
 

Qantas Engineering – Transforming Maintenance, 

Repair and Operations with Project Marlin and 

Holocentric  

According to Qantas Chief Executive Officer Alan Joyce, “Incremental change won’t be 

enough for the next generation premium airline. People, processes and technologies 

must all combine to deliver maximum punch.” This is what Qantas is delivering with 

Project Marlin. 

 

The Project Marlin team is working towards implementing one of the most significant 

business transformation projects in Qantas Engineering’s (QE) history by redesigning 

and standardising 512 business processes, reducing over 300 computer applications to 

around 30 and implementing new Maintenance, Repair and Operation (MRO) processes.  

 

The Marlin Program is a Business Project to implement a new computer system and 

business processes to manage the end-to-end process of aircraft maintenance within 

Qantas.  It will allow the company to increase efficiency in maintenancte operations, 

and provide a platform for future business improvement. Marlin will replace current leg-

acy systems with the latest technology and will enable the business to enhance the con-

figuration and maintenance management of the Qantas mainline fleet as it continues to 

grow in size and complexity.  

 

 

Qantas 

Locations:  National 

Solution Type:   

 System Requirements & Fulfillment 

 Business Performance Improvement 

 Corporate Governance 

 Meta Modelling 

 Supply Chain 



Modelling the business to simplify change 

As part of the introduction of the Marlin Solution, QE is using the opportunity to align its 

business processes with the new technology and has chosen Holocentric as the tool for 

doing this because of its flexibility and dynamic nature. Holocentric is enabling QE to 

utilise one modelling platform to map business processes, develop training material, as 

well as document policies, procedures and work instructions.  It has also assisted in 

streamlining and simplifying the key phases of this large-scale project (strategy map-

ping, program planning and implementation).  

 

Modelling the human element of change  

By using one platform to build a comprehensive picture of the MRO operations, QE is 

able to use its own employees to capture the relationships between people and the work 

they do, the dependencies between processes and the change impacts to roles and peo-

ple. As a result of doing this work, QE is increasing employees’ and managers’ under-

standing of how the many parts of the business relate to each other, reducing the likeli-

hood of the unintended consequences of missing any key elements during the stan-

dardisation and streamlining of the MRO operation. 

 

Producing training materials from the model  

There are many benefits associated with using Holocentric, including the ability to en-

sure the business processes delivered through Marlin meet QE business requirements 

and regulatory obligations. It also provides a means to automatically publish the proc-

ess and training information in an electronic and user-oriented format. This means QE is 

creating a knowledge base of information that is complete, correct and easy to update, 

which will be available to users via a web interface. This will then be automatically up-

dated as the business model is updated and also be the source for creating new training 

materials automatically.  

All of this information comes from one source of data within Holocentric, from which QE 

can also create detailed Work Instructions, based on Use Cases that hyperlink to graphi-

cal representations of the process models. This makes it easier for employees to under-

stand the tasks they need to complete and ensures it is performed correctly every time. 

 



 

 

 

Organic to organisational knowledge  

Building a platform in Holocentric that links all of QE’s documentation and provides us-

ers with the latest information online via the Holocentric Modelpedia portal means that 

the company is able to maintain a comprehensive knowledge base within the business.  

 

This aspect of the project addresses the issue of retaining the Intellectual Property (IP) 

of QE. Having such a comprehensive knowledge base, which presents information about 

MRO processes in a visual, user friendly way provides QE with a robust process to 

quickly build the skills of new employees, while maintaining the fidelity of the compli-

ance and MRO process. 

 

Converting corporate knowledge to a corporate asset  

The QE business recognises that it is undertaking a large and very complex project, but 

they also have an understanding of what is required to successfully complete the Marlin 

journey.  

 

By utilising Holocentric, QE is now well on the way to having a fully integrated corporate 

repository of knowledge which is a single source for business processes and procedures, 

training and change management material and policies. This repository essentially pro-

vides an integrated Business Management System for QE.  

The Qantas Business Management System 

 



About Holocentric 
Holocentric products and services enable organisations to achieve continual 

improvement using tools that are easy to use, quick to deploy, and save time and 

costs in delivering major change programs.  

 

Our business modelling web-based collaboration tools and services mean our clients 

and their partners can more easily understand their business in its entirety. This is 

made possible through a visual model that provides personalised views of the 

interdependencies between the people, processes and systems that underpin the 

business. 

 

Holocentric provides business management systems for large and complex 

organisations that operate in capital intensive, highly regulated environments, such 

as airline maintenance and overhaul. 

 

For further information visit: www.holocentric.com 

Contact:  

Geoff Zuber, General Manager—Aviation Business 

T: +61 2 9957 3169 or +61 409 773 840 


