The international guide to business airports, FBOs and ground support partners

Busmess Alrport

N T E R N A T O N A L

January 2019 Discover new partners, routes and destinations

In this issue

Young achiever

BAI talks to Dreams Soar’s
Shaesta Waiz - one of the
NBAA’'s Top 40 Under 40

Revenue generation
Do empty legs represent
an opportunity for growth
or a recipe for disaster?

Location focus: Australia and New Zealand | Interview: Luxaviation Helicopters
City guide: Seoul | Event preview: Schedulers & Dispatchers 2019



4x

IS-BAH™
STAGE II
CERTIFIED

Since 1989, the I.A.M Network has consistently assisted all of the leading flight service companies, as
well as scores of individual charter, corporate and diplomatic flight departments from around the

world. In addition to our four flagship FBOs in Barbados, Montego Bay - Jamaica, Grenada and Tortola

- British Virgin Islands, The Jet Centre maintains a special network of dedicated handling agents and

fuel providers that extends to 24 airports throughout the Caribbean region.

Visit - www.iamjetcentre.com to learn more.

BARBADOS I TBPB MONTEGO BAY | MKJS GRENADA | TGPY TORTOLA | TUPJ ST.LUCIA | TLPL [COMING SOON]




CONTENTS

In this issue...

On the web

« Anthony D Brancaccio, sales
manager North America, market
intelligence at Argus, discusses the
impact of data analysis on the success
of a business aviation company

- Namit Goel, head of research and
operations at Ken Research, reveals
how and why 90% of India’s
aviation MRO industry is
outsourced abroad

Arrivals lounge

For exclusive
interviews and industry
opinions, visit
www.BusinessAirport

04 American expansions

Jet Aviation commences wide-scale
upgrade projects at its US FBOs

International.com

06 Open for business

Bent Wing Aviation’s US$4.8m general
aviation terminal opens in Florida

08 Industry standards

Six major aviation associations collaborate
on a list of best business practices

10 Positive outlook 18 Living the dream

Honeywell’s annual business aviation
outlook predicts aircraft sales of
US$251bn in the next decade

Shaesta Waiz, named by the NBAA as
one of the best young professionals in the
business aviation industry, shares her story

26 The leg work

New technologies are making empty legs
available to a whole new customer segment

18 32

32 Satisfied customers
Business Airport International explores how
business aviation airports and FBOs create
the ultimate customer experience

48 Aussie rules

A look at the business aviation facilities and
opportunities in Australia and New Zealand

54 Staying power

What more can business aviation operators
do to increase job satisfaction and retain
their staff?

60 First lady

Charlotte Pedersen, CEO of Luxaviation
Helicopters, outlines her goals for the
company and the impact of new flying
innovations on the industry

40

COVER STORY

Go it alone

Better technology and 64 Texan hospitality
enhanced training

programs can improve
the safety of single pilot
IFR operations

Everything you need to know about
the 2019 Schedulers & Dispatchers
Conference in San Antonio, Texas,
on January 29 - February 1, 2019

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 1



Editor Helen Norman

Associate editor Hazel King

Assistant editor Kirstie Pickering
Production editor Alex Bradley

Chief sub editor Andrew Pickering
Deputy production editor Nick Shepherd
Senior sub editor Christine Velarde

Sub editors Tara Craig, Alasdair Morton

CONTENTS

Regulars Profiles

12 The big debate 70 Castle & Cooke 74 Skylink Services At divestor
Does the charter broker industry International operators The only FBO in Cyprus Craig Marshall
need an international standard? have a choice of locations discusses its customer Art editor

for customs on the service offering Nicola Turner

14 Industry comment

David Krane, Harris Insights

& Analytics’ senior consultant, 1
discusses the health and

value of business aviation

across the globe

16 City focus 72
Your guide to flying to
Seoul, South Korea

Air Service Basel

The company is starting
2019 with a young, fresh
and focused perspective

beneficial to the business

Pacific coast

75 Rockwell Collins

A look at the challenges
for operators of keeping

customers connected

76 Bangor
Avfuel International
Sustainable jet fuel is Airport

aviation industry

78 Media stats

The latest facts and figures from 73
Business Airport International

XLR Executive
Jet Centres

The company is expanding

80 Back chat

its FBO locations across

The industry responds to the UK

Luxaviation’s EBAA 2019 snub

elcome

ack in 2012 | received a letter from the university |
graduated from asking if | could share my career
story in its newsletter. The theme of the issue
was to be “inspiring the next generation of students”.
| remember thinking at the time that it was odd asking
me to contribute. After leaving university | had several
short-term jobs until | finally settled at UKi Media
& Events, where | forged my career as a journalist.
Although | am extremely proud of my achievements, |
didn’t think my career path was much to shout about.

| agreed to take part in the newsletter and it made
me realize that inspiring the younger generation
isn’t about telling them how to make their millions or
how to become the next president of the USA. It is
about encouraging them to believe in themselves; to
do and become whatever they want. From a young
age | wanted to write, and thanks to strong mentors
throughout my education and early career | was able
to achieve this.

In the business aviation sector, one individual that
has dedicated much of her career to inspiring the next
generation is Shaesta Waiz, founder of Dreams Soar.
Waiz set up Dreams Soar just over two years ago, with
a focus on inspiring students to consider a career
in STEM and aviation (to read more about her story,
see Living the Dream on page 18). One of Waiz’s
key aims is to encourage more women to enter the
business aviation sector.

70

“The number of women entering the business
aviation sector has grown significantly over the past five
years,” she says. “However, there still need to be more
women in executive positions and in the pilot seat. A lot
of efforts are being made to change this, but | believe
these efforts need to be doubled.”

Waiz’s story is certainly inspirational. In 2017, for
example, she became the youngest woman to fly solo
around the world in a single-engine aircraft. Her solo
flight also highlights another key topic covered in this
issue - single pilot operations. In Go It Alone (page 40),
Gary Reeves, airline transport pilot and master flight,
instrument and multi-engine instructor at PilotSafety.org,
says that single pilot operations are on the rise as a
result of the pilot shortage, but he emphasizes that the
correct training is essential to keep these flights safe.
“Training is the silver bullet,” he says. “The pilots who
do more than the minimum, who seek out events like
NBAA and Oshkosh and who invest in more training,
are safer pilots because of their mindset.”

Finally | would like to mention that 2019 represents
10 years of publishing Business Airport International.
The magazine has gone from being an annual to
a quarterly publication, supported by a daily news
website. We plan to continue covering all the latest
news from the business aviation sector, so make sure
you keep us up to date on all your developments!
Helen Norman, editor

“The number of women entering the business aviation
sector has grown significantly over the past five years"
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ARRIVALS LOUNGE

JET AVIATION TO EXPAND AND RENOVATE
FBOs ACROSS THE USA

enovation work is underway at Jet Aviation

FBOs in the USA as the company begins its

wide-scale upgrade projects taking place

across the country. Expansion and revamp
work has started at FBOs in Van Nuys, California;
Teterboro, New Jersey; Dallas, Texas; and West Palm
Beach, Florida.

The biggest project is taking place at Van Nuys,
where Jet Aviation is completely replacing the FBO
and hangars. The new FBO will include 10,000ft?
(930m?) of space for customer services and the new
hangar will span 42,250ft? (3,930m?). There will also
be an additional 10,000ft? (930m?) for offices.

An adjacent hangar for Gulfstream operations
will be 40,000ft? (3,720m?), plus offices measuring
up at 20,000ft? (1,860m?). A new fuel farm already
in operation will more than double in size with the
addition of two more 30,000 gallon (136,000 liter)
tanks and a 12,000 gallon (55,000 liter) tank.

Upon completion - which is projected for summer
2019 - the new Van Nuys complex will span over
122,250ft? (11,360m2).

Elsewhere, a 40,000ft? (3,720m?) hangar is being
constructed at Jet Aviation’s Teterboro FBO, which
is set to include tenant offices. The hangar has been
designed to accommodate large aircraft and will
provide additional ramp space for customers.

“We're
investing in our
customers to ensure
our FBOs have the
capabilities to deliver
the best service”

David Paddock, senior vice president
and general manager, regional
operations USA, Jet Aviation

Above and

right: The new
complex in Van
Nuys will feature
an expanded
fuel farm and
new hangar
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Right and below:
The Teterboro
revamp will feature
a new hangar to
accommodate
large aircraft

US FBOs

Location: Boston/Bedford,
Dallas, Houston, Palm Beach,
St Louis, Teterboro, Van Nuys

and Washington/Dulles
Opening hours: 24/7
Facilities and services:
Passenger and crew lounges,
snooze rooms, fitness
spaces, and more

Above and left:
Jet Aviation’s
Dallas and Palm
Beach locations
are also being
refurbished

Swiss delight

Jet Aviation has extended its expansion projects to Europe
with the opening of a new wide-body hangar in Basel. Named
Hangar 3, the new state-of-the-art 93,650ft2 (8,700m?) structure

provides increased capacity for wide- and narrow-body
maintenance, completion and refurbishment projects across
the site. It can accommodate up to two wide-body aircraft
simultaneously. In addition to a 53,820ft2 (5,000m2) tarmac
extension, Hangar 3 also features a further 21,530ft? (2,000m?)
of space for shops and offices.

ARRIVALS LOUNGE

While the hangar is under construction, the adjacent
FBO will be renovated in time to open by early
summer 2019.

In Dallas, the first floor of the FBO will be
completely rebuilt to Jet Aviation’s current design
and finish standards. The customer service desk and
surrounding area will also be expanded to provide
additional lounge and seating space for passengers.
That will also improve access to restrooms.

At West Palm Beach, the company is partnering
with sister company Gulfstream on hangar expansion
to support its increasing MRO operations. As
Gulfstream expands these operations, Jet Aviation
will construct a 40,000ft? (3,720m?) hangar featuring
30ft-high (9m) doors and 5,000ft? (465m?) of tenant
office space.

David Paddock, Jet Aviation’s senior vice president
and general manager, regional operations USA,
said, “We like to say we’re investing in our customers
by ensuring our FBOs have the space, fixtures and
capabilities to deliver the very best service to owners,
passengers and flight crews - and their aircraft - no
matter where their business or leisure flights take
them. Our current expansions and renovations are
designed to do exactly that.

“Our customers will find the most complete,
convenient and comfortable facilities and services
at all of our locations as we continuously improve
and upgrade our FBOs and hangars. There will be
minor and temporary impacts to customers during
construction, such as the use of temporary buildings
in Van Nuys. But those impacts will be minimal and
we will work to keep them as brief as possible.”

Jet Aviation is continuing to add to its US FBO
offering, with the latest locations including Washington
Dulles, Burbank and San Juan. The company also
recently completed the refurbishment of its new
Boston/Bedford FBO and added a new Duncan
Aviation satellite avionics shop in the on-site hangar.

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 5
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ent Wing Flight Services has started

operations out of its new permanent

home at Florida’s Fernandina Beach

Municipal Airport’s new US$4.8m
general aviation terminal building.

The new terminal was designed to represent
the F4U Corsair aircraft in honor of the World War
I pilots who flew the Bent Wing Bird airplane from
the US Navy’s Outlying Forward Field, which became
Fernandina Beach Municipal Airport in 1946.

The new building features a nose section, skylight
cockpit and tail, and distinctive inverted gull wings
from which the Bent Wing Bird earned its nickname.
A museum-quality, half-scale replica of the F4U
Corsair is suspended from the terminal’s skylight.

Aside from the historically themed aesthetics, the
new terminal features a fully equipped flight planning
room, pilot lounge, zero-gravity massage chair,
reclining seating and an 80in-screen television. There

“Customer service
representatives work
from a custom-designed
reception desk created
from the fuselage and
wing flap of a 1943
T-6 aircraft”

Fernandina Beach Municipal
Airport was developed as a
training facility by the US Navy
during World War Il, serving as
Outlying Field Fernandina Beach
to the Naval Air Station (NAS)
Jacksonville complex. The airport
was transferred to the City of
Fernandina Beach in 1946 and is
designated as a general aviation
reliever airport for Jacksonville
International Airport. It is still
occasionally used as a practice
airfield by US Navy helicopters
from NAS Jacksonville, Naval
Station Mayport, the US Coast
Guard, and Florida Army National
Guard helicopters from Cecil Field.
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Key
features

Location: Florida, USA
FBO opening hours: Every day
from 7:00am to 7:00pm. After-
hours service upon request
Runway lengths: 4/22 - 5,300ft
(1,615m); 13/31 - 5,150ft (1,570m);
8/26 - 5,000ft (1,525m?)

are also two executive conference rooms on-site that
can accommodate up to 15 people, while the adjacent
large meeting room provides seating for 55 people.

The kitchen and breakroom area provides
customers with a comfortable dining space in addition
to after-meal entertainment with a Tomcat F-14 themed
pinball machine and an arcade Pac-Man games table.
The boutique shop provides pilot supplies, aviation-
themed clothing and accessories, and unique gifts
created by local artists.

Kathryn Echard, co-owner of Bent Wing Flight
Services, said, “Customer service representatives
work from a custom-designed reception desk created
from the fuselage and wing flap of a 1943 T-6 aircraft.
The large desk even features LED-lighted strips of
Marston Mat, the perforated steel planking used to
create temporary landing strips during World War Il.

“Bent Wing Flight Services recognizes the
importance of its role in welcoming visitors to
the beautiful destination of Amelia Island. The
airport is ideally located in the center of the island,
approximately two miles from Ritz Carlton Amelia
Island, five miles from the Omni Amelia Island
Plantation Resort, and four miles to the idyllic
Victorian downtown of Fernandina Beach.” O
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WORLDWIDE GENERAL AVIATION ASSOCIATIONS UNVEIL
RECOMMENDED BEST BUSINESS PRACTICES FOR FBOS

ix major aviation associations have

released the Know Before You Go list

of best business practices for FBOs to

follow. The document details a series of
communications best practices such as publishing an
online list of potential prices, fees and other charges
that pilots may expect when landing at an airport.

While retail fuel prices are readily available to
aircraft operators online, it is currently not common
practice for FBOs to publish other prices and fees.
However, by making this information available online,
FBOs can improve customer service by increasing
cost transparency for business aviation users.

The associations linked to the Know Before
You Go release are NBAA, AOPA, EAA, GAMA,
Helicopter Association International and NATA.

These organizations collectively represent individuals
and businesses comprising the vast majority of the
general aviation community.

The joint release calls on FBOs to “move
expeditiously to implement these practices”,
but recognizes that certain providers
may need time to implement them. The
recommended best practices are
detailed here. O

FBOs
will make current
applicable retail charges
and fees, and details on what
they are for, accessible to aircraft
operators online in a user-friendly way
and with sufficient clarity. This is so that
a pilot operating a general aviation or
corporate-configured aircraft type in routine
personal or business use can make an
informed decision. This online information
should eliminate any misunderstanding
or miscommunication on fees and
charges related to the products
or services that FBOs
provide.

FBOs should quickly
implement these
recommended practices.

Some FBOs may require greater
flexibility and — depending on
their individual circumstances -

Above: It is hoped that publishing
details such as fuel costs online
will reassure FBO users

Right: Communication between
FBOs and customers prior to
visiting is encouraged

may need more time to develop
online display capabilities
or develop appropriate
alternatives.
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FBOs
should provide
all general aviation
and corporate-configured
aircraft types in routine personal
or business use with a description
of available services and a listing of
current applicable retail fuel prices,
fees and charges. This includes FBO fees
and charges for services, pre-planned
special events, infrastructure,
facilities, ramp, parking, handling
and security, as well as
airport pass-through
fees.

FBOs
will invite
and encourage
customers to contact
them prior to visiting, so
that customers can ask
questions, know and
evaluate their options,
and make informed
decisions.
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HONEYWELL’'S ANNUAL BUSINESS AVIATION OUTLOOK
PREDICTS US$251BN WORTH OF AIRCRAFT DELIVERIES IN
THE NEXT 10 YEARS

oneywell has released its

27" annual Global Business

Aviation Outlook, which

predicts strong growth for
the business aviation industry in the
short to medium term, supported by
several new airplane models coming
to market and an improved used
aircraft environment. Business Airport
International highlights some of the
key findings of the report. O

14%

of new business jet
purchases expected by
end of 2019, 16% by 2020
and 24% by 2021

Operators plan
to make new jet
purchases equivalent
to 20% of their fleet
over the next five
years

3-4%
average annual
growth rate

expected 2019
to 2028

Larger cabin aircraft
(super midsize to
ultra-long range) account
for 87% of business jet
purchases in next
five years

13%

improvement on
overall used aircraft
inventory levels in
2018 compared
with 2017
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45%

of purchases
in Europe
scheduled for
2022 and beyond

24%

of purchases in

Latin America
planned between

2018 and 2020




jetCenters of Colorado is recognized as one of the Best FBO
Networks in the USA. We are comprised of three full service Fixed
Based Operators (FBOs), along Colorado’s Front Range including;
Denver jetCenter (APA), Colorado jetCenter (COS) and

Fort Collins-Loveland jetCenter (FNL).

Track Record, Experience and Longevity distinguish us at each of our airports.
Serving aviation is our ONLY business, We look forward to serving you!

On Site U.S. Customs & Border Protections at APA & COS

Colorado Denver Ft Collins-Loveland
Colorado Springs (COS) Centennial (APA) Fort Collins Loveland (FNL)
719-591-2288 303-790-4321 970-667-2574

WWW. .com
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Adam Twidell, CEO and founder of PrivateFly

L

harter

“The customer is alread
protected thanks to extensive

requlatory framework”

Oliver King, CEO at Avinode Group

Right: Avinode is a
marketplace to buy
and sell air charter
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“There is no reason not
to strive to define best
practice standards”

broken?

Oliver King, CEO at Avinode Group

Registries play a valid role in industry regulation
where there is a high risk to consumers or serious
consequences from market failure. Business
aviation is not characterized by either of these
factors, so | believe the US Department of
Transportation (USDOT) was right not to establish
a registry of air charter brokers.

The air charter broker market is highly
competitive. Over the past decade, new players
have flooded the market, competing to take a
share. Thanks to the internet, customers have
greater access to reviews of these companies
than ever before.

This competition means that poor service
or contractual failure will quickly become
known to other customers and operators. As
a result, market forces will lead to sanctions
against a business more quickly than any
registry could enforce.

Additionally, there is no requirement for
a registration authority to adjudicate on issues

- we have the courts for this. A clear contractual
relationship exists between customer and broker.
Where disputes arise regarding the delivery of
service, all parties have access to an effective
court system to resolve the relevant conflicts

and seek redress.

There is sometimes an incorrect correlation
made between broker registration and industry
safety. In actuality, the safety of the customer
is already protected thanks to extensive safety
management and a regulatory framework
governing the activities of Part 135 operators
across the world.

In the majority, charter customers are wealthy
individuals, corporations and government bodies,
all of whom can conduct due diligence before
purchase and take legal action if problems arise.
The USDOT (Part 295 Air Charter Brokers) added
additional requirements for brokers to follow,
and it is for the courts to enforce them. There is
no need for a registry. O

Left: PrivateFly is a
global private jet charter
broker company based
in the UK
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INDUSTRY COMMENT

“The use of business aircraft provides
an enormous benefit for companies
and communities alike”

usiness aviation is a vital
industry, both across the USA
and around the globe. It is also
an industry that has contended with
lingering after-effects from the global
economic recession of a decade ago.
However, a recent study adds to the
growing body of evidence showing that
business aviation remains as important
as ever to companies and communities.
In October, the NBAA held its
annual Business Aviation Convention &
Exhibition (NBAA-BACE.) Approximately
25,000 attendees from across the diverse
spectrum of business aviation - including
pilots, schedulers, service providers
and manufacturers - came to Orlando,
Florida, to learn about the latest products
and services, and to network with peers
about developments across the industry.
Throughout the packed exhibit hall,
aircraft displays and education sessions,
there was the palpable sense that this
is one of the best environments for
business aviation in decades. Flight
hours are up around the globe, the size
of the used aircraft fleet is down, prices
are rebounding, and new aircraft models
are being introduced. These are all signs
of optimism that business aviation has
regained its footing, and that - looking to
the future - the role of business aviation
will remain as important as ever.
Companies of all sizes utilize business
aviation for the safety, security and
flexibility it provides, enabling them to
better compete in the highly competitive
global marketplace. For communities
- many of which are not served by
commercial airlines - the industry
provides critical lift for such important

David Krane

Harris Insights & Analytics’ senior consultant discusses the
current health and value of business aviation across the globe

services as law enforcement, medevac
and other community support operations.
These important findings were
underscored in a recent online survey
conducted by The Harris Poll, which
offers a data-driven look at the critical
role of business aviation in the USA.

This survey was conducted on behalf
of the No Plane No Gain advocacy
campaign co-sponsored by NBAA and
the General Aviation Manufacturers
Association. Since 2009, No Plane No
Gain has utilized studies, data and real-
world examples of the business aviation’s
value to the nation’s economy and
transportation system.

For this study, named The Real
World of Business Aviation: 2018 Survey
of Companies Using General Aviation
Aircraft, The Harris Poll surveyed
202 business aircraft pilots and 276
passengers. The results confirmed that
business aviation offers productive,
beneficial and efficient transportation
to companies both large and small,
particularly those located in smaller
communities with little to no commercial
airline service.

For example, the study found that
- on average - passengers say their
companies utilize business aircraft
primarily for the scheduling flexibility they
provide. Business aviation missions often
involve multiple destinations, with 52%
of passengers stating that traveling on
business aircraft enables them to keep
business schedules that could not be met
efficiently using the scheduled airlines.

Passengers also told us they’re more
effective and productive while on board
business aircraft, spending an average
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Below: Private jet
users appreciate the
flexibility business
aviation provides

of 63% of their time on board business
aircraft engaged in work, compared with
42% when traveling on airlines.

Most users of business aviation
are small companies employing 500
or fewer workers, while 62% of pilots
stated their companies utilize a single,
turbine-powered aircraft. These aircraft
are largely flown to towns with little or no
airline service, with pilots reporting that,
on average, 32% of their flights over the
past year were to destinations lacking any
scheduled airline service.

These aircraft also provide important
emergency relief in times of crisis, with
38% of pilots surveyed having flown
business aircraft on humanitarian
missions over the past year, averaging
three such missions annually.

These examples highlight the
real face of business aviation - the
airplanes they use, the airports they
fly into, the passengers on board, and
the destinations they visit on a given
trip - and how the use of business
aircraft provides an enormous benefit
to companies and communities alike.
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FLYING TO SEOUL

.t
Your guide to flying to

South Korea’s capital

Words | Kirstie Pickering

Main airports in Seoul

Gimpo International Airport Seoul Gimpo Business
......................... SR Aviation Center opened in
Operating hours: 6:00am-11:00pm 2016 as the nation'’s first dedicated Incheon
Facilities: Ground handling by Universal business aviation services facility. The Int ti [
Aviation, 77 parking stands, hangars, VIP lounge, offering features an executive terminal and LA LR )
crew lounge, customs, immigration 12,490m? (134,500ft) of hangar space that Alrport
and quarantine (CIQ) control, and private can accommodate up to eight G550 or Global
mgetlng rooms. o 6000 simultaneously.
FBOs: Korean Business Air Service, Asia Air Jet, The terminal and 5,721mz (61,580ft2) of the
Jetex, UBjet Aviation, and more. hangar space are directly managed by KAC,
Runway length: 14R/32L - 3,200m (10,500ft); and the remaining maintenance hangar
14L/32R - 3,600m (11,800ft) area, spanning 6,769mz (72,900ft2),

Distance from Seoul: 10 miles (16km) is managed by Avjet Asia.

Incheon International Airport

Operating hours: 24/7
Facilities: Full ground-handling services,
passenger and crew lounges, restaurants, and
aircraft parking for up to 72 hours. Airport slot
bookings and parking permits are mandatory.
FBOs: Jetex, ANC International and Flightrans
Jet. Maintenance provided by Korean Air
Maintenance & Engineering. .
Runway length: 15R/33L — 3,750m (12,300ft); Incheon is the
15L/33R - 3,750m (12,300ft); largest airport in
16/34 - 4,000m (13,100ft) South Korea and the

Distance from Seoul: 30 miles (48km) ]Tﬁffihaeg:;er:tvz:fr'stzvg rtlf?e

best in the world by Airports
Council International for 11
consecutive years from
2006 to 2016.
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Q Korean potential

Anthony Boocock is flight support manager
at Avjet Asia, the home of South Korea’s
first and only FBO. He believes the business
aviation sector in the country is strong, with
the future looking promising.

“Business aviation has experienced solid
growth over the past couple of years in South
Korea, with an increasing number of private
jets arriving in the country,” he comments.
“The vast majority of the aircraft are either
long range or super large jets, with about two
thirds being business travelers and the other
third coming for tourism purposes, typically

from Asia. Seoul is the hub for business
aircraft traffic,” Boocock adds.

“Gimpo Airport offers quick access into the
city and has the country’s only VIP terminal,
allowing passengers to move from airside
to landside within 15 hassle-free minutes.
According to the Korea Airports Corporation
(KAC), business flights at Gimpo Airport are
predicted to rise to 2,150 in 2030 from 1,150 in
2016. This is up from just 180 in 2005.

“While most of the traffic has been from
international arrivals, we forecast that there
could be a domino-type demand for charter

-y,

1

/
'

FLYING TO SEOUL

City perks

Seoul is famed for its skyscrapers,
temples and love of futuristic
technology. The city is South Korea's
largest and most densely populated
metropolis. Here are some of the
most popular sights to see in Seoul:

Bukchon Hanok Village
Translating as ‘north village’,
Bukchon is home to Seoul’s largest
concentration of traditional Korean
homes, some 900 of them. Get lost in
the atmospheric streets and enjoy an
authentic Korean experience.

Changdeokgung
One of Seoul’s five main palaces,
Changdeokgung is a World Heritage
site. The palace was built in 1405 and
was the primary royal residence until
1872. English tours run twice a day.

Gwangjang market
This is Seoul’s busiest food market,
with over 200 stalls. Authentic Korean
delicacies are on the menu here,
including dumplings, pig’s trotters
and makgeolli - milky rice wine.

flights from within Korea, as well as a need
for aircraft management services.

“Avjet Asia operates Korea’s only full-
service FBO and has the largest and most
experienced staff on hand 24/7, ready to
support flights at any of the 15 airports
throughout the country. Our hangar is
capable of holding six G550s and we have
business jet-dedicated GSE. Avjet Asia is
based at the Seoul Gimpo Business Aviation
Centre (SGBAC) and has been at the heart
of the growth of business aviation since
its founding in 2008.” O

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 17



INTERVIEW: DREAMS SOAR

Living

Shaesta Waiz, founder of Dreams
Soar, shares her story as she is
recognized by the NBAA’s Top
40 Under 40 as one of the most

n October 2018, Shaesta Waiz, founder and president

of Dreams Soar, Inc., was revealed as one of the NBAA’s |nsp|r|ng young profeSS|onaIs In
2018 Business Aviation Top 40 Under 40, which recognizes the bUSineSS aViation industry

young business aviation professionals for their career
accomplishments and dedication to the industry. Waiz’s Words | Helen Norman
story to date is an impressive one.
Born in a refugee camp in Afghanistan in 1987 in the middle of
the Soviet-Afghan War, as a young girl Waiz fled the country with
her family as refugees to the USA. She went on to become the first
certified female civilian pilot from Afghanistan and in 2017 became
the youngest woman to fly solo around the world in a single-engine
aircraft, which she did with support from the business aviation
community. Through Dreams Soar, a non-profit organization she
founded in 2014, Waiz is now using her experience and life lessons
to inspire young people to pursue a career in STEM and aviation.
Waiz admits that during her younger years in the USA she was
terrified of airplanes: “Part of the reason for this was that my family
came to the USA as refugees during war - a war that included air
strikes,” she explains. “I didn’t know anyone involved in the aviation
industry. The only time | heard about airplanes or pilots was on the
news when there was an accident. Back then, | believed aviation to
be very scary and dangerous.”
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Jill Meyers

Shaesta Waiz highlights one event that proved both
challenging and rewarding during her solo flight
around the world

“During my trip | attempted to cross the North Atlantic
Ocean from Canada to the Azores, a series of islands off
the coast of Portugal,” she explains. “About 300 miles
across the ocean, one of my radio antennas sheared off,
slammed into the airplane, and was just dangling off the
aircraft. It was a very dangerous situation because this
antenna was long enough to wrap around my control
surfaces or it could have interfered with the propeller
and jammed it, which would've caused me to do a crash
landing into the ocean. | turned the airplane around and
landed on an island called Saint Pierre and Miquelon off
the east coast of Canada. | was able to take the antenna
off and I had to then fly to another airport to get it fixed.

“During the second attempt to cross the North
Atlantic, I looked out of the window and realized there
was nobody else flying. This is a route that airliners
typically do not fly. | looked out for any sign of life like a
bird or a boat, but it was just me and the ocean, 5,000ft
above the water.

“As | was writing my fuel calculations, it hit me that
in the history of aviation, there had only been seven
women who had crossed that ocean by themselves in a
single-engine aircraft. | would have never guessed that
a girl from Afghanistan who left her country as a refugee
would be the eighth woman to fly across that ocean. It
was a moment of history for me, and a celebration that
aviation, especially for women, is changing. It was about
challenging myself and doing things that other people
don’t do, so that one day it becomes the norm and it is
more accepted.”

Dreams Soar, Inc
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Above: Shaesta Waiz showcased the
Dreams Soar initiative at NBAA 2016
in Orlando, Florida

Left: Waiz’s Beechcraft Bonanza

Below: Waiz receiving the National
Air and Space Museum 2018 trophy

Smithsonian
National Air and
Space Museum



Dreams Soar, Inc

“During this time, | also struggled in education. My
parents came to the USA with the idea that they were going
back to Afghanistan once the war ended,” Waiz continues.
“Because of this we didn’t really immerse ourselves in
the American culture. We couldn’t speak English in the
house, it was always Dari and Pashto - two languages
spoken in Afghanistan. We also had to dress conservatively.
Throughout the years, my parents realized that the war
wasn’t ending any time soon, so they allowed my five sisters
and me to embrace the American culture. The problem was
that English was my third language, so it was difficult for me
to feel a connection with education.”

First flight

Waiz had settled on the fact that her future lay in her home
town of Richmond, California, where she was expected to
get married at a young age and start a big family. This all
changed when, aged 17, she took a flight from California
to Florida just after she graduated high school. “l was
terrified,” Waiz comments. “I just remember finding my
seat on the airplane, buckling up and preparing for the
worst. However, as the aircraft gently lifted off the runway
and made its way into the sky | started to feel curious and
excited. | wanted to know how the plane was flying, how was
this piece of metal carrying all of these passengers, and
how are the pilots navigating the skies.

“My aunt picked me up from the airport in Florida and
asked me what | wanted to do during my visit. | told her |
wanted to stay at the airport and learn how to fly. From that
moment on, my interest in aviation grew,” she adds.

Waiz went on to get bachelor’s and master’s degrees
at Embry-Riddle Aeronautical University in Florida. She
completed her flight training to become the first certified
female civilian pilot from Afghanistan. “During my training,

Dreams Soar, Inc

Above: Waiz meeting
children in Dubai as
part of her solo global
flights

Below: Waiz traveled
to Montreal-Trudeau
Airport in March
2016 to give a special
presentation on her
work to the ICAO
Council

INTERVIEW: DREAMS SOAR

| wanted to find a woman who had a similar background

to me and was successful in aviation,” says Waiz. “|

was looking for inspiration. | reached out to the Afghan
government and shared with them the fact that | was going
through flight training and | was looking for a mentor. |
asked for a list of female pilots from the country. After a
couple of months, they wrote back and said the government
had no history of there ever being a certified civilian female
pilot. They said because | was born in Afghanistan and | had
to leave because of the war, if | got my license they would
recognize me as the first female civilian pilot of Afghanistan.
That’s all | needed to hear - | knew there needed to be a
role model for Afghan women in aviation.”

Solo journey

Waiz wasn’t interested in flying commercial airliners and

at first she wasn’t really interested in business aviation. “I

wanted to use my experience to talk to younger generations

about their dreams and inspire them to go after careers in

STEM and aviation,” she explains. “That job description

didn’t exist, so | created it and set up Dreams Soar.”
Dreams Soar is all about education and connecting with

young people to inspire them to achieve their goals. This

is achieved in many ways and Waiz plays a leading role,

including undertaking 33 speaking engagements in the past

year since the conclusion of her solo flight around the world

“l wanted to use my experience
to talk to younger generations
about their dreams and inspire
them to go after careers in
STEM and aviation”
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Skylink Services Ltd is well-established and well known for the
provision of ground handling services for Executive and Military
Aircraft in Cyprus. It began operations in 1998, filling the gap in
the Executive Aircraft ground handling market at both Larnaca
and Pafos International Airports of Cyprus.

Over the last decade the company has grown
significantly in size and reputation. Skylink Services
owns and operates the only FBO facility at Larnaca
Airport offering around-the-clock professional VIP
aircraft and passenger handling services. Currently
representing over 400 companies that own or
operate executive aircraft worldwide, the company
caters to aircraft ranging from very light jets to
larger aircraft such as Boeing 747 and Airbus 340
and we are the preferred choice for most VIPs,
celebrities and business persons travelling to or
from Cyprus.

Skylink Services also manages and operates

the Heads of State Lounge facility at Larnaca
International Airport. This Lounge is used by all
Heads of State visiting the Republic of Cyprus as
well as a host of other visiting dignitaries. Optimum
and problem-free operation is evidently crucial

as over the past few years the General Aviation

Skylink Services Ltd

Terminal was used by Pope Benedict XVI, on 6th
June 2010, when he completed a historic official
visit to Cyprus. In addition, the Terminal was used
for the Heads of State during the second half of
2012 when the Republic of Cyprus was hosting the
EU Rotating Presidency. Numerous Presidents and
dignitaries have also used the terminal on official
visits to Cyprus i.e Vice President of the United
States Joe Biden, Former President’s of the United
States Jimmy Carter & Bill Clinton, President of
Russia Mr . Medvedeyv, former EU commissioner
Barroso and current EU commissioner Junker,
German Chancellor Angela Merkel and many
others.

Skylink Services Ltd, with its experienced
personnel, discretion, high calibre of
professionalism and its desire to strive for
excellence, is the preferred ground handling
provider in Cyprus.

Larnaca International Airport, P.O.Box 43012, CY 6650 Larnaca, Cyprus

Tel: +357 24 840900 -+ Fax:+357 24 66 58 05

24hr Operations

Tel: +357 2464 33 34 - Fax:+357 24 64 35 99

Email: flightops@skylink.com.cy

www.skylink.com.cy



The NBAA's Top 40 Under 40 was revealed at the NBAA-BACE
event in Orlando, Florida, in October 2018. The list included
pilots, technicians, CEOs and marketing specialists, and
acknowledged 40 young professionals shaping the future of
business aviation. Business Airport International spoke to a
few of the professionals featured in 2018’s list...

Who: Adam Beckman

Position: Lecturer and director,
Center for Aviation Studies,
Ohio State University

Favorite aircraft: Douglas DC-3

Beckman began his business aviation
career working for a small aircraft accident
investigation company in Columbus, Ohio. “It was a great
experience and taught me about the industry and the legal
world,” he says. Beckman went on to work for a fractional
aviation company, and was asked to teach some aviation
classes at local universities. “That blossomed into a full-
time position at Ohio State University,” he adds.

Beckman believes the biggest challenge facing
the sector at the moment is the shortage of qualified
individuals. “The sector needs to attract, mentor and
maintain younger candidates to lead the industry into the
future,” he says. “In terms of future trends, VTOL aircraft
and single-pilot operations will grow. These will change
the industry and hopefully make it more accessible to all.”

Who: William R Bohlke

Position: President and CEO, Bohlke
International Airways

Favorite aircraft: Mitsubishi MU-2

When Bohlke took over Bohlke

International Airways (BIA) as president

and CEO two years ago, he gained nearly six

decades of experience from his retiring parents.

“My grandfather started BIA in 1959 and then passed the
business on to my parents,” he says. “Flying and refueling
airplanes were just part of growing up for me. | obtained
my pilot’s license at the age of 17 and joined the US Air
Force in 2003, before joining the family business.”

Some of Bohlke’s fondest memories from his career are
helping with medical evacuations and organ donor flights.
“For example, we were able to evacuate families from
Tortola in the Caribbean after Hurricane Irma,” he explains.
“Passengers were in tears of gratitude because we were
able to get them out of desolate conditions.”

Hurricanes have also left a lasting impact on BIA's FBO
in St Croix. “We are currently rebuilding the facility we lost
to Hurricane Maria and we are placing a great emphasis on
modernization,” he explains.

Bohlke believes that unmanned aircraft systems
(UAS) will shape the future of the business aviation
sector. “Therefore, BIA has proactively invested in a UAS
department and several drone platforms to expand
into this sector,” he explains. “We are also watching the
succession of vertical and/or short take-off and landing
[VTOL] aircraft. In our Caribbean region, VTOL will be a
tremendous opportunity to increase inter-island travel.

Continued on page 24

Dreams Soar, Inc
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“l visited 22 countries across five continents,
traveling close to 25,000 nautical miles. We
hosted 32 outreach events, connecting with more
than 3,000 children from around the world”

Above: Waiz speaking
to children in Montreal,
Canada on May 15,
2017, on the third leg
of her around-the-world
solo flight

in 2017. “Dreams Soar uses business and private aviation
as a vehicle to go out and connect with people,” Waiz says.
“We’re an all-volunteer team that is made up of seasoned
professionals from the aviation industry who can advise
Dreams Soar when needed.”

Her interest in the business aviation sector grew when
she began planning her global solo flight around the world,
which was undertaken as part of Dreams Soar. “Between
May 13 and October 4, 2017, | flew around the world in a
single-engine Beechcraft Bonanza,” she explains. “The
entire trip took 145 days and the purpose was to meet
and inspire the next generation of STEM and aviation
professionals. | visited 22 countries across five continents,
traveling close to 25,000 nautical miles. We hosted 32
outreach events, connecting with more than 3,000 children
from around the world.

“As you can imagine, this trip was very expensive,” she
continues. “This is where the business aviation industry
really stepped in. It helped provide funding, fuel, services -
anything to help make this mission successful and get me
flying around the world.”

One example of how Waiz received support from the
business aviation community was when she was in India
and experienced fueling problems. “My aircraft isn’t that
commonly used around the world, so finding maintenance
and fuel was a challenge,” she explains. “When | got closer
to India, | noticed that the fuel | needed came in large
barrels and you had to hand-pump every gallon into the fuel
tanks of the aircraft. Hand pumping is a tedious process
and | was flying right in the middle of summer. The FBO
crew on the ground were out there in the heat sweating with
me and taking it in turns to pump the fuel, going above and
beyond what they typically do.”
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Continued from page 23

Who: Jessica Rowden
Position: General manager,
Cutter Aviation

Favorite aircraft: The Pitts
Special series

Rowden entered the business
aviation industry in 2002 as a
customer service representative at
Jackson Hole Aviation, an FBO located at Jackson Hole
Airport in Wyoming, USA. From there, she went on to
undertake various roles at Cutter Aviation, including
in customer service, FBO facility management and
general management. “In 2014, | was asked to take
over the original Cutter Aviation facility, which opened
in 1928, in Albuquerque, New Mexico, as general
manager,” she explains.

Looking back over her career to date, Rowden
says that one of her fondest memories was when
she met Bob Hoover, a US Army Air Forces fighter

Dreams Soar, Inc

Other FBOs, such as Signature Flight Support, Sheltair, Above: Waiz honored Jerrie
Atlantic Aviation and Cutter Aviation, donated fuel to Mock, the first woman to fly

Waiz’s mission. “When | went to Signature, they went out s°'°.ar°und the world, by
making Mock’s hometown

of their way to help me,” she continues. “They offered me i : . . . . . “

a car for frge to (E)and drive around the cit Iywas visitin c’tf COIUTnbus,l 0;“:)', oy AR BT EETENCI ST T IS HOEn]

Furth A'gC linai ded meal fy g.f stop on hierglobatjourney aviation enthusiast, that was one of the best days of
urthermore, Air Culinaire provided meals for every one o Below: Waiz in Athens on the my career” she comments. “He was such a joy to be

my international stops where catering was available. The eighth stop on her around-

around - his stories and experiences unforgettable,
his humor infectious.”

Rowden believes that advances in technology will
change how the business aviation facility operates in
. the future. “Technology has changed the reservation
Returning home and scheduling process at an FBO. Programs such

whole business aviation industry came together to help me. ~ the-world flight
These are competitors who put competition aside to help in
any way they could to get me around the world.”

One of the key stops on Waiz’s mission was Afghanistan.
“I wasn’t sure how | was going to be received, because
sometimes refugees are viewed as people who escaped
the hardship,” she explains.

Waiz was greeted at Kabul International Airport by her

father, who currently works in the Afghanistan government.
“As | came out of customs | noticed there was a large crowd

of around 300 people outside the airport. | asked my dad
what was going on and he said, ‘They are all here to see

you!” As | went out into the street there were people playing

music and dancing and the media was there asking me
questions about the trip.

“During my short trip to Afghanistan, | got to connect
with 300 children from Kabul. | spoke to them about the
importance of education and | hope, as a young woman
from Afghanistan, | inspired them to go out and achieve
their goals. | also got to meet the prime minister and first
lady of Afghanistan. It was an extremely memorable
experience for me.”

Since the completion of the global flight,
Dreams Soar has partnered with an additional
29 organizations to continue its outreach efforts.
“We’ve met another 8,000 children face to face,”
Waiz comments. “I plan to continue speaking to
children to tell them that the world, the aviation
industry and STEM needs them and they cannot
let their current set of circumstances define who
they are. | just hope that my story is an example

as FlightBridge, which is a technology platform that
enables us to connect with our partners, has impacted
the way our operation functions. It has streamlined
the process and made information available and
sharable with our clients and other facilities. We are
able to track histories, for example, and have notes
and reminders to ensure that the customer has the
best experience possible. | feel that many flight
departments and customers will be moving to these
types of systems due to their ease of use, time saved,
and accurate and immediate confirmation of services.”
One of the key challenges that need to be
addressed, according to Rowden, is coverage of FBO
fees. “The Aircraft Owners and Pilots Association’s
recent publicity regarding user fees has been tough
on the FBO operators,” she explains. “While there are
understandably many opinions on the matter, the
challenges, security requirements, lease requirements
and increasing costs facing the FBO industry have
not been acknowledged by the association. It would
be beneficial to both the FBO operators and their
clientele to have balanced reporting on both user
fees and the reasons behind them.”

Business Airport International will be running a series
of interviews with professionals from the NBAA’s
Top 40 Under 40 on its website over the coming

weeks. Visit www.businessairportinternational.com
to read more

for them to dream bigger and go after these exciting
careers and not allow anything to hold them back.”

Dreams
Soar, Inc
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KaiserAir has a dynamic heritage with
more than 70 years of perfect safety
records as the pioneering leader in
managed aircraft. The company’s motto
is “Together We Build’, and we mean it.

Many of the nearly 160 employees who
drive and protect the KaiserAir brand are
long term professionals who are masters
in what they do - all with an eye on safety,
service, and the highest attention to detail
for our clients.

Our two full-service FBOs, located at the
Oakland International Airport in Oakland,
CA and Sonoma County Airport in Santa
Rosa, CA, are conveniently located for quick
access to the thriving San Francisco Bay
Area businesses and the Sonoma and Napa
Valley wine regions.

KaiserAir also offers Aircraft Management
Services, Aircraft Charter, FAR 121 Airline
Service in Boeing 737 aircraft, two of
which are ETOPS 180 rated.

KaiserAir Oakland Jet Center(KOAK)
8735 Earhart Road

Oakland, CA 94621

510-569-9622

oak@Kkaiserair.com
www.kaiserair.com

KaiserAir Santa Rosa Jet Center (KSTS)
2240 Airport Blvd

Santa Rosa, CA 95403

707-528-7400
customerservice@kaiserair.com
www.kaiserair.com




EMPTY LEGS

How are new technologies opening up the private
and business jet market by making empty legs
available to a whole new customer segment?

Words | Keri Allan

Theleg
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EMPTY LEGS

esearch from Revolution.Aero
has shown that advances in
technology are set to make
flying business aviation much
cheaper and easier over the
next five years. One area that
looks set to improve dramatically, thanks mainly to
a growth in apps, is the ability to book individual
seats on private jet ‘dead legs’ or ‘empty legs’.
These are generally empty return flights or when
an aircraft is returning to base or being moved
to a different location. Just over half (51%) of the
business aviation professionals questioned by
Revolution.Aero anticipate that it will become
easier to book dead legs at discounts on charter
rates of up to 75%.

work
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EMPTY LEGS

“A growing number of companies
branch into flight booking solutions
in order to turn these empty legs
into revenue streams”

Saskia de Jong, director of sales Americas, Avinode Group

According to Robert Basha, founder and CEO of
Takeoff360, the mobile app that connects consumers with
private jet charters around the globe, “One out of three
private jets do not have any passengers on board. Not
only is this a big waste of fuel and money, but the carbon
footprint to our environment is beyond staggering. Making
these one-way legs available to consumers at lower prices
helps address a major inefficiency in the air charter industry
and is a win-win for all.”

Saskia de Jong, director of sales Americas at Avinode
Group, believes that technology will help reduce the number
of empty legs dramatically and that we’re now beginning
to see “a growing number of companies branch into flight
booking solutions in order to turn these empty legs into
revenue streams”.

For example, in August 2018, Vistadet founder Thomas
Flohr made the move into business aircraft leasing and
flight booking technology as part of an expansion backed
by a US$200m investment by private equity firm Rhéne
Group. Flohr set up Vista Global Holding, which includes
the original Malta-based charter business as well as a new
leasing arm, Vista Lease; and TechX, a technology unit that
will market an app-based booking platform to third-party
operators designed to fill empty legs on positioning flights.

“Vistadet has developed the strongest and most reliable
integrated end-to-end technology for managing complex
fleets on a global scale,” says lan Moore, chief commercial
officer at Vistadet and Vista Global Holding. “When talking

Technology updates

with our brokers to understand their requirements, Flohr
identified an opportunity for smaller operators to take
advantage of the technology we have developed. This is
where TechX comes in. Its mission is to shorten the distance
between customers and fleet operator, improving quality of
service and reducing prices across the marketplace.”

Brokers and operators now have access to a wide range
of platforms that can help them fill empty legs. One of
the most well-established technology firms in this area is
Avinode, which has now built integrations with roughly 40
different scheduling systems. In addition to listing empty
legs on its B2B platform, the company also verifies that
these are ‘real’ empty legs available for sale.

“Sometimes an empty leg is scheduled, but the operator
may not necessarily want to sell it - for example, it hasn’t
been noted that this is an owner flight,” says de Jong.
“That’s an additional step we’re taking, plus we also price
up the empty legs.”

Some of the latest technologies that are making it easier for passengers to access empty legs

Founded in September 2018, TechX is one of the

four companies within the Vista Global group.
As the technology pillar of the group, TechX
has been developed to expand upon existing
proprietary technology. Fifty developers are
currently in place to work on how to eliminate
process deficiencies, automate interactions,
improve security and integrate all stakeholders
involved in delivering a flight. The company’s
mission is to create end-to-end services to
allow companies to find customers, manage
bookings, track flights and plan trips directly
with operators - all on one platform.

Avinode recently upgraded its Empty Leg
Search web app to make searching for dead legs
even easier than before. Brokers and operators
can customize the app to enable website visitors

to look for empty legs solely within their own
fleet or across the entire Avinode system. The
upgrade also provides the ability to monitor
app activity, which will help companies
review and revise their marketing strategies
accordingly, maximizing the conversion of
website visitors to customers.

In October 2018, Takeoff360 updated its
app in a move designed to make private jet
charters more accessible to a broader clientele.
The 2.0 version of the platform is able to show
travelers near-real-time data on the worldwide
empty legs available from safety-certified,
vetted operators. It also enables customers to
secure online payment via Apple Pay. The app
also provides photos of the jet, lists amenities,
provides the aircraft’s safety certifications,
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insurance coverages, and more, so consumers
can make choices based on their preferences.
Mobile features, like push notification, alert
users when deals become available on their
favorite routes.



Left: Takeoff360 is an
easy way to find and
book a private jet charter
anywhere in the world

Below: Users simply
download an app to find
available empty leg flights
in near real time

Optimizing potential

Technology is helping optimize empty leg potential in a
number of ways, from using algorithms to help brokers
see a larger number of potential flight routes, as well as
developing apps that give consumers improved access to
empty leg opportunities.

Returnjet, for example, streams approximately 2,000 live
empty legs on its platform via API directly from operators’
scheduling software. Brokers can then take advantage
of the company’s empty leg corridor technology, which
matches any suitable empty legs to a broker’s searches
based on the length and direction of flight and percentage
of deviation required.

Talking about the Returnjet solution, CEO Mark
Blanchfield says, “Let’s say you're in London and you want
to fly to Nice. The system looks at all the empty legs on
offer and our algorithm draws a corridor around your trip.
So, if an aircraft was going from Birmingham to Palma for
example, that’s within the corridor and it’s a lot cheaper for
the Birmingham airplane to fly to London and pick you up,
drop you off in Nice, and then fly on to Palma. Historically,
you’d only be able to see empty legs from London to Nice;

EMPTY LEGS

Left: Empty leg
technology is opening
up the business aviation
charter market to a
much wider audience

now you have a wider view on empty legs in the area,

so we’re able to help more operators sell them.”
Returnjet, along with many of its competitors, also

offers brokers ‘white labeled’” apps, which they can

customize to their own brand. Potential customers can

then use these on their phones to search for both charter

flights and empty legs.

A 247 service

Vistadet’s Moore highlights that to manage empty leg
bookings, operators and brokers need to be able to offer

a 24/7 service that meets the expectations of the customer
and the nature of this type of booking. “Digitally this is
namely location, timely notification of offers, transparency
of value in pricing, and first and foremost speed of booking.
When booking an empty leg through our app, flight
confirmation can come within minutes,” he explains.

“Ten years ago, there were maybe five apps focusing on
the business aviation sector, compared with more than 50
now,” says Alasdair Whyte, co-founder of Revolution Aero.
“Some 84% of business aviation professionals expect there
to be even more private jet apps on the market by 2023,
with one in three expecting significantly more.

“In this data and technology revolution, there is so
much more that can be done to enable owners of business
aircraft to make their assets more accessible to potential
customers, further enhancing the income, or contribution to
costs, they earn from them. This, coupled with the greater
flexibility in how business aircraft can be chartered, will
open up business jet travel for many more people,” he adds.

Takeoff360’s Basha believes technology like his, which
includes an app to source, reserve and book air charter
flights, brings private jet travelers closer to the digital
experience they’re accustomed to on platforms such as
Amazon, Uber and Expedia. “Consumers use cell phones
for most forms of commerce and transactions today, but
private jet charter has lagged in this area. | think companies
that are investing in technology and who take the
importance of user experience seriously will benefit
from current trends,” he says.

Unique challenges

The empty legs market does offer many opportunities,
but it also comes with its own unique challenges. Doug
Gollan, editor-in-chief of Private Jet Card Comparisons,
points out that it’s important to realize that not all empty
legs are made equal. “For example, an empty leg
positioning an aircraft from Westchester County Airport to
Teterboro, or from Fort Lauderdale Executive to Miami-Opa
Locka Executive Airport, probably isn’t going to be very
attractive to sell because they are close together. Empty
legs from South Florida to New York, or from Las Vegas to
San Francisco, are a different situation,” he explains.
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EMPTY LEGS

“On the whole, business aviation customers
don’t use one flying solution 100% of the
time. They look for a variety of options
depending on their specific needs”

lan Moore, chief commercial officer, Vistadet and Vista Global Holding

Another issue to consider is the risk that comes with
booking an empty leg. Yes, customers can get some
amazing deals on empty leg flights, but they must be willing
to be flexible and accept any last-minute changes and
cancellations can take place. This can narrow down the
potential customer base.

“I would say the biggest challenge with an empty leg
is aligning the needs and interests of the actual private jet
traveler, as well as the broker, operator, pilots and the actual
aircraft owner,” says de Jong. “Empty legs are obviously very
discounted, but there are restrictions that come with that.”

Gollan continues, “Empty legs will always be controlled
by the whims of the full-paying charter customer or owner
of the jet. “When they change their mind, your empty leg
changes or disappears, meaning the customer needs to be
flexible. They also need to make sure they can cancel their
rental car or hotel at the destination they are flying to, or be
prepared to buy a last-minute airline ticket. And that’s part
of the challenge. If your empty leg cancels, are you flying
from or to airports that have convenient commercial airline
flights, or are you going to have to get a taxi to go 50 miles
to another airport to catch a flight?”

Diluting the benefits

Some may question whether the empty leg market actually
dilutes the main benefit of business aviation - flexibility.
However, industry experts believe that it does have a place,
as customers will always have different needs.

“On the whole, business aviation customers don’t use
one flying solution 100% of the time. They look for a variety
of options depending on their specific needs for individual
trips. Some may own an aircraft, have jet cards and hourly
subscriptions, but will also look to on-demand flights
in certain areas of the world. Other customers may be
commercial first-class fliers who look for opportunities
of an empty leg or charter flights with the best price every
time with the knowledge that availability may change,”
comments Moore.

“The industry not only sees the demand for flexibility -
especially for core business fliers - but also certain ad hoc
city-pairing flights, and this is where we see the potential for
empty legs to continue being utilized,” he adds.

Patrick Margetson-Rushmore, chief executive of

Top tips

Three industry professionals share their tips on how
to capitalize on empty legs and what to be aware of

“Ensure that customers understand the additional
risk and complexity, but also that empty legs aren’t
cheap. There is an expectation that empty legs are
offered at a discounted rate, but it would be naive
to think that in some cases you might be able to fly
for a few hundred dollars!”

Saskia de Jong, director of sales Americas at
Avinode Group

“In many cases, passengers are focusing far more on
the price available and not the safety and security
background of the providers - the age and ownership
of the aircraft, training of crew, or service standards.
We urge passengers to ask the provider questions of
who is flying them from A to B before they book.”

lan Moore, chief commercial officer at Vistajet and
Vista Global Holding

“When marketing empty legs through a platform,
there are a number of best practices to keep in mind.
First, the operator should verify the empty leg route
with city pairs rather than leaving them open-ended
with only the departure city and direction of flight
path. Second, charter operators should include the
best possible price, respond quickly to inquiries, and
keep all photos and safety ratings as up-to-date as
possible. Finally, operators should not depend on
automatic scheduling software to post empty legs.
Instead, they should verify and add them manually
and be very clear with any specific details such as
departure times and strict cancellation policies.

In addition to this, those who deliver mobile-first
digital convenience for clients will not only be able
to serve existing clients better, but they will also

be well positioned to capitalize on the millennial
market and future digital native market segments.”
Robert Basha, founder and CEO of Takeoff360

Luxaviation UK, concludes by saying that the biggest “Mak'ng these One'Way ,egs
challenge now is to raise awareness of empty legs and ava,‘lab,e to consumers at lower
their benefits to the wider market. . .

“I think the technology is really there now - these apps prices helps address a major

and websites give customers access to all the information.

I’s not IT holding things back; it’s the marketing of empty '"efﬁc'ency n the air charter
legs to the general market. Finding the target market is industry and is a win-win for all”

probably one of the hardest things to do. More people need Robert Basha, founder and CEO, Takeoff360
to be made aware of empty legs and what they can offer.”
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CUSTOMER EXPERIENCE

PMG’s 2018 Global Customer
Experience Excellence report looked
at the rapidly increasing pace of
global change and the growing
complexity of everyday life, and

how businesses need to work hard
to deliver competitively superior customer experiences. The
report states, “New experiences and new competitors are now
continuously resetting customer expectations. At the same time,
new technologies - artificial intelligence, machine learning, bots,
predictive analytics and a host of others - are radically changing
the way brands engage and interact with their customers. The
customer relationship has never been in such flux. Deep, effective
insights have never been more important.”

It continues, “The very best brands for customer experience
excellence are now starting to think of their customers as assets
that should be protected, nurtured and invested in. They view
their customers’ loyalty as a form of equity in the company, as
progressive CFOs increasingly take an interest in the long-term
value of customer experience excellence.”
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customers

Business Airport International explores how
business aviation airports and FBOs can
create the ultimate customer experience

Words | Hilary Robertson

Sky Valet’s FBO
network spans five
countries, including
its Ibiza facility

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 33






“Anticipate the questions
customers might have
and provide those
answers in advance”

Patrick Margetson-Rushmore,
CEO at Luxaviation UK

Smooth and efficient

Experts in business aviation agree that the customer has
never been more critical. “The objective of an FBO is to
minimize the time one of our customers spends with them,
and to make that time quiet, private and hassle-free,”
explains Patrick Margetson-Rushmore, CEO of Luxaviation
UK. “There are a number of people our customers interact
with when they arrive to take a flight, and every one of them
has to make sure it’'s a smooth and efficient process.

“The chauffeur, reception staff, customs officials and
people who take them to the stand are all vitally important
in maintaining a relaxed environment for the customer.
Business people and our wealthy customers want privacy
and small FBOs can get busy - employees have to ensure
that even on those occasions they still provide the highest-
quality customer experience. Sometimes it’s as simple as
remembering to smile.”

Margetson-Rushmore suggests personal attention to
detail as one of the keys to unlocking the best experience:
“Instead of asking if there’s anything someone needs, offer
them a cup of coffee. Anticipate the questions they might
have and provide those answers in advance. It can be
helpful to point out all the facilities you know a customer
will be looking for. At peak times it’s vital to have enough
staff on hand and it’s always better to over-plan each stage.
Complacency leads to mistakes,” he says.

Ongoing training

Some organizations train their people to provide a good
customer experience, but the tools and techniques are

not re-applied when new staff join or refreshed to ensure
standards are maintained. Dave Murray, senior consultant
at customer service training company Didulius Group,
believes training needs to be an ongoing process: “We go
in and help a client create standards, ensuring they are then
met consistently across the business,” he explains. “But

Left: Sky Valet tailors its
customer experience to
reflect its locations

Sense of place

Sky Valet explains how understanding the specific requirements of each of its
25 locations is key to providing the right customer experience every time

The Sky Valet FBO network has
locations in five countries - France,
Spain, Portugal, Italy and Bulgaria

- and the company tries to create

an experience for its customers
tailored to each specific region. “We
strongly believe that empowering

our FBO management team is key to
creating the local identity, authenticity
and customized services that are
appreciated by VIP passengers. For
example, our FBO at Paris le Bourget is
mostly dedicated to business journeys,
so we always focus there on the most
pragmatic and efficient approach

for our customers, such as providing
the shortest distance between the
limousine and their aircraft,” says
Jérome Ferasin, chief commercial
officer for business aviation at

the company.

“However, at our Ibiza FBO,
customer expectations are very
different. We completely refurbished
the terminal this year and our
objective was to provide an ‘Ibiza’
feeling as soon as the customer
arrives. The FBO provides a fancy,
modern and bright atmosphere and
our customers can contemplate
fine art works, such as an original
Andy Warhol painting, thanks to a

partnership with a famous local
art gallery.”

For Ferasin, the best customer
experience is often the one that
goes unnoticed. “Most of the time,
delivering bespoke services simply
means that passengers will not
even realize that they actually went
through our facilities. We call it the
magical transportation experience,”
he explains. However, the company
strives to provide any and all services
a customer might request, even at
short notice. “Once, one of our regular
customers asked the Sky Valet team
to organize something very special at
aircraft arrival, as the secret purpose
of the travel was actually to propose to
his partner later that evening. He told
us on the way back that she said ‘Yes!"”

The most fundamental aspect
to ensuring the same high level of
customer service across the network
is employee engagement, according to
Ferasin. “Empowering our employees,
providing them with the strength of
the network without the constraints,
sharing best practices and giving on-
site training at, as an example, luxury
palaces in Monaco and the French
Riviera, enables us to provide the best
service we can.”

Left: Chauffeur-

CUSTOMER EXPERIENCE

driven transport is
a popular customer

amenity at FBOs

“If everyone in your organization treats
customers as if they care about them,
they will keep coming back”

Dave Murray, senior consultant at Didulius Group
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“The ultimate customer experience is
completely focused on the customer”

Blake Morgan, customer experience expert

Two new business aviation terminals are providing the ultimate customer

experience for visitors

The city of Milan is renowned for its
cultural and creative events, as well as
being Italy’s main industrial, commercial
and financial center, and it is only right
that its two main airports should reflect
these elements. The first business and
general airport in Italy, Milano Linate
has been completely refurbished and
reorganized and is now called Milano
Linate Prime. Operator SEA Prime
has also announced the opening of
Milano Malpensa Prime, a brand-
new terminal for business aviation
passengers traveling to and from the
intercontinental airport Malpensa.
Chiara Dorigotti, general manager
of SEA Prime, explains, “After restyling
the Milano Linate Prime terminal in
2015, we have developed new services
including lounges, concierge services
and a business center. There are also 10
hangars for aircraft and maintenance,
with additional ones being built. The
experience at Linate and the expected

Right and above: SEA Prime’s
Milan Linate terminal offering
includes BMW VIP vehicles

traffic growth has inspired a similar
project at Milan Malpensa, with the
opening of the new terminal scheduled
for June 2019.”

An exclusive partnership with BMW is
also helping SEA Prime raise its customer
service game, according to commercial
development manager Marco Funel. “Our
partnership with BMW is an example
of how we strive to provide the best
customer experience,” he says. “We use
BMW'’s VIP vehicles to move customers
between the terminal and the
airplane, which provides the
comfort people need.”

For passengers or crew
that want to shop, SEA
Prime also provides a
special service linked to
the upscale shopping area
at Monte Napoleone, a
popular destination for both
business and leisure visitors
to the city.

CUSTOMER EXPERIENCE

those standards need to be instilled in staff and the training
refreshed regularly if a business wants to truly exceed its
customers’ expectations.”

For Murray and his colleagues at Didulius, great
customer experience is not just about theory - it has to
work in the real world. “Not only do we create the tools
an organization needs, but we also make sure there’s
real management buy-in, particularly if there are several
locations involved,” he says. “Our approach works for the
business aviation industry just as much as it does for a
chain of coffee shops, healthcare providers, manufacturers
or hotels: the methodology and principles are the same for
any organization that has customers.

“The three principles that any organization needs to
embody to wow its customers are executive sponsorship,
creating a culture where internal customers are as
important as external ones, and providing ongoing training
for everyone to maintain a consistent set of standards.

“It all comes down to sincere appreciation. If everyone
in your organization treats their customers as if they care
about them, then those customers will keep coming back.”

Innovation and technology
Blake Morgan, customer experience expert, comments,
“Recent research has found that the airline industry is
hated because everything revolves around the airline and
not the customer. That opens doors for a wave of potential
new business aviation passengers. The ultimate customer
experience is completely focused on the customer -
making everything from booking a flight to checking in
and the inflight experience tailored to meet their needs
in a convenient and personalized way.

“Luxury hotels tend to be innovative with new ideas and
technology,” she continues. “They go above and beyond
to meet their guests’ needs. In many cases they even learn

“The experience at Linate and
the expected traffic growth
has inspired a similar project
at Milan Malpensa”

Chiara Dorigotti, general manager at SEA Prime
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CUSTOMER EXPERIENCE

their guests’ preferences and travel plans before they arrive
to provide the best experience. Aviation can learn from

this by treating passengers like actual people instead of
just numbers.”

Morgan believes the increasing use of new technology
such as chatbots and Al can help the industry find even
small ways to go above and beyond what customers expect.
“Customers want things to be as easy as possible and they
want information quickly. They want to know the status of
their plane, the location of their bags and how long it will
take them to get where they need to go. Common questions
at many airports are repetitive and could easily be answered
via an app,” she says.

“Above all, get to know your customers! We live in a
world with so much data available that can be used to
understand what customers want and need. Take surveys,
connect with customers on social media and in real life, and
find out what matters to them.”

Service and safety
Aviation Business Strategies Group (ABSG) created the
‘ultimate customer service training program’ - Don’t Forget
the Cheese! - that aims to teach the skills needed to provide
service and safety to customers. ABSG principal John
Enticknap explains, “The measure of success is whether or
not a customer will recommend an FBO to another aircraft
owner or operator. FBOs should include this question on
surveys and even ask customers before they leave: Did we
meet your expectations and would you recommend us?
“Most customers flying business class aircraft are
accustomed to high-end service experiences. They stay at
upscale hotels and resorts and dine at quality restaurants.
Their expectations of service quality are usually very high
and an FBO experience should not disappoint. We often
recommend our FBO clients take their customer service

“The measure of success is whether or
not a customer will recommend an FBO
to another aircraft owner or operator”

John Enticknap, principal at ABSG

Above: Renovations

at Milan Linate has
inspired projects at
Milan Malpensa
Below: Execujet’s St.
Gallen-Altenrhein FBO
in eastern Switzerland

“Although some of these small touches

are nice, the real customer service
story takes place outside”

Ron R Jackson, principal at ABSG
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team to a high-end hotel so that they can experience
first-hand the expected level of service.”

Fellow ABSG principal Ron R Jackson argues that
anticipation could bring real success in customer
experience: “Beyond basics such as fuel, auxiliary
ground power and lavatory cleaning, many FBOs now
offer concierge services for booking hotels and rental
cars for arriving flight crews. Anticipating customers’
needs means offering amenities such as wi-fi connection,
conference room, pilot lounges, flight planning facilities
and quiet areas for resting.

“Of course, others offer unique services such as valet
parking, personal vehicle washing and detailing, game
rooms with pool tables, pinball machines and workout
facilities with showers and saunas. Although some of these
small touches are nice, the real customer service story takes
place outside, where the aircraft rubber meets the ramp.”

Jackson continues, “At the end of the day, flight crews
primarily care about one thing: peace of mind. They want
to know that their passengers will be well taken care of
and that their prized asset, the company aircraft, is in good
hands. They notice if the marshaller is ready to guide the
aircraft safely in, if the limo is waiting, cooled down or
warmed up, depending on the weather. The list goes on.

“If you want to differentiate the experience and develop
repeat customers who become loyal to your brand, it’s
important that the ramp side of the FBO business makes a
first good impression. Then it’s up to the rest of the team to
cement the relationship by serving up a friendly course of
customer service so that the customer wants to come back
for second and third helpings,” he concludes.

All the experts interviewed agree that the ultimate
customer experience comes from anticipating needs and
taking on board feedback - every step of the way. It's
crucial to make passengers feel valued and appreciated
with every interaction they have with business aviation.









alone

Single pilot operations are notoriously difficult,
but new technologies and enhanced training
programs could go a long way to increasing
the safety of these flights. Business Airport
International investigates

Words | Hazel King
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SINGLE PILOT IFR OPERATIONS

here were 1,982 single pilot business
aviation aircraft accidents worldwide
between 2010 and 2017, according
to a recent study by Florida’s Nova
Southeastern University, and single
pilot IFR (instrument flight rules)
operations have been described by some as the most
dangerous type of flying. And yet, these types of operations
are often the most common in the business and general
aviation community, particularly in the USA.

“From the owner pilot perspective, single pilot operation
is all about flexibility and it is understandable why most of
them prefer to fly their business jets without a co-pilot,” says
Fabio Couto Bonnett, air safety investigator at Embraer Air
Safety Department, in his article Investigation of single-pilot
operation accidents. “The convenience of taking off when
you want, staying there as long as you want, and all other
aspects of operating your own aircraft, are at least a little
more complicated when you need an extra pilot.”

It is difficult to pinpoint the exact number of
flights being flown by one pilot because national
aviation administrations rarely separately
track flights flown as a single pilot operation.

“Although the data
is quite sparse, it would

However, FAA data shows that in 2016 there fouow that the maiority of

were more than 200,000 general aviation .

aircraft active in the USA and those aircraft bOth Personal and bus'ness
were flown for more than 20 million hours general av,'at,'on ﬂights that

during the year. The largest percentage of

these hours are flown as personal flights, are ﬂOWﬂ under IFR are ﬂOW"

the majority of which are almost certainly
conducted with a single pilot, according to The

with a single pilot”

MITRE Corporation, which has developed software Matthew Pollack, co-department head and were flown single pilot a majority of the time -

to improve the safety of single pilot flights.

“Within business aviation, a report by Breiling and
Associates found that of the business turboprop fleet that
can be flown as either dual or single pilot, these aircraft

The first fatal flight

Famous American baseball player is first fatality of
single pilot operations

On August 2, 1979, New York Yankees catcher Thurman
Munson was killed when he crashed his Citation 501
aircraft at Akron-Canton Regional Airport in Ohio. Two
other passengers on board the aircraft survived the
crash, and the accident was widely reported in the
national and international media.

However, it wasn't just the fact that the pilot was
a famous baseball player that made the accident
noteworthy - it was also the first fatal crash involving a
single pilot certified light jet in the USA. According to the
National Transportation Safety Board’s final report, the
probable cause of the accident was the pilot’s failure to
follow the appropriate checklist and to take action to
maintain sufficient airspeed to prevent a stall into the
ground during an attempted landing.
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project leader, The MITRE Corporation

67% - from 2011 to 2015,” comments Matthew
Pollack, co-department head and project leader at

The MITRE Corporation. “Although the data is quite
sparse, it would follow that the majority of both personal
and business general aviation flights that are flown under
IFR are flown with a single pilot.”

According to Gary Reeves, airline transport pilot and
master flight, instrument and multi-engine instructor at
PilotSafety.org, the number of single pilot operations is on
the rise and is being driven by the well-documented pilot
shortage. “We’re running out of pilots,” he explains, “and
so single pilot operations are very common. Somebody
who flies himself is almost always flying single pilot IFR,
even in the light jets. The commercial level - cargo and
charter operations - increasingly have single pilot IFR.
The airlines - the flag or scheduled carriers - are all
restricted to a minimum of two-person flight crews, but
that may change in the future.”

Better training

With so many pilots now flying their aircraft solo, what can
be done to increase the safety of these types of operations?
“In most cases, | think single pilot IFR is very safe, but

it all comes down to the amount of training the pilot
receives,” Reeves says. “There’s a big difference between



SINGLE PILOT IFR OPERATIONS

Digital Copilot from The
MITRE Corporation uses
software algorithms to
reduce solo pilots’ workload

a scheduled airline pilot and a charter or private pilot. The
airlines have a great safety record because they retrain their
pilots every 6 to 12 months. They have a deep master-level
understanding of the systems and know-how to work them
all. For the other operators, the training is not always that
in-depth, and that’s the problem.”

According to Reeves, the biggest issue at the moment
with pilot training is that “new people teach new people”.
He continues, “One of the ways you build experience
and hours to get to your airline job is you become a flight
instructor when you’re young, so by the time you start to
build real-world experience, you’re no longer teaching, and
the next generation is. There are cases where your flight
instructor took their first lesson just two years before you.”

Brad Pierce, president of Restaurant Equipment World
and an experienced solo pilot, agrees: “Many of these
instructors are equipped with knowledge of avionics, flight
instructions, teaching instruments, weather, etc, but are
ill-equipped to teach distance flying or business types of
operational flying. It’s not a criticism of them; it’s simply
because they haven’t done it themselves.”

Reeves believes that more in-depth training for
those going through flight instructor school, as
well as encouraging a pilot preflight check,

could alleviate many of the safety issues

associated with single pilot IFR operations.

“Every pilot preflights the aircraft before every

flight, checking 50 or 60 things on the airplane

Single pilot’s perspective

Business aviation is key to operations across the USA

Brad Pierce, president of Restaurant
Equipment World, is no stranger to flying single
pilot IFR and has conducted 144 such flights
in the past year alone. “My aircraft is like a
forklift in my warehouse,” he enthuses. “It's a
vital tool for getting business done. It's very
common for me to hop from city to city - and
state to state - visiting three or four customer
locations in a single day. Often, I'll also go for
two- to three-week runs, and during those I'll
have upward of 28 meetings across more than
a dozen states in the course of the trip.”
Pierce’s main advice for pilots looking to
fly solo is to build up their experience slowly
to ensure these operations become second
nature. “When | began doing these single pilot
trips, I'd schedule to arrive the day before a
meeting and depart a day after the meeting.
I'd ensure there were zero flight pressures by
having such a wide window before/after to do
the flying. I'lL still do this if there are weather

considerations. My biggest take-away when

it comes to scheduling is this: no customer is
worth dying for. That's a hard and fast rule for
me - | will never, ever let external customer
pressures dictate that | ‘must’ be at a certain
place/time if it is not safe to do so.”

With technology, Pierce cautions that pilots
shouldn’t become too reliant on systems in the
cockpit. “Modern-day cockpits, and devices like
iPads, provide a wealth of information that can
be hugely useful, especially during challenging
flight conditions. However, the amount of data
being presented can be overwhelming to a less
experienced or less proficient pilot. People
get enamored with technology, but must
understand it is simply a tool and should not
be your primary focus - your primary focus
needs to be flying the airplane.”

Pierce has experienced numerous inflight
emergencies over the course of his career,
all of which he was able to overcome by

Brad Pierce, president, Restaurant Equipment World

remembering his training. “The most dramatic
emergency I've encountered was a complete
loss of engine power. In that situation,

my training kicked in and | remembered

the golden rule: Fly the airplane. | dodged
numerous vehicles, flew underneath half a
dozen sets of power lines, and brought the
aircraft to a safe stop.

“The best defense is a very strong offense -
in this case, frequent training and proficiency,”
he continues. “When emergencies occur,
there’s often not time to pull out a checklist
immediately; you need to go with your training
and act. Of course, this is not a substitute
for checklists. Always use them as time
allows - even the best of pilots get ‘lizard
brain’ when emergencies occur, so it's
important to run through the
checklist to ensure no
vital step was missed
along the way.”

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 43



THE ONLY
BUSINESS
AVIATION

FACILITY YOU
NEED

VIP Handling Parking Maintenance CAMO

Air Service Basel | FBO, Parking, Maintenance, CAMO in Basel

Air Service Basel is your premier Fixed Based Operator (FBO) and Maintenance Centre for
Business Aviation, Private Jets and Helicopters in Switzerland.

www.airservicebasel.com



“Digital Copilot improves
safety by bringing some of
the benefits of a second pilot
to small aircraft”

John Helleberg, human factors engineer and
group leader, The MITRE Corporation

Group focus

Dedicated NBAA group is committed to single pilot safety

NBAA has a dedicated group aimed NBAA's Business Aviation Convention and
at improving the safety of single pilot Exhibition in Orlando, Florida. The event
operations. The Single Pilot Working in October included interactive learning
Group of the NBAA Safety Committee opportunities, expert speakers and lively
was launched in 2008 and focuses on peer-to-peer discussions. It provided
understanding the hazards specific to single pilot business aviators with the
this segment of the business aviation knowledge and skills they need for single
community and creating resources to pilot operations and practical tips to
address those hazards in a way that enhance safety and risk mitigation.
is workable for single pilots. OEMs Presentations during the event
with single pilot business aviation included detailed analysis of single
aircraft, single pilot business aviators, pilot business aviation accident data;
consultants, and other individuals with interactive discussions on mitigation
experience in single pilot operations, are  best practices; and leadership briefings
involved in this working group. from NBAA president and CEO Ed Bolen,
In 2018, the group held its 10" annual  AOPA president and CEO Mark Baker, and
Single Pilot Safety Standdown event at EAA CEO and chairman Jack Pelton.

SINGLE PILOT IFR OPERATIONS

Left: The speech-based interface
allows pilots to ask questions
directly to the Digital Copilot system

to make sure it’s safe to fly. The new emphasis of many
aviation organizations is to get pilots to do that same
checklist on themselves - a 25-point checklist such as do
you have a headache, did you get enough sleep, have you
eaten recently, etc, and look at the big picture on whether
they’re in a fit state to fly the aircraft,” he explains.

Expanding this preflight training to flight instructor
schools so they can pass it on to new pilots is being
explored with input from industry bodies such as NBAA,
AOPA and the National Association of Flight Instructors,
according to Reeves.

Digital co-pilot

In addition to improved training, technology is also being
developed to enhance the safety and efficiency of single
pilot operations. One of the most notable is Digital Copilot
from The MITRE Corporation, a set of software algorithms
that act as a cognitive assistant to reduce the solo pilot’s
workload. The software works by inferring the pilot’s intent,
based on the flight context, and then determining when
information is required and automatically providing it to the
pilot at the appropriate time through a simple and intuitive
speech-based interface.

“By understanding what the pilot is trying to do, Digital
Copilot can offer radio frequencies when they are needed,
monitor for weather events at the destination airport, or warn
the pilot if they deviate from safe operations. This improves
safety by bringing some of the benefits of a second pilot
to small aircraft,” explains John Helleberg, human factors
engineer and group leader at The MITRE Corporation.

As well as inferring what the pilot intends to do during
the flight, Digital Copilot also allows the pilot to request
on-demand information directly. “For example, the pilot can
ask ‘Will the tower be open?’ - to which Digital Copilot will
verbally answer the question based on the current ground
speed and provide an advisory if the tower closing time is
within 30 minutes of the estimated arrival time,” Helleberg
says. “The reply is based on Digital Copilot’s estimate of
time to destination and the published air traffic control tower
operating schedule, which is stored on the device. As a
result, the pilot does not need to pull the appropriate book
from the flight bag to get the tower closing time, nor is it
necessary to calculate the time remaining to the destination
and then determine whether the arrival will occur before the
tower closing time.”

Examples of other information that the pilot can request
include information about the destination or other airports,
approach altitude and direction, basic position information
relative to the destination, and checklists, which Digital
Copilot can also read to the pilot.

Utilizing technology
For PilotSafety.org’s Reeves, there are several other
technologies that are of paramount importance when flying
solo - autopilot, electronic flight bag (EFB) and GPS.

“The old-style navigation used in the 1950s and 1960s is
basically an FM radio transmitter that transmits a directional
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aid,” he explains. “When flying from point A to point B, you
used to fly set routes where you would fly from one beacon
to another, and in between the course would be up to four
miles deviation. Four miles is pretty good, but GPS systems
such as Avidyne can pinpoint your location down to about
3m [10ft], so air traffic control knows exactly where you are.
You couldn’t do single pilot IFR if you had to do all the old-
style navigation.”

EFB systems, such as that from ForeFlight, enable
pilots to do all the preflight planning such as weight
and balance calculations, situational awareness
and weather planning digitally, rather than using
paper maps and manuals, as used to be the
case. “When | was first starting out as a pilot,
we carried 50 Ib [23kg] of paper maps that
changed every 28 days, preflight planning
could take up to two hours, and it was all
done by hand; now | can do all of that on
my iPad in about 15 minutes. It's changed
the world,” Reeves enthuses.

Mark Larsen, senior manager, safety and
flight operations at NBAA, agrees that EFBs
are a welcome development for single pilots:
“The advent of EFBs has been a huge boon to
the single pilot business aviation community. As
the capabilities of EFBs advance, combined with in-
cockpit weather and traffic collision avoidance systems,
cockpit terrain warning systems and enhanced vision
capabilities, the functionality and safety of these operations
has improved.”

The third technology - autopilot - is not legally required
on single pilot IFR flights, but it can take the routine
workload off the pilot and make the flight safer. “The new
autopilot systems turn pilots into managers. So instead of
just holding an altitude or course, | can now manage the
big picture - | can look at the weather an hour in front of me
and make a decision to go somewhere else. | can notice
things changing within the airplane much faster, which is
what makes it safer,” adds Reeves.

Above: Digital Copilot
gathers information
from multiple sources
to help single pilots
during operations

PilotSafety.org
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“The more technology that
you have, that you know how
to use, just makes flying easier,
safer and more fun”

Gary Reeves, airline transport pilot and
master flight, instrument and multi-engine instructor,

But does all this technology take away the enjoyment of
flying? Absolutely not, argues Reeves. “Technology makes
flying much more enjoyable and reduces fatigue. In my
personal airplane | do not have an autopilot yet, but I'm
putting in a new one. Flying single pilot IFR in my airplane is
exhausting because I’'m doing so many things at once. I'm
a master flight instructor and very experienced; | can do it,
but it is exhausting. The more technology that you have, that
you know how to use, just makes flying easier, safer and
more fun. Technology takes a lot of danger out of flying,
but the caveat to that is knowing how to use it.”

And knowing how to use the technology is
exactly what Reeves set out to do when he
launched PilotSafety.org in 2012. “Training

eliminates emergencies. The definition of

an emergency is something you’re not

prepared for. If somebody has a thorough

understanding of the technologies - not just
how to work an autopilot, but the theories
behind it, how the system works, and how

to react quickly in an emergency - it doesn’t
become an emergency,” he argues.

NBAA’s Larsen agrees, adding that
preparation is key to avoiding problems when
flying single pilot IFR operations: “When we’ve

looked at these accidents [from a recent study
of single pilot business aviation accidents by Nova
Southeastern University], we’ve found that most are really
some form of a risk-management accident. Waiting until the
true emergency situation exists almost always leaves the
pilot without suitable options to get out of the situation. But
looking ahead and coming up with alternatives that address
areas of likely risk often affords many options that still mean
the business objectives behind the trip can be met safely.”

For Reeves, the biggest problem is the pilots who don’t
do sufficient training: “Training is the silver bullet. The pilots
who do more than the minimum, who seek out events like
NBAA and Oshkosh, who invest in more training, are safer
pilots because of their mindset,” he concludes. O
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ith a population of 25
million and a GDP of
US$77,000 per adult,
Australia edged ahead of
Switzerland in the Credit
Suisse Global Wealth
Report to have the highest median wealth per adult in 2018.

Furthermore, in 2017 Australia celebrated the 26" year since

the country had a recession - the longest run of uninterrupted

GDP growth in the developed world. This trend is expected

to have continued through 2018 with figures so far showing a

strong annual growth rate of 3.4%.

“Growth in the Australian economy has led to increasing

confidence in the business aviation industry,” explains David

Bell, CEO of the Australian Business Aviation Association

(ABAA). “The main industries driving this growth are mining
/ and resources. Also, immigration and natural population

increases have contributed to strong infrastructure and housing
growth. All this has in turn resulted in steady expansion in the
business aviation sector.”

Currently the ABAA has 33 member companies that
operate around 120 business jets, a few turboprops and some

helicopters. “We also have 32 associate members including
aircraft and equipment manufacturers, flight planners, FBOs,
MROs and insurance, fuel and legal companies,” explains Bell.
“Although the market is rather small when compared with the
USA and Europe, it is in good shape.”

Darren McGoldrick, Execudet’s vice president of Asia-
Pacific, also believes that the Australian business aviation
market is strong: “Australia has a mature and well-developed
business aviation industry relative to the rest of Asia-Pacific,”
he says. “It has the region’s second-largest business jet fleet,
with almost 200 business jets, and an increase of five aircraft
was seen in 2017 — a 2.8% growth from 2016.”

According to Bell, overall Australian business jet numbers
have doubled in the past 20 years. Speaking about the most
popular type of aircraft in the country, he comments, “As an
island continent, overseas travel is natural for Australians,
who do so for both private and business purposes. Overseas
business aviation flights are now commonplace, with almost
50% of the jets owned and operated by the ABAA members
being capable of performing intercontinental flights. The
increased availability and development of larger, long-range
jets has contributed positively to this.”

NEW SOUTH SOUTH

WALES VICTORIA AUSTRALIA
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Infrastructure developments

Australia has a wide array of FBOs and MROs serving the
business aviation community, most of which are at primary
city airports — Sydney, Perth, Melbourne, Essendon,
Brisbane, Gold Coast, Cairns and Darwin.

“There are 19 FBOs, eight MROs and 249 business jet-
accessible airports supporting the operation of the business
aviation industry in Australia,” says McGoldrick. “From a
charter perspective, the market was somewhat flat for most
of 2017 but it had a positive upswing in the last quarter of
the year. Pleasingly this has continued into the early stages
of 2018. Movements through our Sydney and Melbourne
FBOs also reflect this increased activity, while our MROs
in Sydney, Melbourne and Perth have had a continual
stream of work. We are also seeing an increase in visiting
international aircraft through our FBOs, mainly from Asia.”

A number of key infrastructure developments have
taken place in Australia in recent years to ensure that the
quality of the country’s business aviation facilities matches
customers’ expectations. In October 2018, for example,
an exclusive private jet terminal opened at Melbourne

Above & right: International Airport. The A$100m (US$72m) Melbourne
Melbourne Jet

Base runs 24 Jet Base was specifically designed to attract private jets
hours a day and and charter flights.
manages its The facility was developed by local businessman Paul
own security, Little, AO, who had the aim of developing a world-class
customs and . .
immigration travel experience to attract overseas jets away from other
processes cities, including the curfew-constrained Sydney. “By
Darwin Cairns
Darwin International Caims- Airport
Operating hours: Operating hours:
24 hours ﬁj ot 4:00am-1:00am
e , l Sydney
/ : (@) Sydney Airport
L Operating hours:
< . 6:00am-11:00pm
() [ ]
Key alrports in Bankstown Airport
° Operating hours:
Australia 7:00am-8:00pm
Camden Airport
Operating hours:

8:00am-6:00pm

Melbourne

Melbourne Airport
Operating hours:
: 24 hours
Perth Avalon Airport
.................................... : Operating hours:
Perth Airport 4:00am-12:00am
Operating hours: .
P 2% h ogu rs Moorabbin Airport
Operating hours:
24 hours
AUSTRALIA TERRITORY ~QUEENSLAND  WALEs VICTORIA  AUSTRALIA
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providing a destination that facilitates private aviation travel
in such an exceptional way, we hope to see an influx of
global VIPs visiting Australia to experience all we have to
offer,” comments Little.

It offers travelers private customs and immigration
screening, a la carte dining, a luxurious day spa, boutique
hotel-style suites, helicopter transfers, and discreet arrival
for chauffeur-driven limousines. For operators, the terminal
offers crew recovery zones, hangars, refueling and
maintenance. The facility, which is in a discreet location
at Melbourne International Airport, is open 24/7 and is
capable of handling 200 private aircraft per month.

Elsewhere in Melbourne, Essendon Fields Airport,
which is Australia’s largest corporate jet base, being home
to almost 60 business jets and handling approximately
50,000 annual aircraft movements, has been undertaking
a number of developments with the aim of becoming the
leading general aviation airport in the country. The main
development is the A$7m (US$5m) modernization of its
airport terminal and runway plaza, which will increase
capacity to 200,000 passengers per year. The project
includes new check-in facilities, a passenger waiting lounge,

F&B options and eight refurbished commercial tenancies. Above: Execudet’s

At the time of going to press, the project was due to be Sydney Airport facility
completed in December 2018. Right: Airflite’s FBO
Essendon is also developing a new A$60m (US$43m) lounge at Perth Airport

business park alongside the airport. The masterplan,
named ARG, is set to become the biggest office building
expansion for Melbourne’s northwest. The project will
include three state-of-the-art office buildings totaling
20,000m? and generous parking options, and will
generate 1,000 on-site jobs.

Other recent infrastructure developments in
Australia include Hawker Pacific, part of Jet

Aviation, opening a new FBO at Darwin Airport [T H
in early 2018. Hawker Pacific’s vice president ,t Is essent,al that any
FBO, Graham Owen, says the company has charter operator ﬂying
been looking to open a facility in Darwin for . oge __® Market challenges
many years. “The growing demand from into the count"y fam'l'a”ze There are a number of key challenges facing
private and corporate aviation into Darwin, themselves With current the Australian business aviation market,
as well as our close relationship with a . according to the ABAA’s Bell, including slot
number of large operators in the region, cabotage requir ements” allocation, curfew requirements and cabotage
gave us the impetus to open this facility,” he David Bell, CEO, regulations. “It is essential that any charter
says. “Hawker Pacific operates the largest Australian Business Aviation Association operator flying into the country familiarize
network of FBOs across Asia and Australia, themselves with current cabotage requirements,”
and adding the Darwin FBO provides our clients he says. “The use of an international trip planner
with a choice for their first point of entry into the and handling agent is essential in achieving a
northern territory of Australia.” good outcome. FBOs at Australian gateway airports
Hawker Pacific is also investing A$4.5m (US$3.3m) in are very experienced in handling international business
expanding its hangar facilities at Cairns Airport. The aim of aviation operations, including the provision of off-terminal
the project is to help the company expand more into heavy clearances by the Australian Border Force and Department
maintenance work for the Oceania region. of Agriculture officers at most gateway airport FBOs.”
Meanwhile in April 2018 Execudet, which is part of the Currently cabotage regulations mean that it is prohibited
Luxaviation Group, announced that it had become the first for foreign-based charter operators to carry passengers
operator in Australia to achieve International Standard for or cargo within Australia. Permission for cabotage can
Business Aviation Handling (IS-BAH) Stage 1 accreditation be requested, however, through the Civil Aviation Safety
for its FBOs in Sydney and Melbourne. McGoldrick adds, Authority (CASA) via the landing permit process. There are
“Our Sydney and Melbourne FBOs maintain exceptional no cabotage restrictions for non-revenue private operations.
operating procedures and rigorous safety standards across Commercial flights can be undertaken between Australian
the board and we are delighted this has been recognized by and New Zealand. Australia and the USA also have an
the International Business Aviation Council [IBAC].” open skies agreement easing cabotage restrictions. The
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Australian government is currently in talks to relax cabotage
regulations, but many in the aviation industry, including
airline Qantas, are opposed to any changes.

One of the other key challenges, which the ABAA has
worked hard to overcome, is slot allocation. Bell explains
more: “Slot schemes operate at Sydney, Brisbane and Perth
airports with mandatory requirements to obtain slots in
advance for arrivals and departures at those airports. The
ABAA has been working with the independent slot manager,
Airport Coordination Australia [ACA] in recent years. This
has led to an improvement in ACA’s understanding of the
requirements of business aviation compared with scheduled
airline flights, which can be accommodated six months in
advance. ACA now does its best to accommodate business
aviation flights even in peak periods with short notice in
many instances.”

Bell believes curfew rules represent the biggest
challenges to the business aviation market in Australia.
“Curfews from 11:00pm to 6:00am local time are in place
at Sydney, Adelaide, Gold Coast and Essendon airports.
The ABAA generally accepts the restrictions at Gold Coast,
however restrictions at Sydney, Adelaide and Essendon are
not logical,” he explains.

“The Sydney Airport Curfew Act 1995 permits
operations, during the curfew, of low-noise business jets
with an MTOW of less than 34,000kg [75,000 Ib]. This
weight limit has not been increased since 1995, when the
heaviest business jet in general use was the Gulfstream 1V,
at 33,800kg. This is despite several ABAA submissions to
government over the past 12 years, pointing out that curfew
operations should be based on noise, not weight.

“The ABAA was partially successful in 2015, when the
deputy prime minister approved all business jets under
34,000kg [74,500 Ib] MTOW and ICAO Chapter 3 or Chapter
4 noise compliant, allowing them to operate during the
curfew at Sydney and Adelaide. However the approval
for Chapter 3 noise-compliant business jets expires on
December 31, 2022. Unfortunately the entire curfew
issue is an overly politically sensitive matter, especially at
Sydney and Essendon airports. Nevertheless the ABAA will
continue to advocate for the weight limit to be increased
to at least 55,000kg [121,250 Ib], to accommodate today’s
larger, quieter business jets.”

Neighboring Australia, New Zealand (NZ) has a growing business
aviation sector. Business Airport International spoke with two

Interviewees: John
Nicholson, chief
executive (JN)
and Bill MacGregor,
executive officer
(BM)

experts from Aviation New Zealand, which represents the interests
of the general aviation community in the country, to find out more

How is the market faring at the moment?
JN: The market in NZ is small and very
seasonal in nature, with the high season
typically from December through to
April. Business in 2018 is ahead of 2017.
Tourism is the major driver of growth

in business aviation. Total arrivals into
the country for tourism are expected to
reach 5.1 million by 2024 - up from 3.78
million in 2018. Business jet customers
traditionally come from the USA, Asia
and Europe, but demand from India is
also growing.

In terms of infrastructure
developments, the main gateway
airports in New Zealand (Auckland,
Wellington and Christchurch) are
all currently involved in expansion
programs, including terminal upgrades
and hotel developments. Considerable
development is also being undertaken
in regional New Zealand with a new
terminal opened in Nelson in 2018, a
new terminal in Tauranga scheduled to
open by the end of 2018, and expansions
underway in centers including Kerikeri
(Bay of Islands), Napier, New Plymouth
and Rotorua.

What are the key things operators
should be aware of when flying into NZ?
BM: Private jets must land at an airport
that is approved by both NZ Customs and
the Ministry for Primary Industries (MPI).
If you are arriving at a customs airport,
you must tell NZ Customs at least two

- and preferably 24 - hours before you
land. You must arrive during working
hours unless there are extenuating
circumstances. When you arrive, Customs
and MPI biosecurity officers will come

to meet you at the aircraft. Don't let any
people, luggage or cargo leave the plane
until the officers give you permission.
Arrival cards must be completed for

each person on the plane and you must
provide evidence of clearance from your
last port of departure.

If it is not possible to land at a
Customs airport, or you're arriving
outside working hours, you must get
approval at least five working days in
advance. And if you can’t land at an
MPI-approved airport you must get
permission at least 10 working days in
advance, unless there is an emergency.
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What are the unique challenges facing
this market?
JN: When compared with flight hours
flown by Australian charter jets, New
Zealand jets typically fly fewer hours
in a season, making their hourly rate
higher than for foreign aircraft. This can
lead to a perception that New Zealand
is expensive for charter. However,
the exchange rate currently assists in
mitigating this to a certain extent.
Another challenge is that some NZ
airports can be resistant to business
jet operations. Queenstown Airport,
for example, is struggling to provide
sufficient parking for business jets
during peak periods and is turning
aircraft away at times. Auckland Airport
has not provided space for expansion
of business jet operations and it is
currently impossible to obtain land there
to build a hangar. This is not expected
to change before 2028. New business jet
owners will want to have their aircraft
hangared and the preferred airport is
Auckland, so the constraints around new
hangars is hampering growth.

What do the next few years hold?

BM: The outlook is positive. The 2018
Virtuoso Luxe report rated New Zealand
third in top adventure destinations and
fifth in top global destinations. The 36t
America’s Cup is to be held in Auckland
in 2021, the UCI Track Cycling World

Cup over the next two years, the World
Ironman Championships in 2020 and
other such events will give New Zealand
international exposure and improve the
prospects of further private jet flights
to the country.

Below (left to right): Bill MacGregor, executive
officer, and John Nicholson, chief executive,
Aviation New Zealand
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What more can business
aviation operators do to
increase job satisfaction
and retain their staff in
the long term?

Words | Saul Wordsworth
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ccording to the National Business
Aviation Association (NBAA),
retaining business aviation talent
has never been more challenging.
One reason is clear: the appeal
of commercial airlines. A senior
captain flying business jets will earn between
US$106,500 (£82,000) and US$176,300 (£135,800)
per annum. At American Airlines, a captain piloting
a Boeing 737 or Airbus A320 averages US$239,000
(£184,000). Although these particular remuneration
imbalances relate to pilots, similar imbalances
exist across the board. Furthermore, airlines offer
consistent hours that help balance the demands
of family, career and personal needs. This all plays
out against the long-forewarned pilot shortage:
according to a University of North Dakota study,

WORKFORCE RETENTION

a 15,000-pilot gap is expected in the USA alone
by 2026. How can business aviation compete?

Flexible workplace

“Competitive compensation is important, but it is
not the only factor in making one opportunity more
appealing than another,” says Gregory Adams,

director of operations at charter company Jen-Air, LLC.

“Quality of life, opportunities for continuing education
and professional development, and being empowered
to contribute to the department in meaningful ways,
are just some of the items other than compensation
that can make a job more or less appealing.”

“Most of us involved in business aviation realize
we are not in a traditional 9 to 5, Monday through
Friday career,” adds Jim Sparks, a business aviation
educator affiliated with Global Jet Services. “Some

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 |

19

55



WORKFORCE RETENTION

organizations have businesses that function 24/7 and as
such require a workforce with a willingness to adapt to
scheduled times, plus fill in as needed around fluctuations
in workflow. The business should in turn consider personal
needs of employees and make provisions to accommodate
the impact of day-to-day life in a frequently fast-paced and
often high-stress environment. In other words, reasonable
job flexibility is a good employee motivator. For example,
when the aircraft is on the road and the work caught up,
there is no need to be at the hangar.”

In an effort to retain staff, a company can review
its scheduling, training and benefits programs to
see if there are opportunities to improve employee
lifestyle which would heighten morale and
retention. Some departments are already
hiring additional personnel to improve the
work/life balance of existing employees.
Establishing a culture of independence
can also have a positive effect.

“I believe that focusing on establishing clear
direction, along with empowerment to make
decisions, can provide a team member with a
higher sense of value,” explains Phil Suglia, sales
manager at business jet support company Duncan
Aviation. “It’s important to find staff who have the integrity
to support a self-reliant, self-motivated environment and
then allow them to establish their own schedule, provided
they can fulfill the requirements of the job and the goals
put before them. This also requires investment in your
leadership staff.”

The pay gap
Migration from business to commercial aviation has
historically been the preserve of pilots, and the discrepancy
of pilot pay remains a problem. With pilot shortages a very
present issue, the option to make some kind of change -
financial or otherwise - may help prevent any exodus.
“With pilots, you must take the time to evaluate your
specific situation as it pertains to pay and expect to make

“It is essential that
employers recognize
the unique role technicians

play in sustaining the
global economy”

Jim Sparks, business aviation educator,
Global Jet Services

Below: The difference
in remuneration

can make business
aviation less appealing
than commercial
airlines to pilots
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adjustments in today’s market, or suffer the consequences
and costs associated with high turnover,” says Jen-Air’s
Adams. “Evaluate the competition - namely airlines -
and make adjustments to salary, bonus and retirement
compensation to be more competitive. When managed
appropriately, this likely does not mean matching dollar for
dollar what a 30-year 777 captain is making today. Rather,
you must consider all aspects of the risk/reward profile of
leaving business aviation for an airline job and communicate
those to your team.”
The large number of airline pilots reaching the age of
65 and being put into retirement in the coming years
can be viewed as a boost to the business aviation
potential workforce. All will be highly experienced,
and some won’t want to stop flying. Hiring a recently
retired airline pilot, or indeed two, to fill one vacancy,
thereby allowing them to ease into retirement, could
yet be a boon to the industry.
What, though, of the other employees? While
pilots may be seen as the kings of the air, other staff
are just as keen to seek remuneration commensurate
with their skills and experience.
Sheryl Barden, president and CEO of business
aviation recruitment agency Aviation Personnel
International, sees the bigger picture. “Rather than focus
on discrepancy in pay, employers need to continue to sell
the value of what they do against the value of an airline,”
she says. “Some people just want to show up, fly, and go
home, but for those who want to grow professionally, there

How to hold onto staff

Industry experts share their advice on how
to keep staff happy

“Leaders and HR personnel
must listen to the employees
in the flight department,
understand their concerns and
not attempt to superimpose

arigid, corporate structure
upon them”
Christopher M Broyhill,
SVP of strategic development,
Clay Lacy Aviation

“If business aviation
companies pay more and
allow for better time off,

they'll go a long way toward
keeping quality people”
Christopher M Broyhill



are exciting projects to work on plus greater
potential for personal development. It’s about
understanding your employees and what they
value. You’re giving them something money
can’t buy. For those who gravitate toward

the more unpredictable yet exciting world

of business aviation, we need to retain

their motivations. The kind of camaraderie
you find in business aviation is rarely

seen in large airlines. You can use that
personalization to your advantage and

make people feel valued.”

The technician
Technicians involved in business aviation differ
from most in the commercial field in that they take
ownership of the aircraft entrusted to their care. Many,
with the right company, appreciate the challenges and
opportunities, and also enjoy functioning in what can
be more of a family environment. Technicians generally
appreciate that these machines require maintenance at
inconvenient times and, since the buck stops with them, are
bound to ensure that aircraft in their care are fit for mission.
“It is essential that employers recognize the unique role
we play in sustaining the global economy and not begrudge
technicians their due,” comments Global Jet Services’
Sparks. “The question should also be asked by human
resource departments: Why is the person responsible for
24/7 airworthiness of the company’s multimillion-dollar

“Structure competitive
compensation to include
some kind of vested benefit or
‘hook’ one has to earn”
Sheryl Barden, president
and CEO, Aviation Personnel
International

“Communicating with
staff and showing how
much they are valued
goes a long way”
Sheryl Barden

“Meeting needs for the
next generation of business
aviation professionals will
take energy and creativity”

Suzanne Kearns, University of Waterloo, Canada

“Group outings are
something staff value
and adds to a sticky
culture. It shows
appreciation and
enhances camaraderie

Sheryl Barden

WORKFORCE RETENTION

aviation asset of a lesser value than the mechanic
taking care of the boss’s car? In short, retaining
high-value employees is not magic. Fair treatment
and periodic recognition are generally the
lubricants that keep aviation maintenance
running smoothly.”

Next generation
Young adults place a high level of importance
on work/life balance. To attract and retain this
generation, a job offer might include a benefits
package that has flexible allowances for lifestyle
services such as gym memberships, massages
and nutritionists. Flexible benefits packages and
schedules that support desired lifestyles, as well as
finding the kind of person who is passionate about this
world, will aid recruitment and ‘stickability’.
“Meeting needs for the next generation of business
aviation professionals will take energy and creativity,”
says Suzanne Kearns, whose research at the University of
Waterloo in Ontario, Canada, focuses on aviation human
factors and pilot training. “Increasingly it should become
a part of every organization’s activities to participate in
outreach to the next generation, whether via community
airshows, engaging with youth on social media, or through
student clubs or associations. It is crucial that young
people understand the opportunities available. A particular
challenge for business aviation is that young people don’t
always understand the roles of professionals in this sector

“Employees are multifaceted
humans whose needs and
goals change. Keeping in
tune with these changes

helps managers meet their
employees’ needs. People
can't be put in a box - by age,
gender or role”
Jodie Brown, founder,
Summit Solutions

“Add fun into
the workplace'
Jodie Brown

”

“If you can create a culture
and environment that matches
or even exceeds team member
expectations, pay becomes
less important”
Phil Suglia, sales manager,

Duncan Aviation “Without a clear vision

and direction, people

won't feel purpose in
what they are doing”
Jodie Brown

BUSINESS AIRPORT INTERNATIONAL JANUARY 2019 | 57



WORKFORCE RETENTION

“People have needs,
wants and desires, both

professionally and personally,
and it’s up to companies to
support that”

Phil Suglia, sales manager, Duncan Aviation

as, unlike commercial air transportation, they may not have
experienced it first-hand. This should be central to the way
the business is sold to the young.”

“Find out what they want from a career that isn’t just a
job,” adds Suglia from Duncan Aviation. “Ask what day-to-
day working life looks like to them. Companies need to ask
such questions of current and potential employees to crack
the code on hiring and retaining people. Business aviation
is no different to any other industry. People have needs,
wants and desires, both professionally and personally,
and it’s up to companies to support that. When they do,
employees and their families have more of a sense of loyalty
toward that company. | have seen wellness programs, health
clinics, lunch cookouts, team outings, flexible benefit plans,
clear career paths, connected leadership, clear goals and
self-policed schedules. Many of these support personal
needs and include the employee’s family.”

Conclusion
Business aviation is more diverse than many realize. It’s
not all about the pilot. Every project manager, sales
person, leader, engineer and certification specialist must
be valued. The opportunity to develop and maintain a
challenging, rewarding and well-paid career that supports
personal goals is clearly there, but will only be enhanced
by competitive remuneration, flexibility and personal
development. By such means, staff will stick around.
“Business aviation is exciting every day and those
of us who know about it need to help others see what
experiences await them if they challenge themselves to
stick with it,” concludes Suglia. O

Right: Aircraft
maintenance
technicians
should be
viewed as
important
members

of the team

Aviation leadership for women -

Hillary O’Connor Mueri, chief legal officer at Intrepid
Analytics and retired US Naval Flight Officer, discusses how
women need to be better represented in the aviation industry

What is your background?

I have worked ‘in the trenches’

across a broad swathe of the

aviation industry for the past 20

years. After graduation, | became a
Naval Flight Officer with the US Navy.
Simultaneously, | managed 30 aircraft
mechanics and trained other aircrew
in fighter weapons and tactics. After
the Navy | went to law school, then
practiced defending major aviation
manufacturers after mishaps. Currently
1 work with Weisser Pardo AG in Zurich,
providing consulting and legal services
to aviation and technology clients.
Based on my experience, | advocate
for active efforts to improve the
representation of women in aviation
leadership, not only for the benefit of
women, but because it is in the best
interests of the industry.

How would you summarize attitudes
to women in the aviation industry?
Beyond the different standards that
women face across all industries,

I believe women face additional
difficulties in aviation, arising from
our culture. Aviation is still seen as a
manly endeavor, one where ‘the right
stuff’ is a magical, mystical, intrinsic
quality possessed only by certain men
and necessary for business success.
We live in a world where people will
de-plane rather than fly with a woman
pilot, and where a major aviation
executive this year publicly ‘joked’
that his job is too difficult for a
woman. Think-pieces abound on how
women are destroying aviation culture
and camaraderie. One need only peek
at the comments section of any article
on women in aviation to see derision
and outright hostility to efforts to
increase the number of women in the
industry, complete with unfounded
accusations of lowered standards or
capitulating to political correctness
at the expense of safety or profit.

How can the representation of women
in aviation leadership be increased?
Aviation companies need to recognize
and communicate the fact that
increased representation of women
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in aviation leadership is good for
business. They need to treat diversity
as a business strategy instead of

a burden or charity, and make the
proper investments in attracting,
retaining and advancing female talent.
Companies with more female leaders
outperform those without them on
return on equity, share price, net
income growth, and price-to-book
value. No matter how large or small

an aviation company or department

is, it stands to benefit from increased
representation of women. Teams

with more balanced male-female
ratios produce results that are more
sustainable and predictable than
unbalanced teams, are more engaged,
produce more satisfied customers, and
generate greater profits. In addition,
the industry must address the internal
structural barriers that prevent women
from rising to leadership positions

in aviation. Women make up about
40% of the aviation sector workforce,
but just 16% of board seats, 11% of
executives and 3% of aviation CEOs

- worse than the representation of
women in general business leadership.

What can the industry do to help
develop and advance women leaders?
Reducing or eliminating internal
structural barriers for women in

the aviation industry includes
addressing pipeline barriers to
women. A comprehensive program
will necessarily include plans on

how to develop and advance them
and will need to address the many
facets that make up pipeline barriers
(including clustering women into
non-leadership track positions and
lack of advancement support, such

as mentoring, training and career
development opportunities).

In addition, aviation companies should
provide high-potential women with
networking opportunities, particularly
ones that break the barriers between
company divisions and/or seniority
levels - or, even better, ones that allow
rising leaders to interact with clients,
suppliers and other professionals
outside of the organization.
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5860 TT, TFE731-20BR Engines on MSP Gold, Honeywell Primus 1000 System, Flight Docs
Maintenance Tracking Program, SmartParts, Painted 2011, Refurbished Interior 2011 - 9

Passenger, including Belted Lav. ........................ CALL FOR PRICE e +1 (303) 946-9105
2016jBombardieriGlobal{6000
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232 TT, Rolls Royce BR710A2-20 Engines Enrolled on RRCC, Part 135 Compliant, Global Vision Flight
Deck, Synthetic Vision, ADS-B Out, International & Domestic Internet, Manufacturer's Warranty
Until December 2021, 13 Passengers. .................... CALL FOR PRICE e +1 (410) 626-6162
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Lease or Sale, 4252 TT, Offshore Configured, Completely Refurbished, Extensive Maintenance, Main
Drive Train Overhaul, Engine Deck Replacement, New Paint, Tail Boom Reinforcement Modification,
Cargo Hook Provisions - Includes Camera, 12 Passengers. . ... CALL FOR PRICE ¢ +1 (604) 669-6406
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4734 TT, Full Next Gen Capable, APl Winglets, Internet & WiFi, All New Cabin Entertainment &
Infotainment Sys., New 26-Pax Custom Designer Interior w/ One Year Warranty, Private State
Room w/ Ensuite incl. Shower, New Custom Designer Paint. CALL FOR PRICE e +1 (954) 771-1795
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5331 TT, Two U.S. Owners Since New, Engines on TAP Blue, Cessna ProParts, CESCOM Maintenance
Tracking, Well Optioned, Pulselight System with Interface to TCAS-II, LoPresti Boom Beam Landing/
Taxi Lights, Versatile 8 Passenger Interior. ................ CALL FOR PRICE e +1 (770) 955-3554

M@ Agusta JAWAO9SE
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Delivery Time Only, Warranty: 3 Years / 2000 hours, 2 Pilot Flight/Navigation EFIS, Traffic Advisory
System TAS-620 Avydine, Weather Radar RDR 2000 Bendix/King, Three-Stage Transmission, 6
Passenger VIP Interior (Special Edition). ....................... $5,950,000  +1 (410) 573-1515

i/, &4 0 NSOBBI

7200 TT, Honeywell 731-5BR-2C Engines on MSP Gold, Gross Weight Increase, Part 91 Maintained,
Gogo Business Wi-Fi (domestic), ADS-B Out Compliance, Fresh “C” Checks, Executive 8
Passenger Interior. ........ ... CALL FOR PRICE e +1 (615) 452-5001

Siearjetf40XR
o 520 & WIsEE

3542 TT, Airframe on Smart Parts, CAMP, Operated on Part 135, Engines on MSP, Honeywell Primus
1000 IFCS, Dual UNS-1E's, Honeywell DU-870 4 Tube 8x7 EFIS, Flight Data Recorder, Extended
Range Fuel System, 7 Passenger Configuration............ CALL FOR PRICE © +1 (561) 747-2223

YOUR BUSINESS AVIATION RESOURCE & MARKETPLACE.
List your aircraft with Business Air: 515-574-2241 « www.businessair.com ® www.aircraftforsale.com




INTERVIEW: LUXAVIATION HELICOPTERS

First
aay

Charlotte Pedersen, CEO of Luxaviation Helicopters,
speaks to Business Airport International about her
career with the Royal Danish Air Force, her goals for
Luxaviation Helicopters and the impact of new flying
innovations on business aviation

Words | Kirstie Pickering
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INTERVIEW: LUXAVIATION HELICOPTERS

hen Luxaviation Group as the males. We were a little bit different. | kept my long

launched its helicopter hair and | was still very feminine.

company in February 2017, “During all the military training, we had to do exactly

selecting its head was a the same things as our male counterparts and pass the

natural choice for CEO Patrick same exams. We were very much welcomed, but there

Hansen. Charlotte Pedersen - was a lot of attention on what we did, to check we were
previously chief operating officer at Luxaviation Group capable of fulfilling the task. We were quickly accepted
- was named CEO of Luxaviation Helicopters, a by our colleagues. They were around the same age as
credit to her long and successful career in the us, which meant they had also grown up in an age
aviation industry. “ where women could do the same things as men.

“| started my career in aviation by pure In the 100 years For the older generation, we were accepted as

chance,” reveals Pedersen. “l was at school
and there was an advertisement in the

being part of the team as soon as we performed
well. It was a matter of showing you could do it

since aviation began,

?ev:c/spar?er saﬁing thelmilitallrydwas Iool:]ing ) the sector has developed andPthden you were in.r’]’ - Darin Al f
or female applicants. | applied, went throug . . edersen was with the Danish Air Force for
all the testing, and | qualified as a pilot in the signi Canﬂ bUt not as 17 years, a time that she reflects upon fondly.
9 q p ’ y p Y.
Royal Danish Air Force. There were man H - “I couldn’t have wished for better education
yotilng people who started the training wiﬁh qu'Ckly oras mUCh asitis and training,” she says. “In the military, you get
me initially, but at the end of the first week of developing today" close with colleagues who then become friends.
testing, there were only two of us who passed We worked with all of the people we studied with,
everything, the other person also being female.” so we knew each other very well and the level of
Pedersen and the other female pilot recruit teamwork performance was excellent.
went on to start their first day in the Danish Air Force “There is one moment | will always remember. | was
together. As the first female pilots in the Danish military, flying search and rescue helicopters in the Air Force, and
the twosome attracted media attention and Pedersen was we had flown a very sick two-year-old boy to get medical
interviewed on multiple occasions. treatment. Two years later, | was grocery shopping and

“There were female officers in the Danish military in the Above: Pedersen flew there was a lady who | recognized. She came over and
late 1980s, but not female pilots before us,” says Pedersen. search and rescue asked if | was a pilot and when | said yes, she hugged
“There was a trend that if you were a female officer, you had helicopters for the me. It was the mother of the little boy we saved and she
your hair cut short and looked and acted almost the same Royal Danish Air Force remembered me. It was so good to hear that he survived
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and all our efforts to help him were worthwhile. | was so
touched that she remembered me.”

Career change

In 2006, Pedersen’s husband received an assignment to
work with NATO in Belgium for three years. As their children
were about to start school, she decided it was the perfect
time to take leave from the Air Force. The family moved
abroad and, when the three years were over, moved again,
to Luxembourg. Here, Pedersen became a flight inspector
for the country’s Civil Aviation Authority (CAA).

Pedersen always had a desire to study for a master’s
degree in business, and took the opportunity the free time
offered her to gain the qualification. Luxaviation Group’s
CEO Hansen, having met Pedersen and learned of her
achievements, asked her to join the company as COO.
She accepted.

“For me, it was an opportunity to not simply stay in
expert aviation, where my career had been until then,
but to go out into the business side of the industry,”
says Pedersen. “In my new role, | helped Patrick Hansen
establish Luxaviation Group. When I joined him, we had
four jets and 60 employees. Three-and-a-half years later,
we had 1,700 employees.

“In 2016, when our global group was established with
a solid structure in place, Hansen asked me if | wanted to
look into the helicopter world to develop that side of the
business. This is how Luxaviation Helicopters came to be.”
Progress report
As the company nears two years since its launch,
Luxaviation Helicopters is striving to become the preferred
helicopter company worldwide. Pedersen is aware such
success requires constant development, responding to
customer feedback and learning from outside influences,
but she is undeterred in her mission.

“| feel we have found a niche in the market at the right
time,” she says. “We understand our clients’ needs and we
have flexible solutions that suit them. There is a growing
need for VIP helicopters around the world and an increasing
interest in helicopter management.

“The number of high-net-worth individuals is expected
to grow by 30% over the next five years, and the number of
helicopter deliveries is expected to soar to reflect this. There
is an additional demand for helicopters on yachts, an area

INTERVIEW:

A timeline:
Luxaviation
Helicopters

In the two years since it
launched, the helicopter
company has evolved
through partnerships,
acquisitions and
a growing fleet.

February 2017 -
Luxaviation Helicopters
launches
Present in key locations
spanning Luxaviation
Group's worldwide
operations in Africa, Asia-
Pacific, the Caribbean,
Europe, the Americas
and the Middle East,
Luxaviation Helicopters
manages VIP and VVIP
helicopters for private
and business clients.

May 2017 -

First strategic partner
The company partners
with Azur Hélicoptere to
bring private helicopter
and jet experiences to
clients visiting the South
of France.

September 2017 -
The big acquisition
Luxaviation Helicopters
buys UK-based Starspeed,
a global helicopter
management, charter and
training company. The
company incorporates
Starspeed’s 23 helicopters
into its own fleet, taking
its total offering
to 42 aircraft.

June 2018 -
A new partnership
with HeliFlite
The company enters
its first international
partnership, with HeliFlite,
a premier VIP rotorcraft
operator in the USA.

October 2018 -
Latin America partner
The helicopter firm
creates links with Latin
America with a new
partnership with Brazil-
based rotorcraft operator
Icon Aviation.

LUXAVIATION HELICOPTERS

where we also operate, and we are constantly exploring
ways we can offer more to our clients.”

Aside from its corporate activities, Luxaviation
Helicopters is also involved in consultancy projects around
the world. “There are many countries where governments
and organizations want to establish helicopter operations
for medical, offshore and search and rescue purposes,
but they lack the understanding and resources to make
this a reality,” says Pedersen. “We help in these sectors by
establishing the desired business model and we then often
work with fellow helicopter companies in the region
to develop the project.”

Change of norm

Constructing and developing a new business has made
Pedersen aware of the trends and challenges that could
impact her company. She believes new technology will
completely revolutionize the century-old aviation industry,
creating a new normal, and requiring existing businesses
to keep up with the times.

“The development of new flying vehicles, electric aircraft
and drones is going to be the biggest impact on aviation since
airplanes were invented,” says Pedersen. “If you look back
over the 100 years since aviation began, the sector has
developed a lot, but not as quickly as it is developing today.

“We still have airplanes with wings and helicopters with
rotors, and now we’re looking at something completely new
that is game-changing. It’s a challenge, but also just simply
a different means of transportation. Air charter is currently
performed by helicopters and jets, but there will likely
be a third product within a decade. In my mind, this is
part of normal evolution.”

Despite this, Pedersen is concerned about the lack of
regulations surrounding new innovations that are already
flying in the skies.

“These flying vehicles, and the operation of them, must
fall under experienced companies in the sector. You need
a commercial aviation company and AOC just like now in
order to operate passenger transportation. Otherwise, | fear
that the last 100 years of learnings in aviation safety will not
be used for the benefit of the safe flying of new vehicles.

“This is important. Even though it is something that can
probably be controlled by a computer, it is crucial that the
companies and people with the right knowledge control the
operation of new flying innovations.”

Booming success

Looking forward, Pedersen is intent on maximizing the
potential of Luxaviation Helicopters. With partnerships
with US rotorcraft operator HeliFlite and Brazil-based
Icon Aviation, and the acquisition of charter specialist
Starspeed, already under its belt, the future looks
promising for this young business.

“One of the highlights of my time at Luxaviation
Helicopters was when we acquired Starspeed and
integrated its team into ours successfully,” concludes
Pedersen. “It was very important to me that they felt happy
about us taking over their company and moving it forward.

“What makes me the happiest is when | have great
feedback from both clients and our employees. This means
the day is a good one for me, and | go home smiling.” ©
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Top 5 attendee
titles

* Flight coordinator

* Scheduler/dispatcher
* President/CEO
» Manager
* Pilot
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Visit Business
Airport
International on
Booth 1839!

Unmissable.conference
sessions

Business Airport International has picked
six not-to-be-missed conference sessions
taking place at S&D 2019

Beyond the buzz: How technology
is changing business aviation

When: Wednesday, January 30, 1:00-2:30pm
The future is here and it’s affecting everything
from flight planning to business transactions.
Cut through the jargon and learn how unmanned
operations, cryptocurrencies, virtual reality,
alternative energies, and more, are impacting
the industry.

Building morale: Bridging
departmental divides

When: Wednesday, January 30, 3:30-5:00pm
Does your department fire on all cylinders? If
not, it may be because team morale is negatively
impacting performance. In this personnel-
focused session, you'll learn how a culture
of trust can help break down the partitions
between pilots, maintenance and scheduling,
as well as why a shared focus on work/life
balance will help engage your team members.

Dispatch resource management

When: Thursday, January 31, 10:30-11:45am
Even in today’s high-tech world, with computer
programs automating many tasks, schedulers
and dispatchers are central to the success of
aviation operations. This session will focus
on dispatch resource management tools
and techniques to help your team enhance
interpersonal communication, reduce stress and
conflict, increase situational awareness, promote
a culture of safety and service, and reinforce
a philosophy of error-free performance.

Vetting your supplemental lift

When: Thursday, January 31, 1:00-2:30pm
Let’s face it, not all supplemental lift providers
are equal... or are they? Ensure that you are
safeguarding your company’s standards for
safety, training and compliance as they relate
to your crew and aircraft being utilized by
a supplemental provider. This session will
provide attendees with checklist information,
important vetting considerations, and tips
for speaking effectively with leadership
if supplemental lift is required.

Continued on page 67
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SCHEDULERS & DISPATCHERS 2019 PREVIEW

Exhibitor spotlight

Company: Gary Jet Center
Interviewee: Lynn Eplawy, president
Booth: 1616

What will you be showcasing at
Schedulers & Dispatchers this year?
The Gary Jet Center will continue to
share our story and showcase our
world-class facility, which is just 25
minutes from downtown Chicago.

How important is the event in the
business aviation calendar and why?
The NBAA Schedulers & Dispatchers
conference is the premier event for
Gary Jet Center’s FBO operations.
The focused attendee list enables
us to meet with the majority of our
current customers and gives us the
opportunity to share our story with
hundreds of potential new ones. It
has quickly surpassed the annual
NBAA-BACE event as the most
important show for our FBO.

What are you looking forward

to seeing at this year’s event?

As always, we look forward to meeting
customers that we work with but
perhaps don't see! In our business

we see the pilots, so it's a great
opportunity to build our relationships
with the schedulers, dispatchers and
customer service personnel who work
to send aircraft our way. The ability to
put a face to a name is something that
makes a difference.

Places to eat

How has your business grown in the
past few years?

The Gary Jet Center has had
tremendous growth in recent years
with the addition of another 40,000ft?
(3,700m?) hangar in 2012 and a brand-
new luxurious 8,300ft2 (770m2) FBO last
year. The addition of our new FBO has
solidified our position as the Chicago
metropolitan area’s premier corporate
and private aviation destination for
both service and customer experience.
Gary Jet Center is an aviation services
business and we have had tremendous
growth in our maintenance capabilities
in the last year as well, becoming an
avionics repair station with dealer
agreements with Garmin, Rockwell
Collins, BendixKing and GoGo, to

name a few.

What areas will you be developing over
the next year or so?

Over the next year we will continue
to grow our aircraft management

and charter divisions with a
continued focus on customer care
and experience. We currently have 10
aircraft on our FAA Part 135 Certificate
and we will continue to pursue
opportunities to add synergistic
solutions for aircraft owners.

Mi Tierra Café Y Panaderia

Opened in 1941, Mi Tierra Café is a world-famous
landmark and the place locals and tourists go for
authentic Mexican food and a warm Texas welcome.
The restaurant is run by the founders’ children and
grandchildren and includes live mariachi performances.
Address: 218 Produce Row, San Antonio, TX 78207
From exhibition center: 1.2 miles (2km)

Cuisine: Tex-Mex
Opening hours: 24 hours

San Antonio is a designated
Creative City of Gastronomy and

is part of the UNESCO Creative
Cities Network (UCCN), signifying
its place as an international
culinary destination. For visitors to
Schedulers & Dispatchers looking
to enjoy the culinary delights of the
city, here are some of the must-
visit restaurants in the area:

Madhatters Tea House & Cafeé

Located in the heart of the historic King William
neighborhood, within walking distance of the River
Walk, and just minutes from all the San Antonio
Missions, this tea house café serves breakfast,
lunch and dinner.

Address: 320 Beauregard, San Antonio, TX 78204
From exhibition center: 0.9 miles (1.4km)
Cuisine: International
Opening hours: Monday-Thursday 7:00am-6:00pm;
Friday 7:00am-9:00pm; Saturday 8:00am-9:00pm;
Sunday: 9:00am-3:00pm
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Booth 1612

Bent Wing Flight Services

Attending NBAA Schedulers & Dispatchers
for the first time will be Bent Wing Flight
Services. Operating out of a brand-new
US$4.8m building representing the World
War Il F&4U Corsair for which the airport was
built, Bent Wing Flight Services is the only
FBO at Fernandina Beach Municipal Airport
(KFHB), Amelia Island, Florida. Bent Wing
Flight Services prides itself on providing
its guests with superior service. Certified
trained line staff offer red-carpet service
with both full-service and self-serve fuel.
Professional customer service personnel
are pleased to assist with a full range

of concierge services including courtesy
cars, Hertz rental cars, hotel reservations
and catering services. There are two
executive conference rooms on-site
accommodating 8-15 people each, in
addition to a large meeting room seating
up to 55 people.

Signature

The two-story atrium lobby features
stylish aviation-themed leather seating and
a museum-quality half-scale replica of the
F4U Corsair suspended from the glass
‘cockpit’ skylight. The World War Il theme
continues with the custom-designed
reception desk, created from the fuselage
and wing flap of a 1943 T-6 aircraft and
featuring lighted strips of Marston Mat.
The FBO offers a full range of amenities
for flight crew, including a fully equipped
flight planning room and a comfortable
pilot lounge with a zero gravity massage
chair. Passengers and crew will appreciate
the Shopette boutique, featuring aviation-
themed clothing and accessories, pilot
supplies and artist-created gifts.

Bent Wing Flight Services welcomes the
opportunity to introduce itself at S&D 2019
and looks forward to welcoming crew and
passengers to Amelia Island.

Botika

Botika is a Peruvian-Asian restaurant serving
Chifa (Chinese-Peruvian) and Nikkei (Japanese-
Peruvian) cuisines, exploring the crossroads
between South Asia and South America. The bar
offers classic cocktails and a wide variety of

Signature offers contemporary interpretations
of classic dishes - fresher, brighter versions of
traditional cuisine enlivened with Texas spirit.
Local, organic and seasonal ingredients are used.
Address: 16401 La Cantera Parkway, San Antonio,
TX 78256
From exhibition center: 18 miles (29km)
Cuisine: American
Opening hours: Signature Hour: Tuesday-Friday
4:30-6:00pm; Dinner — Tuesday-Saturday 5:30-
10:00pm; Sunday - 10:30am-2:00pm & 5:30-9:00pm

rums, piscos and cachacas, while the restaurant
features a sushi-ceviche bar, a cocktail lounge
and late-night dining options.
Address: 303 Pearl Parkway, Suite 111,
San Antonio, TX 78215
From exhibition center: 1.8 miles (3km)
Cuisine: Peruvian-Asian
Opening hours: Lunch - Tuesday-Sunday
11:30am-3:00pm; Dinner — Monday 5:00-9:00pm,
Tuesday-Thursday 5:00-10:00pm, Friday-Saturday
5:00-10:30pm; Brunch - Sunday 11:30am-3:00pm

Continued from page 65

Aviation emissions:
Let’s clear the air

When: Friday, February 1, 10:15-11:30am
Business aviation must adapt to keep up
with complex and ever-changing carbon
emissions regulations. The addition of
SWISS-ETS and CORSIA to the regulatory
landscape means there are now three
separate programs affecting segments
of the industry concurrently. This presentation
will discuss these programs’ regulatory
requirements, applicable and exempt
operations, monitoring methodology,
available mitigation tools, and compliance
deadlines you need to know about.

Recognizing talent and
fostering growth

When: Friday, February 1, 1:30-3:00pm
Discovering hidden talents within your team
and overcoming personality differences is
critical to operational harmony and growth.
In this session, you'll learn how a clear,
integrated framework can help you get the
most out of your team, as well as diving into
best practices for mentoring, counseling
and developing future leaders. Real work
examples will bring these lessons to life to
help you bridge the gap between your team’s
experience and potential.

Information correct at time
of going to press

Green Vegetarian Cuisine

The restaurant’s mission is to serve delicious and
affordable vegetarian comfort food, providing
a wide range of options for vegetarians,
vegans and omnivores alike, to promote
healthier choices in a fast-food world.
Address: 200 E Grayson, Suite 120,

San Antonio, TX 78220
From exhibition center: 2 miles (3.3km)
Cuisine: Vegetarian and vegan
Opening hours: Sunday 9:00am-9:00pm; Monday-
Thursday 8:00am-9:00pm, Friday 8:00am-8:00pm
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Air Elite Network

SCHEDULERS & DISPATCHERS 2019 PREVIEW

Booth 900

Air Elite Network will be introducing two new members to its global
network of independently owned FBOs at Schedulers & Dispatchers 2019.
JetSet Services and Great Circle Flight Services joined the network in

October 2018 and take the number of FBOs to 72.

JetSet Services is based at Athens International Airport (LGAV)
and supports flights across 20 other main airports in Greece. The
company offers bespoke VIP and handling services to its customers,
as well as 24-hour operational assistance, airport lot coordination,

PPRs and landing permits.

Great Circle Flight Services, a Ross Aviation FBO, located at Ted
Stevens Anchorage International Airport (PANC) in Alaska, offers
a personal, attentive service to large business aircraft traveling

between financial centers in the USA and Asia.

“We continually strive to find exceptional FBOs to enhance the
network. JetSet Services and Great Circle Flight Services are a clear
fit based on their elevated service philosophies and well-appointed

Exhibitor spotlight

Booth 1400
Sonoma Jet

Center

At this year’s Schedulers & Dispatchers,
Sonoma Jet Center will be celebrating the
news that it has become the first FBO in
Northern California to achieve Stage Il of the
International Standard for Business Aircraft
Handling (IS-BAH).

The certification demonstrates the
company’s commitment to safety and
innovation for customers, employees and
the public. IS-BAH Stage Il certification is the
second of three levels of the highest possible
safety standards that an FBO can have.

Josh Hochberg, president of Sonoma Jet
Center (pictured left below), said, “This is
a huge achievement by a dedicated team
committed to safety. We are very proud of this
endorsement of our FBO, safety culture and
processes. We want our customers to know
that we are making an ongoing investment in
safety that only a handful of other companies
have done in North
America thus far”

Sonoma Jet
Center is an
FBO at the
Charles M Schulz
- Sonoma County
Airport (STS)
in Santa Rosa,

California. The
company is an
independently
owned and
operated affiliate
of Signature
Flight Support.

facilities. Our mission with the Air Elite Network is to provide business
aircraft operators with consistent, elevated service at extraordinary
locations. Wherever they fly around the world, they will get personalized

services unique to their wants and needs. We look forward to delivering

World Fuel Services.

Company: XLR Executive Jet Centers
Interviewee: Chris Beer, director
Booth: 923

What will you be showcasing at
Schedulers & Dispatchers this year?

This will be the first time XLR Executive
Jet Centers has exhibited at Schedulers &
Dispatchers (S&D) and we are very excited
to attend such a specialist exhibition
that brings together key schedulers

and dispatchers in one location. We

will be showcasing our flagship Air Elite
Diamond Jet Centre and operation, based
at Birmingham Airport. Birmingham is
the second-largest city in the UK and has
many industries on the doorstep, as well
as some of the country’s biggest music
venues within a stone’s throw of XLR.

What are you looking forward to seeing
at this year's event?

XLR is very excited about the larger
cabin aircraft that are currently being
produced. Gulfstream, for example, is
revolutionizing the corporate market with
the G500 and G600 aircraft and the ultra-
long range G650ER. The smaller cabin
G280 has had a facelift and is now an
excellent contender in its field and XLR
is seeing more of its customers choose
these aircraft. XLR Birmingham also
looks after a lot of larger aircraft charter
traffic. This market shows no softening,
and as such we're looking at improving
customer experience by using bespoke
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the Diamond Difference in Greece and Alaska,” says Steve Drzymalla,
Air Elite board member and SVP, business aviation bulk fuel sales at

products such as automated passenger
check-in. Our jet centers will soon be
able to offer electronic boarding cards
via passengers’ phones and self-service
kiosks, which will help streamline the
experience. We're looking forward to
discussing these developments at S&D.

What makes XLR stand out from its
competitors?

The unique selling point for XLR at
Birmingham Airport is our 27,000ft2
(2,500m?) state-of-the-art heated hangar,
which is fully equipped to allow easy
movement/towing of aircraft in and

out and reduces hefty de-icing bills
during inclement weather. The hangar
also provides discreet support for
repatriation of passengers who require
medical assistance on ambulance flights.
The hangar is fully heated, with high-
intensity lighting, which can give medical
practitioners the time to carry out life-
saving treatment, should it be necessary.
The XLR hangar also provides a separate
ambulance entrance that gives direct
access out of and away from the facility,
which helps when urgent transfers are
required. XLR Birmingham is the only FBO
at Birmingham with a hangar and towing
capabilities for all corporate aircraft.




Awards

presentation

Business aviation
veteran to receive
Outstanding Achievement
and Leadership Award

NBAA will present long-time business aviation
volunteer Kellie Rittenhouse with the Schedulers
& Dispatchers Outstanding Achievement and
Leadership Award at the 2019 Schedulers &
Dispatchers Conference in San Antonio, Texas on
January 29-February 1.
Rittenhouse, a certified aviation manager
(CAM), was one of the first women to complete
CAM accreditation and holds an FAA dispatcher
certification. She is now director of aviation for
Hangar Aviation Management. Rittenhouse is
a former S&D Committee member and chaired
the 2004 Conference in Savannah, Georgia. After
achieving her CAM accreditation, she served on
the CAM governing board and continues to be
a frequent presenter at NBAA and regional events.
Rittenhouse is the 11" winner of this award, which
was created in 2008 and recognizes individuals
who have shared their business aviation industry
expertise, provided extraordinary service, exhibited
leadership and made significant contributions to the
scheduling and dispatching function.
“Kellie is the first flight department leader to
be presented with this award, which is notable
as companies see the value in having non-flying
professionals as aviation directors,” comments NBAA's
senior director of educational strategy, Jo Damato.

Booth 611

Signature Flight
Support

Signature Flight Support will be promoting its full
range of services at Schedulers & Dispatchers 2019,
including its new partnership with Nexus Luxury
Collection to create the Nexus Sky Lounges by
Signature Flight Support in select major cities across
North America.

A network of flagship and standard Sky Lounges
will cover key locations for both personal and
business travel within North America. The first flagship
Nexus Sky Lounge by Signature Flight Support will
open at Teterboro Airport near New York City in June
2019 and will feature a gym with locker rooms, a golf
simulator, grab-and-go food and beverages, a Dylan’s
Candy Bar, a meeting room, a children’s area and
concierge services.

Current Signature Flight Support customers will
be invited to join the Nexus Sky Lounge membership
program. Lounge members will gain access to the
new facilities as they come online and will enjoy
a range of additional services, benefits and
experiences offered by the company.

SCHEDULERS & DISPATCHERS 2019 PREVIEW

Exhibitor spotlight

Company: Avfuel
Interviewee: Marci Ammerman,
vice president of marketing
Booth: 1434

What will Avfuel be showcasing at
Schedulers & Dispatchers this year?
Avfuel will showcase more than 80
co-exhibiting FBOs, representing our
network of 650+ branded FBOs.

We'll be attracting attendees to
Avfuel’s aisles with the show’s

most highly anticipated promotion:
Fuel Your Style. We'll be dedicating

a booth to our sustainable alternative
jet fuel initiative, which has been

a major focus. And, of course, Avfuel
will showcase its supply capabilities
and array of solutions.

How important is the event to
business aviation?

This event is crucial for business
aviation. It's one of the best
opportunities for fuel suppliers,
FBOs and airports to directly connect
to fuel decision makers. That's
primarily why our presence at the
show continues to grow year after
year. And the educational sessions
are of great importance. Professional
development is key to safety, growth
and efficiency across the industry.

What are you looking forward to
seeing at this year’s event?

The Avfuel team looks forward to
seeing its long-time customers, as
well as meeting new industry peers
and potential partners. One of the
best qualities of the aviation industry
is how close-knit it is. Technology
will never fully replace face-to-face

interactions - that is, after all, the
business we’re in. At the heart of
it we connect people, businesses,
governments and cultures.

How has Avfuel grown in the past

few years?

Avfuel has expanded globally,
encompassing 650+ branded locations
and 3,000+ contract fuel locations.
We've expanded the Avfuel Training
System to feature online FAA-approved
fuel safety programs, customer service
training and Avfuel program training
via an intuitive learning environment
for an exceptional customer
experience. We've worked closely

with software leaders to interface

with pricing aggregators and
scheduling systems to ensure flight
departments have simple access

to Avfuel pricing. And we also
launched the Avfuel Blog to facilitate
knowledge-sharing best practices.

What areas will Avfuel be developing
over the next year or so?

We will continue to focus on
sustainable alternative jet fuel and the
logistics required to make it available
to customers. FurthermoreAvfuel is
developing technology to streamline
the scope of its services, including
fuel and ancillary service purchasing,
contract fuel, loyalty rewards, trip
planning, marketing and training.
These are in addition to business
expansion on a global level.
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USA

Custom cxperience

With FBOs that combine luxury facilities with first-class operations
in Van Nuys, Honolulu and Everett, Castle & Cooke Aviation offers
international operators choice for customs on the Pacific Coast

When requiring US Customs along
the Pacific Coast, discerning
guests need look no further than Castle
& Cooke Aviation, providing non-stop
excellence and elegance for aviation
customers for nearly 40 years. With
three coastal locations, the company’s
dedicated staff awaits operators’ arrival
for efficient customs experiences.

Van Nuys (KVNY)

Castle & Cooke Aviation Van Nuys
welcomes guests with amenities and
services at one of the busiest general
aviation airports in the world. Those
requiring customs are taxied directly to
the US Customs office, where the Castle
& Cooke Aviation team meets guests with
passenger cars or concierge vehicles
for expedient service in the greater Los
Angeles and San Fernando Valley area.

Those departing KVNY can make
use of Castle & Cooke Aviation’s luxury
facility. From the elegance of the terminal
to the personalized care each guest
receives, the team at KVNY provides a
lavish private aviation journey. With more
than 210,000ft? (19,500m?) of hangar,
205,000ft? (19,000m?) of ramp, 45,000ft?
(4,200m?) of office and shop space, and
a premier meeting and event space -
known as building 7501 - across the
ramp from the FBO terminal, Castle &
Cooke Aviation has everything to exceed
expectations with a custom experience
for international operators.

Guests to Castle & Cooke Aviation
KVNY enjoy full FBO amenities and
services, including fueling and ground
handling, concierge services and
catering, rental and crew cars, an
elegant lobby and reception area, and
an executive conference room - all
available seven days a week.

Honolulu (HNL)

Operators looking for a memorable
experience with a little respite may

well choose Castle & Cooke Aviation’s
Honolulu facility. The HNL team is
ready to handle the unique demands
of international operations with a
streamlined system in place for general

aviation customs, complete with a
welcoming lei (Hawaiian garland) and car
service. Customs clearance is handled
on the private ramp adjoining the FBO
facility. Customers can remain in their
aircraft during the short process.

At its Honolulu location, Castle &
Cooke Aviation offers all the amenities
of its Van Nuys location, including 5-star
facilities, top-of-the-line service from
expertly trained staff, and concierge care
and catering.

As Hawaii’s premier general aviation
facility, guests benefit from an FBO
terminal complete with 17,600ft? (1,600m?)
of hangar space and more than 7,000ft?
(650m?) of space dedicated to customer
care. The facility offers businesses
60,000ft? (5,600m?) of office space.

Everett (KPAE)
For those operators flying a northern
route, Castle & Cooke Aviation’s Everett

70 | BUSINESS AIRPORT INTERNATIONAL JANUARY 2019

Above: Castle &
Cooke Aviation offers
premium services
across its three
locations

Left: Visitors to the
Hawaii facility are
greeted with a
native garland

Vital
statistics

Airports: Van Nuys in California,
Honolulu in Hawaii, and Everett in
Washington
Fuel: Partnered with Avfuel
Facilities: All aircraft support
services, concierge services, rental
and crew cars, aircraft cleaning
and maintenance

team is situated in the Pacific Northwest.
As a landing right airport - meaning
international operators must be granted
landing rights through customs - this
Castle & Cooke Aviation location offers a
more private customs experience than the
congested airspace of Boeing Field King
County International Airport, Seattle.

Along with a detailed customs
clearing, guests will enjoy all the
amenities expected of a first-class,
metropolitan FBO. Such services and
amenities include de-icing, cargo
charter ground services, transportation,
concierge care and catering, and an
elegantly appointed FBO terminal and
pilot’s lounge.

For those looking to conduct business
in Seattle or simply enjoy the natural
beauty of the Pacific Northwest, Castle
& Cooke Aviation PAE is an exceptional
choice for expert care.

Located on the same airfield as
Boeing’s manufacturing facility, Castle &
Cooke Aviation is no stranger to handling
the complex needs of large aircraft and
their entourages. O

CASTLE & COOKE AVIATION

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai
Reader Inquiry Number



Millennial potentia

Air Service Basel intends to start 2019 with a young, fresh and focused

perspective, aware of the importance of hiring the next generation of
business aviation professionals

There is a lot of discourse around
millennials as the future users of
business aviation. As a company with
30% of its employees under 35, Air
Service Basel understands the benefits
of actually hiring more millennials into
the industry too.

Aliena Sutterlin is one of the industry’s
youngest continuing airworthiness
management organization (CAMO)
managers. Her career path goes
against the norm: after a three-year
apprenticeship in Germany training to
be an aircraft mechanic, she spent just
two years as a CAMO assistant before
taking on Air Service Basel’s CAMO
management role.

“Aliena is a great example of the next
generation of employees in business
aviation,” says Claudio Lasagni, Air
Service Basel’s CEO. “She has excelled
in the takeover of the CAMO role this
past year with her consistent hard work
and dedication, and she’s introduced
some new digital methods that have
streamlined internal processes too.

“Younger generations may not have
as many years of experience, but they
move through training and courses
at a faster pace than ever before, are
intelligent and motivated, and want to
make positive changes. Our industry
needs to be shaken up by people like
that and I’'m happy to see this happening
within Air Service Basel.

“In saying that, | believe in hard
workers, no matter who you are - or
what your age. If you have the drive and
motivation to keep a business like ours
alive and moving forward, that’s the most
important thing,” adds Lasagni.

There are many elements that attracted
Sitterlin to her current role and to business
aviation as a whole: “Our industry is
small and niche, and | like the feeling of
being part of something special,” she
comments. “| really enjoy having personal
contact with operators, technicians and
particularly pilots who care very much
about their aircraft.

“This is often because they are fixed
to their aircraft for long periods of time. |
also like working with so many varieties

of single aircraft types and
manufacturers rather than
just one fleet. This way, | get
to discover new things every
single day.”

Air Service Basel believes it
is important to recruit more young
people into the business aviation
industry, a view that Siitterlin shares.
“Our industry is exclusive for its clients
and that will not change, but we need
to be more open in terms of awareness
about the things we do,” she says. “This
is so that people outside the industry
know that while we do serve the rich and
their luxurious lifestyle, we do many other
things too.

“We also need to be more accessible
to students and graduates by providing
courses and training. In CAMO, for
example, it’s difficult to recruit people

Above: Claudio
Lasagni, CEO at
Air Service Basel

SWITZERLAND

Vital
statistics

Operating hours: 6:00am-
10:00pm (extended upon request)
Services: Maintenance, snooze
room, conference facilities,
hangar and apron parking,
CAMO+ program

Left: Aliena Siitterlin
believes young people can
make a positive impact on
business aviation

when you need to have decades of
technical experience and qualifications. |
think we need to become more open-
minded as an industry and give chances
to people who are motivated to learn
regardless of how many years’ experience
they have, like the chance that was given
to me,” says Sutterlin.

“We can overlook the younger
generation’s lack of experience because
of their competence, willingness to learn
and motivation. These younger people
bring fresh new perspectives that many
people within the industry no longer
have because of their many years of
conditioning to it,” she adds.

Sdtterlin is optimistic about the future
of business aviation and the fresh new
talent it will attract. She also believes the
industry will become more accessible.

“I think business jets will follow a
very similar story to the car,” she
says. “Cars were originally only
for the elite, because at that
time, there was no need for
the average person to travel
long distances. Today, nearly
everyone OWNs a car or uses
public transport to get to work.
Commercial flying is giving people
access to places all around the
world through low-cost carriers.
“Globalization is enabling operators
to do business everywhere, and business
still works best in person. Business
aviation can facilitate this.

“The industry is already seeing
companies like NetdJets and Stratajet
shaking up tradition by allowing clients to
share the space,” Sutterlin concludes.

AIR SERVICE BASEL

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai
Reader Inquiry Number
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WORLDWIDE

Fueling conversation

Avfuel explains why sustainable alternative jet fuel is beneficial to
business aviation and what the industry can do to support the initiative

The buzz around sustainable
alternative jet fuel (SAJF) has grown
to an alltime high in 2018, picking up
momentum following the release of
May’s Business aviation guide to the use
of sustainable alternative jet fuel. While
business aviation operators wait for the
product, Avfuel’s experts in alternative
fuels confirm that progress is being made
and SAJF should remain a priority.

The benefits

Because SAJF is derived from renewable
feedstocks, its entire lifetime produces

a net benefit for the environment. For
carbon footprint conscious companies
with flight departments, the availability of
SAJF is one more way to reach corporate
environmental sustainability goals.

In conjunction with such goals, using
SAJF benefits a brand’s image to the
public. Those that choose to be on the
cutting edge of sustainability may receive
a fair amount of media, which could make
the extra cost per gallon of SAJF pay
for itself in addition to savings through
incentives being considered at both the
state and federal levels.

SAJF supply

According to Avfuel, availability is

the most pressing issue hindering
SAJF’s widespread adoption. SAJF is

a concentrated product, which is then
blended with standard petroleum-based
jet fuel to create a product that meets the
ASTM D1655 standard. There is not yet
enough concentrated product to serve
the entire aviation community.

Beyond supply, the logistics of
blending, storing and transporting the
product are intensive, with an array of
considerations, including where to source
SAJF and the standard petroleum-based
jet fuel, where these products will be
stored, at what point they are blended
and tested, and to whom these products
will be delivered.

Avfuel efforts

To bring the product to market for
business aviation, Avfuel’s team has been
working to secure more reliable sources.
Its agreement with Gevo - a leading next-

generation biofuels company - was
a first major step.

Avfuel is working diligently to
determine the most effective logistics
plan - in terms of safety, cost and time -
to source SAJF and the jet fuel with which
to mix it, blend it and define the optimal
locations to store it for distribution.

To help encourage producers to
increase SAJF outputs, Avfuel is also
acquiring commitments from customers
to purchase the blended SAJF product.
This means the company can then
share a more accurate understanding
of demand with producers.

Furthermore, Avfuel is working with
aviation organizations on an event to
reaffirm general aviation’s commitment
to SAJF. The event - Business Jets Fuel
Green: A Step Toward Sustainability -
is scheduled for January 17, 2019, at
Van Nuys Airport, California, and will
demonstrate that SAJF can become a
mainstream, drop-in alternative for today’s
general aviation aircraft.

Flight operator support

Bringing the fuel to market will require
efforts on the part of the producer,
supplier and end user. Avfuel asserts
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Above: The logistics of
blending, storing and
transporting SAJF are
intensive

Vital
statistics

Fueling locations: 3,000+
FBOs: More than 650 branded
FBOs across North America
and Europe
Services: Fuel supply, contract
fuel, loyalty rewards, trip
planning, alternative fuels and
much more

there are many actions flight operators
can take to support the initiative.

Flight operators can inquire about
their role in reducing their organizations’
greenhouse gas emissions. Then,
they can decide whether or not the
company wants to become an early
adopter. Operators can then formalize
commitments to purchase SAJF with their
home bases or fuel suppliers, helping
to provide a more accurate sense of
demand, further promoting production.

With this in mind, flight departments
should communicate their needs,
including an ideal timeline for supply, the
volume of product needed, if their home
bases would be interested in a steady
supply of SAJF, and the cost to - or
perhaps not to - commit to using SAJF.

With some of the industry’s most
dedicated minds behind the task, and
with the key support of flight operators,
Avfuel is confident business aviation will
benefit from the availability of SAJF in the
near future.

AVFUEL

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai
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Boosting potentia

XLR Executive Jet Centres has expanded its original Liverpool
facility offering with the addition of three new locations - and
more set to be announced next year

March 2018 saw another positive
chapter in XLR Executive Jet
Centre’s success story, with the opening
of its brand-new, state-of-the-art FBO
facility at Liverpool John Lennon Airport
in the UK. This followed the company’s
successful opening of its Birmingham
FBO and hangar in 2017.

Having already developed a successful

FBO base at Exeter Airport, XLR is
proving to be more than a match for the
big FBO providers, offering a unique
and sophisticated service. Proof of this
is seen in its newly launched Pet Travel
Scheme, which means that XLR Liverpool
is now able to support the movement of
pet animals to the UK without the need
for quarantine, providing they meet
certain conditions such as having the
correct documentation, identification,
vaccinations and treatments.

Service offering

XLR Executive Jet Centre is the corporate
aviation brand of Regional & City Airports,
which is part of the successful Rigby
Group of businesses. Customers using
the XLR FBO facility at Liverpool John
Lennon Airport experience a high-quality
offering - benefiting from great customer
service in a beautifully designed and
spacious facility.

Conveniently located to the west of
the passenger terminal, with easy access
from public roads, the FBO offers a new
purpose-built terminal, and car parking
in a secure environment. It is also located
close to key North West networks such
as the M57, M62 and M56 motorways.

The recent opening of the new Mersey
Gateway crossing has greatly improved
access to the airport from Cheshire and

North Wales. XLR Liverpool is also easily
accessible from all parts of Manchester.

The FBO facility offers dedicated
passenger and crew lounges, in addition
to a crew rest area with complimentary
refreshments and dedicated apron
parking. XLR’s stands are very close to
the FBO and access to airside is available
through the adjacent security point.

As with the company’s other FBOs,
the team is fully competent in providing
weather and operational briefings to pilots
and supplying local information to clients.
The team can also provide negotiated
rates for catering, chauffeur-driven cars,
refueling and corporate hotels.

Steve Barker, XLR Liverpool’s executive
aviation manager, says, “This is an exciting
episode in the development of XLR. Our
decision to establish a base in Liverpool
in 2018 came following research into the

Above: The Liverpool
facility is just one of
XLR’s locations
Below: The FBO is

a gateway to the UK
via the northwest

of England

UNITED KINGDOM

Vital
statistics

Airports: Liverpool, Birmingham,
Exeter and Solent, with more to
be announced
Owner: Rigby Group
Services: Dedicated passenger
lounge, crew rest facilities, private
parking area for business jets

opportunities and demands of this sector.
We’ve seen the corporate aviation sector
growth at the airport and decided the
time was right as part of our expansion
plan to create a new FBO center. Our aim
is to position XLR’s FBO at Liverpool John
Lennon Airport as the FBO of choice for
those wishing to use northwest England
as their gateway to the UK.”

Chris Beer, director of XLR Executive
Jet Centres, added, “The launch of XLR
Liverpool in 2018 was another exciting
chapter in the XLR brand expansion.

We knew from the outset that the
proposal to establish an FBO at Liverpool
John Lennon Airport with a dedicated
corporate aircraft base was the right
decision. Its future is very bright.”

While XLR Executive Jet Centres is
small in numbers by comparison with
other major FBOs in the UK, what the
organization lacks in size, it makes up
through its attention to customer service.
XLR has its eye firmly on the future -
plans are afoot to develop more FBOs
across the country, adding to its national
presence and customer offering.

XLR EXECUTIVE JET CENTRES

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai
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CYPRUS

Cypriot

haven

The only FBO in Cyprus, Skylink Services discusses its
customer offering, serving high-profile clients, and its
industry-recognized accreditation

Skylink Services is the owner
and operator of the only FBO in
Cyprus, at Larnaca Airport. Since the
commencement of Skylink’s operations in
Cyprus in 1998, it has filled the gap in the
market of executive operations ground
handling at both Larnaca and Paphos
airports on the island by offering a high
standard of service to all its customers.
Skylink continues to offer a 24-hour
service, providing a stress-free experience
to all crew and passengers arriving
and departing Cyprus via the 17,222ft?
(1,600m?) FBO in Larnaca. Aside from an
FBO, Skylink offers all services linked to
the company at Paphos Airport, too.
Currently representing more than 400
companies worldwide that either own or

operate executive aircraft, the company
caters for aircraft ranging from very light
jets, to B747 and A340 offerings.

Head of State Lounge

Skylink Services manages and operates
the Head of State Lounge on behalf of
the Republic of Cyprus. The company
holds sole responsibility for the building,
management and operation of this facility,
maintaining high standards and quality of
service at all times.

The first visitor to the facility was His
Holiness Pope Benedict XVI in 2010.
From this historic visit onward, every head
of state and dignitary visiting Cyprus is
handled via this lounge. During these
high-profile events, Skylink Services
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Above: Skylink’s
executive terminal at
Larnaca Airport

Below: The company
prides itself on its
facilities and customer
service offering

Vital
statistics

Airports: Larnaca and Paphos
International Airports
Founded: 1998
Services: Customs and
immigration, aircraft
handling, car rental, catering,
ramp transportation

ensures that the increased traffic created
by visiting delegates and heads of

state is handled smoothly. Passengers
and crew using this lounge are always
escorted through the terminal to provide
convenience, safety and efficiency.

Diamond service

Skylink is a member of the Air Elite
Network of Diamond Service Locations.
To qualify for membership, each FBO
member has to meet a number of airport
facility and service quality standards

and criteria. At the last network meeting,
Skylink was proudly awarded second
place as the 2018 International Diamond
Location of the Air Elite Network.

Excellence rewarded

Skylink is also the only holder of IS-BAH
Stage | accreditation on the island and
is in the process of being audited and
receiving Stage Il accreditation. The
company has a very strict quality and
safety policy and continues to offer the
highest levels of service and quality that
are paramount to Skylink Services.

SKYLINK SERVICES

To learn more about this advertiser, visit
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Changing cxpectations

Rockwell Collins explores the importance of staying connected for private
jet users in the modern day, and the challenges this creates for operators

With the continuous robust growth
of charter aviation, operators

are looking for every opportunity to
distinguish themselves from competitors
while implementing solutions that elevate
their flight departments.

Today’s business jet travelers expect
a seamless experience. They want to
be connected for the entire trip, have
full use of their phones, have the best
entertainment options, and not have
to worry about the security of their
information. Pilots need integrated
efficiency to achieve greater situational
awareness and optimal aircraft
performance. Flight departments require
tools that are fast, functional and built for
growing fleets.

Growing a business in a hyper-
competitive industry like charter aviation
requires all of an operator’s attention.
Finding one provider that can tackle these
challenges across their operations can be
a huge advantage.

Connectivity

Gone are the days when passengers

had no choice but to accept slower and
often interrupted wi-fi while flying. Today,
they expect the seamless high-speed
connectivity and global coverage provided
by services such as Inmarsat’s Jet
ConneX (JX). With 15Mbps speeds and
the only committed information rates in
the industry, JX gives them everything they
want - internet, email, video, voice over
internet protocol (VolP), teleconferencing
and virtual private network (VPN).

A seamless journey for passengers
often comes down to being able to do
what they do every day on the ground.
This could include using their mobile
devices to get things done, such as a VolP
application that keeps their smartphones
as functional mid flight as they are when
on the ground.

For pilots, it’s all about having the right
information at their fingertips at all times,
such as flight plans and real-time weather
information through an iPad app. Other
apps now give operators the ability to
perform flight operations, international
trip support, network analysis and data
management tasks.

With the sheer amount of information
flowing to and from a business jet these
days, securing personal data is a big part
of the passenger experience whether
it’s noticed or not. Making financial
transactions, video conferencing,
chatting, texting, watching movies, using
social media, and essentially using the
internet in any way creates vulnerabilities.
Cybersecurity is a fundamental
concern for connectivity providers. They
can monitor data flow and touchpoints
around the clock, helping to keep all
unrecognizable traffic from entering the
aircraft without their permission.

Above: Passengers
want to stay as digitally
connected in the air as
they are on the ground

Below: Technology
offerings in flight
boost the customer
experience

WORLDWIDE

Vital
statistics

Clients: Commercial
and military
Founded: 1933
Location: Offices worldwide
including Chile, Australia, USA,
Canada, Mexico, India and
Singapore

Passengers want entertainment
content at the ready just like they have
on the ground. Providers offer thousands
of movies and shows, news, sports and
weather that passengers can view on their
own devices. Operators can optimize
the available bandwidth, enabling all
passengers to watch live TV at the same
time through a single ground connection
while still controlling the number of
streams to prevent devices from maxing
out available bandwidth.

Flight operations

Simplifying the complexity of the
operator’s workflow is the name of the
game in flight operations. Operators need
flight planning, datalink and international
trip support information all in one place
to increase efficiency, reduce costs and
serve passengers more effectively.

Cloud services are now providing next-
generation infrastructure environments.
Their performance, scalability, reliability
and security help deliver instantaneous
responsiveness for common user tasks,
such as building trips and quotes.

ROCKWELL COLLINS

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai
Reader Inquiry Number {[t[7
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SPOTLIGHT

B angor International Airport
(BGR) has ordered a Global
ER-2875 de-icer, specifically
designed for larger aircraft such as
the Airbus A-380, Antonov An-225,
C5 and C17 military airplanes and
similarly large cargo planes.

Manufactured by Global
Ground Support - one of the
world’s leading makers of aircraft
de-icers - the ER-2875 has the
longest side reach and highest cab/
nozzle height of any mobile de-icer
in the world, bringing the operator’s
eye level as high as 78ft (24m).

Using a hydraulically driven
centrifugal compressor mounted
on the operator platform, the
de-icing system uses forced air -
either alone or in combination with
de-icing fluid - to remove all forms
of frozen contamination from the
critical surfaces of the aircraft.

“What this allows is better
visual inspection of the aircraft
when cleaned and, from the pilot’s
standpoint, a speedier de-icing
process and turnaround,” says
James Canders, assistant airport
director. “The extra 10ft [3m] of
boom will be particularly valuable
on larger military and cargo aircraft
with a T-tail configuration.”

Located on the USA’s
northeastern seaboard, Bangor
International Airport is the US port
of entry closest to Europe, providing

Above: The de-icer expands the range of aircraft the airport can assist

a wide range of commercial and
general aviation services. Non-stop,
affordable flights to New York,
Orlando/Sanford, Philadelphia,
Tampa/St Pete, and Washington
DC are supplemented by seasonal
flights to Charlotte and Chicago.
BGR is currently served by
Allegiant, American, Delta and

United. The airport is a leader in
transatlantic tech stops, as well as
a strategically important location
for the military.

BGR is an enterprise-funded
entity operated by the City of
Bangor and is supported solely
through the means of airport-
generated revenue.

BANGOR INTERNATIONAL
AIRPORT

To learn more about this advertiser, visit
www.ukimediaevents.com/info/bai

Reader Inquiry Number
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MALMO AIRPORT

ESMS/MMX
Private FBO Ground Handling Services
For Executive & General Aviation

When TIME, Economy & Quality matters

We are the fastest and only, private owned and managed, FBO Service provider at Malmé Airport,
...a real time saving alternative to Copenhagen (CPH) or Roskilde Airport (RKE)
Operating 24/7

only 25 min to Malmé (Sweden) Centre
only 35 min to Copenhagen (Denmark) Centre

ESMS /MMX, Hangarvégen, 230 32 MALMO-STURUP, SWEDEN
Phone: +46(0)40 671 0001 - info@mtsaviation.se

 Quick turn times for aircraft and passengers
* Competitive ground handling services

e Easy, uncongested access

« Extensive experience with all kinds of aircraft
e Contract fuel arrangements

® 24/7 Customs and Border Protection services

\
qeF

e

o Strategic location

R

Location, Iocation, location. (and services, services, services)

The most experienced rely on Bangor.

Quick, efficient and cost-effective service has made Bangor International CONTACT FREQUENCIES:
Airport and Bangor Aviation Services the preferred first stop for North Unicom frequency: 122.95 (0500-2200 hrs.) FlyBangor.com
Atlantic flights into the United States. And the first choice for US. pilots ARINC frequency: 132.00 (BGR Ops, 24 hrs.)

flying to Europe. CONTACT INFORMATION: B GR %’5

Strategically located, Bangor also provides 24-hour refueling and fast, Tel: (207) 992-4582 BANGOR

. . ’ . . . INTERNATIONAL AIRPORT
friendly customs services. So you're in, out, and on your way in no time. Fax: (207) 945-5998 BANGOR AVIATION SERVICES
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SCHEDULERS & DISPATCHERS CONFERENCE
JANUARY 29 - FEBRUARY 1, 2019 | SAN ANTONIO, TEXAS

The Business Airport International team will be at the NBAA
Schedulers & Dispatchers Conference in San Antonio,

R EAD E RS FRO M 1 21 Texas, USA, from January 29 to February 1, 2019.
CO U NTR I ES WO R LDW' D E * Come and meet the team at Booth 1839!

Business Airport International will be
abc distributed at the event. On the web

For exclusive
interviews and industry
opinions, visit
www.BusinessAirport

| ATEST In the next issue Intormationatcom
SUBSCRIBERS + Regional foeus: Everying you noed o

Professionals from: * City focus: Heading to London

*ABC audited circulation, average net figure Jan-Dec 2017

 Korea Transport Institute, Korea * The latest news and views from industry experts,
and much more!

 Goldair, Greece

* Edmonton International Airport, Canada Contact our sales team to be involved!
Jag Kambo, publication manager:

L. jag.kambo@ukimediaevents.com

* Aegle Aviation, Hong Kong www.BusinessAirportinternational.com

« Air Charter Service, UK
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I I I ABACE EBACE .
. May 21-23 2
I C I E N C l :}?r;lg?a?'sg‘?:?a Geneva® SWltZEI'la“d
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Embraer Lineage 1000 E with TWIN 7500 NG Citation X with M528

The world‘s most compact and powerful electric driven tug. mototo k

Thanks to the industrial remote control maneuvering an aircraft in and
out of the hangar is an easy and effective operation for only one person. Innovative remote controlled
. ; TR f electric driven tugs
The compact design allows up to 60% higher utilization of the hangar.
When do you start maneuvering airplane the innovative way?

Contactus: +49-2151-65083-82 - www.mototok.com - info@mototok.com - § facebook.com/MototokTugs

LIMOUSINESWOR LDWIDE.COM

GLOBAL LUXURY TR ANSPORTATION

“Excellence is to do a common thing in an uncommon way.”
—Booker T. Washington

CALL OR E-MAIL 24/7 FOR RESERVATIONS QIGENUINE N

[RUSTED

DISPATCH@LIMOUSINESWOR LDWIDE.COM PREMIUM |
UK PHONE: + 44-20-3769-6689 ‘

US PHONE: +1.914.738.1200




BACK CHAT

BUSINESS AIRPORT INTERNATIONAL EXAMINES THE REACTION TO
LUXAVIATION’S OPEN LETTER ANNOUNCING EBACE 2019 SNUB

atrick Hansen, CEO of Luxaviation, has
published an open letter announcing the
company’s absence from EBACE 2019 due
to the rising cost of the Geneva event.

In the letter Hansen said, “Attending EBACE can

easily cost businesses hundreds of thousands of

euros in direct and indirect costs. We believe

that moving EBACE to a less expensive city

would undoubtedly bring huge cost savings to

exhibitors and attendees. The time has come

for EBACE to change. The event must respond

to economic realities and EBAA should ask itself

if an event in this format is truly representing the

many facets of business aviation, as claimed by

its Expanding Horizons campaign.”

An EBAA spokesperson exclusively told
Business Airport International, “The European
Business Aviation Association regrets Luxaviation’s

decision to limit its presence at EBACE 2019. It is our
mission to enable responsible, sustainable growth
for business aviation, enhancing connectivity and
creating opportunities for our members. EBACE is an
event that we consider to be a physical manifestation
of our mission. It is the opportunity where our
industry meets and shares knowledge, and
where we engage direct with our membership.
“During the many successful years of
organizing EBACE in cooperation with the NBAA,
we have recognized the need for unceasing
improvement and are working hard toward
continuously meeting the needs and expectations
of both the attendees and the exhibitors.”
Business Airport International took
to social media to ask if EBACE events should be
relocated to a more affordable European city, or if
Geneva really is the best place for the show.

Your views

“I completely agree with Patrick
Hansen. The big shows feel like
they've not really evolved over the
past few years and I'd be interested
to see figures on attendance both
from attendees and exhibitors.
Two of the best shows I've been

to this year have been Schedulers
& Dispatchers in Long Beach,
California, where everyone gets a
booth the same size and the whole
place stops for a sit down lunch
every day, and Air Charter Expo at
Biggin Hill, UK, which was a well-
attended one-day event. I'd love
to see more of these.”

Miles Bailey, director of supply
chain services at Aviaa

“| totally agree EBACE should move
to a city that is more cost effective.
The major trade shows have gotten
more and more expensive, from
the badge cost and booth space

to catering and hotel rooms.

As businesses, we do not get

to increase our prices on every
product every year, but the aviation
trade show industry seems to do
just that.

“Specific to EBACE, the hotel
room expenses and availability
have been an issue and is
increasing as the hotels know
they have a captive audience and
the prices go through the roof.
Even the local pubs change their
prices during the peak days of
EBACE, because they know they
can charge crazy high prices as
we are locked in Geneva. | am not
overly opinionated on where EBACE
should move to - more along the
lines of having an international
airport and a large enough city so
that there will always be ample
hotel rooms to make prices stay
competitive. Another alternative
is changing some of these major
shows to every other year. Savings
have to be found to keep the
aviation businesses healthy.”
Stephanie Jordan, vice president of
sales and commercial operations
at World Fuel Services

“Just a one hour drive from Geneva
is Lyon in France. The business
airport Lyon-Bron is right next to
the convention center. | inspected

| BUSINESS AIRPORT INTERNATIONAL JANUARY 2019

the site myself several years ago as
an alternative for a conference. It
is definitely worth looking into and
considering for EBACE.”

Bud Slabbaert, chairman of

the Caribbean Aviation Meetup
conference

“It will be a shame to see EBACE
price itself out of the market! It's
always a great show to attend, from
both a personal and a business
perspective. Geneva, although a
great location logistically, is maybe
not the best place. Possibly a
change of venue/city could help
save this event?”

Andrew Wilson, business aviation
technical services consultant at P)
Tech Corporate Aviation Consulting

“Of course exhibitions are
expensive — Geneva significantly
so. But they are also pretty tired -
same format, structure, benefits.
Luxaviation is right to challenge
the EBAA, but what we would

love to see is some more creative
and innovative formatting of the
event that better reflects the way

today's industry does business.
The event is about networking with
existing and new partners, but
also about connecting, maximizing
and influencing — we use digital
marketing to drive this further
and beyond the event. We would
welcome anything that reduces
the huge cost of Geneva but also
new initiatives to engage those
exhibiting and attending.”

Oliver King, CEO at Avinode Group

Your comments

Should EBACE move

to a more affordable
European city? We'd love
to hear your thoughts on
this or any other topic
affecting the business
aviation industry, so visit
www.linkedin.com and
search Business Airport
International to join in
with the debate.

Linked [[]



HELSINKI AIRPORT
BUSINESS FLIGHT CENTER FBO

HELSINKI AIRPORT

FINAVIA — for smooth travelling

www.helsinkiairport.fi

FINAVIA BUSINESS FLIGHT CENTER
Terminal Address: Liikelentotie 8, 01530 Vantaa

Tel. +358 20 708 2780
Mobile +358 40 722 0834
Fax +358 20 708 2799
business.efhk@finavia.fi

Excellent location for technical stops
and crew changes in all seasons

Helsinki Airport Business Flight Center offers high quality services
for private airlines and operators. We are specialized in business jet
operations and our 24hrs service guarantees a quick response to all
handling requests.

+ FBO services provided 24 hrs

« Arrival and departure slot bookings * Passengerlounge
» Hangar arrangements * VIPlounge
* Hotel and transportation reservations * Crewlounge

Polar Aviation Aircraft Maintenance For you.

Whether you are flying from East or West, we are on the way between you
and your destination.

Helsinki Airport offers a centrally located secure and neutral base for you
and your aircrafts.

We have a 30-stfrong feam of engineers with decades of maintenance
experience ready to take care of your turboprop, private jet or even airliner.
Our efficient and reliable 24/7 service guarantees safe and smooth operation
of your aircraft. Minimal turn around times with unmatched attention to detail
in flight safety issues will keep you on your wings and on the way to your next
destination.

We offer maintenance and hangar services for your aircraft. Our quick
response AOG Go feam is ready fo travel wherever you need assistance.

maintenance@polaraviation.fi | polaraviation fi

+358 20 1612 600 (24h)




Executive.LLuxurious.Reliable
Travel like no other

To access the ultimate concierge
services, please contact us on:

Birmingham: 0121 663 1450
jetcentre@xIrbirmingham.com

Liverpool: 0151 317 9325
jetcentre@xlIrliverpool.com

Exeter: 01392 354 995
xlr@exeter-airport.co.uk

www.xlrjetcentres.com
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