
SNAPSHOT
 
We are moving towards mobile and connected  
workplaces with a need to cater for large sets of  
data, particularly in highly-regulated environments.  
 
The clear documentation of policies, processes and 
procedures for easy access and distribution is  
essential in preparing for a leadership shift due to  
an aging workforce and the resultant loss of critical 
organic knowledge required by the next generation  
of employees. 

To help Airservices streamline their processes and  
align operations with strategy, Holocentric’s  
Business Management System (BMS) was  
employed to help combat issues related to efficiency, 
corporate governance, compliance, accountability  
and the aging workforce.
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ABOUT AIRSERVICES AUSTRALIA

Airservices Australia is a Commonwealth organisation  
providing safe, secure, efficient and environmentally  
responsible services to the aviation industry.  
It provides the aviation industry with aeronautical 
data, telecommunications, navigation services and 
aviation rescue fire fighting services.

Follow Holocentric on LinkedIn  
www.holocentric.com



  EFFICIENCY 

With costs rising and steady revenue, Airservices  
was under pressure to re-engineer end to end  
processes to drive efficiency across the organisation.  
Airservices first needed to understand the interaction 
between its processes, roles, systems, documents, 
and regulatory obligations in order to boost efficiency. 
  
 CORPORATE GOVERNANCE  
With 4,400 staff managing its enormous operations, 
Airservices had limited visibility and understanding 
over its business processes with its change control 
and document management being siloed, misaligned 
and ambiguous. This led to inefficient practices  
and difficulty maintaining compliance with  
changing regulations. 

To enhance governance and minimise risk,  
Airservices needed to implement an integrated  
system that provided visible and traceable assurance 
from regulations through the management policies 
and rules put in place to aligned accountabilities  
and managed processes that delivered core  
business outcomes.  

COMPLIANCE AND ACCOUNTABILITY  
Being pressured by accumulating regulations in 
addition to the already heavily regulated and complex 
environment, increased visibility was essential. 

 
 
 
 
THE ISSUE 

In navigating complexities, the unification of all  
business aspects and alignment of objectives is  
key to effective operations within today’s  
technologically-driven workplaces. 
 
Corporations are constantly on the search for new 
ways to cultivate productivity while equipping for 
future demands to gain a competitive advantage.  
 
Executives who seek to align business operations  
with strategy face significant complexity and must: 

•  Navigate the complexities of regulation and    
    compliance 

•  Maintain quality and assurance over services 

•  Maximise return on technology investments 

•  Allocate scarce resources in an ever-changing   
    business environment

 

Airservices face these challenges whilst safely  
managing over 4 million aircraft movements for  
over 90 million passengers across our skies.  
 
As a government-owned enterprise, Airservices 
identified a need to streamline and improve  
processes to meet growing obligations while  
tackling major challenges and harnessing  
technology to strengthen performance. 
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Airservices needed to monitor compliance, however 
undocumented processes and inconsistent  
procedures were making this difficult. 
 
Creating a single integrated model of Airservices  
business operations provided a means to trace from 
regulation down through management systems to 
processes and the roles that performed key  
obligations, providing visible end to end oversight of 
the delivery of business outcomes. 
 
EVOLVING WORKFORCE  
With a third of the workforce being eligible for  
retirement in the next five to ten years, Airservices 
also faced the risk of losing critical organic  
knowledge. 
 
Airservices needed to evolve by employing a new  
business model to document and pass on organic 
knowledge as the workforce evolved.  

Sam Ransley, General Manager, Business and  
Strategic Services, explains, “the organisation was at 
a critical turning point. Increasing industry regulation 
and complexity meant we were operating in a  
siloed environment with limited integration and  
collaboration. We recognised that visualising,  
aligning and managing organisational processes  
was crucial in becoming more efficient”.
 

THE SOLUTION 
 
Business management systems experts,  
Holocentric, were appointed to assist.  
Holocentric worked with Airservices to adopt an 
approach to modelling which helped address existing 
concerns while combating future challenges.

An intuitive Integrated Management System (IMS)  
was developed using the Holocentric Business  
Management System platform – this helped  
the organisation understand its structure and  
how its processes, systems and roles are linked. 
This core understanding enabled the progressive 
modelling of the future state of the business.  
Using the IMS, Airservices was also able to  
standardise training and on-boarding material  
across the organisation, assisting in improved staff  
engagement, retention and compliance with 
regulations. 

Employing Holocentric’s BMS to capture processes 
and organic knowledge, the myriad of documents 
detailing the correct processes and procedures were 
translated to an enduring model of the business.  
This helped generate a blueprint which offered  
visibility and was shareable across the organisation. 
Linking key organisational documentation assets to 
relevant processes, procedures and roles enabled the  
consolidation of Airservices’ 9,000 indexed controlled  
documents, providing personnel with access to  
relevant content, key to performing their roles. 

Follow Holocentric on LinkedIn  
www.holocentric.com



The transparency over entire process chains shall 
underpin much of the redesign and improvement in 
efficiency that is to come.  

 
Though the IMS has currently only been fully  
implemented by a third of the organisation, it is 
already proving itself effective in delivering real 
business value. A deeper understanding of the divide 
between strategies and operational abilities have 
been beneficial to the implementation of directives. 
Offering transparency into business operations, the 
IMS is leading to a 6% overall efficiency gain across 
the business. 

This includes a saving of 30% of time per audit and 
independent assessment, over 30% savings in  
document maintenance overheads and significant 
reductions in compliance breaches and the resultant 
efforts to investigate and redress. Compliance reports 
which “took 3 weeks of a cross-functional working 
group of about 20 people working full time to  
produce” now “takes about 30 seconds (to generate), 
including the time to launch the system” states Sam 
Ransley. 

Airservices have now provided the regulator, CASA, 
with direct access to the IMS enabling them to - at 
any point in time - view how Airservices is complying 
with key regulations. Using the BMS, Airservices is 
working to achieve a high level of process alignment 
and integration across its entire organisation. 
Operating in a proactive state, Airservices is better 
prepared to support the aviation industry with its 
services, being equipped for growth and to meet the 
needs of the future.

 
“The Board of Airservices has recently 
recognised that the IMS is a key part 
of its strategy to improve corporate 
governance, compliance and assurance 
across Airservices operations given 
the introduction of new regulation and 
reporting requirements”  
 
David Schoemaker, Program Manager,  
Integrated Management System. 

ABOUT HOLOCENTRIC 

Holocentric helps organisations achieve operational excellence, by providing a business management system which captures,  
understands and optimises all businesses components – from strategy, people, processes and procedures to compliance obligations. 
Holocentric software stores information in a single location, making it accessible, easily understood and personalised to suit the 
needs of each user.  
 
www.holocentric.com 
 
      info@holocentric.com 
      +61 2 9957 3169 

Follow Holocentric on LinkedIn  
www.holocentric.com


