Every time an angry passenger

Current issues in jet airways
NEW DELHI: Every time an angry passenger goes on a TV channel to narrate his ordeal due to the pilots' strike, Jet Airways chief Naresh Goyal immediately calls up senior Jet officials from his "war room" - a suite in a Delhi five-star hotel - and demands an explanation.

Clearly, he is battling to save the image of his 16-year-old airline that has set high standards in passenger service. But some costly 'misadventures' in the past few years, along with the current downturn - and now this pilot revolt - mean that the 59-year-old Goyal has a big battle ahead.

Jet Airways was founded in 1993 and over the next few years established itself as a leading Indian player, becoming a case study for inflight excellence. Possibly excited by this euphoria, industry insiders say, the management made its first big gamble by eying Air Sahara in 2006. Apart from Jet and Air India, Sahara was among the only three Indian carriers that flew abroad during that period. Goyal moved in to buy Sahara a year later for a whopping Rs 1,450 crores. Jet Airways fulfilled its desire to be the only private Indian carrier to fly abroad in 2006 but it also flew into a financial air pocket.

Acquiring Sahara meant a huge drain on Jet's resources, both on financial and management fronts. All this happened at a time when the concept of low-cost carriers was completing two years in India. The domestic aviation market was growing at 30-40% and players like Air Deccan were challenging the might of full service carriers. Not surprisingly, Jet has been constantly incurring losses since 2007-08.

"Buying Sahara was a big strategic mistake by Jet. This happened at a time when Jet was growing aggressively internationally and facing tremendous competition in local market," Centre for Asia Pacific Aviation (CAPA) India head Kapil Kaul says. With domestic market getting new players, Jet focused on international expansion and lost nearly 10% market share in two years. For instance, the international departures rose from 1,731 in October-December 2006 period to 3,198 for same quarter next year.

The first sign of real trouble in Jet became apparent exactly a year ago when Goyal did the unthinkable by entering into an operational tieup with arch rival Vijay Mallaya's Kingfisher. This step was followed by Jet sacking 1,900 cabin crew. Following the political uproar, Jet had to reverse the order. But in the past one year it has gradually retrenched close to 2000 employees.

Possibly, Jet could have weathered this crisis had the global economy not gone into a tail spin. The full service model virtually became redundant in the domestic market and Jet responded by launching Konnect this April and shifting most of its domestic operations to LCC section. Over 20% domestic capacity has been cut and today the airline has 280 daily flights within India and 100 overseas.

Saddled with losses and a debt burden of nearly $3 billion, Goyal embarked on an ambitious saving programme of nearly $600 million that saw staff being retrenched; loss-making flights withdrawn and salaries of senior officials slashed by up to 25%.

This cost-cutting meant giving up things that Goyal fought for dearly. For instance, he tried hard and finally got clearance to operate a Mumbai-Shanghai-San Francisco flight. But with this flight's loss meter clocking up $57 million, this flight was stopped. Similarly, several loss-making domestic flights facing overcapacity were diverted to nearby international routes.

But the high-profile labour unrest in the form of pilots reporting sick en masse could not have come at a worse time for the airline. Cost-cutting could entail pay cuts and possible retrenchments in the 13,000 employee-strong airline. "Having a belligerent union at this time means trouble. Moreover, the airline is also looking at raising $400 million from the market. Investors also don't like to put in money with troubled labour relations. Most airlines across the world have not had a good fate ever since unions became strong. Air India and Alitalia are classic examples," says an industry insider.

Goyal's fight to take the airline to its old position of strength will no doubt be an uphill task. Jet shares were first listed in 2005 for Rs 1,100. The scrip has never touched that level and closed at Rs 262.55 on Wednesday. Its high and low price in past year has been Rs 551 and Rs 115. Interestingly, during the pilot stir, Jet shares have risen marginally, lending credence to the current aviation wisdom - airlines lose more by flying than by having planes parked at airports.

On his part, Goyal admits that the industry and his airline are facing the toughest challenge ever. "But along with my employees, I will weather the storm and Jet will remain the one company that had made India proud. For me, Jet is a symbol of Indian excellence and it will remain that. If anyone tries to change the core belief of the airline on excellence, I will not hesitate to close it down," he said.
History
Jet Airways was incorporated as an air taxi operator on 1 April 1992. It started Indian commercial airline operations on 5 May 1993 with a fleet of four leased Boeing 737-300 aircraft. In January 1994, a change in the law enabled Jet Airways to apply for scheduled airline status, which was granted on 4 January 1995. It began international operations to Sri Lanka in March 2004. While the company is listed on the Bombay Stock Exchange, 80% of its stock is controlled by Naresh Goyal (through his ownership of Jet's parent company, Tailwinds, and has 10,017 employees (at March 2007).[5]

Jet Airways Airbus A340-300E at London Heathrow Airport in 2005 with the 1993-2007 livery

Naresh Goyal, who already owned Jetair (Private) Limited, which provided sales and marketing for foreign airlines in India, set up Jet Airways as a full-service scheduled airline to compete against state-owned Indian Airlines. Indian Airlines had enjoyed a monopoly in the domestic market between 1953, when all major Indian air transport providers were nationalised under the Air Corporations Act (1953), and January 1994, when the Air Corporations Act was repealed, following which Jet Airways received scheduled airline status.

Jet Airways Boeing 777-300ER at San Francisco International Airport in the airline's new livery introduced in 2007

Jet Airways and Air Sahara were the only private airlines to survive the Indian business downturn of the early 1990s. In January 2006, Jet Airways announced that it would buy Air Sahara for US$500 million in an all-cash deal, making it the biggest takeover in Indian aviation history. The resulting airline would have been the country's largest[6] but the deal fell through in June 2006.

On 12 April 2007, Jet Airways agreed to buy out Air Sahara for 14.5 billion rupees (US$340 million). Air Sahara was renamed JetLite, and was marketed between a low-cost carrier and a full service airline. In August 2008, Jet Airways announced its plans to completely integrate JetLite into Jet Airways.[7]

In October 2008, Jet Airways laid off 1900 of its employees, resulting in the largest lay-off in the history of Indian aviation.[8] However, later, the employees have been asked to return to work. Civil Aviation Minister Praful Patel said that the management reviewed its decision after he analyzed the decision with them.[9][10]

In October 2008, Jet Airways and rival Kingfisher Airlines announced an alliance which primarily includes an agreement on code-sharing on both domestic and international flights, joint fuel management to reduce expenses, common ground handling, joint utilization of crew and sharing of similar frequent flier programs.[11]

In May 2009, Jet Airways launched another low-cost airline, Jet Airways Konnect. The new airline uses spare aircraft from Jet Airways' routes that were discontinued due to low passenger load factors. It also uses the same operator code as Jet Airways. The decision to launch a new brand instead of expanding the JetLite network was taken considering the regulatory delays involved in transferring aircraft from Jet Airways to JetLite, as the two have different operator codes.[12]

Starting September 8, 2009, several Jet Airways pilots went on a simulated strike by reporting sick and failing to turn up for duty. The stated reason for the pilots' action is that the pilots "are protesting against the dismissal of two senior pilots last month by the airline." [13] On September 9, 2009, the airline had to cancel over 160 domestic flights due to this reason.[14]. The five-day strike by pilots ended on September 13, 2009. It led to a cancellation of 800 flights where more than 400 of the company's pilots called in sick. According to Indian media reports, the strike cost the airline some $8m (�4.79m) a day.[15]
International Operations
Jet Airways started international operations in March 2004 between Chennai-Colombo after it had been cleared by the Government of India to do so.

It started its Mumbai-London service on May 2005 and Delhi-London on October 2005 with new Airbus A340-300Es dry leased from South African Airways. Amritsar-London services began on August 2006 and Ahmedabad-London on April 2007 but these routes were discontinued on December 2008 and January 2008 respectively citing poor load factors.

On 2 May 2007 Jet Airways announced Brussels Airport as its European hub for its Trans-Atlantic North American operations. It began its Mumbai-Brussels-Newark service on August 2007 followed by Delhi-Brussels-Toronto on September 2007 and Chennai-Brussels-New York City on October 2007.

On May 2008 it launched its Trans-Pacific Mumbai-Shanghai-San Francisco service followed by Bangalore-Brussels on October 2008; these routes were discontinued on January 2009 due to poor load factors and the worldwide economic recession.

Through 2009, Jet Airways has been adding services to new destinations in the Middle East and connecting existing international destinations to additional cities in India.

Jet Airways' current livery was introduced in 2007.[16] The design retained the dark blue and gold-accented colour scheme of Jet Airways' previous corporate identity, along with the airline's "flying sun" logo.[16] The new livery, created with Landor Associates, added yellow and gold ribbons. A new yellow uniform was simultaneously introduced, created by Italian designer Roberto Capucci.[16] Jet Airways introduced its new identity in conjunction with a global brand re-launch which included new aircraft and seating.[16]
Cabin classes
With the arrival of its new Boeing 777-300ER and Airbus A330-200 aircraft, Jet Airways has introduced a new cabin with upgraded seats in all classes. The Boeing 777-300ER aircraft has three classes of service: First, Premi�re (Business), and Economy. The Airbus A330-200 aircraft have two classes: Premi�re and Economy. All Airbus A330-200 and Boeing 777-300ER aircraft have this feature. Boeing 737 aircraft are configured differently. Jet Airways has a three-star rated Business and First Class, and is in the top twenty-five business classes reviewed by Skytrax. Economy class has been reviewed as a three-star product by Skytrax.

First Class

First class is available on all Boeing 777-300ER aircraft. All seats convert to a fully-flat bed, similar to Singapore Airlines first class seat but much smaller. It was the twenty-second airline in the world to have private suites All seats in First have a 21-inch widescreen LCD monitor with audio-video on-demand systems (AVOD), in seat power supply, and USB ports etc. Jet Airways is the first Indian airline to offer fully-enclosed suites on its aircraft; each suite has a closable door, making for a private compartment. Skytrax consumer airline reviewers recently rated Jet Airways First Class as being 14th best in the world.

Premi�re

Premi�re (Business Class) on the Airbus A330-200 and Boeing 777-300ER international fleet has a fully-flat bed with AVOD entertainment. Seats are configured in a herringbone pattern (1-2-1 on the Boeing 777-300ER, and 1-1-1 on the Airbus A330-200), with each seat offering direct access to the aisle. Premi�re seats on the A330-200s leased from ILFC are configured differently in a 2-2-2 non-herringbone pattern. Each Premi�re Seat has a 15.4-inch flat screen LCD TV with AVOD. USB ports and in-seat laptop power are provided.

On the short-haul/domestic Boeing 737-700/800, all new aircraft are equipped with AVOD. All seats are standard recliner business-class seats with a few newer aircraft with electronic recline and massager.
Economy Class
Economy class on Jet's Airbus A330-200, Boeing 737-700/800 and Boeing 777-300ER aircraft has 32-inch seat pitch. Seats on the Boeing 777-300ER/Airbus A330-200 have a "hammock-style" net footrest. The cabin is configured in 3-3-3 abreast on the Boeing 777-300ER, 2-4-2 on the Airbus A330-200, and 3-3 in the Boeing 737. Each Economy seat on the 777-300ER/A330-200 has a 10.6-inch touch screen LCD TV with AVOD. Some recently acquired Boeing 737-700/800 aircraft also feature Personal LCD screens with AVOD.

All three classes feature Mood lighting on the Airbus A330-200 and Boeing 777-300ER, with light schemes corresponding to the time of day and flight position.
In-Flight Entertainment
Jet Airways' Panasonic eFX IFE system on-board the Boeing 737-700/800 and Panasonic eX2 IFE system on-board the Airbus A330-200/Boeing 777-300ER, called "JetScreen", offers audio video on-demand programming (passengers can start, stop, rewind, and fast-forward as desired). It has over 100 movies, 80 TV programmes, 11 audio channels and a CD library of 125 titles. The system operates via individual touchscreen monitors at each seat, and is available in all classes.[19]
Airport Lounges
Jet Airways Lounges are offered to First and Premi�re Class passengers, along with JetPrivilege Platinum, Gold or Silver card members. The international lounge at Brussels has showers, business centre, entertainment facilities and children's play areas.[20] Lounges are located in:
Accidents and incidents
· On 1 June 2007, Jet Airways Flight 3307, a ATR 72-212A (registered VT-JCE) which was flying on the Bhopal-Indore route was involved in an accident which was caused by a storm. There were no fatalities amongst the 45 passengers and 4 crew onboard, however the aircraft suffered damages beyond repair
Other website
Jet Airways is India's premier private airline. Naresh Goyal is currently the chairperson of Jet Airways, who is also the founder of the airline. It holds the distinction of being the second largest airline in India, next to Kingfisher. Jet Airways has won a number of awards in recognition of the world-class standards of its service. It has received the ISO 9001:2000 certification, for its in-flight services. Headquartered in Mumbai, Jet Airways also operates two low-cost airlines including JetLite (formerly known as Air Sahara) and Jet Airways Konnect. Check out the profile of Jet Airways, in the following lines.
History
Jet Airways was established on April 1, 1992, as an air taxi operator. The commercial airline operations of Jet Airways were started on May 5, 1993. The first fleet consisted of four leased Boeing 737-300 aircraft. In January 1994, the airline applied for scheduled airline status. In January 1995, after the Air Corporations Act (1953) was repealed, Jet Airways received its scheduled airline status. With a flight to Sri Lanka, in March 2004, Jet Airways started its international operations as well. Over the years, the airline has marked its presence both in domestic and international civil aviation industry.
JetLite And Jet Airways Konnect
In April 2007, Jet Airways took over Air Sahara, which was later on renamed as JetLite. Currently, JetLite is a subsidiary of Jet Airways. Two years after the inception of JetLite, Jet Airways introduced another low-cost airline to its Indian customers - Jet Airways Konnect. Started in May 2009, Jet Airways Konnect makes use of spare aircraft from Jet Airways' routes, which were continued by the parent company, due to the low passenger load factors. The airline also makes use of the same operator code as Jet Airways. However, Jet Airways and JetLite have different operator codes.
Fleet
Initially, Jet Airways had a fleet of 4 Boeing 737-300 aircrafts, providing 24 daily flights and serving 12 destinations. Over the years, the airline increased its number of daily flights as well as the number of aircraft in its fleet. Currently, Jet Airways presently operates 55 aircrafts and is now a public limited company. Its fleet of 85 aircrafts includes 14 ATR 72-500, 12 Airbus A330-200, 13 Boeing 737-700, 34 Boeing 737-800, 2 Boeing 737-900 and 10 Boeing 777-300ER.
Destinations
Jet Airways operates over 400 flights daily, to as many as 44 destinations in India. These include Hyderabad, Rajamundry, Tirupati, Guwahati, Jorhat, Patna, Chandigarh, Raipur, Diu, Delhi, Goa, Ahmadabad, Bhavnagar, Bhuj, Porbunder, Rajkot, Vadodara, Jammu, Leh, Srinagar, Bangalore, Mangalore, Cochin, Thiruvananthapuram, Bhopal, Indore, Khajuraho, Aurangabad, Mumbai, Nagpur, Pune, Imphal, Amritsar, Jaipur, Jodhpur, Udaipur, Chennai, Coimbatore, Madurai, Agartala, Lucknow, Varanasi, Kolkata and Siliguri.

Jet Airways was the first private airline of India to fly to international destinations - it operates daily international flights to 20 international destinations, including Hong Kong, Dhaka, Kathmandu, Colombo, Kuala Lumpur, Singapore, Bangkok, Bahrain, Kuwait, Muscat, Doha, Jeddah, Riyadh, Abu Dhabi, Dubai, Brussels, London, Toronto, New York and Newark.

