
Jilin Daxue Xuebao (Gongxueban)/Journal of Jilin University (Engineering and Technology Edition) 

ISSN：1671-5497 

E-Publication：Online Open Access 

Vol: 40 Issue: 12-2021 
DOI 10.17605/OSF.IO/8R972 

 
 

Dec 2021| 55  
 

A STUDY ON THE COMMUNICATIVE ACTIVITIES AMONG 

AIRCRAFT  MAINTENANCE  PERSONNEL (AMP) 

 

SAFURA ABDUL RAHMAN, NURUL AIN MD. ZULKIFLY and MOHAMMAD 

RIZAL RAMLY 

Universiti Kuala Lumpur Malaysian Institute of Aviation Technology (UniKL MIAT) 
Email: safura@unikl.edu.my, nurulain@unikl.edu.my, mdrizal@unikl.edu.my  
 

 
ABSTRACT 

Aircraft Maintenance Personnel (AMP) are an important group in the aviation industry. These 
personnel are responsible to make sure that the aircraft are safe prior to flight. Having knowledge in 
aircraft technology is insufficient without an appropriate level and type of English language proficiency 
among the AMP. Due to this, the AMP must be able to read and understand written documentation 
pertaining to aircraft maintenance. This study aims to identify the communicative activities that 
influence or complement reading activities among the AMP. Data collection for this study involved 
semi-structured interviews with a total of 23 participants selected from two domain expert informant 
groups: (1) specialists who are ex-AMP and currently working as academic staff at a higher learning 
institution offering courses in aviation technology, and (2) AMP who are currently working in the 
aviation industry. This study found that the nature of the AMP directed to three hierarchical groups in 
the aircraft maintenance domain: (1) aviation authorities (ICAO) and (CAAM) ranked top of aircraft 
maintenance domain, (2) aircraft makers (OEM) second, and (3) end-users air operators and (MRO) 
organisations positioned at the lowest rung in the community. These three communities produced 
different types of documents which are categorized as (1) documents produced by the regulatory 
body, (2) documents prepared by the aircraft manufacturer, and (3) documents prepared by the 
aviation organization. It can also be concluded that the AMP read these documents in order is to 
assist them in performing aircraft maintenance tasks. 

Keywords: aircraft maintenance personnel (AMP), aircraft maintenance domain, communicative 
activities, aircraft maintenance technical documentation 

 

1. INTRODUCTION 

This study aims to understand the concept of aircraft maintenance domain, its 
communities that include the aircraft maintenance personnel (AMP) and the 
communicative activities. The present study is of significance as the research to date 
has not yet discovered the communities of aircraft maintenance, the communicative 
activities of aircraft maintenance domain and the nature of the AMP. 

Van den Bergh, De Bruecker, Beliën and Peeters (2013) assert that aviation industry 
is unique and not comparable to any other transportation industry. Each flight, 
according to Van den Bergh et al. (2013) consists of more than just take-off and 
landing in which authority and maintenance requirements must both be met. This is 
because this activity involves maintenance inspection that must be performed with 
care and is of key importance. This is to ensure that every plane leaving the ground 
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is reliable, safe and airworthy. In the same vein as Van den Bergh et al. (2013), 
Petrov (2007) asserts that airworthiness is a complex feature of air transportation 
system since airworthiness defines the level of risks during the aircraft operation that 
relates to the level of fitness for the flight of the aircraft or part of the aircraft. The 
issue of airworthiness does not just rely on the level of fitness of the aircraft; it also 
relies on the specific type of the English language used in the aviation (Petrashchuk, 
2016). 

Aircraft maintenance is a complex, comprehensive and on-going continuous process 
that involves maintenance activities such as inspection, maintenance and 
modification parts of an aircraft (Rao, Chaitanya & Vidhu, 2017). The purpose of 
aircraft maintenance is to ensure that the aircraft is airworthy. With the objective to 
ensure airworthiness, De Florio (2011) states that three key elements that deserve 
special consideration: “safe conditions, possession of the necessary requirements, 
and allowable limits” (p. 3). In other words, the aircraft should be free from the 
conditions that can cause catastrophes leading to death, injury, damage of 
equipment and damage to the environment. In order to ensure the continuing 
airworthiness of an aircraft, there are five organizations that are responsible to set 
the regulations pertaining to the exercises of aircraft maintenance. The five 
organizations are (1) International Civil Aviation Organization (ICAO), (2) National 
Aviation Authority (NAA), (3) Original Equipment Manufacturer (OEM), (4) Air 
Operators, and (5) Maintenance and Repair and Overhaul (MRO) organization. Each 
of these organizations has its own roles and responsibilities.  

The AMP are responsible to ensure the airworthiness in which it requires the AMP to 
have knowledge of aircraft technology to perform aircraft maintenance tasks (Abdul 
Rahman & Hobbs, 2017). However, having such knowledge is insufficient without 
English language proficiency. According to Shawcross (1992), reading is the most 
dominant skill used as the AMP spend about 20% of their working hours consulting 
written materials such as the Aircraft Maintenance Manual (AMM), the Illustrated 
Parts Catalogue (IPC), the Airworthiness Directives (ADs) and the Structural Repair 
Manual (SRM). Even though their responsibilities require them to read a variety of 
technical documentation, reading skills cannot be said to be the most important skill 
for the AMP as it is not mentioned elsewhere. The Civil Aviation Authority Malaysia 
(CAAM) (2011, 2020) for instance, did not mention any specific English language 
skills required by the AMP as they put it “able to read, write and communicate (p. 8)” 
and “able to meet the competency level in the English language (p. 3)”. Not only that, 
the Federal Aviation Authority (FAA, 2008, 2018) and the Joint Aviation 
Requirements (JAR) (1998), also did not mention directly which skill is more 
important but they stated the skills listed below as requirements for the AMP to 
obtain a mechanic certificate:  

FAA (2008, 2018) - The requirements for obtaining mechanic certificate are: be able 
to read, write, speak, and understand the English language (p. 13-3). 
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JAR (1998) - Certifying staff must be able to read, write and communicate to an 
understandable level in the language(s) in which the technical documentation and 
organisation procedures necessary to support the issue of the certificate of release 
to service are written (p. 4). 

Even though the FAA and JAR English requirements are not for Malaysians, these 
aviation authorities also did not stress any particular English skills required for their 
AMP. Although reading was not mentioned as the main skill required, reading skill is 
still important for the AMP to perform aircraft maintenance, alteration or preventive 
maintenance.  

According to Abdul Rahman and Hobbs (2017, p. 80), the AMP are required to read 
specific documents related to aircraft maintenance which are prepared by the 
different organization. To be able to know the procedures involve in maintaining the 
aircraft, they are required to refer to three different types of documentation: 
documents prepared by the aircraft manufacturer, documents produced by the 
regulatory body, and lastly, documents prepared by their organization. Not only that, 
they also concluded that the nature of the AMP requires them to read the documents 
related to aircraft maintenance activities.   

 

2. METHODOLOGY 

A. Research Design 

This study was conducted with the aim of addressing the research objective which is 
to determine the communicative activities that influence or complement reading 
activities among the AMP when performing aircraft maintenance tasks. The objective 
would be achieved through the interviews conducted on a sample of the AMP. 

B. Sample 

According to Davis (2015), there is no one-size-fits all answer to the question of what 
constitutes a representative number of a sample. This is because there are many 
factors to consider when designing the research, including time given to complete a 
research project, finding and keeping in contact with participants, and the institutional 
demands of the ethics committees. With regard to this study, a total of 23 
participants were selected. They were classified as the sample of discourse 
community of aircraft maintenance. The demographic analysis of our participants 
revealed that the participants can be divided into two different groups as shown in 
Table 1 below.  
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Table 1: 

Summary of the participants 

No. Position title 
Air operator MRO* 

# of participants 

1. Licensed Aircraft 
Maintenance Engineer 
(LAME) 

4 3 

2. Engineer 3 4 

3. Senior Technician -- 1 

4. Technician 3 -- 

5. Junior Technician 1 4 

 Total 11 12 

The participants were selected based on a degree of homogeneity. This includes 
participants‟ experience working in the aviation industry. The participants should 
have the experience working in aircraft maintenance domain and these participants 
are classified as the readers of technical documentation used when performing 
aircraft maintenance activities. According to Onwuegbuzie and Leech (2007), 
homogeneous sampling possesses similar characteristics or attributes that reflect 
the purpose of the study. 

Apart from that, the participants were selected from two domains experts: 

i. Specialists who are ex-AMP and currently working as academic staff at a 
higher learning institution offering courses in aviation technology, and  

ii. AMP who are currently working in the aviation industry. 

It would have been ideal to have interviewed the technical writers of the technical 
documentation used by the AMP but it was not possible because the technical 
writers of these documents are usually anonymous. Therefore, this study only 
focused on the readers of the text (Thompson, 2001).  

C. Instrument 

Data collection for this study involved semi-structured interviews. The format of semi-
structured interviews is open-ended in which the researchers provide guidance and 
direction for the participants to elaborate further. The interview questions were 
divided into three parts: the first part covers the participant‟s personal background 
such as name and age; the second part includes the nature of participants‟ 
profession and the organization, and lastly the nature of reading in the field of aircraft 
maintenance. The questions aimed to elicit several types of information such as job 
responsibilities of the AMP and communicative activities of the AMP that involved 
reading activities.  



Jilin Daxue Xuebao (Gongxueban)/Journal of Jilin University (Engineering and Technology Edition) 

ISSN：1671-5497 

E-Publication：Online Open Access 

Vol: 40 Issue: 12-2021 
DOI 10.17605/OSF.IO/8R972 

 
 

Dec 2021| 59  
 

D. Data Analysis 

The data of semi-structured interviews were analyzed qualitatively where they 
underwent the procedures of transcription and then followed by data reduction 
through the first and second level coding as well as pattern coding. This approach 
followed the method used by Chostelidou (2010) and Appleton (1995), based on the 
approach proposed by Miles and Huberman (1984). Since the qualitative data are 
text-based, the corner stone of analysing these data are the coding process. Codes 
means tags or labels for assigning unit meaning to the descriptive inferential 
information compiled during a study. Codes are often adhering to chunks of words, 
phrases, sentences or the entire paragraph. Coding involves pursuing related words 
or phrases mentioned by the participants or those found in the documents. These 
words or phrases are then combined to realize the connection between them. The 
researchers usually define „coding‟ according to their own understanding. However, 
according to Dȍrnyei (2007), even though they have different meanings to different 
researchers, all the qualitative coding techniques are aimed at reducing or 
simplifying the data. Hence, it depends on the researchers‟ understanding to define 
the coding to make the data simper and easy to understand.  

As for this study, the process of coding the data was performed using the NVivo 
(Bazeley, P. (2007). NVivo is a Qualitative Data Analysis (QDA) computer software 
package that assists the researchers to discover tendencies, recognize themes and 
derive conclusions Hilal and Alabri (2013). The analysis for this study began with 
transcribing the interview transcripts before the process of coding the data could be 
performed. Then, the transcriptions were uploaded in the NVivo to identify the similar 
codes. The codes resulted in groups of categories, were „labelled‟ with a specific 
name. After that, similar characteristics were clustered into themes, to reduce the 
number of categories. After that, all the transcripts that had been labelled with the 
same categories were compiled. This step is known as second level coding. The 
purpose of this step was to identify and compare the categories from the various 
interviews. Open coding was used as an indicator to show the sub-category to 
compare the categories. The findings on the phenomenon being studied were written 
in a narrative to present the analysis. 

 

3. RESULTS AND DISCUSSION 

The results obtained from the data analysis mainly focuses on identifying the 
communicative activities that influence or complement reading activities when 
performing aircraft maintenance tasks. Our main concern is to explore the 
communicative activities and the roles of texts used by the AMP in order to 
differentiate the roles of the writers and the readers in aircraft maintenance domain.  

As noted earlier, the AMP refer to different types of documents prepared by five 
organizations: (1) International Civil Aviation Organization (ICAO), (2) National 
Aviation Authority (NAA), (3) Original Equipment Manufacturer (OEM), (4) Air 
Operators, and (5) Maintenance and Repair and Overhaul (MRO) organization. 
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Since these organizations are responsible for airworthiness, each of these 
organizations sets its responsibilities through technical documentation that the AMP 
referred to. This technical documentation can be divided into three different types of 
documents (Abdul Rahman & Hobbs, 2017; Kinnison & Siddiqui, 2013) as 
summarized in Table 2 below. 

 

Table 2: 

Summary of types of documents produced by five aviation organizations 

No. Group Aviation organization Types of documents 

1. Aviation 
authorities 

a. International Civil 
Aviation Organization 
(ICAO) 

b. National Aviation 
Authority (NAA) 

Documents produced by the 
regulatory body 

2. Aircraft Makers Original Equipment 
Manufacturer (OEM) 

Documents prepared by the 
aircraft manufacturer 

3. End-users a. Air Operators 

b. Maintenance and 
Repair and Overhaul 
(MRO) organization 

Documents prepared by the 
aviation organization that the 
AMP are attached to 

 

The following sections discuss the nature of the AMP sample, the hierarchy of five 
organizations in order to position the AMP with the aircraft maintenance documents 
and lastly the communicative activities and the roles of documents used by the AMP. 

A. Nature of the AMP sample 

There are two different types of organisations under the community of end-users: (a) 
air operators, and (b) MRO organisations. The line of work in aircraft maintenance 
domain might be different for these two organisations. Not only that, each type of 
organisation might also have a different organisational chart. According to the 
participants, each organisation has different types of organisational charts depending 
on the scope of maintenance activities conducted in each aviation organisation. 
Since we could not find any sample of organizational charts for both types of aviation 
industry, we referred to our participants‟ years of experience working in the aviation 
industry, their positions in the aviation industry, as well as the background of their 
jobs, to divide them to the different levels of positions. 

The findings also show that these participants can be placed in the third level 
community in the hierarchy of aircraft maintenance. These are the end-users of the 
technical documentation in aircraft maintenance domain.  
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Apart from demographic analysis, the participants‟ job scopes are varied based on 
the nature of the company, their positions and the area of work as illustrated in the 
following examples: 

P01: (…) maintaining the aircraft operation for Boeing 737 until Boeing 747. 

P02: (…) doing design for modification and rectification, if there were some defect 
on the line, my team and I needed to come up with a solution. 

P04: As senior technician, my duty is to sign out the aircraft after certain tasks had 
been carried out by the technicians under my supervision.  

P17: My main task is to look after an aircraft (…) to ensure the aircraft is airworthy 
(…) the maintenance has been carried out properly.  

P21: What I do basically is to maintain and overhaul CFF56-357 engines. 

It can be summarised that the participants‟ nature of work mainly centres on 
maintaining the aircraft for airworthiness purposes.  

B. Aircraft Maintenance Documents vs. Aviation Organizations 

The data analysis demonstrated that the community in the field of aircraft 
maintenance deal with various types of documents produced by different aviation 
organisations. This is because when the participants were asked about the 
documents that they referred to, it was found that all 23 participants mentioned that 
they referred to various types of documents depending on the nature of their work. 
As found out by Abdul Rahman and Hobbs (2017), the documents used by the AMP 
can be divided into three categories: (1) documents produced by the regulatory 
body, (2) documents prepared by the aircraft manufacturer, and (3) documents 
prepared by the aviation organization that the AMP are attached to. 

With regard to this study, when the participants were asked about the main 
documents that they usually refer to when performing aircraft maintenance tasks, all 
the 23 participants stated that they mainly refer to aircraft manuals; the documents 
provided by the aircraft makers. The findings revealed that there are 14 types of 
manuals such as Aircraft Maintenance Manual (AMM), Flight Manual, Engine Manual 
and Service Maintenance Manual. However, the types of manuals used depended 
on the background of their jobs.  

Surprisingly, only a small number mentioned that they referred to the documents 
produced by the aviation authority. The results revealed that the participants in the 
position of Engineer and Manager are mostly the ones who refer to this type of 
documents. Hence, it can be assumed that this type of documents is more important 
to those in the higher position above the Technicians and Junior Technicians as 
mentioned by Participants 8 and 12:  

„Airworthiness Directive is a mandatory document given by the authority‟ (P08: L8). 

„(…) from the authority we may check on the Airworthiness Notices or AN‟ (P12: L9). 
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Based on the analysis, it can be said that there are only two types of documents 
prepared by the National Aviation Authority (NAA) or Civil Aviation Authority 
Malaysia (CAAM) as mentioned by the participants which are Airworthiness Directive 
(AD) and Airworthiness Notice (AN). 

The last type of documents mentioned by the participants is those produced by the 
end-users: the air operators and MRO organisations. Generally, these organisations 
produce this type of documents to simplify the language used in the original 
documents. These documents are produced specifically for the AMP to ensure this 
group of personnel is able to understand every step written in the maintenance 
tasks. This is because the language used by CAAM in the AD and AN is difficult to 
be understood by aircraft technicians. 

Figure 3: below shows a hierarchical relationship of technical documentation and 
their constituency in the field of aircraft maintenance.  

 

Figure 1 A hierarchical relationship of technical documentation 

 

It can be seen from Figure 1 above that the AMP is positioned at the lowest rung in 
the hierarchy of technical documentation; they are the potential readers of all the 
documents produced by these three groups. Hence, these personnel can be 
classified as the real and imagined readers or users who use aircraft technical 
documentation to assist them in carry out their job in their own environment (Houser, 
1997), in which they are completely dependent on the writers of the technical 
documentation to perform maintenance activities Lago & Lloret, 2012). 
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C. Communicative Activities and the Roles of Documents Used by the AMP 

Each community in aircraft maintenance has its own goals and values. The need for 
these communities to communicate via written communication requires them to 
produce their own texts with one common goal in mind, for an aircraft to be 
airworthy. Table 3 below summarizes the analysis of the communicative activities 
and the roles of documents used by the AMP in order to differentiate the roles of the 
writers and the readers in aircraft maintenance domain.  
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Table 3: 

Communicative activities, the roles of documents used by the AMP and the roles of the writers and the readers in aircraft 
maintenance domain 

Aviation 
Organizations 

Positions Communication 
modes 

Types & Roles of 
documents 

Roles and tasks 

Writers Readers 

Aviation 
authority 
(CAAM) 

 The 
highest position 
in the 
hierarchical and 
thus can be 
considered the 
most powerful 
group in the 
discourse of 
aircraft 
maintenance. 

 The modes of 
communication are 
conducted via 
written. 

 Types of texts and 
their roles – Regulatory 
documents 
 Airworthiness 
Directive (AD) - updates 
the end-users on the 
amendments on the 
aircraft system. 
 Airworthiness 
Notice (AN) - guidelines 
for end-users for 
airworthiness. 

 Airworthiness 
Division of CAAM.  
 Writes the 
documentation in 
relation to aviation 
regulations to outline 
the rules and 
regulations related to 
airworthiness to be 
circulated to end-users 
(air operators and MRO 
organizations). 

 

Aircraft 
makers 

 The 
second rank in 
the hierarchy of 
aircraft 
maintenance. 
 

 The modes of 
communication are 
conducted via 
written. 
 

 Types of texts and 
their roles: 
a. Instruction manuals 
- to assist the readers with 
the procedures of aircraft 
maintenance. 
b. Illustration manuals 
- to illustrate parts and 
structure of the aircraft. 
c. Updates and 
modifications  

 Technical writers 

 Write aircraft 
maintenance 
documentation to assist 
the readers to perform 
maintenance activities 
such as how to 
maintain, modify, repair 
and overhaul the 
aircraft. 
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 Latest news related 
to the aircraft system that 
requires modification.   

End-users 
(AMP of air 
operators and 
MRO 
organisations) 

 The 
lowest rank in 
the community 
of aircraft 
maintenance. 
 

 The modes of 
communication are 
conducted via 
written. 
 Types of texts 
and their roles – 
Documents 
pertaining to aircraft 
maintenance: 
- Task cards to 
inform the AMP 
about the 
maintenance tasks 
that they are required 
to perform. 
- Documents 
pertaining to the 
updates and 
modifications of the 
aircraft system. 

  AMP holding 
higher position  

 Produce 
documents for AMP at 
the lower rung to ensure 
they could understand 
the technical documents 
when performing aircraft 
maintenance activities. 
 

 AMP are also 
the readers of the 
documents produced 
by the aviation 
authority and the 
aircraft makers.  
AMP are required to 
refer to aircraft 
maintenance 
documentation to 
maintain the 
airworthiness. 
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The data revealed that these three groups have different positions based on their 
background. For example:  

1. the aviation authority (CAAM) is responsible for monitoring the aviation rules 
and regulations in general,  

2. the aircraft manufacturer is responsible for designing and manufacturing an 
aircraft by following the guidelines set by the aviation authority, while  

3. the AMP of air operators and MRO organisations are classified as the end-
users in the hierarchy and are responsible to operation and maintenance of the 
aircraft according to the guidelines given by both aircraft manufacturer and aviation 
authority.  

The communities in aircraft maintenance domain can be distinguished based on their 
roles and characteristics, in this case, the writers and the readers. It is observed that 
all the three groups in the discourse community of aircraft maintenance are classified 
as the writers of the documents with the AMP as the readers.  

 

4. CONCLUSION 

In conclusion, the nature of the AMP sample revealed that there are three 
hierarchical groups in the aircraft maintenance domain: (1) aviation authorities 
(ICAO) and (CAAM) ranked top of aircraft maintenance domain, (2) aircraft makers 
(OEM) second, and (3) end-users air operators and (MRO) organisations positioned 
at the lowest rung in the community. These three communities produced different 
types of documents which are categorized as (1) documents produced by the 
regulatory body, (2) documents prepared by the aircraft manufacturer, and (3) 
documents prepared by the aviation organization that the AMP are attached to. 

The AMP read these documents in order is to assist them in performing aircraft 
maintenance tasks. According to Lago and Lloret (2012), when reading technical 
documentation such as manuals, Airworthiness Directive (AD) and Service Bulletin, 
AMP do not read to find the truth; but to perform an action the right way. Hence, with 
the help of the technical documentation, the readers will be able to perform 
maintenance tasks using the correct tools and following the procedures accordingly. 
The actions performed by the readers can be considered as an accurate 
representation of the texts if the readers follow the actions as instructed. 
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