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CASE STUDY: GROUNDFORCE 

COMPANY CHARACTERISCTICS 

Size: 2335 employees Established in: 2003 

Products: 
Auxiliary activities to Air Transport 

(groundhandling activities) 
         Annual revenue: Over 105 million euros (€) 

Location: 
Lisbon, also operates in Oporto, Funchal 

and Porto Santo Airports. 
           Ownership: Private/Public/mixed owned 

 

MOTIVATION 

At the beginning of 2013, there was a definition and 
disclosure of the new governance model of the 
Company as well as of the new organizational 
structure of the Company, whose moment coincided 
with assuming the functions of the new head of HRD - 
and inherently, the new Key Process Manager 008 RH 
-, this reformulated the previous strategic orientation, 
setting the new management design in a 
transformational paradigm of HR management, in 
which only a highly qualified human capital, 
possessing specific know-how, trained, motivated, 
available, with positive attitude, sense of belonging, in 
close communion with the mission, vision, principles 
and values, in an intensive workforce company such 
as Groundforce, can guarantee the Company's 
business success and organizational reputation. 
Based on the aforementioned assumptions, the 
intended transformation - currently already in the 
process of consolidating leadership and relational 
processes - aims to achieve as a final result a 
continuous practice of the entire hierarchical chain of 
management, promoting the development of all 
employees and the necessary support in the fulfilment 
of the individual and corporate goals previously 
established, plus the maximization of the immediate 
and visible effects of the assumption of commitments 
arising from the Company's Social Responsibility Policy 
in its relationship with all Stakeholders. 
Finally, and deriving from the effort and merit of the 
company in the construction of bridges of 
understanding at the level of the exercise of its activity 
with the different Stakeholders, culminating in the 
adoption of a holistic vision for the whole Company - 
DYNAMICS OF COLLECTIVE ENERGIZATION -, it 
becomes a natural motivation for an application of this 
scope, creating windows of opportunity derived from 
good practices of SHARING, COMMITMENT and 
INNOVATION that GROUNDFORCE PORTUGAL daily 
applies in its operation to the service of citizens who 
use the national airports. 

 

“Groundforce is making a tremendous effort to evolve, change culture 
and transform employee needs into People interests that need a 
diverse and effective response from an HR point of view. Initiatives 
are being implemented to reduce space in a organization with 
significant geographic and functional dispersion, to promote 
multifunctional communication channels, to redefine new roles in the 
organization and to increase alignment and a sense of belonging, 
making me believe, as an HR professional, that the company's bet on 
this path is the most correct and HR just have to make this process 
even more adherent, transparent and aggregate among all, since we 
already convey Credibility (attested daily by our more than 100 clients) 
and Competence (consolidated in continuous and consistent processes 
of training, qualification and certification) as key factors to crystallize 
Trust in all actors, actions, processes and relations, both internally and 
externally, to institutionalize the Proximity and to elect the internal 
Partnership as determinant factors of prolonging the wave of success 
towards the sustainability of our Business!”  

Nuno Silva – Human Capital Senior Specialist  
Message by HR department 

“Today, I feel that Groundforce Portugal is a successful company that has done a real turnaround (ground handling term) to its 

business in the last years, having learned that it was important to make the leap from a phase where employees were seen 
only as business partners to a phase where employees are now seen as "single persons" for good or evil, given that employees 

are part of the business itself because they’re dynamic agents of the business!  

More than active contributors (by themselves, the assumption that People constitute a HUGE competitive advantage for our 

organization), our company now realizes that the best RESULTS are directly related to the internal capacity of (our) People take 

on the FIRST and BEST "company and brand ambassadors" as true business AGENTS of our company. 

In this way, it is possible to get the best of all the synergies and achieve the greatest challenge of all time ... Through People 

we can get the Best Results, embodying each client needs with a strong sense of efficiency and efficacy, feeling that every 
issue has the right solution, cautioning the necessary safety and security measures. Groundforce is, and we want it to keep 

going as thus, a fabulous melting pot of solvers, thinkers, doers, facilitators, energizers and visionaries. 

“We Handle People” and “make it happen”!” 

Message by the COO/CHRO 

BENEFITS 
Groundforce Portugal emphasises the big picture benefits of HPWPs.  
Specially, when it comes to know-how and expertise recognized by 
client airlines, certification bodies and international organizations.  
The company reaps the benefits of its long presence in Portuguese  
airport stations and also the excellent relationship with the representa- 
tives of the airlines, due to the quality of service provided (boosting  
the hard skills) and soft skills evidenced by the teams in the field,  
competing for the necessary loyalty. - Contracts (GHA) of significant  
duration and stability just highlights the fact that signed contracts with significant duration and stability, among other 
positive things, only reinforce the important role in the upstream, training, qualification and certification of human 
capital, and downstream, in the development of technical and functional competencies and transversal to meet the 
new challenges. The different certifications obtained by the company (ISAGO by IATA, EASA Part 145, IQCargo, ISO 
9001 / ISO 14001 / OHSAS 18001, IATA Accredited Training School, DGERT - National Authority for Training) created 
a standardization profile to our employees with a specific need to manage a relationship in a B2BC politics (clients: 
airline company / passengers), and at this time employees have a better notion of their role on this organisational 
process set up on a PDCA cycle of quality. Employees have now a better perception of the company, its directions, 
workflows, processes, procedures and are more satisfied with working conditions. Safety is our main focus and 
employees feel it top-down and everybody assesses the other ones in the same way. Employees also feel that 
technology has come to stay, revolutionizing forms and methods of work, internal communication and the 
relationship with different stakeholders. 
 

Given the fact that Groundforce Portugal is a labor-intensive 

aviation company – that works on shifts, responding to the 

different flows of the operation (by season, by operational peak, 

by day of the week, per day) and the inevitable irregularities 

resulting from an operation that is intended to be just in time – 

employees are mainly hired for operational areas located on 

Passenger, Ramp, Baggage Terminal and Cargo areas according to 

the specific job description with inherent soft skills. Different colour 

for high visibility vests that includes a different naming 

distinguishes more experienced operators or according to the 

specific job function (orange vests for Duty Managers, Supervisors, 

Ramp Agents and Team Leaders; and yellow vests for Passenger, 

Baggage Terminal and Cargo Agents and all Groundhandling 

Operators). Prior to their admission, there is a training paid 

package for each job function with eliminatory stages (according 

to IATA and ANAC procedures) that also includes on job training, 

with a binding opinion of a tutor (senior employee on airside 

operation). This training package allows the company to ensure 

the compliance with industry regulations and carrying out a first 

screening of operational talent in the organization. Soft skills are 

provided by external consultants that respond to strategic training 

aspects (leadership, communication, assertiveness, coaching, 

mentoring, etc).  

 

Other general training in Security, Airside Safety, 
Dangerous Goods Regulation, Human Factors and OSH 

(occupational safety and health) at work is given by 

internal trainers with that specified qualification. 

The professional path continues defined by a highly 
qualified and continuous process of training, qualification 

and certification, aligned in first instance with the 

Integrated Management System, and downstream with 
Competency Model and Job descriptions, whereby 

employees are also evaluated together with predefined 
objectives for the year in which performance evaluation 

will occur.  

However, the organization implements and energizes 

along with  Internal Communication processes, 
instruments and applications, organizational development 

programs (APOIAR - Corporate Social Responsibility for 

employees and families, APROXIMAR - creation of 
moments of internal communication that allow to 

strengthen the Company-Employees relationship and vice 
versa; TRANSFORMAR - a program consisting of several 

sub-initiatives which aim to achieve Change Management 

in the company, supported by new organizational roles: 
facilitator - mentor - coach; VALORIZAR - Redefinition of 

the company Values matrix) to achieve the need to "be 
closer" to "reach further" in a 360º methodology (top-

down - bottom-up and inter-peer).  

 

IMPLEMENTATION 

To live up to the motto "We Handle People!" the company 
must ensure, among other things, “to have resources with 
right qualification in the right time with the right quantity 
on the right location”.  

The Company, in a logic of assimilation of its new organic 
structure, which aims to "be closer, to get further", has 
been, and will continue, to redesign processes - in order to 
obtain efficiency gains in its relation with the different 
Areas and services, but above all with the People, in a 
management perspective oriented to internal customer 
satisfaction - to optimize solutions and to undertake 
innovative actions that enable it to follow the trends of 
increasing computerization of its activity and necessary 
integration of relevant technical information For the entire 
universe of People of the Company. 
In this sense, the HRD is increasing in its different areas of 
intervention, focusing on the current year and 2017 as 
well, feedback procedures to the employee, now 
automatically, via a human resources management system 
and with a high apport tool (Roster - Inform), via e-mail, 
via surveys (National Human Resources Observatory), now 
also in a face-to-face basis, creating personalized front-
office (HRD) mechanisms that will be able to add more 
value to the Policy HR in effect: "We Handle People". 
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