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Relationship with Business Partners

 We place great importance on the ANA Group’s 
relationships of trust with its business partners – the 
suppliers and associated companies that help maintain the 
Group’s quality as well as industry associations and other 
organizations – and aim to improve corporate value on both 
sides. Purchasing and transactions are based on the ANA 
Group Purchasing Policy, and we conduct rational procure-
ment by receiving bids from various companies for fair and 

 The ANA Group is working to unify and standardize 
purchasing procedures within the Group to strengthen 
compliance and cost competitiveness. Our new electronic 
purchasing system has dramatically reformed procurement 
by giving an overall grasp of structure, methods and scope. 
We are once again raising awareness of the importance of 
this system throughout the Group. 
 We are also aware that we are expected to promote 
CSR measures not just in our own business activities, but 
throughout the entire supply chain, which includes suppliers, 
manufacturers and contractors. In April 2013, we added a 

Pursuing the Safety of 
Aircraft and Aircraft Parts
 For highly reliable aircraft that passengers can feel 
secure boarding, we work to improve safety in cooperation 
with the manufacturers of the aircraft and their parts. When 
our detailed maintenance work uncovers potential 
problems, we contact the manufacturer of the part promptly 
so that we can make immediate improvements and further 
improve reliability. Our insistence on reliability also helps to 
reduce mainte-
nance costs.

impartial transactions in compliance with relevant laws and 
regulations. In cooperation with its business partners, the 
ANA Group develops high-quality products and services 
and takes various environmental initiatives such as the use 
of products with recycling in mind. In the future, we will 
promote CSR while further strengthening our partnerships.

Supplier Management Policy and CSR Guidelines to the 
ANA Group Purchasing Policy, and distributed it to 
companies involved with our business partners. The CSR 
Guidelines were formulated with reference to ISO26000, a 
set of international guidelines for CSR, and cover subjects 
including legal compliance, human rights, labor practices 
and the environment. This policy will play an important role 
in choosing purchasing and transaction partners, and we 
will proactively work to gain their understanding and cooper-
ation through measures such as regular CSR monitoring 
surveys to follow up on their initiatives. 

Improving Catering Quality
 ANA’s in-flight meals are rigorously checked by 
company-certified chefs and auditors to ensure “Food 
Safety,” “Quality of Taste” and “Accurate & Punctual Loading 
on Aircraft.” We evaluate the overseas catering companies 
each year according to ANA’s dedicated rating procedure, 
which takes full account of the above three points and 
feedback from passengers. The first- and second-ranked 
catering companies are recognized for their superior perfor-
mance. This commendation system has become 
established among 
the catering 
companies as an 
honor for the 
partners who 
support ANA’s 
world-class quality 
and leads to further 
in-flight quality 
improvement.

Basic Approach

Promoting CSR in Purchasing and Transactions

Measures Promoted in Cooperation with Business Partners

Maintenance inspection for improving quality of 
aircraft parts Award ceremony for LSG Sky Chefs of 

Hangzhou, China
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Collective Efforts of the Star Alliance

 ANA is a member of the Star Alliance, which currently 
consists of 28 airlines and aims to improve customer satisfac-
tion in the three core areas of network, seamless service at 
airports and mileage programs.
 ANA has staff permanently stationed in the Star Alliance. 
In addition, since 2010 one of ANA’s senior executive vice 
presidents has played a leading role in improving overall quality 
by serving as chairman of the Alliance Management Board 
(AMB), which is made up of officers from member companies.
 In the 16 years since its establishment, the Star Alliance has 
continued to expand its network. To achieve further growth in 
the highly competitive airline industry and further increase added value as an alliance, the Star Alliance is conducting 
activities with a focus on the following three areas.

Improving the Quality of the Star Alliance

 This is my second term as chairman of AMB. In an organization made up of 28 alliance members of 

different sizes from different cultures, it sometimes feels difficult to get results. However, understanding 

customer needs is a universal concept that goes beyond language and culture. We have promoted 

 measures to improve the overall basic quality of the Star Alliance by repeatedly advocating the goal of 

getting back to the basics to each member company.

 Steady, ongoing activities to respond to customer needs have been the key to the survival of the ANA 

Group so far. The unique Japanese attentiveness to customers has struck a chord around the world, and 

as a Japanese chairman I am uniquely suited to advocate its importance.

 In the future, I would like ANA to help increase the competitiveness of the Star Alliance as a whole as it 

fulfills its responsibilities as a home carrier in the Japanese market. Even as we recognize the benefits of 

this alliance, we will raise our presence in the global market and grow by proactively implementing new strategies, including joint ventures.

Keisuke Okada
Senior Executive Vice President
All Nippon Airways Co., Ltd.

(1) Improving Basic Quality

 The Star Alliance is going back to the basics and 
conducting surveys and related improvements to achieve 
its key performance indicators for basic quality. In doing 
so, it will strictly maintain standards at each member airline 
to keep its promises to customers in areas such as 
improving the success rate of through check-in.

(2)  Improving Convenience at Heathrow Airport 

in London

 Under the “Move under One Roof” project, Star Alliance 

member airlines will share a new terminal at Heathrow 
Airport in London starting in June 2014. In preparation, we 
are setting up a seamless travel environment for passenger 
convenience and making adjustments to reduce operating 
costs, such as use of a shared counter.

(3)  Establishing a New Standard of Governance 

 In January 2013, the Star Alliance amended its 
governance rules and simplified its decision-making 
process to become an organization that can focus on the 
issues it faces.

Star Alliance CEOs publicizing for the new terminal at Heathrow 
Airport in London




