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Chief Operations and Service Delivery Officer, Cathay Group: Thank [003526]

you, Madam Chair. Some 270 pilots in total have chosen to rejoin the
Cathay Group from both Cathay Pacific and Cathay Dragon, 151 of those
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were former Cathay Dragon pilots. There are eight Direct Entry Captains
who are formerly Training Captains with Cathay Dragon who have now
become Training Captains with Cathay Pacific. And in addition, so far five
former Cathay Dragon Captains, who joined as First Officers, have already
been promoted to the rank of Captain, and we have more former Cathay
Dragon pilots currently undergoing their command course. We have
ongoing recruitment, as the Chief Executive Officer has said, for Hong Kong
pilots, and we certainly welcome more former Cathay Dragon pilots to
contact us about those positions. Thank you.
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Chief Operations and Service Delivery Officer, Cathay Group: Madam
Chair, that is acceptable. \We start to work on our roster on the 15th day of
the month prior to the flight of operation, and we have four core fleets of
aircraft that our pilots are assigned to. They have to be dedicated to each
fleet because of the nature of the flying. A narrow-body fleet has two ranks
of pilots assigned to it, while wide-body fleets have up to four ranks of pilots
assigned to them.  So, we need specific reserved levels in place for each of
those sub-ranks across each of those fleets.

Works started on the December roster in mid-October and was
concluded by the second week in November.  And that roster had sufficient
pilots across all fleets and ranks to operate our scheduled flights. Reserved
levels were set with reference to the absence up to that point in 2023. The
contributing factor of the 900-hour flying limit was prevalent because our
Airbus wide-body fleets pilots had flown so much during the summer peak
while we were retraining our Boeing 777 pilots.  The systems that we have
in place track and ensure adherence to the 900-hour limit.  That is our legal
obligation, and we obviously never move from that. But the system does
not contain the necessary software to draw attention to pilots that are
approaching that 900-hour limit.  And we have now rectified that and put
processes in place to ensure that those are highlighted.

Thank you, Madam Chair.
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Chief Operations and Service Delivery Officer, Cathay Group: Thanks
to the Honourable Member for the question. We took measures to ensure
our customers’ smooth journeys. The most important, | think, initially was
twice daily meetings between our senior flight operations leadership and the
crew operations team who undertake the work of deployment of pilots on
the day of operation. It was this team that had suffered, with some(5/4#
#5285¢0) senior people leaving during the COVID pandemic, some retired,
and some left the airline for their own reasons. Those people were

certainly missed, and we put steps in place now to make up for that loss of
experience.

The normal reserve levels referred to were round 80 pilots. This was
what we had in place through the bulk of 2023 and proved sufficient for that
period. But as the flu surge came into effect in the middle of December,
we saw absence levels that were over above this threshold. So we
increased our reserve levels to between 106 and 110 pilots on a daily basis
across the different ranks and fleets that | referred to in a previous question.
Those numbers of additional pilots on reserve have been maintained since
the Chinese New Year peak. We are willing to put them in place over the
Easter peak, and measures like special flying pay that were referred to have
proven successful and we intend to maintain those over future peak holiday
periods as well. Thank you for the question.
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T : Mr McGOWAN -

Chief Operations and Service Delivery Officer, Cathay Group: Thanks [010127]
to the Honourable Member for the question, and the question goes to the
heart of the complexity of the airline industry and the complexity of
matching pilot resources with the aircrafts that we have to deploy. Through
the beginning of 2023, when we planned the long term outlook for the
airline, we obviously assessed all of the parts of the aviation ecosystem, our
airport capacity (574 28254) and ground handling capacity, pilot cabin
crew, and engineering resources. And when | came to the job in April, |
was certainly very confident that we had sufficient pilots, cabin crew and
resources in place in order to meet the schedules that we were selling back
in January, 2023.

The specific numbers around November and December in terms of [010221]
pilot reserves and absence calls are quite revealing and interesting, and | am
happy to share them. Typically, we were receiving 10 new pilot absence
calls a day, and that was consistent all the way through 2023. It was a
lower level than we had seen actually in 2022, despite the fact that in 2022,
we had a far lower level of flying. And so the number and the rate was
lower. By the time we got into mid-December in 2023, the number had
increased from 10 new calls a day to 20 new calls aday. And even at that
elevated level, our reserves were sufficient to cover the absence levels across
all fleets. By the time we got to the 26th of December, we were receiving
27 new absence calls a day. And then it remained at that elevated level
through the rest of December. So at that point, that became necessary to
put in place of proactive firebreak, which allowed us to cancel those flights
with the lowest passenger impact, recover the pilots from those flights, and
deploy them on routes with more passengers that needed to be carried.
There was no particular spike of absence on one fleet or one rank. It was
rather general across all fleets and all ranks.  Thank you for the question.
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Chief Operations and Service Delivery Officer, Cathay Group: Well, the
Important first step was to re-accommodate passengers that were disrupted.
We were able to ensure that 96% of passengers were offered those alternate
flights within 24 hours of their original departure. And we did this using
an automated re-accommodation system which allowed them to choose
alternatives. If the first suggestion didn’t work for them or to request the
refund, and about 5% passengers did request a refund. All of those have
been duly processed. We want to ensure that customers could contact us
quickly, so we put in place a dedicated hotline with staff to man at 24/7, and
the average waiting time was 41 seconds to get through. We were able to
offer goodwill gestures of complementary upgrades or Asia Miles to those
customers who were particularly badly affected by a short notice in late
December and early January. And of course, any other out-of-pocket
expenses or specific issues that the passengers had been dealt with on a case
by case basis. Thank you, Madam Chair.
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