport vicinity. The
occasion was presided by DCP Traffic, ACP Traffic, Inspector Traffic & BIAL
Landside Traffic team.
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Staff Welfare
Interdepartmental Badminton and Chess Championships !
All work and no play will make Jack a dull boy !
AISATS understands the importance of recreational
activities in the work space and thus organizes various
events that break the monotony of daily work routine to
give its employees an opportunity to pursue and show
case their talents. Such activities help in increasing the

participative and team spirit. AISATS DEL organized two
such events: Interdepartmental Chess Championship
and Interdepartmental Badminton Championship in
which 28 and 18 employees participated respectively.

Winners of chess championship: (from left) 1st runner up– Mr. Rahul
Kumar , Human Resource , Winner—Mr. Sarthak Kapoor , Passenger
Services ; 2nd runner up- Mr. Shiv Chopra, Passenger Services

Winners of Badminton
Championship
Women’s Doubles: (1st row) (left)
Ms. Jyoti ,Pax-AI Dom & Ms. Nidhi
cargo (right)
Men’s Doubles (2nd row, from
left): Mr. Deepak & Mr. Saket, Pax
(OAL)
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Staff Awards
Long Service Awards at AISATS BLR
AISATS BLR organized an Award Function on 11th
December 2015 to recognize the staff who have
completed 5 years of service with AISATS. For the 3rd
time such an award function has been organized by
AISATS BLR, with the recent one to honor those 40 staff
who have joined AISATS BLR during 01 April 2009 to 31st
Mar 2010 thereby completing 5 years of service by 31st
Mar 2015.

All of you are veterans of AISATS and you have worked
hard to bring AISATS this far. Tomorrow, bring back my
message to all of your junior colleagues. Let’s continue
to work as a team and together we will strive towards
greater heights and I am not just talking in terms of our
products & services, but our ex-gratia as well and bring
an even better future for us and our families.”

The Chief Guest for the event was Mr. Valerian Ferreira,
Head HR - AISATS, who appreciated the staff for their
dedication, loyalty and hard work , which has made
AISATS the Premier Airport Services Company in India.
He also highlighted that AISATS BLR is considered as the
“Jewel in the Crown” of AISATS.
On the occasion Mr. Hoa Kai Ee, SVP - AISATS BLR, added
that, “My congratulations to each and everyone of you!

“Employees who believe that management is concerned about them as a whole person –not
just an employee-are more productive, satisfied and fulfilled. Satisfied employees means
satisfied customers”…...by Anne M. Mulcahy

Star Performance Awards

S

tar performance awards are management’s way
of acknowledging and rewarding the exceptional
performance of an employee while contributing

towards service delivery.
These awards motivate the employees to do better in
their current roles and go that extra mile to enrich
customer service experience. This also sets an example
for fellow colleagues to follow the suit. Few pictures of
the Star Performers at DEL.

Best team performer: (left) Team Import FHU International-Dept Cargo
(Right) Star Perfomer– Ms. Sudha Rani , Pax-OAL

Best team performer: (left) Vistara team-passenger services -OAL
(Right) BA team, Baggage & House keeping- ramp

Best team performer: (left) Service Controller team, passenger services,

Star Performers: (from left) Mr. Parvesh– ramp, Mr. Lalit Kumar-ramp

Air India (Right) Pay Roll team, HR (Corporate)

and Mr. Kirandeep-IT (Corporate)
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Passenger Delight Event
Christmas celebrations at Trivandrum International Airport
Happy passengers
expectations !

means

exceeding

customer

Our team at AISATS TRV came together to celebrate the
festival season and to share the joyful spirit with
passengers on Christmas by hosting a passenger delight
event at New International Terminal Building (NITB) on
25th December, 2015.

Shri Oommen Chandi, Hon’ble Chief Minister of
Kerala was delighted with this special airport experience
and other airport communities also appreciated and
joined in the efforts of AISATS on this special event.

On the event day, a perfect spirit was created with Santa
Clause and angels greeting the passengers , guitar strings
playing music , and guests and crew being surprised with
all-time Christmas favorite “Deck the Halls”. Children
were pleasantly surprised and excited with gifts like
Santa caps and chocolates. The AISATS team felt humble
and proud to bring smiles and the warmth of the season
to the passengers. We have touched their hearts in a
very personal way and sure to be remembered as their
travel partners forever.

Compliments for Staff
Mr. Veerla Kranthi Kumar, Duty Manager, Mr. Abdul Mudassir Sr. CSA ( AISATS HYD) and Mr. Ram Avtar Sharma ( AISATS DEL)
Swift action , good coordination between two stations of AISATS namely HYD & DEL helped a medical emergency. A Mentally disabled passenger had fractured her right leg, both bones were broken and her complete right leg was in a plaster. While all airlines declined taking her – Air
India was the only airline that went out of their way to assist the travel from Hyderabad to Delhi and provided all the required help.
“I am at a loss of words to express our gratitude for the support that was extended to us by your staff at Hyderabad airport.
Mr. Veerla Kranthi Kumar, Duty Manager, Mr. Abdul Mudassir Sr. CSA, completed all formalities for helping us board the flight, while Ch. Nagraj
and Satyamma, both assistants, helped with taking her to the aircraft along with Abdul. May I also add here that Ms. Satyamma even helped me
taking the child to the washroom – which is much beyond the call of duty.
At Delhi airport we were met by Mr. Ram Avtar Sharma and two assistants who helped us de-board and reached us to the waiting ambulance
along with our baggage. The crew of the same flight was very helpful too, very positive in their handling a child with special needs, not once did
they raise any kind of objection, rather they were very forthcoming – just as we got inside – pillows were brought to be placed under her plastered foot – no fuss at all, I would like to say that she sat in a single seat and traveled without any discomfort.
Mr. Ramesh helped us at Hyderabad and coordinated the whole travel arrangements for us – we reached Delhi and went straight to the hospital, where her surgery was carried out the next day.
The humanitarian attitude and support given to us can never be forgotten, we will always stay indebted to Air India for helping us though this
difficult ordeal.
Dear Sir, my thanks email cannot say or exhibit enough the gratitude and appreciation of the assistance, support, care and help - physical and
emotional – extended to us by your staff, may I add here that she has undergone a successful surgery and is recuperating well at home.”
My sincere thanks and best regard , Arvinder h. Singh (Ruby Singh), World Bank
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Compliments for Staff
Mr. Udaya Kumar, Pax , BLR
Mr. Udaya Kumar went above and beyond in trying to meet the specific needs of a passenger.
“Mr. Kumar really went out of his way to ensure that, not only my bags were checked all the way through to Denver
including the connections, but he also found a way to print the boarding passes for the AA flights to DFW and Denver. Not only that, he actually worked on printing the boarding passes after I had left the counter and came all the way
to the immigration area at the Bangalore airport to deliver them to me. Exceptional Service – if only all my travel experiences were similar! Thanks to Udaya Kumar and to Etihad for the outstanding service.”
S. Chandramouli Etihad Airways Passenger

Mr. Avinash Naik, Pax , BLR
Mr. Avinash Naik remained calm in pressing situation and helped anxious passengers of a delayed flight in best possible
way .
“I Saritha Narendra was really shocked hurt angry for a delayed flight and when I met this gentlemen from air india
(sats) I flared up, shouted and humiliated him ... Like it was his fault ....I must tell u that this gentlemen MR.AVINASH
NAIK was not only patient, obliging but very very helpful, Inspite of me losing temper he went out of his way and sorted
the whole mess for us by himself running up and down and giving us the information...For a while I thgt maybe bcoz I raised my voice he must be
intimidated but then I noticed he was not helping and solving our problem BUT HE WAS DOING the same for all the troubled n disheartened
passengers .”
“I must say that a employee like this is very very rare to find , his patience and dedication for his work is remarkable ... HE IS TRULY AN ASSEST
TO YOUR ORGANISATION... “
Sarita Narendra , Saudi Arabian Airlines‘ Passenger

Mr. Ramesh , Mr. Gurunath , Ms. Asha & Ms. Sudha , Pax, BLR
Exceptionally good delay handling of Vistara flight
“Mr Ramesh, the duty manager was a classic example. He along with his team Mr.
Gurunath , Ms. Asha were very live in the boarding gate and interacting with most of
the customer, apologising for the delay explaining the reason and making them cool. He was rightly using the tactic of reaching out the customer on a delay before they comes to us. We look forward such proactive handling. Today morning flight (UK 875) Ms Sudha was there in our flight
handling. She was doing the BGR and boarding the customers. Would like to appreciate her on the warmth, smile and the wishing to the customers. It was really good and up to our expectation. We always look forward such a boarding experience to the customers. She has good presence
of mind very good at handling the customers .“
Santhosh Kumar Nair, Station In Charge - Vistara

Mr. Vijay, Mr. Sharun, Mr. Arun , Mr. Nanjamari& Pradeep , Cargo, BLR
Bangalore cargo team was appreciated for record uplift of cargo on
passenger flight

“Many thanks for all the support from your team members Mr Vijay, Mr . Sharun, Mr Arun Mr Nanjamari & Pradeep to uplift the highest cargo
tonnage on a PAX flight Ex Bangalore” …..by Mr. Thomas Panackal Mathew, Emirates SkyCargo
“We have achieved South India record of uplifting 36536.5kgs in a passenger aircraft. Once again thank you for all your support and looking
forward to achieve the said record in future”. …by Mr. Alphy Lourdu Nathan - Cargo Officer , Emirates SkyCargo
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Compliments for Staff
Mr. Ramesh Kumar, Load Controller, BLR
Taking responsibility at the need of the hour.
“Understand that there was Internet interruption on 21 Oct and not able to do the post flight messages. Proactively
Ramesh from Load Control approached our office and completed all post flight messages manually for EY924/21Oct
within deadline. Responsibility taken and completed the task by the staff is much appreciated”.
Kiran , Cargo handling Officer – Bangalore, Etihad Airways



Mr. Sandesh Gowda Pax , BLR was appreciated for effective handling and guest management

by Air India Passenger

“I love flying by our national carrier -Air India and such good service makes it all the better”. Best Regards, Yeishan Goel, Chief Executive THRS



Mr. Pradeep Kr , Ms. Prajoti , Ms. Taranum, Ms. Lina, Mr. Velan , Mr. Yeshas, Mr. Jeevan, Ms. Riya , Mr. Shruti, Ms. Nimisha and Mr. Uday
were also appreciated by various airlines like Dragon Air, Air India , Etihad Airways and Vistara.



Export DMs Mr. Narayan & Mr. Pradeep of Bangalore cargo team were appreciated by Mr. Alphy Lourdu Nathan - Cargo Officer | Emirates
SkyCargo for smooth handling of EK Freighter and uplift of 72.23 ton of chargeable load.



Bangalore cargo team was appreciated by Mr. Ranjit, Duty Manager, Jet Airways for record uplift of 1004 tons of cargo .

Mr. Kokchoy Liau, AVP Cargo Supervision, DEL
Exceptional performance by cargo team of AI Pool.
“We would like to place on record our appreciations for you and your Operations Team members in Domestic Cargo
who were deputed to look after dispatch/retrieval of UPSC Mail containing sensitive Material of Civil Services Examination 2015. As per record, total of 7047 pieces of bags weighing 114526 Kgs were airlifted on different flights from
4th Aug.15 till 14th Aug.15 on Domestic Network of Air India . During handling of above sensitive material on such a
large scale, your entire team showed exemplary sense of commitment towards duty resulting in smooth movement of these confidential material. We solicit your kind cooperation in future also.”
Ms. Smita Mathour , Cargo manager , Air India

Mr. Nitin , Mr. Dinesh & Mr. Narender , Ramp, DEL
Being vigilant and ensuring safety on ground.

“The netting ex SIN was done so poorly that the whole side of the pallet was resting on the side wall .Had the operator Mr. Narender not vigilant
before off loading it could have damaged/ripped the side wall. Our appreciation to the operator being vigilant and adhering to the SOP.”
Mr. Kaushal Abrol, Singapore Airlines
Mr. Gaurav Kapoor of Singapore Airlines also appreciated the pro activeness of Mr. Nitin and Mr. Dinesh who called the ground engineer for
necessary checks and had informed SQ staff as well.
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Mr. Tapas, Mr. Satish and his team from DEL ramp were appreciated by Jet Airways team for their prompt action and support to handle Air
return due to emergency.



“There is a positive change and we see a lot of improvement in Compliments. Complaints have also reduced but we have to do a lot more.
Check-in issues still continue to be a concern”….by Mr. Rajiv Malhotra, Head Airport Services, Vistara

Mr. Vishnu KS, Pax, AISATS TRV
Happy to help attitude !
“I would just Like to inform you of the exceptional level of service that I have received from Mr.Vishnu...I have met someone who was so delightfully happy to assist and ensured that the crew where checked out as fast as possible from the
airport ..I was very impressed with the polite and professional manner in which he delt with crew and immigration staff. I
have flown through so many airports and have not ever seen this level of service before.”
Kind regards , Simone Bolish , Emirates Crew

Ms Chinchu G Nath, Ms Amla and Ms Naayna, MHB , AISATS TRV
Faster action helped in delivering critical space components luggage on time
to the customer...Job well done by Gang of Girls !
“Ms Chinchu G Nath, Ms Amla and Ms Nayna, has helped us too much after
we have sensitize them regarding the criticality of the component inside the
luggage. Immediately they talk to Mumbai baggage department and confirmed that luggage is kept at safe place. Within half an hour, they
contacted GO AIR flight and talk to Mumbai baggage department to load in aircraft which will come to Cochin and from there by air India to
Trivandrum. We have received bagged by 11:00 PM night”
Mr. Hiren Mavani , Scientist , ISRO

Mr. Rajeev , Load Control, AISATS TRV
Team work and excellent co-ordination with the captain resulted in all the revenue uplift from TRV station.

“Mr. Rajeev (TRV-CLC coordinator ) has helped to uplift all the revenue with his brilliant co ordination with Captain /
Ramp team and AUH-CLC in the prime time…..” by Mr. Jack , CLC Supervisor In-Charge , Etihad Airways.
“This is to bring to your notice the amount of effort/coordination put by the load controllers each and every day to maximize the uplift from
station…..”.by Mr. K P Sumit, Duty Manager , Airport Operations, Etihad Airways




Mr. Prem, Ms. Kannan, Mr. Arun and Mr. Ahammed Shaheem were appreciated for efficient baggage handling at times of conveyor belt
breakdown by Emirates
Ms. Nayana was also appreciated for helping a passenger with their lost baggage by Emirates
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