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PHILIPPINE QUALITY AWARD 
Winners’ Forum
19 March 2009

��������������	������
��	���
����������������	������
��	���
����������������	������
��	���
����������������	������
��	���
������
������������	����������	������	����	���������������	����������	������	����	���������������	����������	������	����	���������������	����������	������	����	���
����	�����	�����	�����	�� ���

���� ����	�	������	�	������	�	������	�	��



�������������	

�����������	
�������


1991-2003 2004 2005 2006

Building the Foundation
• loyalty awards given to employees with 10 and 20 years of continuous service in 
1991 and 2001 

• community outreach program introduced in 1991

• established its new head office/warehouse building in Paranaque in 1994

• Cebu office/warehouse building was inaugurated in 1996

• first 100% Filipino-owned freight forwarder to be awarded the ISO 9002:1994 
Certificate by SGS in 1997

• AAI upgraded its certification to ISO 9001:2000 in 2002

• Made initiative to be a member of the Philippine Business for Social Progress 
(PBSP) in 2003

2007
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1991-2003 2004 2005 2006

Awards and Recognition
• Consistent recipient of PAL Gold Award for Cargo sales since 1981

• Recipient of Analog Supplier Service Excellence Award 

2007
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1991-2003 2004 2005 2006

Setting the Pillars
• Introduced the AAI News, the official corporate newsletter as a means to 
communicate with its stakeholders

• Adopted the Corporate Balanced Scorecard (CBS) concept to measure 
company performance

• Established the AAI Employees Multi-purpose Cooperative

• Expanded its services to include 3rd party logistics (3PL)/Vendor-Managed 
Inventory (VMI) through affiliate company (A2Z Logistics)

• Launched the multi-event AAI-GOC Sportsfest

2007
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1997-2000 20042001-2003 2005 2006

Awards and Recognition
• President & CEO awarded by the Global Cargo Carriers Inc (GCCI), the 2003 
Lifetime Achievement Award

• Civil Aeronautics Board (CAB) cited AAI as the No. 1 int’l airfreight forwarder in 
the Phils for 2003

2007
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1991-2003 2004 2005 2006

Setting the Pillars
• Introduced and enforced the AAI Code of Business Conduct and Ethics 
(CBCE)

• Developed and implemented a three-tiered Performance Management 
System (PMS) for a more comprehensive and objective performance 
evaluation

• Launched the Employee Volunteerism Program (EVP) in collaboration 
with PBSP, setting a minimum of 12 hours  per employee to practice 
Corporate Social Responsibility.

2007
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1991-2003 2004 2005 2006

Setting the Pillars
• AAI attained TAPA-A Certification (Transported Asset 
Protection Association)

• Introduced the 25 year Service Award during the 25th 
anniversary of AAI

Awards and Recognition

• Recipient of Global Cargo Carriers, Inc (GCCI) Industry 
award Platinum Category for Logistics and Warehousing and 
on Airfreight Management

2007
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1991-2003 2004 2005 2006

Setting the Pillars
• Designed/conceptualized the Customer Relationship Management (CRM) System

• Increased the minimum number of  EVP hours in view of employees’ enthusiasm

• Partnered with Gawad Kalinga Community Development Foundation to build the 
AAI-GK Village 

Awards and Recognition
• The Chairman was honored as one of the finalists for Ernst & Young “Entrepreneur 
of the Year Philippines 2005”

• AAI received the PAL Diamond Award for Cargo Sales

• Recipient of Global Cargo Carriers, Inc (GCCI) Platinum Award for Logistics and 
Warehousing and on Airfreight Management

2007
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1991-2003 2004 2005 2006

Setting the Pillars
•Continued with the streamlining of operations to further improve productivity

• Offered 3rd Party Logistics (3PL)/Vendor-Managed Inventory (VMI) services 
thru affiliate company (A2Z Logistics)

Awards and Recognition
• PAL cited AAI with a Platinum Cargo Sales Award for 2007 

• Awarded the “2007 PQA-Recognition for Commitment to Quality 
Management

2007
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REVISIT VMV   

GENERATE, 
EVALUATE, & SELECT 
STRATEGIES (PLAN)

ESTABLISH LONG-
TERM & SHORT-TERM 

GOALS

IMPLEMENT 
STRATEGIES   (DO)

MEASURE & 
EVALUATE 

PERFORMANCE 
(CHECK)

ACTION   PLANNING     
(ACT)

STRATEGY 
FORMULATION

STRATEGY 
IMPLEMENTATION

STRATEGY 
EVALUATION

EXTERNAL SCAN

INTERNAL SCAN

Corporate Balanced 
Scorecard (CBS) 

Key Result Areas 
(Department Level)

Key Performance 
Indicators 

(Individual Employee)

Performance 
Appraisal 

Internal Service 
Level Agreement 

(ISLA)

STRATEGIC 
MANAGEMENT 
PROCESS
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III. Customer and Market Focus

• Use of Customer Relationship Management System to 
review and analyze customer requirements. Customer 
profiles are stored in the CRM.  It helps facilitate transfer of
knowledge on customers.
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III. Customer and Market Focus

• Started use of e-billing to respond to billing requirements of 
key customers
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E- billing System
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E-billing System
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III. Customer and Market Focus

• Offers 3rd party (3PL) and fourth party (4PL) logistics 
services in response to customer and business requirements
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III. Customer and Market Focus

• Conducts semi-annual Service Performance/Customer 
Satisfaction Survey (SPS) to measure customer satisfaction 
and customer’s perception of company’s performance vis-à-
vis its competitors. 

� This is one of the means by which AAI continually 
improves its processes

� SPS rating is one of the key metrics in the Corporate 
Balanced Scorecard.

• Shipment Monitoring System enables customers to keep 
track of their shipments through the website
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IV.  Measurement, Analysis and Knowledge Management

• Reviews departmental Key Result Areas (KRAs) and 
Corporate Balanced Scorecard (CBS) periodically through 
the departmental and MANCOM meetings

• Employs several information and communication 
technology to connect employees from Northern Philippines 
and Visayas to the main office such as VPN, VOIP, and 
high speed 4G wireless clear channel broadband 
communications.

• Information availability include e-mail, internet, intranet, 
SMS, meetings, shared folders, electronic document 
management system (e-dms) and newsletter.
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IV.  Measurement, Analysis and Knowledge Management

• Ensures continued availability of data and information by 
providing redundant internet service connections and 
servers

• Performs daily back-up of systems and data which are 
stored off-site
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V.  Workforce Focus

• Performance appraisal is now KPI-based and takes into 
account the Internal Service Level Agreement and 
subordinate rating to assess employees’ performance

• An on-line Employee Perception/Satisfaction Survey 
(EPSS) is administered semi-annually 

• HRQ monitors quarterly employee wellness and have 
granted health insurance to all regular employees since 
1990 and an annual executive check-up for the MANCOM 
since July of 2006
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VI. Process Management

• Developed home-grown software applications to enhance operations 
efficiency and protect integrity of data and information

• Cross-functional teams are utilized to address issues and concerns and
introduce innovative solutions

• Tracking of daily operations done with the use of the home-grown 
applications such as Warehouse Management System (WMS), Shipment
Monitoring System, and Transport Management System (TRAMS)

• Key work processes are designed and improved following the Process 
Design approach based on requirements of customers and regulatory bodies
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CROSS-FUNCTIONAL TEAM
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Fig. 6.1 Process Design Approach

Check new costing 
for processing of 
docs and inform 
CS/Sales 
re: changes

Review current process time 
(CPT)

CLT<CPT

New technology or 
process feasible?

B

Determine customer’s lead 
time requirement  (CLT)

Develop/Modify process flow 

A

Identify control parameters 
per process step

N
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Y

C



�������������	

�

�

�

�

�

Document Procedure

A

Deploy and train users

Monitor compliance to 
standard

Any 
deviation?

Evaluate process for 
improvement/act on 

deviation

Modify/improve the process B

C

N

Y

Fig. 6.1 Process Design Approach
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SHIPMENT MONITORING SYSTEM
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VI. Results

• Consistently met the process time, ISLA, and employee 
satisfaction targets

• Currently the only Filipino company ranking among the 
league of multinationals in the CAB ranking of international 
freight forwarders

• Recipient of various awards from customers, 
suppliers/partners and industry associations demonstrating 
customer confidence
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The CAB statistics cover both import & export airfr eight shipments
AAI is the leading Filipino Company that has consis tently maintained its position in the industry

COMPARATIVE DATA (CAB RANKING)
AAI proudly remains as the only Filipino Airfreight  Forwarder in the top 5
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