
24   KALEIDOSCOPE  November, 2020

ARTICLE

C
hange is the only word 

which is permanent. 

Today we are witness-

ing change management in all 

avocations which mainly comes 

due to technological advance-

Intelligence, new product launch, 

mergers, acquisitions, competi-

tion, demand and supply. 

Change is ongoing process 

in aviation

When we are talking about avia-

tion sector, the change is in-

evitable because of tremendous 

growth witnessed during last one 

coming for two decades ahead 

both in terms of rising passen-

-

national sector across the world. 

In aviation industry, change 

management is always in prac-

tice in one way or the other. At 

times, we confuse, between tran-

sition and change. The change is 

whereas, the transition is the 

psychological re-orientation in 

response to change. The nature 

of change comes in any altera-

tion in the work environment af-

fecting the ways employees must 

act. The airports tend to achieve 

an equilibrium in their social 

structure and aviation personnel 

are required to make new adjust-

ments for new equilibrium. 

What is Change? 

When we are talking about cha-

nge management, it’s important 

to know the practical aspects of 

systematic approach to deal with 

change, not only from the per-

spective of airline and airports but 

also of individuals. The organisa-

tion undertakes an initiative to 

improve performance, seize op-

portunities, to address key issues 

which requires the changes in 

processes, job roles, organisational 

structures and uses of technology. 

Change began 

with Technological 

Advancement

-

ampl

lane, I recall in the middle of 80s 
when I was at Bombay Airport, 
there used to be typewriters for 

about 100 typewriters of dif-
ferent makes, like Ramington, 
Godrej, Facit and Olivity etc. The 

computer was a new word. It was 
basically, data operating system 

-
duce this technology at the airport 

 because there 
were large number of typists, ste-
nographers who were working 
on typewriters. With the strength 
of 3000 employees at Bombay 
Airport, with 11 main depart-
ments of international Airports 
Authority of India, we had 
around 100 typists, with 30 odd 
stenographers. The typewriters 
were having annual maintenance 
contracts and there was regular 
purchase of new typewriters. The 
moment, the talk about computer 
was heard by the union, a great 
amount of agitation cropped up 
with the fear that there will be re-
duction in manpower and it will 

-
ists and stenographers for the va-
cancies arising out of retirement 

to remove the fear psychosis gen-
erated in the mind of unions be-
cause it was common knowledge 
that computerisation will speed 
up the work of typing with bet-

and stenographers were not will-

ing to learn computer. They agi-

-
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to why they can’t learn the new 
technology. It was hornet’s nest 
for them. 

I was heading the industrial rela-
tions and it was my responsibility 

-
erisation in a phased manner. It 
was herculean task to touch upon 
this issue of introducing comput-

-
dence that being a professional 
from a private sector joining the 
government, I will be able to 
manage the change. 

Initiating the process of computer 
introduction had many psycho-
logical aspects since the opposi-
tion was not logical. Therefore, I 
studied the under-currents and 
found out some new recruits for 
doing the job of typing and ste-
nography. I could have meeting 

departments who were not only 
eager but quite enthusiastic for 
acquiring the computer knowl-
edge. Let me be brief in my nar-
ration with regard to my strategy 
that I contacted Xavier institute 
at Mahim and allowed those em-

classes there in fore-noon shift 

Somehow, they cooperated. To 
cut the long story short, my strat-
egy worked when after 3 months, 

having acquired the knowledge 
of data operation and d-base III 
plus since there was no concept of 

-
sue was to utilize the knowledge. 

Three computers were procured, 

where the volume of work was 

very high. The unions were as-

sured that there will be no re-

duction in manpower and no 

employee will be forced to learn 

computer. It was word of mouth 

publicity when request came 

from other typists and stenogra-

phers to learn computer because 

the computer was handy and re-

duced the repetitive task of typ-

ing again and again with correc-

tions overcoming the herculean 

regular meetings with the unions 

and somehow, I was successful in 

convincing them for organising 

in-house training programmes 

in association with Aptech. It 

was vindicating the employees 

liberty to use computer and type-

writers simultaneously. It took 

a long period of one year for in-

troducing computers in almost 

all departments and another two 

years when we could do away 

with typewriters forever. It was 

change and coping up with the 

resistance from the employees. 

Willingness of 

Stakeholders is necessary

In today’s scenario in aviation 

sector, the change management 

long queues, competition, priva-

tization, need for introducing 

s come in 

a big way. There is a sea change 

in human resource management. 

The manual task of ticketing, re-

cruitment, basic passenger facili-
tation, has gone into moderniza-
tion process. The car parking, food 
and beverage, retail shops, com-
mercial activities, all required the 
change. Computerization is the 
keyword with automation and 
multiskilling in a big way. The 

systems have become advanced. 
We used to have airport hostesses 

-
lotments for aircrafts used to be 
done by apron manager by com-

for information of pilot. Today, 
we have Airport Operation 
Control Centre AOCC and there 
is no need of deployment of man-

information. The Bombay and 

than 1000 movements everyday 
and the credit goes to change 

-
trol. The rudimentary radars are 
replaced. Today, we have Area 
control, Reporting, Approach 
and Fundamental Radars at the 
tower. The entire sky is before the 

troller to track the 

aircraft movement for ensuring 
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separation.  The check-in coun-

ters are not dedicated to one air-

line. There is no deployment of 

These are mostly outsourced be-

cause today the passenger comes 

with a boarding pass and goes di-

rectly to the security. 

Change is Time consuming

I must say that change manage-

-

gence was never anticipated be-

cause today we are talking about 

robotics. The interactive robots 

are going to move around the 

airport like a man for passenger 

facilitation replacing May I help 

you counters. The day is not far 

when we will have remote air 

controller and robots doing the 

-

because due to technological ad-

vancement, today the passenger 

has got access at home to book 

their ticket with no requirement 

of contacting anybody. 

The change management in avia-

tion sector, is going to have its 

way ahead. Tomorrow you may 

handy to have the ticket, board-

ing pass in it with a message that 

-

lowed by continuous messages 

welcoming you at the Airport 

and the trolley operator waiting 

to receive you, and direct access 

upto aircraft with bio-metrics. 

Everything will be taken care of 

by the messages on your mobile 

and you need not ask for help. I 

cannot forget the instance of los-

ing my way at Singapore recently 

when I came out from red line 

metro at Orchard street station 

and lost the way to my hotel. 

Nobody was there to guide me 

the way by walking and within 

5 minutes I reached the hotel. 

It is all change management in 

transportation.

No one likes change – 

Resistance is natural

Coming to the core issue of re-

sistance to change whatever I 

said has not come automatically. 

Inherently nobody wants change. 

As human being we don’t want 

to change our habits, our way of 

working likes and dislikes. We 

feel quite comfortable the way 

we are and now when it comes 

to our job the change looks like 

a compulsion rather hindrance 

sector, the resistance comes not 

only from the individual but it 

is a group resistance and also or-

ganisational resistance because 

of policies, hierarchy, resistance 

to new ideas, threat to power, 

and specialization added with re-

source constraint. 

The individual resistance for 

managing the change is the most 

-

sides as basic human characteris-

tic such as perceptions, personal-

ity and need. The employees have 

-

about the change as to whether 

they will be able to perform with 

the new techniques. They do not 

know how to change. Not being 

able to change and once they are 

not willing to change, they feel 

that they are being compelled to 

change. 

We need to justify change

It is not an easy task to cope up 

with resistance to change from 

the employees in aviation sec-

tor unless we know the sources 

of this resistance. One way it is 

rational resistance due to lack of 

proper knowledge or information 

among employees on the other 

hand it is emotional resistance 

arising out of psychological prob-

and insecurity. Moreover, per-

ception of employees as to how 

It is not only their individual re-

sistance which comes in the way 

Change management 

intelligence was never 

anticipated because 

today we are talking 

about robotics. The 

interactive robots are 

going to move around 

the airport like a man for 

passenger facilitation 

replacing May I help 

you counters. The day 

is not far when we will 

controller and robots 

doing the job. The airlines 

of modernization because 

due to technological 

advancement, today 

the passenger has got 

access at home to book 

their ticket with no 

requirement of contacting 

anybody. 
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of managing change but there are 

other factors such as acquisition 

mergers, divestiture etc. Most im-

portantly, in aviation sector, we 

must think about why we want 

change? What is our goal and ob-

Basically, it is to keep business 

running while changes are in pro-

cess and to maintain momentum 

The aim is to minimise resistance 

with human touch.

Get ready and make it 

steady

can cope up with resistance for 

change once we undertake the 

to deter-

mine the need for change, then 

tackling obstacles to change for 

implementing. It is necessary to 

evaluate the change. The change 

management is successful only 

when we are aware that change 

was necessary because of gap 

between objective and actual per-

formance. Finally, I would like to 

emphasize the most important 

aspect of this article that is phi-

losophy for change. There was a 

traditional approach of analys-

ing, thinking and change with 

head not heart but the require-

ment is to see, feel and change 

because thinking and feeling are 

essential but the heart of change 

is the emotion. When we are talk-

ing about group resistance, it is 

resource constraint, non-avail-

human resources. The change 

becomes necessary and manda-

tory due to regulations imposed 

Anticipate resistance for 

change

This article on change manage-

ment can never be complete in 

all aspects since it is a continuous 

process because ways and means 

to cope up individual resistance 

will be situational in nature. We 

need to anticipate the resistance 

before planning for change. At 

times, it is inevitable and mostly 

it is circumstantial. Today we are 

airlines in spite of tremendous 

well before us. Leasing after leas-

ing the aircrafts, increasing man-

power, systematic growth but 

end of the day a big loss resulting 

hope to survive. We have to de-

bate where the concept of change 

management was relevant when 

there was no resistance among 

employees. Again, we come to 

equation which has not been 

thought about as to why the re-

sistance is important for change, 

because it gives alternatives.

I am ending this article with a 

note that managing change is as 

important as managing the resis-

tance among stakeholders which 

is necessary for implementation 

in aviation sector.


