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Safety Initiatives

 Maintaining safety is the unequivocal mission of every 
business of the ANA Group, regardless of industry or brand. 
Employees in all categories work together for flight safety, 
for which mutual understanding and reliance are essential. 
Toward that end, we display the ANA Group Safety 
Principles, which are a pledge shared by all ANA Group 
employees, at every ANA Group workplace connected to 
flight operations to build a strong awareness of safety in 
daily duties that forms the cornerstone of our activities.

 The ANA Group’s culture of safety involves sharing the 
values and beliefs of the ANA Group Safety Principles. This 
culture of safety represents the accumulated result of each 
employee’s activities and attitude of independently and 
proactively contributing to improving the level of safety. 
The Course of ANA Group Safety Action sets forth in plain 
language the stance that employees must take to support 
safety in the Group. As these principles spread and take 
root, we will foster a stronger corporate culture of “safety 
first” and enhance our efforts throughout the Group.

 The ANA Group’s various safety promotion activities 
have included being the first Japanese airline audited and 
registered by the IATA Operational Safety Audit (IOSA), 
introducing a safety management system, establishing the 
ANA Safety Education Center and completing a training 
program for all employees. 

 To further raise the level of these measures, we will 
continue toward our medium-term target for safety to 
“Ensure the World’s Highest Safety Standard.” In particular, 
we aim to achieve this target by continuing to raise the safety 
awareness of every employee through “Personnel Training in 
Support of Safety” and Organization-Building in Support of 
Safety” and actively incorporate examples from the world’s 
airlines and elsewhere of measures to achieve the world’s 
highest safety standard. 

ANA Group Safety Principles

Course of ANA Group Safety Action

Medium-Term Target for Safety

ANA Group Safety Principles

Safety is our promise to the public and

is the foundation of our business.

Safety is assured by an integrated

management system and mutual respect.

Safety is enhanced through

individual performance and dedication.

Course of ANA Group Safety Action

❶ Strictly observe rules & regulations,
 and all actions will be grounded on safety.

❷ As a professional, place safety as the #1 priority 
 while keeping in mind your health.

❸  Address any questions and sincerely accept opinions 
of others.

❹  Information will accurately be reported 
and shared in a timely manner.

❺  Continuous self-improvement for prevention 
and avoiding re-occurrence.

❻  Lessons learned from experiences, 
and increase skills for risk awareness.

Medium-Term Target for Safety: 
Ensure the World’s Highest Safety Standard

Four Points

① Development and dissemination of 

 a Course of Action supporting safety

② Personnel development in support of safety

③ Organization-building in support of safety

④ Enhancing the ANA Group’s safety

 promotion system

Organization-
building in

support of safety

Personnel
development in

support of safety

Established
systems to

enhance safety

Responsible and
sincere behavior by

individuals

Medium-term target for safety:
Ensure the world’s highest safety standard

Safety-first corporate culture
(Actual status based on safety culture assessment)

y

Development and
dissemination of a Course 
of Action supporting safety

What safety means for the ANA Group
(Foundation of its business and its responsibility to society)
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 To achieve our medium-term target for safety, “Ensure 
the World’s Highest Safety Standard,” we have formulated a 
Medium-Term Safety Promotion Plan. Under the plan, the 
entire ANA Group promotes activities in two areas: personnel 
development, so that every employee has a renewed 
awareness of the importance of safety and his or her 
 responsibility as a professional to preserve it; and organization-
building, which goes beyond individual responses to unsafe 
events to pursue fundamental causes and create counter-
measures based on an understanding of risks, thus leading 
to prevention, including recurrence prevention.

Personnel Development Initiatives
 In the fiscal year ended March 2013, we strengthened 
our activities to revisit the ANA Group Safety Principles and 
Course of ANA Group Safety Action. In particular, to foster 
a culture of reporting, we focused on awareness-raising 
activities such as making appeals during Aviation Safety 
Promotion Month and presenting a Safety Caravan at 
airports to spread the word about the importance of 
proactive reporting of potential unsafe elements for preven-
tion, including recurrence prevention. In December 2012, we 
began emergency evacuation training for all personnel using 
a mock-up of an aircraft. This program arose from the 
recognition of the need for employees of an airline group to 

raise their awareness of safety and to understand how to 
respond in an emergency during a flight, even if they are not 
directly involved in flight operations on a daily basis. The ANA 
Safety Education Center will also begin a new training 
program. 

Organization-Building Initiatives
 To strengthen our operational risk management 
functions, we collect a wide range of safety information and 
deepen our analysis from various perspectives by taking into 
account results of the Safety Culture Evaluation given to 
employees, flight data and other information. In the fiscal 
year ended March 2013, we focused on being able to take 
more prompt and accurate countermeasures by developing 
a correlation diagram of unsafe events that are assumed to 
occur and their causes to build a framework for systemati-
cally understanding their relationship.
 We have been working to raise the level of the auditing 
system throughout the ANA Group with ongoing training 
to improve the skills of internal auditors and the proactive 
Groupwide sharing of positive examples from within the 
Group gathered from the audits.
 We will continue to examine and study leading-edge 
initiatives at companies in Japan and overseas and use 
them for new organization-building in the ANA Group.

ANA Group Medium-Term Safety Promotion Plan for the 
Fiscal Year Ended March 2013 and Its Major Achievements

Employee education at the ANA Safety Education 
Center

Emergency evacuation trainingGroup discussion at a Safety Caravan
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 In November 2012, the ANA Group switched from 
separate structures in each of its Inflight Services, Flight 
Operations and Engineering and Maintenance departments 
to a single Operations Department that consolidates the 
shared functions of safety, quality assurance, training and 
auditing for all departments. With this move, we will 
strengthen the overall competitiveness of the ANA brand and 
aim to build a functional structure for a unified frontline and 
speedy response to both expected and irregular events. 
 To raise the overall quality of operations, we established 
the Safety Promotion Center as an overall umbrella organi-
zation that will formulate, execute, evaluate and improve the 
department’s policies and plans for overall safety promotion 
activities. The center will also keep track of frontline safety 
issues related to operational risk on a cross-divisional basis 
and efficiently run the PDCA cycle in cooperation with the 
front line to promote risk management activities for preven-
tion, including recurrence prevention. In tandem with this, 
we established the Corporate Safety Quality Audit 
Department to consolidate the functions of safety, mainte-
nance and airport operation audits that had previously been 
dispersed throughout various departments and to build an 
effective auditing structure. 

 We aim to ensure the world’s highest safety standard 
under this new structure, which can provide cross-divisional 
support for the front line without regard to department 
or duties.

Operations Management

 The Operations Management Center handles all ANA 
Group flights in Japan and overseas. The center steadfastly 
maintains a 24-hour safety operating system that handles 
the various flight irregularities that occur daily under the 
supervision and control of the Operations Director, who is 
responsible for overall operations, assisted by the Deputy 
Operations Director.

 The center shares important information on 
earthquakes, volcanic eruptions, sudden airport closures 
and other matters in a timely fashion with aircraft in flight 
and relevant departments to make the most suitable 
judgments to keep safety first. After collecting the latest 
weather data from organizations in each country and 
conducting analysis using ANA’s unique simulations based 
on past records, the center plays a role in providing the 
information cockpit crews need for safe operations, 
including whether or not to proceed with service, flight 
route and altitude selection, and information on turbulence 
for aircraft in flight.
 As well as adding to the expertise of the ANA Group 
by actively incorporating the latest techniques for weather 
analysis, which are evolving year by year, the center seeks 
to raise the level of safety through various means such as 
upgrading systems, training staff and improving procedures.

Restructuring the ANA Group’s Safety Promotion System

Workplace Initiatives

Operations Management Center

▶PDCA Cycle of the Safety Promotion Center

Draw up policies/
plans

Implement/
operate

Strengthen operational
risk management

Ongoing
Improvement
Realize measures at a 

more profound level

PLAN DO

CHECK
Points for 

strengthening

Management
review

ACT



65Annual Report 2013

Flight Operations
 In 2012, the ANA Group began a project to prepare for 
the introduction of the Advanced Qualification Program (AQP) 
for training cockpit crews and has created a structure for 
developing training methods. AQP has received a high degree 
of interest worldwide as an advanced training program that 
continuously reflects flight conditions, which change daily, and 
actual flight data in the content of training to create conditions 
that are closer to real operating conditions. The ANA Group 
aims to provide training at the world’s highest level and is 
proactively investigating public-private cooperation to 
introduce AQP in the Japanese airline industry.

Inflight Services
 In April 2012, the ANA Group released an electronic 
version of its manual for cabin crew, who make extensive use 
of tablet computers. This helps to improve in-flight security 
operations by allowing cabin crew in Japan and overseas to 
share the latest information at any time and to acknowledge 
the specifications of each aircraft model, points to note when 
operating and other matters by checking videos or other 
visual materials before a flight. In addition, for many years 
Inflight Services have appointed a safety leader for each 
team of cabin crew to focus on organizational activities that 
raise safety awareness among all crew members and ensure 
thorough security operations. Crew members who are 
selected as leaders develop an accurate understanding of the 
significance of periodically 
set safety themes, 
inspect the status of 
security operations on 
flights and in committees, 
and encourage the 
prevention of unsafe 
events. These and other 
measures contribute to 
further raising the level of 
safety quality.

Airports
 For every major accident, there are said to be 300 
“near-miss” incidents, and we believe that careful scrutiny 
of each incident helps to prevent future accidents. For this 
purpose, we proactively report and collect data on near-miss 
incidents that occur at airports and share information on 
examples of improvements with all airports. Specifically, 
we created a workbook on near-misses to double-check 
procedures and revised a training manual for ground 
handling staff, who operate aircraft doors, with visuals 
illustrating cautions for door operation to prevent mistakes.

Engineering and Maintenance
 In April 2013, tablet computers for Line Maintenance 
were introduced at all service bases worldwide. Staff who 
conduct on-site maintenance between flights occasionally 
depend on back-office support. Previously, communication 
was mainly verbal, by radio or phone. The introduction of 
tablets makes it easy to send visual information or 
necessary documents, in addition to voice communication, 
thus raising the efficiency and quality of maintenance.
 Engineering and maintenance staff are also encouraged 
to report near-miss incidents, and a new system has been 
installed to collect 
and manage data on 
1,000 to 1,500 
reports yearly from 
on-site staff. The 
resulting advance in 
incident analysis has 
led to improved 
prevention, including 
recurrence prevention.

Pre-flight briefing using tablet computers

On-site maintenance

Simulation training

Training materials on near-miss incidents

Safety Initiatives
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 Customers experience ANA through beverages, food and 
refreshments provided in aircraft cabins and lounges, making 
them important elements of customer evaluation of ANA.
 Currently, our in-flight meal service is evolving away from 
simply serving delicious meals that satisfy hunger toward a 
highly entertaining approach that wins customer delight with 
food procured and produced in a reliable process that we 
serve in a relaxing, hospitable space.

ANA Catering Quality Program (ACQP): 
ANA’s Quality Control System
 Many of the world’s airlines 
contract with catering 
companies to simply have 
them handle operations 
including in-flight meal produc-
tion and loading, and rely on 
these companies and third 
parties for the management 
of processes for operations 
such as in-flight meal 
procurement and production.
 ANA, however, is 
confident that airlines on 
their own need to manage 
the quality of all items 
provided to customers in 
aircraft cabins regardless if 
they are ANA’s own products 
or not. To meet this principle, 
company-certified chefs and 
auditors visit all of the 
contracted catering companies more than once a year to 
ensure the quality of in-flight meals meets ANA’s unique 
standards, and ground personnel at ANA service airports visit 
the catering companies for the same purpose once a month. 
In addition, periodic sampling tests are conducted for in-flight 
meals actually served on board. Respective catering 

companies and ANA are working together for the improve-
ment of quality assurance management to ensure practices for 
food safety, quality of in-flight meals and their effectiveness.
 We share the results of these activities internally. The 
quality control meeting is held twice a month to discuss 
specific measures 
for improvement, 
and periodic reports 
are submitted to the 
Board of Directors 
so that directors can 
confirm policies that 
are established. 

 ACQP uses the following three points in a quality control 
system that employs a PDCA cycle:
 1.  Food safety to provide in-flight meals prepared in 

hygienic conditions;
 2. Quality of taste ensuring deliciousness;
 3.  Safe, quick and punctual aircraft loading and 

unloading and control of service items.

Focus on Food Safety and Quality of Taste
 ANA’s food safety standards for catering companies are 
more rigorous than those generally employed in the in-flight 
catering industry. We implement detailed standards for food 
product handling and microbiological tests and additional 
prerequisites for food traceability, factory maintenance, 
cleanliness, measures against insects and rats, and other 
aspects of food product handling.
 We have several hundred control items, including for 
example the minimum clearance requirement between stored 
food and floors to prevent contamination; bacteria count in 
factory air; dust, insects, bacteria and other contaminants in 
factory airflow; factory interior illumination levels; and cleaning 
methods and facility maintenance with regard to biology and 
behavior. In addition, ANA is concluding reasonably rigorous 
contracts with catering companies in order to ensure food 
safety first.
 ANA also has an uncompromising commitment to the 
quality of taste of in-flight meals. Customers enjoying meals 
on board may find the taste and texture different than on the 
ground because of environmental factors such as pressure 
and humidity difference. In-flight meals, which are mostly 
cooked on the ground, are provided after cabin attendants 
have reheated them using special equipment in aircraft 
cabins. Moreover, on international long-haul flights, tempera-
ture control is extremely important in preparing in-flight meals 

Food Safety and Security Initiatives

General Policy

Rules & Manuals

Management Review

Board of Directors 

Daily Operation

Caterers

Monitor & Improve

Quality Control Committee

Auditing

Audit & Advice
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for hygienic reasons because no food additives are used.
 ANA chefs prepare menus with these issues in mind. 
They visualize good taste by breaking it down into dozens of 
categories and give instructions on the preparation methods 
to the chefs of catering companies.

      Particularly the most 
difficult task is to provide 
advice on the important taste 
known as umami in Japanese 
cuisine, which is neither sweet 
nor spicy, to chefs at overseas 
catering companies who may 
not have fully experienced 
authentic Japanese cuisine. 
We also collaborate with 

 A business continuity plan (BCP) determines in advance 
responses to hypothetical large-scale disasters to enable 
rapid decisions and systematic operations in the confusion 
following a disaster. The ANA Group has prepared and 
periodically reviews comprehensive manuals that will help 
the Group fulfill its mission as a public transportation institu-
tion by constructing a rapid response system for restoring 
service even in the event of an earthquake in the Tokyo area 
that causes catastrophic damage.

Disaster Backup Facilities
 While formulating a BCP, we constructed backup facili-
ties for use in responding to disasters and initiated shared 
use in April 2006. These facilities have systems, radiocom-
munication equipment and other infrastructure required to 
maintain flights, thus preparing the ANA Group against an 
outage of the Operations Management Center responsible 
for managing all flights in Japan and overseas. Each division 
has also backup facilities that will enable operations to 
continue if the head office is damaged. In addition, these 
facilities, the head office, and facilities in the vicinity of 

Haneda Airport, Narita 
Airport, Chubu 
Airport, Kansai Airport 
and Itami Airport area 
have a three-day 
supply of daily 
necessities for 
employees.

For the Future
 At the time of the Great East Japan Earthquake, we 
promptly established a crisis response headquarters in 
conformance with our Crisis Management Manual to support 
rapid decision making that allowed us to quickly resume 
almost all regular flights. While ground transportation had not 
been sufficiently restored, we operated special relief flights to 
the Tohoku area while continuing transport of passengers 
and relief supplies to affected areas on regular flights.
 Amid strong concerns over the potential occurrence of a 
chain of earthquakes from the Tokai to Nankai regions, during 
the fiscal year ended March 2013 we continued to thoroughly 
review our response system based on our experience in the 
Great East Japan Earthquake. This will enable us to continue 
our business operations while securing flight safety under any 
circumstances. We renewed our safety confirmation system 
for all employees and their families, and also strengthened 
equipment in ways such as enhancing deployment and 
increasing stockpiles of disaster-prevention radios and 
satellite phones. Moreover, we periodically issued information 
internally and raised day-to-day disaster awareness among 
employees through 
education. We will 
continue to steadily 
enhance response 
capabilities through 
means including 
periodic training 
exercises.

famous restaurants in creating menus, using continuous trial 
and error in adapting in-flight preparation methods to 
capture the style of each restaurant.
 Moreover, providing safe, secure and high-quality 
in-flight meals involves loading the meals produced at 
catering companies into the limited space of an aircraft 
within the limited time between arrival and departure after 
taking all the prerequisites into consideration.
 Strengthening our partnerships with catering companies 
that can support this world-class level of quality is crucial. 
While placing importance on mutual relationships of trust, 
we will promote measures to further improve quality such as 
our commendation system based on ANA’s original rating 
system and customer opinions (see page 82).

Business Continuity Plan

Stockpiles at an airport
In-company publication “BCP Report”
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