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While every airline worth its reputation should always be prepared to listen to its
customers, sometimes it is worth noting what the men at the top have to say about
the global picture
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'*54"-With this issue of AGS appearing slightly earlier than usual so that extra copies
are available at the International Air Transport Association’s 26th IATA Ground
Handling Conference (IGHC) in Vancouver on 5-8 May 2013, it is appropriate
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services to keep the airline running smoothly and its aircraft available whenever
and wherever they are needed. *BO.BSUJO+POFT talks to the woman responsible
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his is an airline that in today’s world of often incomprehensibly slick company
branding has always been
‘what it says on the can’ in
terms of recognition – Air Canada. It
is Canada’s largest full-service airline
and the largest provider of scheduled
passenger services in its domestic
market, the Canada - USA trans border market and in the international
market to and from Canada – quite a
force and keeping the airline’s ground
services running smoothly in order to
provide a seamless travel experience
for the traveller is a big job.
In a world that seems obsessed
by cost, equating price paid against
quality obtained when it comes to
purchasing ground services is a difficult task. “Air Canada is no stranger
to cost saving initiatives,” responds
Janet Wallace, director airport services, contracts and administration, Air
Canada. She is a career professional
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with the airline, having been with
Air Canada since leaving Montreal’s
McGill University in Montreal with a
Bachelor’s degree
Outside of fuel purchasing and aircraft procurement, ground handling
services is a close follower in an airline’s spend, she says. “We like to be
able to forecast our expenses based
upon fluctuations in the schedule, with
little tolerance for surprises,” Wallace
comments.
*/7&45.&/5

The same goes for the quality of the
services provided.
She observes:
“Air Canada invests significantly in
the development of ground handling
standard operating procedures, rulebased technology and the publication
of ground handling manuals to ensure
common practices.”
Wallace outlines: “It is the customer’s desire is to have a high level of
service, regardless of where they are

flying to and from. Air Canada aims to
be consistent and to meet the customer’s expectations every step of the way.
We do not want to see any location deviate from our product specifications.”
She points out that while the airline acknowledges that some locations may require local operating procedures that are peculiar to a certain
destination, its aims “at providing a
‘cookie-cutter’ type of product”. This
leaves the same impression when applied to any location. “We require
the same look and feel of services at
all times from our suppliers and this
is what we demand they provide.
Whether it is in our own backyard
in Vancouver or in Barbados all our
employees, as well as third-party providers, need to be able to pride themselves in delivering the same standard
of high level services.”
Wallace responds to a question that
asks how Air Canada can ensure that it
always buys only what it really wants

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN
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time performance, and adherence to
the operating schedule in all the locations we fly to.”
She observes that Air Canada relies heavily on data from IPSOS Reid
to highlight the weak spots in its operations. Canada based research company IPSOS Reid conducts both syndicated and customised research studies across key sectors of the Canadian
economy through the biggest network
of telephone call centres in the country, as well as the largest pre-recruited
household and online panels.
Wallace goes on: “Delays, mishandled baggage, poor customer handling
are all symptomatic of other problems
(beyond the control of the airline).
We work closely with our providers
to meet targets in the areas they have
the ability to control and influence.
Ground handling contracts are developed in conjunction with service level

in terms of quality: “We have some
long-standing built up relationships
with our service providers,” she says.
“There is a fine line between being
the employee of a third-party ground
services provider and being part of the
Air Canada family,” Wallace notes. “We
don’t easily differentiate; we don’t just
introduce a new operation overnight.
We work closely with our full service
providers to ensure they understand
our expectations.
“In addition we provide training oversight, to ensure Air Canada’s
standards are met. Routine audits and
station visits help close the gaps on
any service failures.”
How does Air Canada measure the
quality of outsourced services that it
buys, particularly when this is work carried out by service providers overseas?
Wallace says: “Whether it is overseas or just across the US border, Air
Canada’s customer metrics are shared
with all our suppliers. We expect on-

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN

agreements detailing Air Canada’s
performance expectations.
“Providers that exceed performance manage to maintain the work
for the long run, as well as seeing a
little extra added to their bottom line.
Providers that show little to no improvement are reviewed closely to determine if the operating environment
(facilities, technology and equipment)
has changed significantly.”
)034&4'03$0634&4

Some airlines contract their ground
services on a ‘horses for courses’ basis;
others ﬁnd it useful to adopt a global
grouping approach on a one contract/
one contact basis – particularly when
operating overseas. “We have tried it
all!” exclaims Wallace. However, the
integration of Air Canada and Canadian
Airlines and that growth of regional
airline partnerships (as with Air Canada

Janet Wallace: Director airport services,
contracts and administration, Air Canada
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performance statistics.”
Wallace concurs that Air Canada
is consulted fully during the setting
of new rules and regulations by the
Canadian or international administrations and authorities. “Air Canada
has always been at the forefront of the
industry in adapting new technologies
that enhance the safety and security of
our operation.”
$001&3"5*0/
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Express) also brings about certain
challenges, which are only dealt with
over time.
“Initiatives to go global are great,”
she remarks, “because all locations
and all providers are placed on the
same playing field. Regional costing,
performance results and safety shortcomings are all measured up. This allows for the airline to determine some
of the best practices, in addition to
addressing some of the issues.”
She goes on: “For certain, dealing
with a single provider allows for a central point of contact and dedicated support teams based upon buying power.
Urgencies are dealt with as a priority,
and the product matures at a greater
pace, due in large part to the focus.
However, at times ‘going local’ is
the only solution. “Safety is the trump
card to all our contracts,” Wallace emphasises.” Sometimes, although going
to a local provider can demand more of
our time and resources, it may also be
the only palatable solution.”

staff, maintenance, fuellers and so
on). Safety Management Systems – the
guidance based on ICAO Document
9859 Safety Management Manual –
has forced operational accountabilities
within airlines. She notes: “Each work
group’s hand-offs must be linked to
those of the next group, to ensure
operational integrity. Roles and
responsibilities are specifically defined
throughout each level of our operation.
In addition to security requirements,
technology has also greatly contributed
to improving the processes. This
is best demonstrated in the airline
communities’ much improved baggage

“We continue to work cooperatively with
security regulators and experts here in
Canada and around the world to ensure
full compliance with these measures.”
She adds as an aside: “To disclose speciﬁc
details regarding security measures
would not be appropriate as it defeats
the entire purpose of these systems”
In summing up, Wallace finds that
there are airport around the world that
are good gateways or bad gateways in
terms of service. “We have many great
airport operations, and few that fall
short,” she says. “The responsibility is
not only on the airline to raise the bar
with the poor performers and make
difficult decisions. Sometimes this
needs to happen in cooperation with
the airport authorities. Equipment
availability, facility lay-out, ongoing
construction projects can all hamper
performance.” She concluded: “We
all have to want to come together to
make things work.”
* Together with its regional partner,
Air Canada Express, Air Canada serves
over 33 million customers annually,
providing direct passenger service to
over 170 destinations on ﬁve continents.
It is a founding member of Star Alliance,
the world’s most comprehensive air
transportation network

4"'&5:'*345

Safety is a prevalent mantra within Air
Canada – as it is with all the world’s
major carriers. “We support initiatives
put in place to render our industry
even safer over the past decade,” she
remarks. “I would say that a lot of
emphasis has been placed upon linking
up procedures, and reviewing the
operations as a whole entity (ground

"JSMJOF(SPVOE4FSWJDFT+VOF

Air Canada lounges offer “the same
standard of high level services”
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There are few more important aspects of ground
service provision than into-plane refuelling; after all, a
QMBOFDBOUmZXJUIPVUGVFMAGS talks to some of those
involved about just what it takes to make sure those
BJSDSBGUUBOLTBSFGVMMUPUIFCSJN
.JLF#SZBOU reports
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n-airport
into-aircraft
refuelling sounds simple
– but it isn’t! The whole
process starts at an oilfield in what is probably
an extremely remote location and
only ends when an aircraft has received its fuel and is ready for takeoff. The chain of procedures required
to achieve that single end-result is
complex, difficult, heavily legislated,
dangerous if handled incorrectly and
expensive.
It is only that part of the process
at an airport that concerns us here;
that is subject matter enough. Airports have different ways of providing
for their carrier customers’ fuel needs.
From the smaller gateways that will
offer fuelling from trucks right up
to the big hubs with their own fuel
dumps and extensive underground
hydrant fuelling systems, each airport

"JSMJOF(SPVOE4FSWJDFT+VOF

overcomes the challenge of into-plane
refuelling in its own way.
What is consistent is that the role
of the fuel service provider is key in
the whole supply chain. Hamburgheadquartered AFS Aviation Fuel Services is a leading into-plane and airport fuel depot management company
in Germany and Austria. Its portfolio
includes refuelling operations, fuel
depot management, the lease of refuelling vehicles, consulting and construction work for vehicles and fuel
depots as well as HSSE (health, safety,
security and environment) management.
Active at gateways in Hamburg,
Hanover, Berlin, Dresden, Leipzig, Cologne, Düsseldorf, Frankfurt,
Stuttgart, Nuremberg and Munich (in
some locations through owned subsidiaries, at others through oil company joint ventures managed by AFS), it

works with “internationally known oil
customers as well as airlines with selfsupply”, informs AFS sales & business
development manager Tina Scheliga.
“The airports are supplied by the
oil companies and we store and handle the product for them at most of
our airports when it arrives on the
premises,” she explains. In doing so,
AFS carries out about 500,000 refuelling operations each year. Scheliga
observes: “We use state-of-the-art
technology for our stock management
and dispatch systems, which makes
our operation very efficient.
“We have not seen many changes in
the supply chain, except for the emerging biofuel projects,” she continues.
AFS played its role in a six-month test
process that involved fuelling a Lufthansa A321 with biofuel, a trial phase
that saw a total of 630 such fuellings at
Hamburg International Airport.

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN
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“Although the biofuel meets the
jet fuel specification, there are logistic challenges and it definitely takes a
quality service provider like AFS with
substantial operational and product
quality know-how to handle such a
project,” Scheliga insists.
Apart from the growing interest in
alternative fuels, technological changes in the into-plane refuelling business
are being driven by the need to provide
reliable service at a competitive cost,
she considers. In a country with high
labour costs like Germany, technology
is key to an efficient operation.
On the question of safety: “The intoplane service is the last line of defence
when it comes to avoiding contaminated off-speciﬁcation fuel entering aircraft tanks. There are multiple examples of aircraft (almost) crashing due
to misfuellings. The German legislation
regarding environment and safety is becoming ever more demanding.”
Maintaining standards might not
be easy though. “We welcome new
competition,” Scheliga promises. “It
is, however, paramount that all intoplane services operate to the same
high quality standards, which must be
ensured by airport authorities, customers and suppliers. I see this as a
challenge for the future, as increasing
cost pressure will also produce operators that operate to lower standards.”

keting and operations, US and international, Stan Czaplicki. The decision
lies with the airport, he remarks.
Czaplicki has seen a number of
changes in the way that Allied and
other service providers have undertaken into-plane refuelling in recent
times. For example, he points to the
increasing trend over the last 15 years
or so away from motorised hydrant refuelling towards towable or stationary
units. This cuts down costs and helps
to avoid the aircraft damage that has
sometimes occurred with the mobile
refuelling units.
There have, however, been comparatively few changes as a result of
evolving government regulations, he
considers. Into-plane refuelling is relatively unregulated by government or
state and more led by industry guidelines emanating from such bodies as
the International Air Transport Association (IATA), Czaplicki notes (of
which more later). The likes of the
Federal Aviation Administration in
the US will of course also have their
say, he adds.

has been an incredibly hard few years
for the legacy carriers caused one
major US airline to think completely
outside the box. Delta Air Lines took
the decision last year to buy a refinery
near Philadelphia, Pennsylvania, in
an effort to cut US$300 million from
its annual fuel bill.
At a cost of acquisition of what
was at that time a mothballed refinery
from ConocoPhillips of $150 million,
plus $100 million to refurbish the
plant in order to maximise its output
of jet fuel as opposed to other fuels,
this example of vertical integration
was closely watched by the industry to
see if an airline could attempt to seize
much greater control over its own aviation fuel supply.
Of course, the carrier still needed
to pay the high price of crude oil (it
is understood that BP was contracted
to supply crude to the refinery), but
Delta noted that the cost of manufacturing jet fuel had risen more rapidly
than crude oil costs, justifying the refinery’s purchase. Moreover, the cost
of refining crude into jet fuel has also
risen, and is understood to be now

&70-7*/(5&$)/0-0(:

Allied Aviation Services Inc (including
its subsidiary and afﬁliated companies)
claims to be the largest US-owned
provider of fuelling services to the
country’s commercial aviation industry.
Allied Aviation is the designated intoplane fuel service provider at North
American gateways such as Sacramento,
Prince George, San Antonio, Dallas/
Fort Worth, Kansas City, Charleston,
Washington Dulles, the New York
airports of JFK, Newark and La Guardia,
Toronto and Providence, Rhode Island.
Allied Aviation also acts as the
designated fuel storage facility provider at those airports listed above,
as well as at such hubs as Miami, San
Diego and Atlanta Hartsfield-Jackson. Again, it acts as the single agent
in this regard at its various customer
gateways, maintaining the only fuel
tank farm at each facility.
When acting as the designated
into-plane fuel provider, Allied Aviation’s contract may be with the airport
(as it is at New York JFK, for example), but is more usually with the enduser, the carrier customer, explains
Allied Aviation’s vice president, mar-

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN

Scheliga: “We have not seen many
changes in the supply chain, except for
the emerging biofuel projects”

5)&$"33*&341&341&$5*7&

The cost of fuel will almost certainly
be an airline’s biggest single ongoing
variable cost and as such it is a major
factor in a carrier’s corporate planning
and strategy. As crude oil costs have
risen in recent times – fuel may now
account for between a third and a half of
an airline’s operating costs – so the eyes
of an airline have been drawn ever closer
to the issue of fuel supply.
Indeed, the sheer size of its fuel
bill and the need to cut costs in what

Anderson: The results so far have not been
overly positive for “an innovative approach
to managing our largest expense”

costing Delta as much as $2 billion
a year.
The results so far have not been
overly positive for what Delta’s CEO
Richard Anderson called “an innovative approach to managing our largest
expense”. The facility does not appear
to have led to a lowering of Delta’s
fuel costs. Indeed, Delta’s fuel bill was
over $12 billion last year, more than
in 2011. The airline has put much of
the blame at the door of super storm
Sandy, which swept the US East Coast
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in October last year, and appears to
remain confident that the refinery will
more than pay its way. However, the
industry remains as yet unconvinced.
5)&7*&8'30."#07&

IATA – the trade association that
represents the airline industry – may not
play any direct role in fuelling aircraft
but, notes Michel Baljet, its assistant
director, fuel services, operations:
“Safety and the fuelling process go hand
in hand.”
IATA’s Technical Fuel Group
(TFG) issues the Guidance Material
on Standardized Into-Plane Fuelling
procedures, the industry standard,
while the association regularly meets
with industry leaders in order to
“improve general safety around the
fuelling process and to enhance the
quality assurance programme around
jet fuel delivery”, he observes. It also
organises the IATA Aviation Fuel Forum as a medium to bring all those
involved in this aspect of the aviation
industry together.
IATA works closely with airport
authorities, fuel suppliers, airlines
and various organisations such as the
International Civil Aviation Organization (ICAO), which produces the important Manual on Civil Aviation Jet
Fuel Supply, Joint Inspection Group
(JIG, the major oil company inspection group) and the Energy Institute
(a globally recognised standards issuing body) to prevent such incidents as
the well-known Tel Aviv and Surabaya
fuel contaminations. IATA’s TFG is
also expanding its horizons to encompass upstream issues, from refineries
all the way to airports, Baljet informs.
While AFS’s Scheliga highlights
the move towards biofuels, IATA is

AFS dispenser refuels an A380

working hard with the Energy Institute on the implementation of
electronic technologies in an effort
to improve aircraft fuelling safety.
Baljet also notes that original equipment manufacturers (OEMs) are implementing new technologies such
as the A380 Fuel Technology System
– changes that must be brought into
IATA’s Into-Plane Fuelling manual.

ted to vehicles such as the FT RAZER
(Rechargeable Aircraft Zero Emission
Refuelling), that integrates all the
common fuelling vehicle functions
into one unit. Importantly, it provides
all live interlock status information
on an LCD screen on the vehicle’s
dashboard, and also records all the interlocking procedures followed by the
driver if required for later diagnostics
and training.
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Into-plane fuel providers would not
be able to do their job without the
right equipment. That is where the
likes of Fluid Transfer International
(FTi) come in. Designing, developing
and manufacturing aircraft refuelling
equipment, systems and vehicles, it
prides itself as “the preferred partner to
the world’s major oil companies (and)
into-plane operators”. As well as offering
an extensive range of bulk refuellers,
diesel and electric dispensers, refuelling
carts, pump sets and the like, it also
offers a range of associated components
and equipment repair, refurbishment
and on-site maintenance programmes.
According to managing director
John Little, FTi has always been at
the forefront of developing technology in the sector, reacting quickly to
changing market requirements and
the availability of technical improvements. For example, it was the original designer and developer of the
dead man’s timer system, a vital safety
component for into-aircraft refuelling
that shuts off the fuel supply to the
aircraft after a short amount of time if
the refueller no longer has hold of the
dead man’s handle.
And FTi has continued to improve
on this safety measure – it now offers
Fueltronic, a fuel control system fit-
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As well as this theme of continually
improving the safety features it
provides, another ongoing trend in the
market that FTi has reacted to concerns
the increasing requirement to reduce
emissions. Thus it has experimented
with converting a refuelling chassis
from diesel to electric – the RAZER
vehicle mentioned above is said to
be the ﬁrst to emit zero emissions.
Although it also offers signiﬁcantly
reduced running costs, the investment
required to convert a vehicle to electric
drive might be as much as 50 percent
of the cost of the vehicle – a big burden
even for today’s more environmentallyconscious businesses.
Other ongoing requirements being
addressed, Little says, include FTi’s
efforts to provide a greater degree
of standardisation in regard to intoplane refuelling equipment. Thus, for
instance, he points to the success of
the company’s standardised hydrant
dispenser, the Meteor. “Using focus
groups we captured all the common
essential features that oil companies
and into-plane service operators require, incorporating them into the
‘standard’ design layout with no compromise on performance, quality or
reliability. The result is a high-performing dispenser at a more affordable price,” Little remarks.
Another priority of FTi relates to
its strategy of developing collaborations with overseas partners on vehicle conversions that incorporate FTi
modules, in order to benefit from
both on-the-ground local expertise
and those partners’ ability to provide
long-term service support to customers operating in that region.
,&&1*/(1"$&8*5)3&26*3&.&/54

And all of this would not be possible were
it not for the innumerable equipment
components that are required to turn oil
pulled from the ground into the ﬁnished
product ready for burning in an aircraft’s
jet engines. One of the many providers
of the necessary technology is FAUDI
Aviation, which for 75 years has been

"JSMJOF(SPVOE4FSWJDFT+VOF
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FTi’s Meteor-based hydrant dispensers
have been supplied to QJet – here, they
are seen in front of QJet’s depot within
the new Doha International Airport

Æ

providing ﬁltration equipment. As well
as fuel ﬁlters, it also supplies sensors
to monitor fuel quality and control the
ﬁltration process to make it easier and
safer for aviation fuel handlers to deliver
the highest possible quality product.
According to Dieter Wolczynski,
FAUDI Aviation’s marketing manager, in comparison with other industries, the aviation fuel industry is
both strictly regulated and overseen,
from the refinery to the aircraft. As he
highlights, an aircraft cannot just stop
at the roadside when it has a problem
with its fuel supply, and as such the
aviation fuel industry is more closely
controlled and inspected than any
other. That is why FAUDI’s tested and
approved filtration equipment has
proved so popular, he insists.
5&$)/0-0(:

Technology changes quickly in this
business, Wolczynski remarks, keeping
pace with requirements. Thus, for
example, when the JIG – which
monitors compliance on guidelines
relating to fuel storage and handling
at the world’s major airports – recently
issued a bulletin (Bulletin 58 of January
this year) calling for changes in regard

to ﬁlter monitors on hydrant dispensers,
FAUDI soon developed a new unit to
allow operators to retroﬁt their existing
hydrants quickly and cheaply. When
it comes to the aviation fuel business,
an ability to adapt and to meet new
demands swiftly and economically is
vital, he considers.
Looking further forward, Wolczynski is convinced that the influence
of high-tech electronic equipment in
the fuel industry will only continue to
grow. He notes that recent developments provide good evidence of this
trend. For example, in response to an
incident at Hong Kong International
Airport when a Cathay Pacific Airbus
landed with one engine working at 74
percent capacity, the other at only 17
percent, as a result of incorrect refuelling at Surabaya airport, FAUDI
moved quickly to produce a solution.
During into-plane refuelling in
Indonesia, a filter monitor element
had collapsed unnoticed and materials from the element were released into the aircraft’s fuel system.
FAUDI therefore developed the
DPGUARD, which monitors
the differential pressure
and the flow rate of the

filter vessels; it also stops the refuelling process when any abnormal event
similar to the collapse of the filter
monitor at Surabaya occurs.
FAUDI is not the only company in
the into-aircraft refuelling business
to have addressed this issue, and the
changed regulatory requirements that
have resulted. For example, FTi’s FT009399 Filter High Differential Pressure Shut Down System is also available for filter monitors.

Wolczynski: In comparison with other industries, the aviation fuel industry is both
strictly regulated and overseen, from the reﬁnery to the aircraft
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“You can’t connect the dots looking forward; you can only connect them looking backwards,”
said entrepreneur, inventor and Apple co-founder Steve Jobs. On that basis, predicting what
UIFGVUVSFIPMETGPSUIFHSPVOEIBOEMJOHCVTJOFTTJTBEJGlDVMUUBTLnCVUXIPCFUUFSUPBTL
than the operational directors from some of the world’s largest aviation services providers?
*BO.BSUJO+POFT reports

T

he provision of aircraft
ground handling deﬁnes the
way an aircraft is looked after while it is on the ground
and for much of this time it
will parked at a terminal gate of an airport, waiting to board the airline’s biggest asset – the fare paying customer.
In the past 20 years the way passengers are treated at the world’s airports
has changed beyond recognition, and
we all hope that it has changed for the
better – although at the same time the
numbers travelling have soared beyond
all previous expectations and keeping
pace with present day growth patterns
has been quite a challenge.
The next 20 years will see further
growth – think back two decades to what
the forecasts predicted then and you can
weigh up in your own mind how accurate most current growth predictions
might be for tomorrow’s industry.
It makes the ability to see ahead a
very important asset for the ground

"JSMJOF(SPVOE4FSWJDFT+VOF

Conway: “It is quite clear the trend
for airlines and indeed airports to
outsource their ground handling
operations is continuing, even in the
North American market”

handler. Those who can actually see
the future are going to be much better
equipped to handle whatever tomorrow
brings than those who simply predict
the future.
From its home base in Dubai, dnata
has grown to become an internationally
acclaimed ground handling agent. Commencing operations in 1959 as the Dubai
National Air Transport Association with
just ﬁve staff, dnata has played a signiﬁcant role in the development of Dubai
airport and the company now has a
solid operational presence at 20 airports
across eight countries.
According to Jon Conway, divisional
senior vice president of dnata’s airport
operations in Dubai: “It is quite clear the
trend for airlines and indeed airports
to outsource their ground handling operations is continuing, even in the North
American market, where airlines have
historically self-handled.” He points out
that KPMG – one of the largest professional services companies – estimates
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'&"563&] 5)&'6563&0'(306/%)"/%-*/(
that in 2015, ‘independent’ handlers will
undertake some 50 percent of airline
ground handling.
Conway notes: “This ﬁgure was 35
percent in 2007 and is expected to grow
to 55-60 percent by 2020. It is a clear
trend, and an understandable one, when
we consider the challenges of some legacy carriers. Global ground handling is
estimated to generate US$50 billion a
year – not an insigniﬁcant industry!”
Barry Nassberg, group chief operating ofﬁcer at global ground handler WFS
(Worldwide Flight Services), which provides passenger services from check-in
through to boarding at over 50 airports
globally, points out: “Airlines will move
more and more towards a focus on their
core business. The successful handler
will emerge as much more of a partner
than a contractor, taking on a broader
range of activities on the ground. We will
need to be ﬂexible and creative,” he adds.
“The two largest ground handlers
in the world – Swissport and Menzies
– together only have a market share of
7 percent, so there’s plenty of available
business to go after,” observers Mervyn
Walker, the UK based executive vice
president operations at Menzies Aviation.
The airlines will continue to outsource

&$0/0.:0'4$"-&
The biggest savings a ground handling agency creates for an airline is the
economy of scale; the ability to provide a ﬂexible workforce; equipment which
can be shared over several operations and facility costs which can be shared
across several contracts. This is the opinion of Donna Blanchard, vice president
business development for New Hampshire-based Air General. The handler has
21 locations in the USA.
In order to secure a strong future for the industry, she says: “A sensible
price needs to be earned by the service provider in order to hire quality people
with the right skills to do a great job for each customer.”
The handling agency can work with the airline to keep costs down by providing a menu of differentiated services. Blanchard says: “So, for example, if the
airline requires more highly skilled passenger service agents to look after their
VIP customers, the service provider can hire a more highly qualiﬁed category
of agent for this work, and spend more money to train them on the speciﬁc
skills required as long as they can recover this additional expense in the pricing
model. Other basic and simple services which do not require this high degree
of skill can be charged at a lesser rate.”
Ground handlers much also keep updated on the newest technologies and
be prepared to ﬁnd solutions for deploying
these tools to remain innovative.
Blanchard says: “These tools often represent a large ﬁnancial investment and service
providers will ﬁnd themselves needing to
turn business away if they are not compensated sufﬁciently to be able to look after
their employees well, maintain a safe and
secure operation and still earn a fair proﬁt.”
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but where airlines with large bases can
achieve productive collective labour
agreements there will always be a place
for self -handled hubs and bases.”
At dnata, Conway goes on: “The
Airline Services Association [ASA] – a
global trade association for the handling
community – is working very hard with
IATA/ICAO/EASA/EU and others to
ensure we have a mutually beneﬁcial
airline/handler relationship, where airlines can enjoy safe, secure, good quality

service at a sensible price which enables
appropriate investment by the ground
service providers.”
According to Luzius Wirth, vice
president corporate operations at Zurich
headquartered global ground handler
and aviation services provider Swissport International: “More than half
of the ground handling market is still
self-handing. The remaining market is
very fragmented with many small and
local players. Swissport believes that air-

"*3-*/&'6563&
UAE-based Apogee Operations, with operations in the Middle East and CIS
countries, is convinced that the “the future of the airlines ground handler and
the airline ground services provider is strongly connected to the future of airlines,” says Moaiad Alkhateeb, operations manager.
He says: “As airlines grow, the ground handler and the ground services provider will consequently grow in order to cater to the airlines’ needs.”
Decreasing payback for the airlines must not affect the level of quality and
must be watched and checked by airport authorities. There are minimum requirements the ground handler must fulﬁl in order to continue operations and
if the ground handler doesn’t fulﬁl the minimum requirements, their service
level will be questioned by related authorities, believes Alkhateeb.
He is positive about future for the sector: “The airline ground services industry is growing. More attention and care must be given to ad-hoc ﬂights.”
Whether ground service providers will continue the process of merger and
acquisition, creating larger global groupings “depends on the market needs.
For sure, if this happens, it will restrict the choice for the airline; however, we
don’t think this will be a phenomenon, at least in the near future,” he says.

lines will continue to focus on their core
business and hence the current trend of
outsourcing ground handling activities
will continue and the market for ground
handlers will continue to grow.”
$045$655*/(8033*&4

“There cannot be much doubt that airlines will continue their past practice
of trying to drive cost out of the business,” Nassberg at WFS remarks. “With
a constantly decreasing payback, can the
ground handler continue to provide an
acceptable level of quality, safety and
service? No, he cannot. The handlers
that will develop as full service partners
on the ground will need to realise a fair
proﬁt and return on their investment.”
Nassberg asserts: “Those airlines
with a more progressive approach already do understand that, and they’re
seeing the payback. Those that see it as a
commodity see only an ever-downward
spiral in product delivery.”

-*55-&-0$"-%*''*$6-5*&4

Michael Richter, managing director of AeroGround Flughafen München does
not hold his punches in considering the difﬁcult state of the ground handling
sector in Europe.
He says: “We observe a direction in this business that seems to be already
problematical. Ruinous competition is [happening], especially in the passenger
services, where the market is already fully liberalised and the margins are very
low at around three percent.”
The process of merger and acquisition in the sector will continue. Because
of that, the ﬁght for market shares will be even harder between the service
providers if the new European ground services directive, with more concessions at bigger airports, is established. However, in the near future, Richter
does not see the likelihood of any restriction of the choice for airlines by this
development.
He says: “The question is: what kind of choice the airlines will have in future? With the planned new European directive, the further liberalisation of
ground handling market, with its former aim to differentiate on the ramp, for
example at product level, to increase quality and to decrease the prizes, is an
aberration.
“Since the airports will have to assure a certain quality level in future, the
airports will have to establish departments to monitor and manage the quality and to introduce regulations and a catalogue of penalties. That means that
even higher costs that airlines will have to bear could occur at airport infrastructure costs.
“For the service providers, the business might be even less attractive. Since
ground handling is a very labour-intensive service, the increase of the “competition” will take place, at a regulated quality level, substantially over the personnel costs. The average income has already fallen by 20 to 30 percent within
the last couple of years. I believe this is not a sustainable business model,
especially for Germany as a social market economy with its high standards for
workers and its quality approach. In the end, quality and safety will suffer.”
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Nassberg: “With a constantly decreasing
payback, can the ground handler
continue to provide an acceptable level
of quality, safety and service?“

Stewart Angus, divisional senior
vice president of dnata’s international
ground handling businesses, adds: “It
is interesting to observe how several industries have suffered major calamities
as a result of service providers cutting
corners in response to pressure on yields
from the industry buyers – the horsemeat debacle in Europe is arguably an
example of this.
“As an industry, we have to take responsibility for ensuring we do not go
down the same path. At dnata, we are
increasingly resisting any pressure from
the airlines to reduce rates, as we want to
be able to continue to invest in our business, which ultimately beneﬁts them in
the long run. And we can only do this by
keeping pace with inﬂation.
“At the end of the day, you can never truly avoid the reality that you get
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Our interviewees were asked if they believe that ground service providers will
continue the process of merger and acquisition, creating larger global groupings. “In short – yes,” dnata’s Angus
agrees. “As long as airlines continue to
put pressure on handlers’ yields, we have
to expect that the number of handlers
will reduce as some fall out. This is inevitable, but also essential if the handlers
are to gain economies of scale.”

At Swissport – which is active at 192
stations in 38 countries on ﬁve continents – Wirth considers: ““We strongly
believe that industry consolidation will
continue and a few truly global players will emerge but there will always
be room for niche players. The beneﬁts
from consolidation in this industry will
be the improved service quality and professionalism in service delivery – both
ultimately lead to beneﬁts for the airlines and their passengers.”
He remarks: “Only a small share of
the market is currently covered by global
ground handlers and we don’t see the
risk that a market consolidation will lead
to disadvantages for the airlines. More
the opposite will become true: the quality of the available options will improve.”
Wirth goes on: “The current trend
will lead with no doubt to a consolidation of the industry with some global,
highly professional players such as Swissport and regional/local players. Large
players will be forced to improve every
step of the process to deliver highly reliable services on a competitive price –

Nassberg at WFS says further consolidation and globalisation is inevitable. “It’s the only way to achieve the
economies of scale that airlines are
looking for, as well as the ability to become the full-service partners that are
the handlers of the future. Just as with
airlines, there will be global operators.
There will also be room for niche players
in selected markets,” he adds.
“Consolidation I think may speed up
this year,” says Walker at Menzies Aviation. “We have over US$150 million earmarked for acquisitions, so we plan to be
a consolidator and not a consolidatee.
“The large handling agents can give
one point of contact for, in our case,
over 140 stations globally and growing. I
would love to say they are all exactly the
same, but of course they are not but in
every one the message is the same; safe
and secure, look after the customers and
the staff and the shareholders and continue to grow.”

however; there will always be the local
player offering lower prices. The question here will be whether the quality
they deliver consistently meets the high
expectations of an airline.
“Additionally, the effort of an airline to individually tender, negotiate
and manage contracts for each station
should not be underestimated,” he says.
“Given the cost pressure airlines are
facing, we see a trend towards global
ground handling agreements.”
Wirth says: “Large ground handlers
– such as Swissport – beneﬁt from outsourcing and price pressure: We are able
to improve our operational processes
worldwide through best-practice sharing and reduce our overhead through
standardized support processes. Both
activities lead to a higher and more consistent quality of services. A carrier receives the same high-quality service in
station A and B. This is what they are
looking for today.”

what you pay for,” he maintains.
Swissport’s Wirth observes: “We believe that the pressure on price will continue while the expectation on service
and quality will continue to increase.
This requires companies such as Swissport to continuously review operational
processes to increase productivity and to
establish lean and efﬁcient support processes by eliminating non-value adding
activities. Swissport’s answer to this is
a continuous improvement programme
called ‘Swissport Formula’ – it is the definition of the way we work.”
.&3(&34"/%"$26*4*5*0/4
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Wirth: “Large players will be forced
to improve every step of the process
to deliver highly reliable services on a
competitive price“
*54:45&.4

Seeing the beneﬁts to be gained from
introducing more effective IT systems
to ground handling procedures: “We are
working hard to improve our processes
with innovative IT solutions,” says Angus at dnata. “As an example, we are currently trialling two iPad Apps which allow us to manage the dispatch function
real time at the aircraft side and to track
mishandled baggage in a way which is
much more friendly to the customer.”
For Menzies, Walker comments: “We
have a large IT team and budget – my
boss says too much. IT solutions are
increasingly important for time and attendance, allocation, rostering, revenue
collection and ensuring that all GSE
maintenance stays current.
“Prices are not going up very quickly,
I wish they were: he notes. “We just have
to be more productive, continue to grow,
make good use of IT innovations and
think of new ways of doing things so that
we stay ahead of the budget.”
At Swissport, Wirth observes: ‘We
see huge beneﬁts in introducing more
effective and integrated IT systems to
our procedures. DCS is one area where
we see a wide range of customer requirements driven by their own systems. The
training effort and limitations in staffing ﬂexibility are not helping our cost
reduction effort. However, Swissport is
leading the way in e-services. Our customers beneﬁt from proven applications
for check-in kiosks and our web checkin tool is widely used”
Nassberg adds: “We’ve chosen to focus on helping drive the movement to
e-freight, given our position as world’s
largest air cargo handler. The cargo side
of the business is well behind the passenger side in this area. The potential savings are massive, when you consider the
mountain of paper produced each day by
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Walker: “IT solutions are increasingly
important for time and attendance,
allocation, rostering, revenue collection
and ensuring that all GSE maintenance
stays current“

forwarders, airlines and handlers, with
some documents virtually unchanged
for decades. This is another example of
how a handler can contribute to an airline’s proﬁts, rather than its costs.”
45"''*/70-7&.&/5

Whatever the future may bring in economic terms, many of the world’s major
ground handlers concur that that there
can be no bright prospects lying ahead
for those who do not pay close attention
to ground entry staff recruitment and
the training of these people as the company’s staff for the future.
Companies are only as good as their
staff and some of the most important
employees in the company are the team
leaders, supervisors and turnaround
coordinators, notes Walker at Menzies
Aviation: “New staff now have the beneﬁt of e-learning modules so that quite
a bit of the training can be interactive
and on line. I do agree with BA and the
70/20/10 rule with 70 percent on the
job, 20 percent online and only 10 percent in the classroom.” He adds: “Our
18,000 staff are the key asset, our staff
turnover is at an all time low, but we always have space for new team members
with the right ‘can do’ attitude.”
Dnata’s Angus agrees that companies are only as good as their staff. “You
have touched on a passionate subject!”
he exclaims. “dnata has introduced a
lot of initiatives … to increase the level
of engagement with our staff. As an example, every new dnata employee starts
their induction on day one with the
same introduction course. Best practices are shared across our global network of ground handling businesses and
initiatives to allow knowledge-sharing
between staff working in different locations have proved valuable.”
At WFS, which has over 20 years of
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experience in ground handling and passenger assistance, Nassberg says: “In cargo
handling, we’ve grown from being a minor
player to the world’s largest. It’s come from
an unwavering commitment to the particular needs of this segment, rather than
seeing it as a secondary business. In terms
of geographic area of activity, it’s Asia. We
took a non-traditional view of the industry, and focused on businesses that support airports and infrastructure, rather
than core ground handling. This opened
new markets, and today some of our largest stations are in Asia.”
In Switzerland Wirth adds: “Training is one of the areas where Swissport
is investing a lot of time and effort and it
is an integral part of Swissport Formula.
We have developed a very detailed technical training programme with worldwide
standardised content for all our staff. This
standard training approach underlines
the earlier point that our customers receive the same service in all our stations –
because people are trained the same way.”
At Menzies Walker says: “This is still
a people business. After 20 years in the
business, I still ﬁnd myself surprised –
and humbled – by the dedication and
care which our staff show to get aircraft
away on time every day ... they take the
job seriously but also know how to have
fun. I am very lucky to be part of it.
“What I do not like is expensive
ground services equipment from manufactures who are not keeping up with
the demands of ground handlers who

5)&."+034&37*$&4
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Passenger services
Passenger check-in
Ticketing
Boarding
Lost and found
Irregularity handling (hotel accommodation, meal vouchers)
Security screening
Special services
Ramp / technical services
Baggage loading
Pushback, towing and repositioning
Aircraft cleaning, toilet/water
Aircraft de-icing
Load control, communications, ﬂight
operations, dispatch
Line maintenance
GSE maintenance
Supervision
need to eek out that last 1 percent from
their business.”
For WFS Nassberg concludes: “Just
like the Hard Rock Café, we love all and
serve all. The ﬁercest rivals in the air sit
side-by-side on the ground and it’s up to us
to make each one feel like they’re our only
customer. When that works well, it’s brilliant. What do I hate? It’s the only business
I know where the buyer gets to write the
contract. Someday that will change!”
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The world’s two big avenues of outsourced ULD (unit load device) container capacity for global
airlines point out that a container is not just for cargo – it is a vital part of the way passenger
baggage moves as well

T

he use of unit load device
(ULD) containers in the
air cargo industry has long
been the accepted way to
prepack and load air freight
on aircraft, safely, securely and quickly
while also being able to make the best
possible use of the space available.
But ULDs also have an important
application on the passenger side of
the business, particularly when there
are widebody aircraft travelling long
haul routes with well over 300 luggagecarrying passengers on board.
“You have to use containers for
baggage on widebody planes; they
are not allowed to load loose baggage

"JSMJOF(SPVOE4FSWJDFT+VOF

Bertsch: “It is a wrong perception that
ULDs are only focused on cargo”

as there are no restraining divider
nets in the bellyhold,” says a spokesman for Frankfurt headquartered
Jettainer, a wholly owned subsidiary of German flag carrier Lufthansa
and one of the world’s ‘big two’ ULD
management companies.
“Only in the Belly 5 space, in the
very back of the plane, is there some
loose loading for items like crew and
VIP bags, special items, company
mail, stand-by bags and so on,” the
spokesman adds.
“It is a wrong perception that ULDs
are only focused on cargo,” says Ludwig Bertsch, president of ULD management provider CHEP Aerospace
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Solutions. “I would say that 80 percent
of ULD usage is on the passenger side.
Certainly, those passenger airlines operating widebody aircraft on long haul
routes have to use them.”
He notes a definite move towards
using containerised baggage loading in those areas of the world where
wages are high, with airlines like
Lufthansa, Swiss and Finnair among
others opting for containerised loading as a speedier and cheaper way of
handling passenger baggage. There is
also the advantage of better protection against weather conditions and
it reduces the chance of damage to
the baggage or to the aircraft.
There is a huge incentive for airlines
to look after passenger baggage at all
stages of its transportation cycle and to
use the best equipment available. Lost
baggage is the always the biggest source
of airline jokes, satirical comment and
thr ensuing embarrassment – it is a
publicity nightmare for those who get it
wrong and a big revenue earner for the
airlines who get it right.
*.1307&%)"/%-*/(

“The use of ULDs most deﬁnitely
improves handling, as the containers
can be prepared in advance with

Widebody planes are not
allowed to load loose baggage

luggage from early check-in passengers,
‘moonlight’ check in leisure travellers or
longer-period transit passengers and put
alongside the aircraft position ready for
quick loading.”
There is an extra bonus that comes
when there is a ‘no show’ passenger
situation that requires the off-loading of luggage for security reasons,
Kraemer explains. “The scanning system knows exactly in which ULD the
bag that has to be unloaded is located

and the process is quick and does not
add further to any aircraft delay,” he
notes
Baggage and cargo ULDs are differentiated in the Jettainer Jettware
IT management system only because
the company has to position the
ULDs in different areas of the airport, with there often being different handling agents for the cargo and
passenger parts of an airline, says
Kraemer.”
There are in fact a few specific
baggage ULDs for example which
have racks built for Swiss to place
first class baggage for even quicker
loading and unloading. There are
also some special ULD containers
that are used for catering on return
flights that are often from remote
leisure destinations where there are
no catering facilities. “We are using
them with leisure carrier Condor,”
Kraemer says.
In a survey conducted by IATA,
air travellers said that safely handled
baggage is the second most important factor to them having a pleasant
trip. Furthermore, mishandled baggage results in negative impacts to
profit margins and the loss of hardearned customer satisfaction.

At nahco aviance, our experience in aviation ground handling is breeding excellence everyday. For over 30
years, we’ve been handling cargo, aircraft and passengers for reputable clients, using highly trained manpower,
leveraging on the most sophisticated modern technology and benchmarking global best practices.
Indeed, no one handles aviation like we do.

...service beyond expectation

Tel: +234 (1) 7404776-80, Email: info@nahcoaviance.com

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN

+VOF"JSMJOF(SPVOE4FSWJDFT

6-%] 1"44&/(&3#"(("(&

In 2012, some 25.8 million pieces
of airline baggage were mishandled,
of which 85 percent were subsequently found to have been delayed
in transit and 15 percent were damaged or lost, costing the aviation industry US$2.58 billion, according to
a 2012 baggage management report
from SITA, the leading specialist in
air transport communications and
information technology.
Andrew Price, IATA’s head of baggage services, comments: “Our focus
is on enabling a customer experience
that is a hassle-free end-to-end journey. For baggage, that means returning it to the passenger without damage or delay.”
Many narrowbody airlines still
load baggage by hand, Bertsch explains. “Many B737 operators do not

have containerised baggage loading
and still load by hand.” Aircraft like
the A320 have containerised loading
abilities with half-size AKH equipment being utilised, “but A320 operators in the USA still load by hand”.
There are weight considerations
on the smaller aircraft with not just
the added weight of the ULD but the
roller-bed floor that need to be installed to position the containers once
they are inside the aircraft’s bellyhold
space. Nonetheless: “There are many
airlines that should study a switch to
using containers,” he observes.
Before being loaded in the aircraft, baggage ULDs are weighed and
this information is taken into consideration when doing weight and balance calculations for the flight. They
can then be position to the optimum
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With more than two million ULDs in use worldwide satisfying passenger and
cargo handling applications, IATA says the total cost of both repair and loss of
ULD in the air transport industry is estimated at about $300 million a year, excluding the ﬂight delay and cancellation due to unavailability of the containers.
With the increasing number of widebody aircraft now in operation, the association notes that they are a key element of high efﬁciency in air transport.
Making sure the right ULD is available in the right place at the right time with
the right condition is critical for airline operations and revenue management
and the management of ULD assets represents a major challenge for airlines.
Most of the ULDs in use are rated as aircraft parts, IATA points out, and as
such they are subject to the airworthiness requirements of the world’s civil
aviation authorities.
The association has therefore introduced its IATA ULD Regulations (ULDR)
to provide an effective means to ensure regulatory compliance across the ULD
operational chain.
The IATA ULD Regulations (ULDR) lay out both technical and operational
standard speciﬁcations and regulatory requirements as well as airline requirements applicable to overall ULD operations. The ULDR provides minimum
standard speciﬁcations for designing and manufacturing ULDs that conform to
national and international standards.
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advantage – but, normally, all baggage ULDs are loaded last into the
aircraft bellyhold so they can be the
first items out at destination.
-*()58&*()5$0/5"*/&34

Last year, Brussels Airlines converted
its entire baggage container fleet to
new lightweight composite containers,
in partnership with CHEP Aerospace
Solutions. The move to lightweight
containers is driven by the need to
save on fuel costs and reduce the
CO2 impact within the industry. Air
Canada also chose to outsource this
critical operational activity to CHEP
in a deal that saw the ULD company
acquire Air Canada’s existing fleet of
more than 8,000 airline containers
and pallets and migrate them into its
shared ULD fleet over time, taking
CHEP’s total ULD pool to more than
53,000 units.
Outsourcing its ULD management to CHEP in this way will enable
Air Canada to eliminate the administrative hassle and reduce the costs of
positioning, maintaining and managing its own ULD fleet as well as gaining access to a global maintenance
and repair network covering 50 stations worldwide and the synergies
and cost savings available from sharing assets with other CHEP airline
customers.
In a separate lightweight initiative Seoul’s Incheon International
Airport Corporation (IIAC) launched
a ‘green’ lightweight ULD in 2011,
where IIAC covers 50 percent of the
purchase cost for participating airlines. The lightweight ULD is made
of a special kind of fabric and weighs
just 69kg, a 40 percent reduction on
a standard steel ULD weighing 114kg.
The reduced weight provides an
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estimated fuel saving of 1,803 litres
of aviation fuel for each container per
year, IIAC claims.
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Both of the two big ULD management
companies own their own extensive
global repair networks where damaged
containers can be quickly put back into
order and returned to service.
With a growing fleet of ULDs,
Bertsch remarks that he is concerned
at the level of damage this equipment
suffers when on the ground at airport
locations. Pointing out that once secured within an aircraft’s bellyhold
space the ULD equipment becomes
rated as part of the aircraft frame in
any airworthiness check it undergoes. “Mistreatment by poorly trained
ground staff costs between US$350
and $400 million a year and twothirds of this cost could be avoided
by a simple awareness of the subject
matter,” Bertsch maintains, adding:
“CHEP assets now carry a clearly visible sign that warns we will prosecute
mistreatment of our containers.”
At Jettainer, Kraemer says: “We
place an airline identification sticker
on each ULD that we have with a carrier. We find this makes the ground
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handler aware that he is dealing with
equipment leased by his own client,
not a faceless container supplier, and
that makes people a lot more careful when handling ULD equipment
and it keeps down careless damage. I
think it’s the same response as when
you hire care, maybe you don’t take
the best care of it … if you actually
own it, then you treat it better.”
With rising fuel costs, ﬂuctuating
fuel prices, emission regulations and
an uncertain global economy - achiev-

ing peak performance requires a greater
agility and focus on operational efﬁciency, notes Bertsch. “Our single focus is to
help passenger and cargo airlines reduce
ULD and galley cart-driven costs.”
Finally, Kraemer points out that currently only a small percentage of global
carriers are using the services of a ULD
management pool. But the cost savings
are ample “and there is still a lot of business that is hanging quite low on the
tree”, that the company intends to pursue in the future.

ENABLING PEAK PERFORMANCE
ULD pooling
- the world’s largest independent ULD pool with a customer base of 30 airlines

ULD Short Term Solutions
- fast access to ULDs to overcome unforeseen shortages with tailor-made solutions

ULD and galley cart maintenance and repair
- largest global network with 50 certified repair stations at key airports

Contact us to find out how our pooling synergies and global repair network can improve
your supply chain efficiency with significant cost savings and operational benefits.
CHEP Aerospace Solutions
Head Office Zurich: +41 43 255 4141
aerospace@chep.com chep.com/aerospace
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Latvia-based airBaltic is one of the many airlines that have chosen to outsource
ground handling services – and this is a business model particularly applicable
for low-cost carriers like Turkey’s Pegasus Airlines and African start-up fastjet

A

IRBALTIC is a young,
hybrid carrier that
started out life as an
airline for business
travellers 20 years ago,
transformed into a low-cost carrier
and then finally reshaped itself into
the full service airline it is today.
Hubbing on Riga in Latvia, nestling
on the northeastern edge of the EU,
airBaltic dates its establishment
as a company to 1995, although it
is now almost wholly owned by the
Latvian state – indeed, the state
holds 99.8 percent of its stock.

"JSMJOF(SPVOE4FSWJDFT+VOF

In 2012 it carried over 3 million
passengers, while its fleet currently
consists of 28 aircraft: five B737-500s,
nine B737-300s, six Fokker 50s and
eight Bombardier Q400 NextGen aircraft. This fleet is in a process of transition: airBaltic is phasing out its F50
aircraft this year, gradually taking out
its B737s and adding four more Q400
NextGen aircraft as part of a fleet
modernisation programme that will
see it concentrate on operating just
two Bombardier aircraft types by 2016
– the Q400 and the CS300.
With a network of 60 stations across

Europe and the former Soviet Union,
airBaltic faces a big challenge in ensuring that its planes are turned around sufﬁciently quickly at all of those airports to
make a highly time-sensitive low-cost
carrier model work effectively.
airBaltic initially handled its own aircraft at its Riga home hub but, since 2011,
all passenger and ramp handling right
across its network has been outsourced.
The change came about because of the
wide-ranging Re-Shape programme that
it adopted in an attempt to return the airline to proﬁtability and to ensure what it
called “sustainable future development
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airBaltic is now outsourcing
all its ground handling

Not so, says airBaltic Corporation
senior vice president ground operations,
Darius Viltrakis. In fact, the move to a
total outsourcing model went extremely
well, he insists, and not only are the carrier’s ground and passenger handling
operations going very smoothly but the
ﬁnancial targets set for the transition of
handling responsibilities to contractors
have in fact been exceeded.
Of course, there are issues still to be
addressed. Ensuring the swiftest possible turnaround of airBaltic’s aircraft on
the ground is not easy, especially at some
of the former Soviet Union airports
where the rules set by the authorities
can make it hard to achieve the 30-minute turnaround possible for a B737 – the
current cornerstone of the airBaltic ﬂeet
– at Western European gateways.
+0*/57&/563&

at Riga”. The airline’s vice president corporate communications, Janis Vanags,
claims the airBaltic Re-Shape strategy
to have been a success, with 2012 results
considerably better than planned.
Cost cutting – as well as revenue enhancement, maximising operational efﬁciency and ﬂeet modernisation – was
an essential part of Re-Shape and one of
the strategies adopted as a result was the
outsourcing of all of airBaltic’s handling.
Having not long before gone through the
process of creating its own ground handling operation, this might have proved
an unwelcome, difﬁcult process.

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN

airBaltic had initially ground handled
at Riga by means of a joint venture
with Havas, the Turkish company that
is now a wholly-owned subsidiary of
TAV Airports Holding. When the airline
pulled out of the handling business,
Havas took up the reins of providing
almost all ground and ramp handling
for the airline at its home hub, although
some related services are provided by
other agencies.
For example, catering is supplied by
LSG Sky Chefs, the Lufthansa business,
while passenger another company provides fuelling transport on the apron is
the responsibility of the Riga airport
authority, and airBaltic also recently
resumed responsibility for the airport
ticketing ofﬁce in the Latvian capital.
This last decision has meant slightly
higher costs but has also allowed the
airline to maintain close links with its
customer passengers, Viltrakis notes,
and enables airBaltic to bring its own
expertise to bear in a critical part of the
passenger’s travel experience.
Operating for airBaltic under a ﬁveyear agreement, Viltrakis believes that
Havas has performed well as a sole provider of ramp and passenger handling
services and he has no reason to complain. But how do Viltrakis and his colleagues ensure that Havas provides
the highest possible level of service and the quickest possible
aircraft turnaround, whether at Riga or at the other
stations at which the handler processes the carrier’s
aircraft (such as Helsinki
or Istanbul Ataturk)?
Firstly, he notes, airBaltic will always have a
service level agreement

(SLA) with any handler working for it
across its network. This will set criteria
that have to be met by the contractor.
Viltrakis has not opted for the 30 or 40page volumes of paper that compose the
SLAs created by some airlines, however.
For him, these are too cumbersome, set
too many goals and involve too much
logging in for the handler and monitoring and checking for the airline. That is
time that can better be spent on actually
doing a better job, Viltrakis considers.
Of course, there are criteria to be
met, amongst them turnaround times,
and these are checked by his team of
regional managers, each of which oversee around 10 of airBaltic’s stations
and the performance of the carrier’s
handlers there. But airBaltic no longer
employs penalty and bonus clauses in
its SLAs as it once did, having found
that any incentives or disincentives
tended to stop at a handler’s management or corporate level and not feed
effectively down to the people on the
ground undertaking the handling processes. Moreover, monitoring and assessing performance to such a degree
took up an awful lot of time.

Darius Viltrakis, airBaltic
Corporation’s
senior vice president
ground operations
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Of course, the ultimate sanction of
not renewing a handler’s contract remains in place, but – the way he and
airBaltic see it – it is more about the airline working effectively with a handler
to ensure the highest possible level of
performance, Viltrakis informs. He and
his team work closely with handlers to
ensure that goals are met, rather than
dishing out ﬁnancial penalties or rewards depending on written parameters.
“It’s very important to work closely with
the handlers, to agree action plans as
required (if and when there is need for
change),” Viltrakis explains.
3&(6-"5*0/4

Moreover, simply switching quickly
between handlers may not be the right
thing to do even if performance is not
perfect. He notes that any problems
may not be about the handler, but may
be about excessive regulations or other
aspects of the operating environment at
a particular airport – the labour culture,
the presence of strong unions, and so on.

Thus all handlers at a particular
gateway may face challenges and one
may not be noticeably more efﬁcient –
or inefﬁcient – than another. And it is
airBaltic’s policy not to have a preferred
handling partner across its wide-ranging network; it has different handlers at
different airports, chosen by a competitive process that is not just about written
tenders put forward by hopeful contractors at the gateway but is as much about
the experience and knowledge of Viltrakis’s team when it comes to selecting the
right handling partner.
In this regard, he says that it is well
worth airBaltic executives who are expert in ground handling visiting gateways that are to be added to the airline’s
network and meeting any handlers
involved in tendering for its business
there. “We want to go beyond the handlers’ brands and go with whichever of
them is the best at that particular airport,” Viltrakis points out.
Plus, a visit from airBaltic’s own
ground handling experts can lead to

Bogac Ugurlutegin
of Pegasus Airlines
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airBaltic’s ﬂeet is currently in
a process of transition

ISTANBUL HEADQUARTERED Pegasus Airlines is a rapidly expanding low-cost carrier that
has grown its network at a phenomenal rate.
Barely a month goes by without the announcement of new destinations being added by this
growing Turkish airline, and part of the reason
for its success is how little time its aircraft spend
on the ground.
Pegasus is the only low-cost carrier in the region to operate just one aircraft type – the B737,
although it flies a number of different models. The
airline offers a wide-ranging network from its hub
at Istanbul’s Sabiha Gökçen International airport
and even carries bellyhold cargo on its flights as a
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valuable ancillary revenue stream. Yet the airline
management has found a way to keep the amount
of time its aircraft spend on the ground to an absolute minimum.
In fact, within Pegasus the time an aircraft
spends on the apron at an airport is not known
as ground time but Pit Stop time, explains Bogac
Ugurlutegin, vice president – ground operations at
the carrier. “Less time on the ground means more
time in the air ¬– and thus more revenue for us,” he
points out as he validates the Formula 1 wording.
“This is one of our main cultures,” he continues, “and our mission is to build up a Pit Stop time
culture on the ground (with our handlers), though
without compromising safety.”
Ugurlutegin points out: “A ‘Pit Stop Process
Chart’ has already been published for all our contracted ground handlers, after measuring each service on the ground.
“Of course, airport and terminal facilities are
a major factor in Pit Stops,” he goes on. “We believe that Pit Stop management starts before landing with planning and coordination of all parties,
including airport and terminal management, handlers, caterers, fuellers and so on.
“We are a network airline carrying cargo, yet we
have only 20-minute Pit Stops at some stations,”
Ugurlutegin enthuses. “This is our magic!”
Of course, 20 minutes is not possible at all destinations, especially in parts of the network such
as airports in Russia and Ukraine. With great differences in airport and terminal facilities, target
turnaround times do vary. But the minimum Pit
Stop time can always only be achieved through the
maximum level of cooperation between all parties
concerned, he stresses.

H A N D L I N G
AIR ASSISTANCES

Création

improved aircraft turnaround times.
On occasion, the airline’s own staff have
shown local handlers in the former Soviet Union states that turnaround times
can be speeded up relative to what had
previously been thought possible. Minimum turnaround times of an hour and
a half have been reduced to less than an
hour in this way, he says.
“Flexibility is one of our team’s best
assets,” Viltrakis declares. airBaltic has
supervisory teams at some of its network stations (about 10-15 percent of
its airports), while it relies on its regional managers to monitor and work
with local handlers at the majority remainder. While turnaround times are
not the only concern when airBaltic
comes to choosing new handlers or assessing existing ones – price/cost is of
course also a particularly important issue – Viltrakis and his colleagues rely
heavily on their own experience and
knowledge of handling to ensure that
the job gets done quickly and efﬁciently
by each contractor. O
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Continued from p.27

“This is a teamwork culture. Without our ground handling partners, we
couldn’t manage anything,” Ugurlutegin notes. “But we also ensure our
service quality by inking standard
service level agreements.” In that regard, Pegasus maintains reports on
scheduled and actual Pit Stop times,
the landing and take-off punctuality
of each route.
Looking ahead, Ugurlutegin confirms that Pegasus intends to undertake a large part of its own handling
at its Sabiha Gökçen gateway on the
Asian side of the Bosphorus in the
near future. As from 1 June this year,
Pegasus will do its own passenger
handling at its home hub. Plus: “If we
decide to do our own ramp handling
there, we could do all the tasks except
fuelling with our own team,” he adds.
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As to where partners are used: “We
prefer to work with companies which
are able to apply our procedures and
culture with an attractive price,”
Ugurlutegin informs. In the past, the
required turnaround times were not
always achieved, but: “I very much
believe that we managed to overcome
these difficulties as a result of our
professional team at Pegasus and our
ground handling partners,” he adds.
Rigorous procedures in regards to
handlers are also applied when going into a new station, Ugurlutegin
remarks. “We have a network team
and before selecting new destinations
we check all the airports around and
compare all their facilities.”
Issues such as runway/taxiway performance, parking positions, ground
services, peak-time performance and
the equipment standards of local service providers are some of the most
important concerns for Ugurlutegin
and his team. O
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START-UP LOW-COST carrier
fastjet is trying to make it big in
Africa – one of the aviation industry’s toughest environments and
not an easy place for any air operator to make a steady profit. But it
nevertheless has plans for rapid
expansion and a quick turnaround
of its aircraft on the ground will be
amongst the keys to success.
The new airline took off as recently as November 2012 and now flies
the A319 aircraft model on domestic
routes within Tanzania (incorporating Dar es Salaam, Kilimanjaro, Zanzibar and Mwanza).
Rob Bishton is the operations
director of the group that incorporates fastjet and Fly540 (the latter
operates aircraft in other African
markets). He is well aware of the importance of minimising the ground
time of fastjet’s aircraft, which are
expected to operate in tough revenue service conditions for nine, ten,
or even 12 hours a day, he says.
There is little time in the air that
can be saved if fuel cost efﬁciency is to
be optimised, while the short one-hour
sectors currently being ﬂown within
Tanzania mean a comparatively larger
number of turnarounds for the young
airline. Thus: “It’s all about the ground
handling,” Bishton observes.

fastjet has plenty of background
experience of operating a low-cost
model and the importance of minimising time spent on the ground,
with the senior management colleagues at fastjet being able to draw
on their experience of having played
pivotal roles in such low-cost heavyweights as Ryanair and easyJet.
-&440/4-&"3/&%

And certainly, despite the differences
in the European and North American
operating environments compared
to flying in Africa, Bishton notes
there have been a lot of lessons
learned in the last 10-15 years of
low-cost carrier operations in the
West that can readily be applied to
fastjet’s business.
Perhaps the main lesson is that
outsourcing ground handling responsibility is vital and that choosing the
right ground handling partner is absolutely key to success. Outsourcing
to a ground handling agent (GHA)
means that an airline like fastjet can
concentrate on its core business, he
points out, and that is the strategy
the carrier adopted as soon as it began flying last year.
From passenger check-in right
through to ramp operations, all is
outsourced, Bishton explains. fastjet’s
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chosen GHA partner is Swissport, selected in part because it already had a
footprint in this part of the world, plus
it had the “aptitude and attitude to
come with us on this journey”, he says.
Selection was fairly swift, with a
shortlist of two rapidly created. The
process was relatively simple when
compared to the procedures followed
for choosing a handler in Western
Europe or the US, given that in Africa

rier and handler, one that incorporates bonuses and rebates depending
on the latter’s performance.
Criteria include such issues as
safety, customer experience and efficiency, as well as turnaround times
(35 minutes is the ultimate target),
Bishton informs. Nevertheless, the
SLA between the two parties is not
onerous by today’s standards, he
adds, as both fastjet and Swissport

h*UTBMMBCPVUUIFHSPVOEIBOEMJOHGBTUKFUIBTQMFOUZPGCBDLHSPVOE
FYQFSJFODFPGPQFSBUJOHBMPXDPTUNPEFMBOEUIFJNQPSUBODFPG
NJOJNJTJOHUJNFTQFOUPOUIFHSPVOEv
3PC#JTIUPOPQFSBUJPOTEJSFDUPS GBTUKFU

the available choices are few – most
airports have a handler monopoly, or
duopoly at best.
Swissport either does all the
fastjet handling itself or acts as a supervisor over a handler where it does
not have a presence itself (for example, at the small Mwanza regional
airport). A service level agreement
(SLA) was drawn up between the car-

were to some extent working blind in
a relatively untried market.
*/5&3/"5*0/"-%&7&-01.&/5

Clearly, as fastjet expands, so more
decisions will have to be made as
regards handler partners. Bishton
identifies South Africa as a potentially
lucrative market to get into, where the
operating environment would allow

Motion is our business
Ground Handling Services at Munich Airport

www.aeroground.de
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a fairly speedy entrance and rapid
build-up of services. Kenya is also
a priority, while another is Uganda,
but any routes for which national
regulatory approval can be gained
and which look to offer potential
long-term profit are on the table, he
says. fastjet is already talking to a
number of governments to obtain the
necessary green light, he says.
-00,*/(50(308

The carrier is certainly looking to
grow. Size will be vital to achieve
good economies of scale, while
extending aircraft sectors will also
have a beneficial effect on the bottom
line. Will Swissport be the preferred
partner at other destinations? Well,
certainly Bishton would like that to be
the case. However, he also points out
that there are parts of Africa, the west
coast for example, where Swissport
does not have a presence. Furthermore,
any ground handling partner with a
footprint there would need to show
that it has the necessary resources
in place or an implementation plan

"JSMJOF(SPVOE4FSWJDFT+VOF

under way for fastjet to enter into an
agreement with them.
That is one of the big downsides
of operating in Africa as a carrier, he
considers. It requires an awful lot of
investment for an airline and a handler to establish themselves at a new
station there. Indeed, while labour
rates may be lower than in Europe or
North America once a GHA is established at an African gateway, the cost
of training and recruitment can be
high and the cost of moving ground
support equipment (GSE) to the airport is likely to be huge.
Another challenge that may affect fastjet’s decisions in relation
to network expansion and, consequently, the GHA partners it opts
for, is the nature of relevant airport
infrastructure. This is poor at many
gateways on the continent and, even
when the desire to expand the handling facilities is there in the mind
of the airport authority, the money
or the political will might not be.
Clearly, Bishton would not want the
expansion of fastjet slowed by the

paucity of facilities at any gateway
to which it flies.
$)"--&/(&4

Despite the challenges of operating
in Africa, the lack of adequate
infrastructure at some gateways and the
as-yet unsophisticated nature of ground
handling at many of those airports, he
is quite clear that the low-cost airline
model will be a success there. The poor
road and rail networks mean that, given
a choice, Africans want to ﬂy, Bishton
explains. And fastjet is already tapping
successfully into that burgeoning
demand, he says.
“We’ve increased the number of
people flying in Tanzania and, with a
toe in the water, it gives us confidence
that the brand has been well received.”
Indeed, Bishton adds: “The brand’s
penetration in Africa has taken our
breath away; Africans seem to want to
embrace us.”
As a result: “Any ground handler is
going to have to invest in order to go
forward with us (as fastjet expands),”
he concludes.
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TWO EVENTS, ONE LOCATION
EVA International is proud to announce its second Aviation
IT Conference & Expo, held at the Marriot London Heathrow.
The event will comprise of two stream line sessions on
the 11th & 12th of November running simultaneously on
Airports IT and Airline/Handlers.

Contingency management:
How to prepare for and manage the unexpected
Revenue Management:
How technology can help maximise proﬁtability
Customer relationship Management:
Using technology to create the best loyalty packages
Improving the passenger experience:
The latest developments in self-service and departure
control systems
Baggage Management And Reconciliation:
Using the latest technology to improve handling
processes
Security: How can IT be used to meet compliance
requirements?
Staff Management:
Maximising productivity through efﬁcient rostering
Passengers, baggage, cargo and fuel:
Getting the balance right with the help of IT
Passenger payments:
Reducing fraud while increasing online payment options

AIRPORT IT STREAM AGENDA
Includes 45 minutes Round Table Discussions
Session on both days!
11th & 12th November 2013
We are providing another forum for IT professionals to network on
the same level with people sharing similar interests and problems
and to also learn from that interaction. In this competitive market
place, managers of the IT function must feel reassured that they
are accessing the latest systems and resolutions and obtaining the
optimum return on their IT investment – and we are providing the
means to achieve this.
The 2013 Aviation IT Conference & Expo will bring a line-up of ﬁrst
rate speakers from major airlines, airports, ground handlers and IT
Suppliers, their in-depth knowledge and experience will make this event
the ideal forum to enhance understanding of the latest IT trends in this
vital sector of the aviation industry.

Contingency management:
How to prepare for and manage the unexpected.
Airport Operational Management Systems:
Using IT to plan and control departures and landings, and
more
Airport Collaborative Decision Making:
A new way of improving productivity and safety
Integrating with Air Trafﬁc Control
How can airports get to know their passengers
- and should they try?
Loyalty programmes for airports:
Using passenger data to create loyalty
Security: How can IT be used to meet compliance
requirements?
Resource Management:
Using IT to manage non-ﬂight income and maximise
revenue potential
Self-service: The airport’s point of view
Providing Real-time Information
The Airport Of The Future
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CONFERENCE PREVIEW | AIR CARGO HANDLING 2013

Crisis?
26th-27th September

CONFERENCE DAY ONE
08.00 REGISTRATION OPENS
09.00 CHAIRMAN’S OPENING REMARKS

Chris Notter, VP Cargo Operations at Qatar Airways,
introduces this year’s conference and provides a brief
review of last year’s discussions, including key action
points, highlights and progress since the event – such
as the new link between the ACH conference and the
COAG and CCA events.

09.15 COAG: ONE YEAR ON

Committee members provide an update on the IATA
Cargo Operations Advisory Group’s activities over the
last year, including highlights of the previous day’s
meeting in Lisbon. What progress has been made?
What are the group’s priorities? How can the sector
move forward in optimising processes and procedures
for cargo acceptance and handling.

10.00 A HEALTHY COOL CHAIN

Highlights and trends from the previous day’s meeting
of the Cool Chain Association, focusing on handling
pharma/healthcare products in the air cargo chain.
What are the threats and opportunities, and how can
air freight improve its performance and make itself
more attractive to customers? What are the weak
links in the handling chain, and how can they be
addressed? How can we create more visibility in the
chain?

10.45 BREAK FOR REFRESHMENTS AND
VIEWING OF EXHIBITION
11.15 BRIGHT SPOTS AROUND THE WORLD

A focus on promising growth markets such as India,
Africa and Latin America, and the opportunities and
challenges they present. What are the current key air
cargo handling issues in these regions, in terms of
quality, competition, infrastructure, legislation, barriers
to entry, corruption, customs and pricing? What steps
can be taken to improve these markets for handlers,
airlines and customers?
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12.00 WHAT THEY REALLY, REALLY WANT

What else do customers need and want from
airports, handlers and airlines? Which elements of
good practice from around the world could other
airports, handlers and airlines introduce? What
challenges remain and how can these be minimised
or overcome? How can the interests of consignees be
better served?

12.45 BREAK FOR LUNCH AND VIEWING OF
EXHIBITION
14.15 SYSTEMS UPDATE

An update on the various industry initiatives and
regulations. What is happening with the latest revision
to Cargo 2000? What are the implications of the latest
air cargo security initiatives and their implementation
VFKHGXOHV"+DYHWKHVHEHFRPHDVLJQL¿FDQWGULYHU
for the implementation and penetration of e-freight?
Any safety updates and their implications. Implications
of the EU Ground Handling Directive and IATA’s ULD
Regulations.

15.00 QUALITY, STANDARDS AND
STANDARDISATION

Are the international groups making any progress
WRZDUGVDFKLHYLQJµ6WDUEXFNVL¿FDWLRQ¶LQFDUJR
handling – providing consistency of services and
capabilities around the world? Do local GHAs always
understand the necessary handling practices that
should be the pre-requisites of choice, and how can
this understanding and good practice be promoted/
incentivised? How might a simple system of
quality comparisons for each gateway and GHA be
introduced?

15.45 BREAK FOR REFRESHMENTS AND
VIEWING OF EXHIBITION
16.15 CRISIS? WHAT CRISIS?

How can we use the current tough market conditions
DQGSUHVVXUHRQSULFHVDVDGULYHUIRUVLPSOL¿FDWLRQ
and to force improvements in processes, management
approaches or technologies? How can the latest
technology and systems contribute to resource

www.ags-airlinegroundservices.com
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What crisis?

5*70-*-*4#0"$POGFSFODF)PUFMt-JTCPOt1PSUVHBM
optimisation or performance measurement? What
quick wins could we introduce into the service chain
WKDWFRXOGHQKDQFHRXUFROOHFWLYHHI¿FLHQFLHV"

17.00 END OF DAY ONE
19.00 GALA DINNER HOSTED BY
ANA AEROPORTOS
CONFERENCE DAY TWO
09.15 OPENING REMARKS FROM THE
CHAIRMAN

Chris Notter reviews the previous day’s highlights and
introduces the format for Day Two, which consists of
four open workshops to expand on some of the issues
raised in Day One.

WORKING GROUP SESSIONS
09.30 AIRLINES: WHAT ARE AIRLINES DOING TO
FURTHER IMPROVE AIR CARGO HANDLING
QUALITY AND EFFICIENCY?
What pressures are they under and what are their
operational priorities? What are the main handling
problems still faced by carriers? How can these be
overcome, resolved or improved? What else do they
need from their suppliers and customers?

10.00 SHIPPERS & FORWARDERS:
WHAT ARE SHIPPERS AND FORWARDERS
DOING TO IMPROVE THE AIR CARGO
HANDLING CHAIN?

How can airlines, handlers and airports support
these efforts? What are the implications of new and
emerging security rules? What lessons have been
learned from forwarders that have themselves gained
facilities with airside access? What trends should
operators look out for in the future?

10.30 BREAK FOR REFRESHMENTS AND
VIEWING OF EXHIBITION
11.00 CARGO HANDLERS: WHAT ARE HANDLERS
DOING TO IMPROVE AIR CARGO HANDLING
QUALITY AND EFFICIENCY?
What lessons have been/can be learned from Cargo
2000 implementation by handlers? Should all GHAs
be graded in respect to basic standards of facility,
infrastructure and performance? How could this be
achieved? What other issues are GHAs facing?

11.30 AIRPORTS: WHAT ARE AIRPORTS DOING
TO IMPROVE AIR CARGO HANDLING
QUALITY AND EFFICIENCY?

What else can they do? What challenges do they
currently face? How might these be overcome?
Should all airports be graded in respect to basic
standards of facility, infrastructure and performance?
How could this be achieved?

12.00 WORKSHOP WRAP-UP

Chris Notter summarises the conclusions of the working
groups and conferences, for subsequent discussion by
COAG members

12.15 COAG REVIEW

Cargo Operations Advisory Group representatives
review the issues raised by the conference and
working groups and discuss whether and how they
can be taken forward by the COAG committee for
further development and action.

13.00 FINAL WORDS FROM THE CHAIRMAN

Lessons, challenges and tasks for the coming year.

13.15 LUNCH – CLOSE OF CONFERENCE

To register at event please visit http://evaint.com/our-events/air-cargo-handling-conference-2013
For sponsorship or stand enquiries contact:
Rosa Bellanca on + 44 (0) 208 668 9118 or email rosa@evaint.com
EVA International Media Ltd reserves the right to make changes to the speakers or programme,
VKRXOGWKLVEHQHFHVVDU\ZLWKRXWSULRUQRWL¿FDWLRQ
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Competition and price pressure have led airlines to look at ways to cut costs. But when it
DPNFT UP lSTU  CVTJOFTT BOE GSFRVFOU mZFS QBTTFOHFST  TFSWJDF MFWFMT BSF TUJMM UIF LFZ UP
BUUSBDUJOH BOE SFUBJOJOH CVTJOFTT "OE QBTTFOHFS MPVOHFT BSF BO FTTFOUJBM QBSU PG UIF 7*1
TFSWJDFPGGFSJOH.BSDJB.BD-FPESFQPSUT
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ounges add value
to the flight product,” emphasises
Birgitta
Sandhaag, head of
lounge product at the Scandinavian
airline SAS. “It is very important for
our VIP passengers: they need to feel
specially treated.”
No airline can run a lounge at all
its destinations, though. Since the
lounge is the airline’s face to its VIP
passenger, it makes sense for them
to develop their own lounges at their
home base and at big hubs around the
world, contracting third-party provid-

"JSMJOF(SPVOE4FSWJDFT+VOF

ers to manage lounge facilities on the
airline’s behalf at smaller stations.
“We have 44 of our own lounges
where the brand and image is really important for us,” explains Carole Peytavin, Air France-KLM vice
president, marketing research and
development. This number includes
the Paris home gateways of Charles
de Gaulle and Orly as well as at other
destinations served by the airline’s
fleet of widebody aircraft. “If the volume of passengers is small, it is more
efficient to outsource lounge provision,” she observes. “The contractor
can be another airline or a third-party

provider. Our passengers have access
to 149 lounges run by other SkyTeam
partners and we are trialling joint
lounges in London and Istanbul.
However, if there is no other solution,
we will run a lounge at a smaller station – for example, Madagascar – as
we need to offer this service.”
To enhance the airline’s image
even further, many carriers, including
Air France, Lufthansa and SAS, run
separate first and business/frequent
flyer lounges at their home hub. In its
new Frankfurt terminal, for example,
Lufthansa offers a dedicated lounge in
the international (long haul) area for

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN
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first class passengers and those in the
top tier of the loyalty programme.
There are also two business class
lounges and two Senator lounges,
named after the Senator Club loyalty programme – one in the domestic/European part of the airport and
one in the international area. Munich
Airport has a similar arrangement. A
‘Welcome’ arrival lounge allows long
haul VIP passengers to have breakfast and take a shower before going to
work or business meetings. Qualified
Lufthansa passengers can also take
advantage of lounges run by airlines
in the Star Partner network.
(6&45'"$*-*5*&4

Although lounges are primarily reserved
for VIP passengers, some airlines also
allow others to access lounges, subject
to availability. In most cases, ﬁrst class
and those in the top tier of airline loyalty
programmes can bring a guest into the
lounge. KLM’s Flying Blue Elite Plus,
Platinum and Gold members can take a
guest for free, while Silver members can
access for a fee averaging 25-35 euros or
by surrendering Award Miles awarded
through their loyalty programmes. Silver

Elite members cannot bring guests into
any lounge.
Lufthansa’s Senator cardholders
can take a guest into the lounge; business class passengers can buy a companion ticket. Air France also allows
silver members of the frequent flyer
programme to access lounges if there
is enough space; those in premium
economy on long haul flights can pay
to enter the lounge, if there is availability.
“We have to consider how much
space is available,” Anna Menke, passenger experience designer - business
and premium for Lufthansa, agrees.
“We don’t want the lounge to be too
crowded.”
At Air France-KLM Peytavin
agrees, pointing out that to provide
greater access to lounges would require bigger facilities – which is not
often possible in Europe, where space
is restricted.
But in May 2012, SAS began allowing economy passengers who cannot already access a lounge through a
frequent flyer programme to buy day
access for 28 euros.
In any case, access is more freely

available where lounges are provided
by third-party contractors. Servisair,
for example, runs 28 such lounges in
Europe and Canada. Qualified passengers of Servisair’s airline customers can access a Servisair lounge by
showing their boarding passes, but
anyone else can enter by paying a fee –
currently £17.49 for adults in the UK
and £9.99 for children aged 2-12.
“We do have rules about dress
code and behaviour,” emphasises
Shaun Weston, travel services director at Servisair. “We don’t allow baseball caps or football shirts, for example. And in our new Aspire Lounge,
a business quiet zone is designed for
those passengers wanting to work.
Separate zones are aimed at families
and diners. So far Aspire lounges are
available at Gatwick North, Liverpool, Luton and Birmingham, but all
lounges are being transformed into
Aspire lounges.”
The new Manchester lounge will
be Servisair’s flagship facility, but other new lounges are being developed at
Bristol, Gatwick South and Newcastle.
Plaza Premium lounges operate
primarily in the Far East, although

h4PNFMPVOHFTPOMZIBWFESJOLTBOETOBDLT CVUQBTTFOHFSTOPXXBOUNPSF FTQFDJBMMZJO"TJBv
4POH)PJ4FF$&01MB[B1SFNJVN
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there are three sites in Canada. It
hopes to win its first European contract by early next year. Some lounges
are owned by the airline and operated
according to the customer’s wishes,
while others are Plaza’s own common
use facilities, but with special areas
for first and business class passengers
travelling on customer airlines. Any
passenger can access the common use
terminals for a fee of US$52 for two
hours, more for longer periods.
Airline-owned and outsourced
lounges offer similar services. All
have TV, international magazines and
newspapers, free Wi-Fi and workstations, as well as food and beverages.
Catering provision changes according
to the importance of the passenger
and location of the lounge. According
to Song Hoi See, CEO of Plaza Premium, lounge requirements are changing. “Some lounges only have drinks
and snacks, but passengers now want
more, especially in Asia,” he explains.
“We offer a hot buffet in all our lounges but VIP passengers can also order
from a waitress service set menu.”
'00%"/%%3*/,

Airline-owned lounges often provide
hot food and more upmarket branded
drinks for ﬁrst class or top tier loyalty
passengers. SAS Gold lounges come
with a fully stocked bar, but business
lounges do not. Gold lounge guests can
make their own sandwich or salad, while

"JSMJOF(SPVOE4FSWJDFT+VOF

soup and hot dogs are on offer for three
to ﬁve days a week during winter.
Air France’s new Charles de
Gaulle lounge includes a kitchen to
enable hot food to be provided, but
in other lounges, a good range of cold
food is on offer, as well as snacks and
hot and cold drinks, including wine
and spirits.
Lufthansa differentiates the importance of the lounge passenger by
the type of food and brand of drinks
available. First class passengers enjoy
an a la carte dinner; Senator cardholders may be offered a hot meal,
depending on the time of day, but
business passengers are restricted
to snacks and drinks. First class and
Senator lounges also have a bartender
and last year Lufthansa trialled the
‘City Lights’ concept in Frankfurt resembling a high quality inner city bar,
complete with its own menu. Munich
has its own beer garden instead.
Servisair’s Aspire lounges offer
cold breakfast, soup and a roll, cheese
and biscuits, snacks and hot and cold
drinks, including an alcoholic bar.
Sandwich trials were abandoned because passengers either took everything – or left them altogether.
Other services are also available
at some lounges. Showers are provided at Lufthansa first class lounges
and some Senator facilities. Frankfurt first class passengers can enjoy
a spa service, also available in one of

Frankfurt’s Senator lounges. A special
‘relaxing’ room in first class lounges
gives passengers the chance to have a
nap on chaise lounge seating.
KLM also includes showers and,
in some lounges, a ‘deep rest’ area,
while the SAS Gold lounges in Copenhagen and London provide showers.
Air France international lounges offer showers, while Charles de Gaulle
has a Wellness Centre, which provides
massage designed for pre-flight passengers. Plaza Premium offers optional neck and shoulder massage,
manicure, ladies’ pedicure and showers. Some of the stations offer oxygen inhale facilities. None of the spa/
wellness services are provided free of
charge.
$)*-%3&/'3*&/%-:

Some carriers are now developing
children’s lounges. SAS offers them in
Copenhagen and London; complete
with TV, play stations and other childfriendly equipment, as well as children’s
areas in other airports. Lufthansa started
a Jet Friend programme for children,
with their own corner in Frankfurt and
Munich.
“Our first and business passengers going on holiday are invited into
the lounge with their family,” says Air
France-KLM’s Menke.
Air France plans to add children’s
lounges at Charles de Gaulle’s new
satellite terminal, where there will
be plenty of space. But for Servisair,
children’s areas proved unsuccessful.
“Parents left the kids and went off,”
Weston explains. “They were badly
behaved, with no parental control. We
do have a family area in our lounges,
though, with specially designed seating.”
All airline-owned lounges also
have some travel services: the ability to change bookings, choose seats,
etc. KLM passengers can even checkin with hand luggage. In Air France’s
lounges, passengers can also book
cars or hotels; a pilot programme at
Charles de Gaulle enables them to
preview films being shown on board,
access the onboard duty-free catalogue and read digital newspapers. If
it is successful, this ‘travel bar’ will be
rolled out to other stations.
This is only one new lounge service being developed by one the
world’s airlines, but by no means the
last. As Menke at Lufthansa says: “We
can’t measure the value of lounges,
but market research shows that of all
ground services, the lounge is especially important.”
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A must for all business aviation professionals.
As manufacturers, owners, operators, brokers,
airports, FBOs and all supporting markets embark
on their future business strategies, the Future
of Business Aviation Conference will provide
invaluable insights to help push the industry forward.
The conference will focus on the exciting
opportunities for growth across the industry with
particular attention drawn to emerging markets
and their future role in business aviation. Delegates
can expect top industry leaders speaking on the
key facets of business aviation, from chartering
to aircraft ﬁnancing to new developments in
manufacturer line-ups. Experts in the new and
pre-owned jet market, aircraft interior design,
avionics, airports and ﬁxed based operations will
be also be presenting.
Join the key conversations in the industry, and
toast the Future of Business Aviation.
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A unique event dedicated to exhibiting worldwide
FBOs drawing particular attention to those
established in and expanding into emerging
markets such as Brazil, China, India, Russia, CIS
and the Far/Middle East.
FBO Expo 2014 has a clear aim - to showcase the
value of the crucial and evolving relationships
between our exhibitors and visitors, from the
FBO to the manufacturers, owners, chief pilots,
operators, brokers, passengers and all those in
between.
FBO Expo 2014 visitors will consist of key decisionmaking industry professionals, in touch with FBOs
on a daily basis.
This strictly targeted industry event guarantees
both exhibitors and visitors excellent networking,
new business opportunities and is not to be missed.

16th - 18th February 2014
H I LT O N H O T E L , H E AT H R O W T E R M I NA L 5
For sponsorship, exhibitor and delegate information Call +44 (0) 208 668 9118
Email carmen@evaint.com or max@evaint.com

For more information on both events visit
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Early March saw aviation journalists gather at the Institute of Directors in Pall Mall, London to be
briefed by IT systems specialist ARINC on recent successes and future priorities. The company is
progressing well with its business plans and is looking forward to an even brighter future

A

RINC, the Maryland, USheadquartered specialist
in communications and
systems integration, is a
big player in the aviation
sector, offering numerous aerospace,
airport and airline technologies. Last
year was a good one for the company,
with the 12 months being characterised
by “growth innovation and investment”,
according to ARINC International vice
president Dave Poltorak.
There had been expansion “in all areas of the business” last year, he revealed
at the recent press conference, while innovation and investment were seen in
a number of new contract wins and the
release of several new product offerings.
Cloud computing and hosted solutions

Tony Chapman

are particularly important current areas
of expansion. “The industry is growing,
and so are we,” Poltorak insisted.
Nor is he perturbed by the fact that
for the last ﬁve or so years ARINC has
been owned by a private equity ﬁrm, The
Carlyle Group. Agreeing that the business model of such an entity is to build
up an enterprise and then sell it on, he
conﬁrms that ARINC has become well
used to working within this environment and, indeed, this very fact concentrates the mind of all involved.
His views were reinforced by Andy
Hubbard, managing director of ARINC’s
EMEA (Europe, Middle East and Africa)
division, who noted that for a venture
capitalist such as Carlyle its component
business’ long-term plans will remain vi-

Andy Hubbard
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Dave Poltorak
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tal – it is from these that much of those
concerns’ sale value will derive, he notes.
(306/%#"4&%5&$)/0-0(*&4

While there has been signiﬁcant
developments in areas of ARINC’s
product portfolio such as its airport
security-related business and that part
of the company serving the business
jet market, some of the more notable
developments have been seen in
ARINC’s offerings serving airports and
airlines’ requirements on the ground.
Tony Chapman, senior director, integrated travel solutions for ARINC
EMEA, explained some of the deals that
have been recently inked in regard to
ARINC’s passenger handling solutions.
The ﬁrm is doing particularly good
business with London’s airports. Gatwick is to be supplied with a Passenger
Identiﬁcation and Veriﬁcation System
by a combined offering from ARINC
and Human Recognition Systems
(HRS). The system integrates ARINC”s
VeriPax passenger validation solution
with HRS’s MFlow biometric identity
registration platform and is deployed
on fully automated gates. ARINC’s expertise in integrating various systems
through an Enterprise Systems Bus
(ESB) has been key to this offering and
the expectation is that the Passenger
Identiﬁcation and Veriﬁcation System
will seamlessly connect to the Departure Control Systems (DCS) of some of
Gatwick’s major airline users.
Elsewhere in London, Heathrow
Airport recently conﬁrmed its intention
to buy a further 65 Common Use SelfService (CUSS) kiosks, while across the
North Sea Brussels airport has chosen
ARINC’s vMUSE common-use passenger processing option, together with its
VeriPax passenger screening solution.
The deal, which went live in November/
December last year, represented VeriPax’s ﬁrst deployment in Europe.
In Russia, Kazan airport has become
the latest smaller gateway to go with

XXXBHTBJSMJOFHSPVOETFSWJDFTDPN
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vMUSE Enterprise, which ARINC describes as the industry’s
only Cloud-based common use check-in solution.
Further aﬁeld, North Africa and the Middle East represent
other important areas of growth for ARINC. Both the new
Doha International Airport and the smaller regional gateway
at Ras Al Khaimah are seeing the installation of ARINC’s core
suite of airport passenger processing and boarding solutions,
while ARINC last year won a three-year contract to install its
vMUSE passenger processing solution at ﬁve of Egypt’s regional airports.
&)6#

ARINC’s AviNet Mail Enterprise Hub, or eHub, is also seeing
good traction. A Cloud computer-based messenger service
for aviation users, a number of airlines and aircraft ground
handlers are already trialling the system.
e-Hub, only launched earlier this year in January, is a
multi-use a multi-user web-based service that is designed to
offer aviation operators a “robust messaging environment for
all their communication needs”.
It can be easily conﬁgured for a single user or for a globally
active user with multiple divisions requiring various messaging requirements. It allows simple message management and
includes free Internet and local message routeing.
A Cloud computing solution, because it avoids the need for
expensive internal server installations or software license fees,
ARINC claims eHub is both simple and cost-effective in terms
of capacity and user management.
Lee Costin, director of ARINC’s satellite solutions and
cabin services operation, outlined the signiﬁcant progress that
has been made in relation to the company’s Cabin Connect onboard Wi-Fi solution, of interest to many airlines in relation
to their overall ﬂight service offering. In November last year,
it was agreed that ARINC would trial its Cabin Connect system on three of Virgin Airlines’ ﬂeet of A330s; two of Virgin’s
10 widebody A330s have now been ﬁtted with the technology,
and it is expected that all three of the test-bed aircraft will
have gone live’ with it by early May.
1"1&3'3&&$0$,1*5

Finally, ARINC has also developed new offerings in its ARINC
Direct business, which offers “capabilities and solutions” for
the business jet sector. Its portfolio includes ﬂight planning,
safety management tools, contract fuel services, international
trip support and aircraft Internet connectivity solutions.
It is in perhaps the last of these ﬁelds that the most progress has been made of late, reports James Hardie, director
of ARINC Direct, with ARINC Direct Connect having been
launched as a communications service that offers three capabilities in just a single portable device: complete ACARS
messaging via an iPad as the user interface; high-quality
voice communication by way of iPhone or Android device;
and e-mail. It employs either the Iridium or Inmarsat satellite networks.
ARINC Direct is also moving closer to enabling a fully
paper-free cockpit. Building on its inflight pilot iPad App,
it is further improving the synchronisation of data possible between two or more iPads in the cockpit using Bluetooth, and has added real-time Cloud synchronisation of
data capability.
The original App was designed primarily for ﬂight planning and weather brieﬁng but in the short-term this is expected to be extended to form a key part of the ﬂight-deck communication infrastructure, with additional messaging capability
and offering support for additional ﬂight planning and ﬁling
functionality.
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Directly contact
AIRLINES, AIRPORTS AND HANDLERS!
Gooey has spent the last few years
developing the most powerful
communication tool that allows aviation
professionals to reach key decision
makers faster than ever before.
Gain Instant access to email addresses and
direct-dials of:
CEO/Chairman
Executive VP/Deputy CEO
CFO
COO
Quality & Risk Assessment
Head of Ground Operations
Head of Sales/Communication
Head of Commercial Services
Head of Networking & Routes
Head of Business Development
Head of I.T
Head of Flight Operations
Head of HR
Head of Safety/Security
Head of Supply Chain
Head of Strategy & Planning
Head of Inﬂight
Head of MRO
Head of Technical

Request a free demo
info@gooey.uk.com
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REVENUE MANAGEMENT:

ARE YOU SITTING
COMFORTABLY?
The airline industry pioneered revenue management systems in the 1980s, but the level of
complexity required of the analytics has increased exponentially in recent years. The advent
of unbundling in the post-2008 recession has made purchase transactions far more complex.
David Smith reports

U

nbundling, which means
charging their passengers separately for services such as baggage
handling and meals, is
a vitally important source of revenue
for modern airlines. According to the
annual Amadeus Review of Ancillary
Revenue Results, airlines produced
US$22.6 billion in ancillary revenues
in 2011. And Amadeus predicts that
the figure will increase to US$36
billion in 2012. However, the added
difficulty of keeping track of all the
unbundled prices requires ever more
sophisticated algorithms.
Alex Dietz, principal industry consultant for the SAS Hospitality and
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Travel practice, said: “Revenue management used to be relatively straightforward. It was not rocket science and
it could be misunderstood by very few
people, but now it’s more complex because the airlines distribute so many
separate products and there are so
many different ways to sell them.”
BIG CHANGE

Dietz says unbundling is the biggest
change to the airline revenue
management world since the arrival of
the low-cost airlines. “Airlines used to
sell just airline seats, which came with
baggage handling and a meal, your
allocated seat, and other stuff. But now
it doesn’t – or then again it may with

some airlines! Managing revenue when
the product side is no longer consistent
requires far more complex software
responses. It’s good for the customer
to have more choices, but the more
choices they get, the harder it becomes
to predict their behaviour and revenue
management is all about predicting
behaviour.”
The process of revenue management may have become more convoluted, but the process is still an obligatory tool for a major airline, according
to Darren Rickey, the vice president
of solutions management for Sabre
AirVision, one of the major global
providers of fully integrated commercial planning solutions. “As a rule
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The Amadeus data centre in Erding, Germany
which is where the company’s revenue
management solutions are hosted on behalf
of its airlines customers.

Dietz observes that this will make
revenue management slightly easier
because allowing previously unbundled services to be bought at the time
as a ticket means American Airlines
can include those revenues when segmenting travellers and determining
fare availability.
“They have said they will make all
these things available to travel agencies and OTAs, but they are telling
the OTAs that they have to meet them
half way. They are saying ‘we will put
it out in this format, but you have to
figure out how to use it’. There will
be teething problems, but I think this
will become a big trend in the industry,” he says.

of thumb, any airline with more than
50 flights per day needs an automated
system to detect and react to changes
in the marketplace,” Rickey said.
Each airline now has a complex
computer system that uses algorithms
to maximise profit based on as many
as two dozen different fares for a single flight. Ricky estimates that a wellcalibrated system manages around
80 percent of upcoming flights, with
‘exceptions’ managed by the airline’s
analysts.
COMPLEXITY

But Dietz at SAS Hospitality and Travel
says the current management systems
are far from perfectly adapted to the
purpose of managing revenue because
of the sheer complexity of the pricing
strategies. “There’s no gold standard
and when I go to revenue management
conferences, there’s a lot more debate
now than there used to be. Scientists
know they have a problem, but no one
has ﬁgured out how to solve it in a way
that is clearly achievable,” he said.
One of the major issues is that customers often buy a ticket through one
distribution agent – usually an online
travel agency (OTA) – but then have
to go somewhere else to purchase all
the unbundled services they want.
Not only is this annoying for the customer, but it makes revenue management much trickier.
The problem occurs because the
Global Distribution Systems (GDS)
have not been able to keep up with the
rapid changes in the airline industry’s
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Dietz: “It’s good for the customer to have
more choices“

unbundling strategies. As quickly as
GDS companies have found solutions
to handle new approaches, the airlines have changed direction in their
constant quest for new ancillary revenue streams.
American Airlines recently announced a new ticketing strategy,
which attempts to solve some of these
problems. Their approach is to rebundle previously unbundled services. A new fare structure places explicit charges on the tickets, rather than
forcing customers to pay for the extra
services as add-ons. The airline calls
its main new options ‘Choice’, ‘Choice
Essential’ and ‘Choice Plus’.

REVENUE MANAGEMENT

Umit Cholak, the director of revenue
management at Amadeus, another
major global provider, agrees with Dietz
that no optimal revenue management
system yet exists. “Even the most
sophisticated system is not the optimal
one because that would require so many
resources and so much complexity in
the technology and no one has invested
enough in it,” he notes.
Amadeus has still spent US$2.4
billion since 2004 on developing its
revenue management systems. The
software is expensive to upgrade and
it’s also a hugely complex and timeconsuming process. One of the problems is that the TPF assembly languages have been used in the airline
industry since IBM introduced them
in the late 1950s. Later programs,
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such as java and CE0 plus, introduced
more flexibility and productivity into
designing systems, but they were not
available in TPF.
“The huge financial investment
helps, but understanding how to untangle the mess is just as important
as putting money into it,” Cholak says.
“It’s a huge project to rewrite all of it,
so the best way is to focus on rewriting a small portion, but to make sure
that the entire system still works as a
whole. It’s also not a single project. In
my area alone, which is inventory and
revenue management, we have about
400 people working on it. They are
about 95 percent system designers,
either product definition people, or
developers. There’s also a small percentage involved in product marketing and product management.”
VARIED SOURCES

For larger airlines, it is not enough to
provide standalone systems because of
the far greater intricacy of operations.
Cholak says they have much broader
customer bases and more varied
sources of revenue than smaller airlines.
Whereas low-cost airlines ﬂy direct to
a restricted number of destinations,
the larger airlines need to calculate the
“network effects” caused by connecting
ﬂights. Delta Air Lines, for example, has
to take into account about 600 million
potential routes.
Preparing bespoke solutions for
larger airlines can take time. Amadeus’ designers recently signed a large
contract to deliver a personalised system for one of its customers within
the next 18 months. But it is worth the
wait for the bigger airlines. An effective revenue management system can
make a huge financial difference. One
of Amadeus’ clients is the US$18 billion dollar company Air France-KLM.
If the Amadeus system increases revenue by 1 percent, it adds US$180
million dollars onto the company’s
bottom line.
The system providers face an unenviable task as the complexity that
needs to be modelled is increasing
all the time. Rapidly emerging trends
mean software providers have to keep
evolving. The advent of ‘opaque channels’ – where customers can book a
flight without knowing the airline
they will fly with – gives more choice
to the consumer; mobile technology
is increasingly used to buy tickets online; Google and Facebook will inevitably become distributors and sellers
of airline tickets.
The labyrinthine new era of rev-

42 Airline Ground Services June 2013

enue management demands a matching complexity of data. Sabre, for example, places the acquisition of data
at the forefront of the innovations for
its Sabre AirVision Revenue Manager
program.
Darren Rickey, Sabre’s vice president of solutions management, says:
“We are focusing on bringing together data from across the commercial

planning landscape. That includes
sales, fares, schedules and competitive data. The extent of the data gives
management analysts a clearer viewpoint of changes in the marketplace.
Historically, departments within a
commercial planning structure at
airlines used their own isolated data
sets, and Sabre is bringing it together
so decisions on market tactics can be
made with one dataset, meaning ‘one
single version of the truth’.”
KEY AREAS

Rickey: “the extent of the data gives
management analysts a clearer viewpoint
of changes in the marketplace”

Rickey says there are three key areas of
Sabre’s innovations in data gathering.
The ﬁrst is the incorporation of ancillary
revenue data into the total value of a
passenger when they travel. “This is a
key innovation as currently all revenue
management systems optimise using
just the fare values that a customer
books. Sabre intends to track, forecast
and optimise ancillary sales to allow
airlines to manage their total revenue
uplift, given the extraordinary increase
in ancillary sales in the past ﬁve years,”
he observes.
The second focus is the incorporation of real-time booking and
ticket data so the solution has improved ‘sense and respond’ capabilities when sales and bookings change
throughout the day. “To give an ex-
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Cholak: “understanding how to untangle
the mess is just as important as putting
money into it”
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ample, when sales promotions occur,
it is important to tell the revenue
management system and analysts the
penetration of the promotion and
stimulation it has had on the target
markets,” says Ricky.
Finally, there is a new focus on
customer-centricity, which allows
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more detailed segmentation of the
market. This customer-centricity is
becoming a trend right across the
industry, according to Sébastien Touraine, manager of e-services at the
International Air Transport Association (IATA).
“The most advanced modern
management systems are gradually
becoming more customer-centric,”
he says. “They can almost personalise their offers now because there is
more and more data available. In the
e-commerce world they get information about their customers’ preferences from cookies, the flight-tobook ratios and many other sources.”
Cholak at Amadeus reveals that
the company has spent most of its
US$2.4 billion investment on creating something ‘scalable’, meaning a
system that can handle a growing
amount of work.
“We provide sophisticated functionality which performs at a very
high level, but which must be scalable
very quickly. The question comes in –
do I have a seat and what’s the price?
And we have about 16,000 CPUs answering the question in real time in
our data centre,” he concludes.
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THE NEW EU RULES
ON AIRPORT GROUND
HANDLING
Oliver JacksonPGMFBEJOH6,CBTFEMBXlSN.VOEBZT--1MPPLTBUUIFJNQBDUPGOFXHSPVOE
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s I write this article, the
new EU rules governing
airport ground handling
services took a step
closer to becoming law.
They face their ﬁnal hurdle when the
proposal comes once again before
the European Parliament on 16 April
2013. If approved by the European
Parliament, the rules will provide for
the further liberalisation of ground
handling services and will replace
current rules implemented by the 1996
EU directive (96/97/EC).
The proposals form part of a wider
package of airport reforms, including a
proposed regulation on common rules
for the allocation of slots with the EU
airports and a regulation on the establishment of rules and procedures with
regard to the introduction of noise-related operating restrictions at EU airports. Both of these proposals were approved by the European Parliament in
December 2012 but will not be implemented until approval can be obtained
for the proposals on ground handling.
DIFFICULT JOURNEY

The proposals for ground handling
have faced a difﬁcult journey since they
were ﬁrst put forward by the European
Commission in December 2011, having
faced considerable opposition from
certain member states and unions, in
particular the European Transport
Workers Federation.
The European Parliament’s committee on transport (TRAN) initially
rejected the Commission’s proposals in
November 2012 following protests by
unions. The European Parliament then
voted in December 2012 to resubmit the
proposals to the TRAN committee with
modiﬁcations, principally with social
provisions designed to allay the con-
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the services in question for themselves.
In these cases access is essentially free
but for certain categories of services the
member state may limit the number of
self-handling airlines to no fewer than
two airlines.
DEALING WITH CONGESTION

cerns of the union representatives. On
19 March 2013, TRAN narrowly voted
to approve the modiﬁed proposals. It is
these amended proposals that will go before the European Parliament again on
16 April 2013.
The current rules, brought in by the
1996 directive, brought an end to the
monopoly which existed in many airports in the EU over such things as passenger check-in, baggage handling and
the provision of catering services which
existed at many EU airports. They provide that, at larger EU airports, access
to the market by suppliers of ground
handling services is free but that for
certain categories of service (such as
baggage handling, ramp handling, fuel
and oil handling, freight and mail handling) the member state may limit the
number of suppliers to no fewer than
two for each category of service.
Further, in the case of such limitations, at least one of these suppliers has
to be independent of the airport or the
dominant airline at that airport. Similar
provisions exist with regard to self-handling, namely where airlines provide

The growth in air trafﬁc in recent years
has led to airport congestion. The legal
framework put in place by the 1996
directive has been found inadequate
to deal with constraints in airport
capacity. Problems in turning around
aircraft, in part caused by inefﬁcient
ground handling services or barriers
to expansion, have been found to be
the source of 70 percent of the delays
suffered by ﬂights in Europe.
The main elements of the new proposals, as amended, are as follows:
* Air carriers will be free to carry out
their own ground handling services.
* At large airports (these are airports
handling more than 15 million passengers per year or 200,000 tonnes
of freight) the minimum number of
ground handling service providers,
other than air carriers, will be increased from 2 to 3.
* At large airports minimum standards
must be set for operational performance. This covers such things as the
maximum waiting time for registration of passengers and baggage claim.
In addition, minimum standards
must be set in relation to the training
of ground handling staff, equipment,
information and assistance to passengers, safety management systems,
security, and compliance with environmental requirements.
* The speciﬁc standards are to be set
by member states, the airport managing body or the body controlling
the airport. This is a change from the
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original proposal, under which the
Commission itself would have set the
standards.
* Service providers that fail to meet the
standards set could incur penalties or
be prohibited from providing further
services.
* The airport managing body will be
responsible for the proper co-ordination of ground handling activities.
* New handling companies and their
subcontractors must continue any
existing collective agreements, which
may be in place with unions.
* The accounts of the airport and the
ground handling operators must be
kept separate.
* The implementation period for the new
rules has been increased to three years
after adoption (the Commission originally proposed one year) and the transition from two to three service companies can take another three years.
THRESHOLD

The threshold for an airport to qualify
as a ‘large airport’ has been substantially
increased from the numbers previously
recommended by the Commission. This
had been 5 million passengers per year
or 100,000 tonnes of freight and this
move will greatly reduce the scope of
some of these provisions to cover only
the largest airports. Smaller airports will
still be required to keep it at least two
handling operators.
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As already noted, one of the main
concerns with the new proposals was
the protection of workers, especially
when there is a change of service provider. Save for the provision relating to
collective agreements, it was decided by
the TRAN committee that any further
provisions relating to the protection of
workers would be left to the committee
on employment (EMPL).
Leaving aside the concerns of the
unions, some industry bodies consider
that regulations interfere unnecessarily
in the contractual relationship between
ground handler and airline. They maintain that issues such as service quality
and training should be the part of contract negotiations between parties rather
than the subject of EU wide regulation.
It has been suggested that a diversity in airline business models, often
based on different levels of service to

passengers, is an essential component
of the liberalisation in the transport
sector. It has been further suggested
that areas in which the regulation
could be stronger are in the context
of the criteria for tendering, as well as
charging mechanisms.
LIBERALISATION

On the whole, however, provided
the concerns of unions and workers
organisations can be met, it is believed
that the new regulation, if approved,
will be welcomed by the industry.
By creating further liberalisation of
airport ground handling services,
the regulations should also lead to
an increase in both competition and
airport capacity.
For customers, the beneﬁts will be
seen in both pricing and in the standards of service provision which, coupled
with increased capacity, should lead to
a reduction in ﬂight delays. Further, unlike the 1996 directive, the regulation
will be directly and uniformly applied
across the European Union.
By the time this article goes to press
we should know the outcome of the
debate scheduled to take place in the
European Parliament on 16 April and
whether the regulations will be ﬁnally,
implemented. An update on the debate
and on implementation of the regulations will be provided in the next issue
of Airline Ground Services.
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JOINING THE
WORLD TOGETHER
While every airline worth its reputation should always be prepared to listen to its customers,
sometimes it is worth noting what the men at the top have to say about the global picture

James Hogan

T
Æ

he World Travel & Tourism
Council (WTTC) Global
Summit 2013 in Abu Dhabi
brought together global ﬁgureheads from the airline
industry, academics and show business
personalities and a former US president
all of whom were keen to outline their
idea of a global future joined and effectively served by airlines and airports
through travel and tourism initiatives.
The WTTC event is designed as
a high level forum for business leaders in the travel and tourism industry
and annual conference has become the
most important gathering in the yearly
calendar of these executives. The WTT
Global Summit 2013 saw airline industry leaders James Hogan, CEO of Etihad Airways and Willie Walsh, CEO International Airline Group (IAG) joined
by former US president Bill Clinton
and by Tony Tyler, director general and
CEO of the International Airline Association, in an initiative designed to
drive exports and to generate prosperity in the tourism and airline businesses
– and to achieve those goals airlines and
airports must be given all the help they
can get in order to be able to serve their
customers well.
Government interference, taxes, service standards, the preservation of the
environment and a lack of initiative in
visa processing were all on the agenda
with the speakers in Abu Dhabi.
IAG’s Walsh praised the air carriers
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Bill Clinton

in the Gulf region and held them up as
examples to be admired and for European government leaders to learn from.
Commentating on the poor record on
the return on capital that the industry
has, Walsh stated “nobody will provide
the industry (with) equity if they are going to destroy it”.
For Etihad, Hogan recognised that
his own airline was not restrained in its
development by “the handcuffs of legacy airlines”, largely referring to union
working constraints that exist with the
established carriers. Tyler, for his part,
provided an update on IATA targets for
sustainability and slammed the inadequacies of air trafﬁc control, particularly
in Europe noting it as “a disgrace”.
In a keynote address to more than
1,000 delegates, former US president
Bill Clinton urged airlines not to overlook “the potential of ancillary economic

Willie Walsh

beneﬁts generated via tourism”. He also
highlighted “the challenges we have
from climate change” and sustainability.
Clinton, who served as president
for eight years during a time of unprecedented prosperity and change in the
USA, said that the industry could also be
a force for change in the future. “Peace
works better than conﬂict, and one of
the best manifestations of it is in travel
and tourism,’` he said.
“I predict that we over the next 20
years the travel and tourism industry
will lead a re-examination of our energy
industry policies. The fact that you have
such a great stake in a global stable environment gives you enormous credibility,”
he observed.
Clinton remarked that the history of
the 21st century had not yet been written implying that the travel and tourism industry could play a leading role
in that scenario.
Other speakers at the WTTC Global
Summit 2013 included British journalist and media personality Sir David
Frost; Ian Goldin, University of Oxford
Professor of Globalisation and Development; Daryl Hannah, the American actress and activist; environmentalist Sir
Jonathon Porritt; Tom Klein, president,
Sabre Holdings; and adventurer and environmentalist David de Rothschild.
As the WTTC 2013 event drew to a
close it was announced that Hainan would
host the 2014 World Travel & Tourism
Council (WTTC) Global Summit.
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