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H
ello and welcome to the Winter 2017 edition of Airline 
Ground Services.

We have a number of updates on IATA activities in 
this issue. Nominations for the IGHC Innovator Awards 
2018 are now open, there are changes to ISAGO coming 

into effect from next year and there are also updates to the ICHM 
and IGOM as these two publications become more closely aligned.

One of the hot topics for ground handling is, of course, airport 
congestion, and Aviation Support Group director Stuart Matheson 
shares his views on the problem and its potential solutions.

Another subject that needs urgent attention, according to Twiga 
Aero co-founder Maurizio Anichini, is the question of the Standard 
Ground Handling Agreement and how it should be taken forward 
into the era of composite aircraft. Should handlers develop their own 
agreement, he asks?

An expert on airport security offers insights into this essential 
area in the context of an increasingly volatile world where safe travel 
is a necessity.

Elsewhere in this edition of AGS: we look at developments in 
ground handling in both North and South America; the forecast for 
massive growth in the Asian market gives cause for optimism; and we 
also consider the unique Central Asia market.

Plus, readers will gain an insight into LuxairGroup’s modus 
operandi and vision for the future; industry veteran Olivier 
Bijaoui gives an exclusive interview about his current projects and 
continuing interest in the handling arena; easyJet’s new ‘Worldwide’ 
connections service explained; the importance of catering as a brand 
differentiator for today’s airlines; and how the latest technological 
advances are enhancing the aviation ecosystem.

Our final word in this issue relates to the launch of the 
AGS Networking Summit, an event that aims to answer a specific 
need; turn to page 56 for more information.

Happy reading! 
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The North American 
ground handling 
market appears to be 
an intimidating and 
competitive environment 
for a small or medium-
sized ground handler

N
orth America’s ground 
handling market is domi-
nated by the major US 
airlines, especially Ameri-
can Airlines, Delta, South-

west Airlines and United, who either 
have their own ground handling teams 
or outsource the work. They control 
around two thirds of the market and a 
lot of the remaining contracts have been 
seized by large European providers, 
such as Swissport, Menzies and WFS. 
Unsurprisingly, the bigger players have 
swallowed up a lot of smaller ground 
handlers over the past few years.

Despite the stiff competition, it 
remains possible for a medium-sized 
ground handler to survive, and even 
expand, especially when it acts as the 
subsidiary of a global enterprise that 
can provide financial support and 
strategic help. Two companies in this 
category are Eulen America and ISS 
World; both are thriving in the US 
market. 

ISS World has been operating for 
30 years in North America and has 
grown substantially. It offers services 
at 25 US airports, including five of the 
busiest 10 in the country. Over the past 

FIGHTING 
 TO SURVIVE
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five years, ISS World’s growth has ac-
celerated and operations have expand-
ed by 100%.

“Our international links have defi-
nitely helped us to grow,” says Chelsi 
Bierschwale, ISS communications 
manager. “We have a global presence, 
with subject matter experts all over the 
world. When an opportunity to deliver 
a new service arises, we can call on the 
expertise of our 50-plus country coun-
terparts to share best practices.

“We’re also looking to leverage 
global partnerships with airlines over-
seas, to grow our business in North 
America. We expect our rapid growth 
to continue and we’re predicting dou-
ble-digit growth in the years ahead.” 

EXPANSION
Eulen America has also benefi ted from 
being part of a much larger enterprise 
since it entered the US market in 2008. 
“We could defi ne ourselves as a ‘small-
big’ company. We’re not really alone in 
the US as we have our bigger parent in 
Spain to offer support,” explains Nodir 
Karimov, director, pricing and contract 

administration at Eulen America. “It 
means we can get help if we need to 
secure capital investment, and we can 
take advantage of Eulen’s vast business 
experience in 30 countries worldwide.”

Eulen’s decision to enter the 
ground handling market in the US was 
a courageous one in retrospect, howev-
er. The company had no experience of 
ground handling; nor had it operated 
before in North America. Founded in 
1962 in Bilbao, Eulen initially special-
ised in facilities management, clean-
ing, security, logistics, healthcare, en-
vironmental and temporary employ-
ment services. Today, it has 86,000 
employees offering 60 business servic-
es and reported market sales of around 
1.5 billion euros in 2016. 

The company has built its success 
on a constant search for new opportu-
nities. When, in the late 1990s, it de-
cided to further expand international 
operations – largely motivated by risk 
diversification – Eulen considered 
various options. Western Europe was 
disregarded as it was already a ma-
ture market where competition would 

When an opportunity to deliver 
a new service arises, we can call 
on the expertise of our 50-plus 
country counterparts to share 

best practices
Chelsi Bierschwale

ISS communications manager

ISS World greets 
passengers with a smile

ISS World – checking all is as it should be
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be too fierce, and Eastern Europe and 
Africa were considered too politically 
unstable at that time. 

Eulen opted in the end to buy busi-
nesses in Hispanic America, taking ad-
vantage of the linguistic and cultural 
links to Spain. The first purchase un-
der the new direction was an Ameri-
can affiliate company in Chile. Then, 
more recently, in 2008, the company 
decided to buy an airport company in 
Miami. Though not strictly speaking 
in Hispanic America, Miami has large 
populations of Spanish-speaking peo-
ple and lies at the crossroads between 
Latin America, North America and the 
Caribbean. 

The company Eulen chose for a 
partial acquisition was Miami-based 
American Sales and Management 
(ASM) aviation services. Founded in 
1994, ASM had a well-established busi-
ness providing a full range of ground 
handling and passenger services for 
domestic and foreign carriers, includ-
ing cabin cleaning and ramp services. 
It had a workforce of more than 2,200 
at major US airports, with 1,000 em-
ployed at Miami International airport. 
The takeover began well in 2008 and 
Eulen acquired a 100% ownership 
stake in the corporation the following 
year, establishing Eulen America as its 
US subsidiary.

Since that time, the expansion of 
Eulen America has been impressive. 
In 2008, the company was present in 
five US states; it is now active in eight 
states, as well as at two airports in Ja-
maica, with a total workforce of more 
than 3,200. It has continued to expand 
its passenger services and ground 
handling operations by also provid-
ing security, janitorial and facilities 
management services. The company’s 
clients include American Airlines, US 
Airways, Bahamas Air, Delta, JetBlue 
and Spirit.

Some of the key differentiators that 
set Eulen America apart from its com-
petitors are its “reputation for exceed-
ing client expectations and very strong 
safety culture”, according to CEO Ale-
jandro Fonseca. “We believe that in-
vesting in our human capital requires 
engagement and maximises people’s 
potential while providing added value 
to our client partners.”

A large proportion of Eulen Amer-
ica’s business is still in Florida, where 
it operates at Miami, Fort Lauderdale-
Hollywood and Southwest Florida air-
ports. “Miami airport is our backyard 
and our biggest station, which makes it 
easier to attract business. Having local 
links means we get things done faster 

We believe that investing in our human capital requires 
engagement and maximises people’s potential while providing added 

value to our client partners
Alejandro Fonseca (pictured below right)

Cabin security checks are 
part of the Eulen portfolio

Eulen CEO 
Alejandro Fonseca
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and more efficiently, which the airlines 
like,” Karimov notes.

MAKING GOOD USE OF TECHNOLOGY
Eulen America, he says, has developed 
a reputation for embracing technology 
to improve performance. Technology 
is especially useful to organise cabin 
cleaning, which can be challenging 
for ground handling teams because 
of the fast turnarounds required. “On 
international flights of 10-15 hours, the 
planes need a lot of work and there’s 
more provisioning, but teams may have 
only 25 minutes to get them spotless,” 
Karimov says.

“If different teams get on board to 
clean, they can get on top of each if 

they rush around in an uncoordinated 
way, so we use tablet computers to tick 
off the list of everything that needs do-
ing. We look after up to 300 flights a 
day at Miami and technology helps us 
to stay in control.”

Using the tablets, the Eulen clean-
ing teams know exactly where they are 
supposed to be at any given moment 
and their supervisors can keep track 
of their progress. The supervisors can 
also easily coordinate operations with 
Eulen’s warehouse to bring more pro-
visions, if required. 

Rigorous attention to detail is vital 
for ground handling teams who are un-
der pressure to maintain tight security 
procedures, Karimov points out. “We 

have TSA operatives breathing down 
our necks so our employees need a lot 
of training to make sure they don’t miss 
anything when they do their searches,” 
he said. “If the TSA find something, 
even if they have planted it themselves 
as a test, it means a US$25,000 fine 
and a violation. It could also damage 
our reputation as a company.”

The tablets are also used to inform 
Eulen’s agents how many wheelchairs 
will be required for an incoming flight. 
“If we have 10 people requiring wheel-
chairs, we will provide 10, but proba-
bly have two on standby in case some-
one needs a wheelchair on the spot,” 
he said. “The airlines will also help to 
speed up processes by informing us if 
we can skip something, such as vent 
cleaning, because they are doing it at 
the next stop.”

The embrace of technology extends 
to the development of in-house Eulen 
America software with a third party. 
The software allows clients to access 
live data about which aircraft are com-
ing in, which ones are in the process 
of being cleaned and how long that 
will take. “The airlines love being able 
to follow all our operations on board 
their aircraft. It’s the kind of high-
tech approach that has given us a 
competitive edge over many competi-
tors,” Karimov says.

A DIFFERENT STORY
To date, Eulen America has limited its 
growth to the US and the Caribbean, 
where it has ground handlers based 
at both Norman Manley Airport 
in Kingston and Sangster Airport 
in Montego Bay. One of its major 
competitors in Jamaica is All Jamaica 

One of the biggest tests of AJAS ground handling operations came in 2015 

visit the island. AJAS was selected to do all the ground handling for Obama’s 

the 20-hour visit. In addition, AJAS had to look after the COPA Airlines air-

need to hire new crew and AJAS placed its trust in its tried and tested teams. 
But Obama’s advisors asked for a lot of additional, specialised ground sup-
port equipment, which had be sourced from AJAS’s VIP clients. The long 

a potable water cart, a tractor and baggage carts.

-

“We received a signed photo of Air Force One to go with the photo we 
have in our archives from when President Ronald Reagan visited Jamaica 
in 1982.” 

PRESTIGE

Former US President Barack Obama 
boards Air Force One in Jamaica in 2015, 

The Obama security teams gave us very detailed instructions 
that had to be carried out with the utmost precision without 

any dress rehearsals. But everything went perfectly
Dunstan Pryce
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Aviation Services (AJAS), which has 
around half the ground handling 
business available on the island.

AJAS is an entirely different suc-
cess story to Eulen America and ISS 
World. It is not part of any wider net-
works and has only ever operated as a 
ground handler in one market. It was 
founded in 1941, when Lascelles De-
Mercado accepted an appointment to 

serve as ground handling agents for 
KLM’s first scheduled flight into Ja-
maica. In 1964, All Jamaica Aviation 
Services was formed specifically to 
handle airlines at both of Jamaica’s in-
ternational airports, Norman Manley 
and Sangster. A few years later that 
name was changed to AJAS Limited.

AJAS grew into the largest ground 
handling company in Jamaica, work-
ing for all the major airlines operat-
ing into the island including Pan Am, 
Eastern, BOAC, and American Air-
lines, as well as charter operators. In 
2013, it was acquired by Caricom Air-
lines Services, a company formed to 
solidify the company’s position as the 
dominant ground handling and cargo 
handling company in Jamaica. 

Today, AJAS has more than 330 
staff at Sangster and 220 at Norman 
Stanley providing the services required 
for passenger, ramp, load control and 
flight operations, support services, se-
curity supervision and cargo and mail 
warehouse. AJAS handles up to 600 
flights and up to 25 airlines per month, 
as well as processing 15 million kg of 
cargo annually.

Dunstan Pryce, AJAS general man-
ager, says the company has based its suc-
cess on establishing long-term relation-
ships with clients. “We have been work-

ing with many airlines for more than 40 
years. They trust us. The best way to win 
new business is to continue to provide a 
high-quality service,” he said.

Competing with larger operations 
in a highly competitive industry de-
mands creativity, however. “We have 
to find creative ways to keep our costs 
down so we can win tenders. That 
might mean investing in equipment 
that reduces mechanical costs, such 
as the stairs we use might be manual 
rather than electric,” he says.

Being based in the local area can be 
a factor when airlines choose ground 
handlers for the Jamaican market. 
“There are both upsides and downsides 
in being located here. The advantage 
is we have many local links and we’re 
well established. The disadvantage is it 
can be hard to maintain relations with 
overseas clients and we have to work 
hard at that,” Pryce considers.

Having established itself as the 
leading ground handler on Jamaica, 
AJAS wants to expand into other areas 
of the Caribbean, and potentially fur-
ther afield. “Many of the ground han-
dlers operating at airports in the West 
Indies are small, family-run opera-
tions, whereas we are a bigger organi-
sation, which gives us some advantages 
of size and approach,” he remarks.    

Shifting Gears Smoothly?

Building a strong partnership begins with 
understanding the unique needs of each 
customer.  The ATS business model provides 
a level of customer intimacy that makes it 
easy to adapt and quickly respond when 
our customers need it most. 
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running smoothly at www.ATSSTL.com.

The key to running a successful operation 
is ensuring all teams are properly aligned.

AIRPORT TERMINAL SERVICES
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For many, the image of 
aviation in Latin America is 
an elderly DC3 struggling 
to get over the Andes prior 
to landing at a remote 
mountain airstrip where 
the only GSE in evidence 
are a couple of mules. But 
things have moved on, as 
Chris Lewis discovers...

T
he reality in most places 
in this region is a lot more 
prosaic, not to say a great 
deal safer and more reli-
able – generally it boasts 

large modern airports, terminals and 
aircraft, backed up by efficient IT sys-
tems with Internet and mobile phone 
signals as good as anything in Seattle 
or Stuttgart. 

Air travel is also booming. The 
Latin American and Caribbean Air 
Transport Association (ALTA) – which 
includes most of the region’s major 
scheduled carriers – said in a report 
published on 8 August that Latin 
American and Caribbean airlines car-
ried 13 million passengers in June, up 
5.5% from the previous year, the 70th 
consecutive month of passenger traffic 
growth for carriers in the region.  

Over the first six months of 2017, 
growth was even more marked, with a 

total of just over 78 million passengers, 
up 9% on the same period of 2016, 
when 71.6 million were carried.

Cargo traffic fared slightly less well, 
down 1.8% for the first six months of 
2017 compared with the same period 
of 2016. 

ADVANTAGE
Aviation in the region has huge potential. 
Like other developing regions, there is 
a growing middle class and hence an 
increased appetite for travel. But there 
is one important difference. Whereas 
in other parts of the world, roads and 
railways take a large chunk of the 
travel market, aviation has always been 
important in Latin America thanks to its 
geography – the Andes and the Amazon 
are major barriers to surface transport. 

David Kennedy, chief executive of 
US-based airport technology compa-
ny Quantum, says his firm does a lot 

LATIN AMERICA 
TAKES TO THE AIR

The merger between LAN and TAM to create 
Latam has now matured, Kennedy says
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ing issues with red tape and bureau-
cracy, but even here things are pro-
gressing, he adds. The region is follow-
ing a similar trajectory to India, which 
has made great strides in becoming an 
easier place in which to do business.

The environment for international 
companies active in the region is vast-
ly better than a few years ago, thanks 
in no small part to trade agreements 
such as Nafta and Mercosur. “For us, 
doing business in Mexico is almost 
like working in another US state,” says 
Kennedy. “I just have to remember to 
take my passport.”

While US President Trump has 
warned that he plans to tear up such 
trade deals in the interests of “protect-
ing US jobs”, the hope is that people 
will take a pragmatic view and that the 

barriers will not suddenly go up again.
It should also be pointed out that 

Quantum’s work in Latin America sup-
ports a good many high-quality jobs in 
the US, too.

That said, statements such as 
Trump’s can affect general business 
sentiment and increase uncertainty. 

MOMENTUM
Quantum has done a lot of work with 
Latam – the international carrier formed 
in 2012 by the merger of Chile’s LAN 
Airlines and Brazil’s TAM Airlines – and 
this has given its business momentum in 
the region.

The good work started by Latam 
has also been continued by the new-
generation value carriers that have 
lately emerged, such as Azul in Brazil 
and Mexico’s Interjet. “We’ve also just 
done a big baggage project with Volaris 
in Mexico,” Kennedy explains.

The new carriers have learned from 
the experience of their counterparts in 
North America and the concept of the 
value carrier has since evolved from 
the ‘low cost, at any cost’ model that 
they started out with, says Kennedy. 
“These are well-funded operators and 
they are willing to spend money, on 
making themselves more efficient, or 
in giving them a marketing advantage. 
Also, they are willing to look at things 
differently. Volaris, for example, has 
some very advanced systems.”

Whereas the low-cost carriers 
as originally conceived in Europe or 
North America almost made it a point 
of honour not to use major hub air-
ports, in Latin America many of them 
do use the big gateways and their ser-
vices are on a par with those of the 
legacy carriers.

Kennedy sees the development 
of the region’s airport infrastructure 
mainly in terms of expanded opera-
tions and new terminals at existing 
hubs, rather than brand new airports. 
This is perhaps because aviation has 

These are well-funded 
operators and they are willing 

to spend money, on making 

in giving them a marketing 
advantage

David Kennedy,  

of business in Latin America and that 
the region is at a particularly interest-
ing stage.

“A lot of consolidation took place 
in the airlines five years ago includ-
ing the creation of the airline Latam, 
and now that merger has matured and 
economies have recovered. There’s also 
an expectation among customers of 
things like baggage tracking or faster 
turnarounds of aircraft.” 

While there are a handful of ar-
eas where the economy is continuing to 
cause problems, notably crisis-hit Vene-
zuela, in the main there has been a lot of 
interesting growth in the region, he says. 

Countries like Argentina have also 
had their difficulties in the recent past, 
but now seem to be moving forward, 
Kennedy believes; the same is true of 
Peru, Chile and Ecuador.

Moreover, as in other parts of the 
developing world, the region’s airports 
have been able to perform a ‘techno-
logical leapfrog’ – they are able to in-
stall advanced new technology from 
scratch rather than grapple with the 
problems of adapting legacy computer 
and IT systems. Paradoxically, says 
Kennedy, there are more opportunities 
in the region precisely because its tech-
nology has historically lagged behind 
that of the West.

Take IT and systems, for example. 
Quantum can use a mixture of wi-fi 
or cellular connectivity for its systems, 
connecting to its hosted network where 
most of its processing is done. These 
days, systems are not entirely depend-
ent on the availability of broadband or a 
strong wi-fi signal – cellular systems are 
a perfectly viable alternative. 

However, Latin America has never 
suffered the infrastructure and develop-
mental problems of some other places, 
notably Africa, says Kennedy. Invest-
ment in airport infrastructure, while not 
on a par with the rapid pace in Asia, is 
fast catching up, he considers.

Latin America does have continu-

Airports in Latin America are often in a 
position to perform a ‘technological leapfrog’
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always been relatively important to 
Latin America compared with other 
modes of transport. Most towns and 
cities of any size already have their 
own airports, albeit fairly rudimentary 
ones in some cases.

What there will be are greatly ex-
panded opportunities in areas such 
as check-in, baggage handling and 
ground support equipment (GSE), 
Kennedy believes. 

“There are opportunities for Quan-
tum here,” he says. “Take GSE, for 
example. A lot of airports had what 
were basically farm tractors, but now 
airlines want to modernise their GSE 
to bring it into line with what they 
have in other parts of the world, and 
with that goes the management of the 
equipment.”

Another driver is the consolidation 
in the handling sector; some of the big 
international players like dnata and 
WFS have moved into Latin America. 
“That changes the market, because not 
only does it consolidate the customer 
base, but they also bring their own ex-
pectations and want to get rid of old 
equipment and processes.”

FOCUS ON BRAZIL
Francisco Gonçalves, head of commercial 
at Proair Airport Services in Brazil, also 
confi rms that prospects for the aviation 

sector remain bright. International 
carriers that have announced plans to 
operate in the country include FlyBiondi 
from Argentina and LOT from Poland. 

Others, such as Alitalia, Air China, 
British Airways and Ethiopian Airlines, 
have announced increased frequencies 
for the last quarter of 2017 or begin-
ning of 2018, which “demonstrates the 
full confi dence in the country’s econo-
my and passenger traffi c growth for the 
near future”, says Gonçalves.

ProAir has new handling contracts 
with Latam Airlines, Sideral Airlines 
(a freighter operation), Avianca Brazil 
and GOL Airlines, among others. 

Qatar and Lufthansa have also 
launched requests for proposals for 
São Paulo International and Rio de 
Janeiro–Antonio Carlos Jobim Inter-
national respectively.

Gonçalves sees the south-eastern 
region of the country driving traffic 
growth due to the consolidation of pas-
senger traffic and the slight recovery 
in the economy, which has improved 
prospects for business travel. 

He adds: “In parallel, regional air-
ports will have massive investments 
supported by the federal government 
and private companies which would 
reinforce business opportunities all 
over the country.”

The handling market has changed 
over the last few years, he observes, 
and continued consolidation should 
help maintain the pace in future.

Another important factor is new 
labour legislation that went into effect 
on 11 November and which, among 
other things, confirms the legal sta-
tus of outsourced operations. Airlines 
might well view this as a new opportu-
nity for cost reduction by outsourcing 
passenger handling services at some 
airports.

A total of 12 airports have been 
chosen by the Federal Government for 
privatisation in 2018: Aracaju–Santa 
Maria, Campina Grande (Presidente 
João Suassuna), João Pesso (Presi-
dente Castro Pinto), Juazeiro do Norte 
(Orlando Bezerra de Menezes), Maceió 
(Zumbi dos Palmares), Recife (Guara-
rapes-Gilberto Freyre) in the north-
east; Alta Floresta, Barra Do Garcas, 
Cuiabá (Marechal Rondon) and Sinop 
(Presidente João Figueiredo) in the 
midwestern region; and Vitória (Euri-
co de Aguiar Salles) and Macaé (Ben-
edito Lacerda) in the south-east. 

There is, in addition, an ongoing 
study into the possibility of privatising 
São Paulo/Congonhas. 

GOL RAMPS UP
On 5 September, Brazil’s GOL Linhas Aéreas Inteligentes announced a 
sale-and-leaseback agreement for seven B737-800 Next Generation air-

Aviation Services.

become a new international hub in its network, in partnership with Air 
France-KLM. From May 2018, GOL will increase its seat offering at the 

Manaus, as well as a new route to Natal.

GOL CEO Paulo Kakinoff described the move as “another important 
step we take in our strategic partnership, which has been in place for 
three years”.

Air France-KLM will link Fortaleza with Amsterdam and Paris, three 
times a week and twice a week respectively. 

Avianca is one of ProAir’s 
new customers in Brazil
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Olivier Bijaoui, former 
president and CEO of Paris-
headquartered handler 
Worldwide Flight Services 
(WFS), speaks to Airline Ground 
Services about his period away 
from the industry – and what 
might be on the horizon

a customer of the school. I have a busi-
ness buying and selling classic cars: 
I’ve been a collector for seven or eight 
years, but I decided I wanted to get 
more serious about it. Finally I’ve been 
travelling a lot and enjoying time with 
my family, discovering new places.

Do you miss the buzz?
I believe was looking for a more 

relaxed time, which I never had in my 
35 years with WFS. The company grew 
from 25 people in 1984 to 17,000 in 
2016, which is quite something.  It’s 
been good to enjoy a more relaxed pe-
riod. When you leave a company that 
you’ve been with for so long and you’ve 
been so busy… Honestly, I didn’t miss 
it. Music has a lot to do with that, as is 
the chance to do things I didn’t have 
time for before. Nevertheless, I cer-
tainly still love my industry and I will 
be happy to return in due time. I still 
have many friends in the industry.

a return to the industry yet?
I am for now restricted, of course 

but yes, I believe I will come back to 
the industry in due time. I think there 
is room for someone like me and I feel 
I still have something to offer. I prob-
ably won’t keep myself as busy as I was 
before though! This industry has been 
changing over the last few years and 
it needs people with vision; having 
spent 35 years in the business I have 
a lot of experience and that includes 
foreseeing change and keeping up 
with progress.

What have been the biggest 
changes, in your view?

Volumes of e-commerce have ris-
en and this is good for cargo overall. 
General cargo volumes dropped in 
2008 and have gone back up but only 
quietly. Cargo was a bit weak – we’re 
not seeing the double-digit growth we 

TIME
B

ijaoui left WFS in mid-
2016, not long after the 
handler was bought by pri-
vate equity firm Platinum 
Equity. His departure was 

something of a surprise, and remains 
mysterious, but he has been far from 
idle in the interim and is clearly think-
ing about the future of the industry as 
well as his own plans.

Well, I’ve been doing other things 
that I didn’t have time for before. I 
bought a bookstore in Paris, which is 
quite special: it’s combined with a res-
taurant, so you can have a meal while 
you’re surrounded by the books. It’s do-
ing well. I also acquired a music school 
in Paris, which is doing very well too. 
I’ve always been very fond of music – 
I’m a musician myself, and in fact I am 
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So, e-commerce could push cargo 
to new heights: it’s an opportunity 
for cargo. Ground handlers and cargo 
handlers are part of the e-commerce 
supply chain and everyone has to do 
his homework. As long as you’re part 
of the supply chain you have to step up. 
It takes a disruptive force and people 
with a vision of what’s coming next, to 
get everyone around a table and get 
them to want to make changes.

How about consolidation among 
handlers: is that a trend that will 
continue? 

Our industry has seen serious con-
solidation over the last two decades; 
there are now three mega players 
(WFS, Menzies and Swissport), where-
as there were seven or eight 20 years 
ago. More consolidation and therefore 
concentration can certainly still hap-
pen among ground handling compa-
nies as long as it fits with regulators’ 
requests for a safe and competitive 
market.

It would also open doors for local 
guys to get involved in the industry 
on a more global scale as long as they 
could cope with the necessary invest-
ment – but money isn’t really hard to 
find if you are in a growing sector or 
industry.

Additionally, these smaller play-
ers usually have a more efficient cost 
structure and great flexibility to adapt.

Ground handling is still fairly frag-
mented on a local basis, even though 
there are not many global players. It’s 
for the market to make sure monopo-

lies don’t happen. That’s driven by cus-
tomers. Airline alliances lead to more 
power for large handlers as they deal 
with bigger clients – and the concen-
tration of handlers is in some ways an 
answer to the concentration of airlines. 
But the market is good at regulating 
itself. There is still competition, with 
new handling players coming in, be-
cause airlines are customers who want 
to pay the right price for the right ser-
vice and always make sure they will be 
offered choice.

What changes do you think need to 
happen in the industry?

I believe the industry in general 
needs to seriously think about a new 
approach with customers because the 
cargo world, and ground handling too, 
are changing. In the end, handling an 
aircraft is handling an aircraft and you 
can’t reinvent the wheel. Some airlines 
are looking for a different approach; 
the idea of a one-stop shop is behind 
us now really – if it really worked, the 
local guys wouldn’t exist anymore. 

I’m not yet totally sure what the 
new approach would be but it does 
take something new like e-commerce 
to initiate change. New ideas are good.

What will you bring to the industry 
when you eventually come back?

Well as I said, in my 35 years with 
WFS I’ve seen so many things change, 
especially in cargo but also in ground 
handling. These one-and-a-half years 
away from it all have given me time to 
watch things rather than being behind 
the wheel so it’s been a chance to step 
back and think. I can’t say too much just 
now, but I think I’ll be able to come up 
with some new ideas in due time… 

I believe I will come back to the 
industry in due time. I think 

once had. E-commerce came along at 
the right time to support the cargo in-
dustry. It raises questions about how 
to treat the business because it’s differ-
ent to general cargo and has to be dealt 
with differently. Dispatch is different 
to the normal forwarding and Customs 
processes: e-commerce does it much 
faster even though it arrives with the 
rest of the cargo on the same airplane. 
Our processes need to be improved in 
line with e-commerce.

Also, e-air waybill progress has 
been very slow. Everyone talks about 
it at conferences but progress is weak. 
Dealing with Customs on a global ba-
sis would help. If you think of Cargo 
2000, the objective was obviously the 
year 2000 – and now we’re in 2017! 
What happened in between to make it 
so slow? It has to change.

E-commerce requires speed on the 
ground. I think it will push the necessi-
ty for general cargo to be more efficient 
and quicker. E-commerce companies 
like Amazon need guaranteed delivery; 
when you buy something from across 
the Atlantic there’s a commitment 
from the seller to the buyer so you need 
that cargo to move fast. It can’t stay on 
the ground for days. Things just can’t 
be like this anymore.

a hectic work schedule

Bijaoui has a longstanding interest 
in classic cars, which he has now 
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The International Air 
Transport Association (IATA) 
launched its IGHC Innovator 
awards at the IATA Ground 
Handling Conference in 
Bangkok earlier this year, 
with the aim of promoting 
new ideas and solutions 
in ground handling. 
Nominations for 2018 are 
now open

T
he winner of the first iteration of the contest was Den-
mark’s BBHS, whose Intelligent Baggage Handling system 
tackles the problems of rough baggage handling, injuries 
and time lost in manual baggage lifting and prioritising 
of baggage. The BBHS system transports baggage from 

check-in to loading/unloading at the aircraft without the need for 
manual lifting.

Erik Andersen, director sales at the company, notes: “IGHC In-
novator is important because the industry needs to move forward and 
change. It’s not feasible to do things the same way today as we did 50 
years ago.” 

Considering the role of automation in baggage handling, Andersen 
wonders: “How do we get people to work in the airside environment? 
Airports often can’t get local manpower because the cost of living is 
too high for the wages they are offered. In these circumstances, you 
have to automate.”

In addition, staff injuries can make a manual approach to bag-
gage handling a costly business for employers. With BBHS’s system, 
the only lifter is the one inside the aircraft. That is difficult to change 
because of the restricted space, Andersen points out. “Automating that 
job could be the next step but it’s tricky – you have to work with the 
aircraft manufacturers on things like that.

“The dog is biting his own tail now,” he believes. “We are reaching 
the point where it all comes together and [we] have to change the 
working environment.”

IGHCINNOVATOR 2018

Sattrup Christensen, then CEO of BBHS, at the IATA 
Ground Handling Conference in Bangkok earlier this year
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Yves Tuet, president at IGHC Innovator 2017 finalist Deolan, 
agrees that the award is an important driver of change in the industry. 
“We believe the industry can do significantly better in terms of opti-
mising its operations, providing better customer service and adher-
ing to safety and security regulations; new digital technologies are the 
principal means of achieving this.”

France-based Deolan’s own entry this year was Clip, a real-time 
messaging system for air transport that seeks to streamline data from 
various legacy systems. The company plans to enter both Clip and 
Logbook (a system along the lines of Facebook that allows operation 
teams to record and centralise information about significant events 
occurring during their shifts) in the 2018 competition.

The other finalist in 2017 was Australia’s Qantas Airways, which put 
forward its virtual reality (VR) human factors ramp training. Paul Fer-
guson, head of regional airports at the carrier, comments: “Being from 
the other side of the world and often forgotten it was important to me to 
let other operators know what we have been up to in Australia.

“[IGHC Innovator] was extremely beneficial and an opportunity 
to share a new innovation that is only limited by your imagination; 
since the conference I have had a number of other operators contact 
me to discuss our experiences with VR. Overall the Innovator awards 
are a great opportunity to share the world’s best practices and ideas.”

Nominations for IGHC Innovator 2018 opened on 1 November 2017, 
with the award being presented at the IGHC conference in Doha next 
May; more details may be found at www.iata.org/ighc-innovator  

IN 2017
The following companies entered 

earlier this year:

management platform

tracking system

Baggage Handling 

data platform for air transport

lost property management

online ramp staff training

management

management

IATA’s Joseph Suidan congratulates 

Paul Ferguson of Qantasformer CEO of 2017 winner BBHS
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N
orwegian, Westjet and Gat-
wick Connects (an airport 
booking service that lets 
passengers seamlessly book 
connecting fl ights with dif-

ferent airlines in a single transaction) 
were the launch partners for World-
wide by easyJet back in September and 
the airline has since announced further 
expansion as it seeks to reach a new 
segment of the market. 

What is the reasoning behind the 
launch of Worldwide by easyJet?

Worldwide by easyJet is a new con-
nections service offering easyJet cus-
tomers three new options: connecting 
an easyJet flight to a partner airline 
flight (using GatwickConnects), con-
necting two easyJet flights (again using 
GatwickConnects) and thirdly, selling 

stand-alone tickets for partner airlines 
with complementary networks.

easyJet has leadership positions at 
more of Europe’s major airports and 
flies on more of Europe’s 100 largest 
routes than any other airline, which 
makes it the most attractive European 
short-haul airline not currently pro-
viding connectivity. On top of that, 
we have over 350 million visits to our 
website every year, making easyJet.
com one of Europe’s most visited travel 
websites. The introduction of this new 
disruptive product opens up a new 70 
million market segment for easyJet. 

Legacy airlines have tradition-
ally offered connectivity through 
costly and complex interline and code-
share agreements; with Worldwide 
by easyJet these will be replicated by 
self-connect and sales partnerships 

GLOBAL 
CONNECTIONS

We’re seeing a good mix of 
easyJet-to-easyJet connections 
as well as easyJet-to-partner-

airline connections
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through a digital, virtual hub which 
will offer the same sort of connectivity 
but more simply and efficiently.

How successful has it been so far and 

We know there is a real customer 
demand for making flight connections 
with easyJet easier. 200,000 passen-
gers already self-connect in Gatwick 
alone. That’s about 1% of easyJet pas-
sengers at the airport and that doesn’t 
include those connecting between 
easyJet and other airlines’ flights. By 
putting popular airlines together in 
one place and making the booking pro-
cess as easy as possible, we believe cus-
tomers will like the service and choose 
to book through it. 

Since launch, we have been pleased 
with the growth in the volume of cus-
tomers choosing to book their flights 
through Worldwide by easyJet. We’re 
seeing a good mix of easyJet-to-easyJet 
connections as well as easyJet-to-part-
ner-airline connections. Lots of the 
bookings are for the routes we had ex-
pected, for example customers in Jer-
sey connecting at Gatwick, but we’ve 
also seen demand from routes that just 
aren’t being served by traditional air-
lines – for example, customers travel-
ling from the Greek Islands to Spain.

We expect volumes to continue to 
grow once ‘Worldwide’ itineraries are 
integrated into easyJet’s main search 
tool and once we go live with Google 
Flights – both initiatives are planned 
for the coming months.

What’s in it for the industry as a 
whole – how does the launch of this 
product move aviation forward?

Our partner airlines clearly recog-
nise the opportunity that Worldwide 
by easyJet represents. This is best high-
lighted by the rapid enrolment of four 
new partner airlines in the two weeks 
following our initial launch. The discus-
sions for each of those new partnerships 
were initiated and concluded in the two 
weeks between our initial launch and 
the announcement of those partner-

ships. This demonstrates the attractive-
ness and simplicity of the model.

We expect to make further an-
nouncements about partner airlines 
and airports in the coming weeks and 
months.

Is there a possibility of working in 
partnership with legacy airlines and 
their alliances in the future?

We continue to speak with a num-
ber of other airlines from the Mid-
dle East and Far East amongst many 
others and also to airports around 
Europe. We are open-minded about 
forming partnerships with like-mind-
ed airlines, be they LCC or otherwise. 
There’s a clear model and providing 
the partner offers a complementary 
fit with that model, we will be open to 
working together.

You signed up four new partners 
in September; can you give details 
of any more that will be coming on 
board soon? 

We were delighted to welcome 
Neos, Aurigny, La Compagnie and 
Corsair to join Loganair as distribu-
tion partner airlines – tickets for these 
airlines will be available via easyJet’s 
website in the coming weeks. Aurigny 
will also provide Channel Island con-
nections via Gatwick, which we are 
sure will prove as popular with Guern-
sey’s residents and visitors as easyJet 
self-connections have for Jersey. 

We continue to speak with a num-
ber of other airlines inside and outside 

of Europe for both connectivity and dis-
tribution partnership opportunities.

What impact (if any) does the new 
product have on the handling side of 
things, whether landside or airside? 
Could it lead to more consolidation 
among handlers, for instance? Or 
might it require handlers to alter 
their processes in any way?

Worldwide by easyJet won’t impact 
on easyJet’s punctuality, its asset utili-
sation or operating model. The airline 
will not hold flights for connecting 
passengers; this is because World-
wide by easyJet is currently subject to 
a 2-hour 30-minute minimum con-
nection time, which will give custom-
ers plenty of time to transfer between 
flights and/or terminals. Should a pas-
senger miss a connecting flight they 
will be transferred to the next available 
flight thanks to the GatwickConnects 
product.

Worldwide by easyJet works with 
the GatwickConnects service. Through 
this service, customers collect their 
luggage from their arriving flight and 
go to the GatwickConnects desk in 
baggage reclaim. Their bags are taken 
and loaded onto the next flight, then 
customers exit through Customs, 
head straight to security using Fast 
Track, and go through to the departure 
lounge for their next flight.

We will continue to work with our 
partners (both airline and airport) to 
optimise the Worldwide by easyJet 
customer experience.  
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As the global aviation industry appears to be picking up more 
sustainably, one region in particular is attracting a great deal of 
interest. Asia is slated to see huge growth in the coming years – but it 
must overcome several problems if it is to make the most of that trend

C
onrad Clifford, regional vice 
president, IATA Asia Pacif-
ic, remarked at this year’s 
IATA Ground Handling 
Conference (IGHC) held in 

Bangkok in May that global trade and 
tourism has seen “astonishing success” 
over the last 20 years.

Aviation in 2016 transported 3.7 
billion people and 54 million tonnes of 
cargo on over 40 million safe flights. 
US$35 billion was invested into the 
industry and the return on that invest-
ment (ROI) stood at over 9%, more 
than 3% higher than the cost of capital 
– meaning real returns for investors. It 
had been a similar picture in 2015.

As to the global forecast for 2017, 
Clifford predicted 7.9% ROI, still 
above cost of investment. Cargo has 
been experiencing an uptick in spite 
of the challenges posed by protection-

ism, 3D printing and the lower cost of 
other modes of transport; e-commerce 
will increase and express favours air 
freight, he said.

Those industries are particularly 
important on the Asia sector – and the 
passenger market in that region is also 
on the up.

Another speaker at IGHC, Jardine 
Aviation Services Group CEO David 
Walker, noted that Asia “continues 
to see huge growth and is cause for a 
‘glass-half-full’ perspective”.

According to Boeing, China is pre-
dicted to spend $1.1 trillion over the 
next 20 years – ordering over 7,200 
aircraft – and will overtake the US as 
the world’s largest aviation market.

Indeed, Randy Tinseth, vice presi-
dent of marketing at Boeing Com-
mercial Airplanes comments that 
“China’s continuous economic growth, 

GLASS HALF FULL

Conrad Clifford, regional vice president, 
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craft over that same period, Walker 
says.

Future growth in aviation is tilted 
towards emerging markets, Clifford 
believes. Over the next seven years, 
China is expected to become the num-
ber one passenger market; over the 
next eight years, India will move up to 
number three; in 20 years’ time, In-
donesia will rise to fifth, while Japan 
will drop from fourth to sixth. India 
and Indonesia are experiencing rising 
GDP and a growing middle class, for 
whom air travel is both affordable and 
attractive.

Thailand, meanwhile, is overtak-
ing Turkey and Brazil in some growth 
forecasts. 

Southeast Asia’s low-cost carriers 
held a combined 50% market share in 
2016 – up from just 5% only a decade ago.

So, the aviation business is boom-
ing in Asia and confidence is high. But 
the region is not without its problems 
and challenges.

OBSTACLES
One major issue is the reduction 
in the availability of manpower, 
Walker explains. Cheap labour is 
fast disappearing due to the rapid 
development of Asian economies; 
employment in ground handling is no 
longer seen as aspirational, and it is 
necessary to offer ever-higher salaries to 
attract new blood into the industry.

Bulk loaded cargo is heavy and 
dangerous – it would be much 
better to move it as palletised 

cargo on widebodies
David Walker

significant investment in infrastruc-
ture, growing middle class and evolv-
ing airline business models” mean 
that the country’s fleet size will grow 
at a pace well above the world average, 
and almost 20% of global new aircraft 
demand will be from airlines based in 
China.

The Asia Pacific region as a whole 
will take delivery of 15,000 new air-

Airport images courtesy of Hong Kong International Airport
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On top of the difficulties in at-
tracting staff, handlers face increas-
ing pressure to reduce turnaround 
times. Most low-cost carrier flights 
must disembark, for instance, 180 
passengers and admit the same again, 
plus five tonnes of bulk-loaded cargo 
each way, within 40 minutes. Bulk 
loaded cargo is heavy and dangerous 
– it would be much better to move 
it as palletised cargo on widebodies, 
Walker suggests.

Handlers must operate safely while 
trying to balance an impossible equa-
tion: actual flight arrival times do not 
always correspond with scheduled ar-
rival times, yet handlers are pushed to 
perform their tasks faster and faster.

A further challenge is the growing 
congestion, both on the ground and in 
the air, that comes as a result of activ-
ity outstripping available space and 
can be complicated by bad weather 
– which can be severe in this region. 
This is particularly acute in China, 
Walker considers. Air traffic control-
lers are under strain, and any disrup-
tion leaves passengers dissatisfied.

Authorising night-time flights 
might offer a solution; then again, 
they would be cheaper for passengers 
but would cost handlers much more in 
staffing.

In general, the region’s infrastruc-
ture is still trying to catch up with the 
huge growth in passenger volumes. 
Many Asia-Pacific airports are at sat-
uration point already, Clifford says. 
Hong Kong, for instance, saw growth 
of 3% in both passenger and cargo 
throughput in 2016, with over 70 mil-
lion passengers and 4.5 million tonnes 
processed that year.

The airport’s Three-Runway System, 
intended to help the gateway cope with 

continuing growth in demand, is sched-
uled to become operational in 2024 – 
but Walker warns that Hong Kong will 
have a slot problem before then.

He also points to the rising price 
pressure affecting Asian aviation. Air-
fares are dropping, but costs – espe-
cially wages – are rising. Therefore, 
efficiencies and economies of scale are 
absolutely necessary.

In terms of profitability there is a 
substantial regional imbalance, Clif-
ford observes. North American carri-
ers can expect to make $20 per pas-
senger as mergers have led to the nec-
essary efficiencies and economies of 
scale. Capacity discipline and charging 
passengers for ‘extras’ are also helping 
carriers in this region to improve their 
profitability.

In contrast, airlines in the Asia 
Pacific area make a profit of just $4 
per passenger. The market there is in 
buoyant growth mode, which means 
there are lots of empty seats, and big 
losses for airlines. 

Head offices and procurement de-
partments tend to focus on keeping 

spending down, but this can result in 
a local station’s operational needs be-
ing overlooked or inadequately met, 
Walker goes on. There can be a discon-
nect in terms of the resources need-
ed to meet service level agreements 
(SLAs). Micro-management and very 
strict SLAs can restrict flexibility, so it 
is perhaps better to focus on the end 
goal rather than stipulate exactly how 
it should be achieved.

In addition, the current ‘silo’ ap-
proach to the goals of safe flights, on-
time performance and good customer 
service needs to change so that all 
stakeholders are aiming in the same 
direction.

There are opportunities to balance 
all these elements. Collaboration and 
integration across the industry are 
fundamental. More specifically, Walk-
er says handlers must plan to fail – that 
is, be as flexible as possible and work 
to common training standards for each 
aircraft type. Pooling equipment and 
resources, meanwhile, would help to 
flatten peaks and troughs and lower 
investment costs. 
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I
n its annual report for 2016, 
LuxairGroup acknowledged that 
it is “facing considerable pres-
sure in an unpredictable politi-
cal and economic environment” 

as well as a great deal of competition 
from low-cost carriers in its home-
market, changing patterns of passen-
ger demand and fluctuations in the air 
cargo business.

“LuxairGroup is constantly having 
to change, to be more innovative and 
to anticipate trends. Today, reaction 
is no longer sufficient!” states Adrien 
Ney, president and CEO of the group 
– which comprises handling division 
LuxairServices, freight arm Luxair-
CARGO, carrier Luxair Luxembourg 
Airlines and package tour operator 
LuxairTours.

There are positive signs, though: 
2017 has got off to a good start as 
Luxair Luxembourg Airlines saw an 
increase of 7% in passenger numbers 
from January to March; LuxairTours 
reported a 17% increase in ‘flight only’ 
tickets during the first five months, 
whilst bookings for package tours in-

creased by only 2% due to continuing 
geopolitical instability; and Luxair-
CARGO has had “several record per-
formance months” since the beginning 
of the year.

Noting LuxairGroup’s role in 
supporting the Luxembourgish and 
Greater Region’s economy as well as 
its importance as an employer in the 
Duchy, Paul Helminger, chairman of 
the board of directors, affirms: “Inno-
vation, boldness, differentiation and 
high quality are the keys to a sustain-
able future for LuxairGroup – which 
will be beneficial for our customers, 
our staff, as well as the Greater Re-
gion’s social and economic fabric.”

Joe Schroeder, corporate commu-
nications manager at LuxairGroup, 
observes: “LuxairGroup is indeed con-
tinuously investing at multiple and 
very different levels in order to stay 
competitive and to meet tomorrow’s 
challenges. In respect of LuxairSer-
vices only, not less than 2 million Eu-
ros will be invested during 2017. A new 
maintenance hangar is being planned 
(an investment of over 20 million Eu-

ros). LuxairCARGO will implement a 
new operating system (an investment 
of around 2 million Euros).”

Other major investments will con-
cern digital transformation, improve-
ments to the customer experience and 
dynamic real-time operations manage-
ment tools. The existing infrastructure 
at Luxembourg, meanwhile, is “in ex-
cellent condition”.

The four business units of the 
group are each responsible for their 
own activities, but they work together 
when it makes sense for them to do so. 
Indeed, Schroeder notes that collabo-
ration between all parties at Luxem-
bourg airport is “very close and good”.

LuxairServices is the only handler 
active at Luxembourg airport and it 
serves all 15 commercial airlines estab-
lished there, although a second han-
dler has also obtained a valid licence 
and could, theoretically, immediately 
start operating there.

Schroeder remarks: “Our biggest 
challenge is to handle the growth. 
Passenger traffic increased by nearly 
12% from 2016 to 2017. Aircraft move-
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ments [rose] by 8%. This requires a 
lot of energy, professionalism, business 
knowledge and understanding and as 
previously said, also regular invest-
ments of all kinds.”

All the equipment used for han-
dling services at Luxembourg airport 
is owned by LuxairServices and is 
maintained by the company’s own ga-
rage. Just in terms of motorised equip-
ment, the handler uses 500 vehicles.

LuxairServices acquired a brand 
new de-icing truck in July, taking its 
de-icing fleet to nine vehicles in total. 
It also acquired a de-icing simulator 
earlier this year and has invested in six 
new power stow systems for its snake 
conveyor belt.

The business unit provides 34 
hours of recurrent training per staff 
member every year on average, on top 
of an average 200 hours of initial in-
house training.

“In fact we constantly invest in 
many different topics in order to be 
prepared to the future. Infrastructure, 
equipment, staff, training… It’s very 
important for us to always guarantee 
top quality and service. In line with 
this, we have obtained ISAGO (IATA 
Safety Audit for Ground Operations) 
certification.”

LuxairCARGO “outperformed it-
self in 2016”, according to the group’s 
annual report. 822,000 tons were 
handled, close to the record levels 
achieved in 2007, and LuxairCargo 
reconfirmed its position amongst the 
top 10 largest European cargo hubs – 
moving up to sixth place.  Jean-Marc 
Reynaerts, vice president business 
development at LuxairCARGO, sums 
up the reasons behind that success in 
three key words: quality, rapidity, di-
versity. “LuxairCARGO Cargocenter is 
the ideal place for cargo handling. The 
installation fulfils all the requirements 
and expectations of our clients, what-
ever they might be.

“In addition to this our clients ex-
perienced also a certain growth. Qatar 
Airways increased its rotations. Gen-

erally speaking, 2016 was a very good 
year and expectations for 2017 look 
very promising. We are confident to 
achieve 900,000 tons this year.

“LuxairCARGO has been built as a 
handler for full cargo operations; belly 
cargo handling is part of the business 
but accounts for max 2% of our activ-
ity,” Reynaerts goes on. “Our first com-
petitive advantage is the full service: 
we manage from landing to take-off, 
including de-icing, full ramp services 
(including ramp parking) and all doc-
ument and warehouse activities.”

He cites the size and quality of the 
infrastructure, coupled with 1,200 
highly experienced staff, as other ad-
vantages. And then there is a focus on 
customer satisfaction through con-
stant communication and a strong 
quality team.

Outlining some of LuxairCARGO’s 
investments, he says: “In 2016, we re-
alised new export zones to cope with 
the growth of our main customers, 
built a new fast lane (four trucks and 
32 positions) and doubled the size 
of the ‘Big & Heavy’ handling area to 
reach 12,500m2.”

In addition, four new parking posi-
tions for large aircraft such as Boeing 
747s are currently under construction.

“Investments at the human re-
sources level are as important as hard-
ware and infrastructure,” Reynaerts 
continues. “Permanent training teams 
working with our operational and 
quality departments allow us to re-
main at the service levels required by 
all carriers.”

Luxair Luxembourg Airlines cur-
rently operates 11 Q400s and six B737s. 
The latest Q400 was delivered at the 
end of July. Although no more new air-
craft acquisitions are planned just now, 
a new fleet analysis process is set to 
begin in 2018. “Such reviews are made 
on a regular basis,” Schroeder says, and 
they take into account clients’ needs, 
the current destination network and 
potential new routes, competitors’ be-
haviour and development, Luxair Lux-

embourg Airlines’ future strategy and 
how new technologies are developing.

A very successful route at present is 
for example the one between Luxem-
bourg and London City Airport. The 
airline offers seven daily rotations con-
nect the two financial centres.

Schroeder admits that compe-
tition is increasing, mostly due to 
low-cost airlines developing at Lux-
embourg airport. It was also hit hard 
when Lufthansa took over the Frank-
furt route. However: “Luxair offers 
and will continue offering a perfect 
upper quality for a correct price. We 
are a quality carrier and offer excellent 
value for money.”  

LuxairTours uses Luxair aircraft 
exclusively; one of the reasons for this 
is that it enables the division to main-
tain its high quality standards.

The business unit had a tough time 
of it last year. “Terrorism has become a 
global phenomenon and the incalcula-
ble geopolitical context and instability 
has had an impact on travellers’ behav-
iour,” the 2016 annual report notes.

“Destinations in Egypt and in 
Turkey literally collapsed (passen-
ger numbers decreased by 99%, and 
72% respectively), which meant that 
LuxairTours had to shift offers to pop-
ular and trusted destinations. General 
flight overcapacity to these European 
holiday destinations brought down 
flight prices, whereas limited hotel 
capacity led to a significant price in-
crease. LuxairTours packages and pric-
ing structures therefore needed to be 
adjusted accordingly.” 

As Schroeder puts it: “Some mar-
kets broke down (such as Turkey and 
Tunisia). A shift to other destinations, 
less politically exposed, could be ob-
served. We could nevertheless gener-
ate growth, although unfortunately 
margins decreased.”

Still, as LuxairTours adjusts its 
model in line with changing customer 
behaviour, it is confident that its new 
www.luxairtours.lu website should at-
tract new customers.  
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Airline catering is an exercise in squaring the circle these days. It needs 
to be cost effective, but at the same time it is still an important marketing 
tool and differentiator for carriers in a cutthroat travel market

E
ven in the mass travel age, 
airline catering is still seen 
as a differentiating factor. 

The trick for carriers is 
to maintain their distinc-

tive approach to in-flight meals, while 
maintaining a hands-off approach to 
the logistics of cooking thousands of 
meals a day and delivering them to 
planes.

In the early days of airline catering, 
it was an in-house activity for most 
carriers – at least at their home base. 
However, operating an airline and run-
ning a catering business are quite dif-
ferent and many airlines prefer to fo-
cus on their core activity and outsource 
the catering.

As Catherine Nugent, global di-
rector for communications at Swit-
zerland-headquartered international 
operator Gate Gourmet, says, airline 
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buy-onboard  model; photo: dnata
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catering requires a lot of specialised 
expertise, involves complex logistics 
and becomes more efficient with scale, 
all of which works in favour of con-
tracting out. 

Airlines will work with their own 
catering company wherever possible 
but use external caterers in locations 
where they do not have a presence.

The early in-house departments 
have evolved into separate catering 
companies – for example Lufthansa 
established LSG, Air France set up 
Servair and Singapore Airlines started 
SATS. Nowadays, most of the airline 
caterers are independent companies. 
They might still belong to an airline 
group, as LSG belongs to the Lufthan-
sa Group, but they serve many carriers.

EXPECTATIONS
Different airlines expect their catering 
service providers to support them in 
different ways, but the basis is always 
reliable on-time provisioning of aircraft. 
Nugent considers: “Many airlines also 
value the support of our chefs in helping 
them develop delightful menus for their 
passengers that reinforce their brand. 
Additionally, some airline customers 
look to their catering company to help 
them create and manage retail-onboard 
programmes for duty-free or food and 
beverage items.”

As airlines increasingly look for 
ways to generate ancillary revenue, 
“many of them show great interest in 
new solutions and innovative products 
such as pre-order systems or exclusive 
brand co-operations.” She adds that a 
catering company with a global reach 
can create economies of scale for its 
customers while ensuring a consistent 
product and global quality standards 
across its network. 

When it comes to in-flight catering, 
cost is only one factor, Nugent contin-
ues. Many airlines take pride in trans-
lating their brand identity into cor-
responding meal options. This ranges 
from dishes developed together with 

Airline catering has become 
much more dynamic,  

diverse and passenger-oriented 
than ever before

Kerstin Lau

photos: LSG Sky Chefs
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celebrity chefs for premium airlines, to 
national cuisines with a modern twist 
for flagship carriers, to retail-onboard 
options for low-cost airlines.

Divisional senior vice president of 
dnata’s catering division, Robin Padg-
ett, also says that cost is no longer the 
overriding consideration. “Pleasingly, 
the focus on quality and breadth of 
expertise has returned to the forefront 
for airlines.

“As they look to drive ancillary rev-
enue, airlines expect caterers to not 
only deliver an impeccable culinary ex-
perience but also bring strong retailing 
expertise to the table – from product 
development and design, to branding, 
marketing and reporting. What was a 
niche set of skills five years ago is now 
a must-have to compete.

“Cost will always be a strong fac-
tor, but we’re seeing a focus on qual-
ity from our long-term customers and 
strong loyalty to our business, based 
on this.”   

Padgett says that as airlines adopt 
buy-onboard strategies, caterers need 
to help them present the right product 
to their passengers at the right time, 
ensure multiple paths to purchase and 
then follow up with the consumer and 
utilise data to improve conversion and 

satisfaction. “Retailing in the air needs 
to be as smart as on the ground,” he 
sums up, adding: “Design as well is 
imperative and product quality is key – 
including being in line with consumer 
trends and preferences.”

REGULATIONS
Safety is always another major concern 
for airline catering providers, in terms of 
both operations on the ground and the 
food itself inside the cabin. In addition 
to two existing initiatives focusing 

Design as well is imperative 
and product quality is key 

– including being in line 
with consumer trends and 

preferences
Robin Padgett
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on employee safety and ramp safety, 
Gategroup is working towards a global 
ramp safety standard. A single standard 
avoids the need for customer-specifi c 
requirements as well as reducing 
complexity and resultant human error.

The aim is to have consistent pro-
cedures in all regions and stations 
that meet or exceed regulatory agency, 
customer and airport authority safety 
management system requirements. 

Food safety must not be forgotten, 
either. Gategroup says it operates un-

der the most stringent health and safety 
regulations in the food service industry 
and applies the highest possible stand-
ards, going well beyond the require-
ments set by customers and authori-
ties. Its food safety experts keep up to 
date with the latest legislation from 
across the globe and the company ap-
plies Hazard Analysis Critical Control 
Points (HACCP) globally. Facilities are 
regularly audited with unannounced 
inspections by government authori-
ties, airline customers or Gate Gour-

met’s own health and safety experts, 
and product samples are sent regularly 
to independent laboratories for testing. 

UNIQUE BRAND IDENTITIES
In-fl ight catering is an important part of 
the passenger experience and one of the 
few remaining differentiating factors for 
airlines. Food contributes greatly to the 
brand identity of an airline and most 
Gate Gourmet airline customers prefer 
to keep control over this, says Nugent. 

Airline alliances typically do not 

Technology facilitates the 
buy-onboard  model; photo: dnata
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extend to catering arrangements and 
even carriers belonging to the same 
group sometimes work with different 
catering companies, she points out. 

At dnata, Padgett adds that even in 
an age of airline alliances, airlines still 
see catering as a differentiating fac-
tor. “Airlines principally want to pre-
sent their brand in the food, and make 
the customer experience and prod-
uct unique to them. While alliance or 
partnership arrangements can provide 
some economies of scale, they’re not 
the norm.”

Nugent says that while retail-on-
board models (where catering is an 
optional, paid-for extra) are becom-
ing more popular on short-haul flights 
and with low-cost carriers, airlines 
still strive to differentiate their prod-
uct through the quality of the culinary 
offering for passengers in the premium 
classes. 

There are regional differences too. 
In the US, airlines are beginning to 
reintroduce complementary meals 
on domestic routes after an absence 
of many years. Nowadays, passen-
gers more and more often order spe-
cial meals due to dietary, religious or 
health reasons, and airlines increas-
ingly offer the possibility to upgrade 
meal options by pre-ordering. 

Padgett confirms that in the US 
some airlines are returning to or in-
creasing their existing complementary 
service, while in Europe and other 
parts of the world the movement to a 
‘consumer-pays’ model continues in 
the economy cabin.

He adds: “Business class and first 

class are still very much complemen-
tary, but you may see an element of 
user-pays come into these classes too 
as airlines look across the board for 
additional revenue opportunities.”

The in-flight catering industry 
has probably seen more change in 
the last five years than in the previ-
ous 20, Nugent adds. “Passengers are 
more discerning and are looking for 
choice, quality and value. Whilst the 
day-to-day operations do not change 
that much, the way in which we in-
teract with the passenger can be very 
different: retail-onboard for instance 
requires a complex process to provide 
the correct number of meals based on 
forecast data. It is also more time con-
suming for cabin crew to take orders, 
distribute items and process payment. 
This is why retail-onboard processes 
need to be designed to be as simple 
and easy to handle as possible.”

This is just one example of how 
the airline catering industry is chang-
ing. Nugent concludes: “As an indus-
try leader, Gategroup can never stand 
still. We are always looking for new 
developments such as pre-order, busi-
ness intelligence or culinary trends 
and smarter ways of working to ensure 
that we balance our operational excel-
lence with our innovation.”

RISING PRESSURE
Kerstin Lau, director of corporate 
communications at LSG Group, says 
that while some airlines are just looking 
for a fulfilment centre for their catering, 
others are looking for a partner who is 
an expert in onboard service and who 
can develop innovative and attractive 
concepts. “Airline catering has become 
much more dynamic, diverse and 
passenger-oriented than ever before,” 
Lau comments.

Although more passengers are fly-
ing, the weakening demand for clas-
sic catering has led to overcapacity in 
many parts of the world. This is not 
only due to the recent shift to buy-on-
board, but is a trend that started about 
10 years ago when airlines began to 
switch to return/back catering, mean-
ing that they load enough catering on 
their planes for several trips, but only 
at their bigger or hub destinations. 

Lau comments: “Fifteen years ago 
airline catering was a quite homoge-

nous business with one business mod-
el. Today airlines around the globe are 
applying a variety of business models 
for themselves and accordingly they 
are introducing specific, and always 
customised, onboard service concepts. 
Our business model has become much 
more complex.” 

Nowadays, a full-service airline ca-
terer needs to provide a broad product 
portfolio – ranging from fresh cooking 
(including haute cuisine) to produc-
ing meals at the best available cost 
(including frozen products and meal 
boxes) and onboard retail. “So the skill 
set covers the product development for 
all areas but then ranges from the ac-
tual cooking via doing the logistics up 
to being a retailer.”

Airline caterers nowadays often 
need to fulfil several different tasks for 
one customer, including hybrid models 
for airlines offering a combination of 
different services onboard. They need 
to be flexible, manage the complexity 
and focus on efficient logistics as well 
as on IT solutions, says Lau. 

All these developments, as well as 
excess catering capacity and competi-
tion between airlines, are generating 
considerable price and competitive 
pressure. 

The most significant trend for Lau 
is the increasing gap between the ser-
vice concepts in first and business class 
and those in coach or charter class. In 
the premium cabin, the expectation 
for higher-quality, innovative and at-
tractive meal options has certainly in-
creased, whereas in coach and charter, 
price remains king.

This is also the reason why many air-
lines have switched to buy-onboard mod-
els or eliminated their (complementary) 
onboard services. More and more airlines 
also offer pre-ordering of meals. 

There has been a move from 
complementary catering towards a 
‘buy-onboard’ model

Today airlines around the 
globe are applying a variety of 

business models for themselves
Kerstin Lau
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Lau adds: “We can’t predict what 
may happen in the future, or speak on 
behalf of any airline. But we can say 
that LSG Group’s goal is to help our 
customers – the airlines – provide on-
board service options which comple-
ment the airlines’ business model and 
are appreciated by the passengers.”

This is confirmed by Padgett, who 
adds: “These days airlines tend to fo-
cus on what they do best and let expe-
rienced caterers manage the food, bev-
erage and retailing onboard. It comes 
back to the need to think and deliver 
more than a traditional caterer, and 
airlines aren’t usually equipped to de-
liver all of that internally.”

All airline caterers face operational 
challenges, says LSG. Quite apart from 
the passenger’s personal taste, not eve-
ry food item is suitable for an aircraft 
cabin; due to hygiene standards raw 
meat and fish are very sensitive, for 
example.

Some food items don’t fly well due 
to the need to reheat onboard – steaks 
or other fried dishes, for instance. On 
the other hand, pasta and rice dishes, 
cooked vegetables, fish and meat as 
well as all cold dishes are very suit-
able.

Meals must also be compact 
enough to fit into flight trolleys and 
galleys.

But the airline itself also remains 
a big factor in whether the passenger 
gets an enjoyable in-flight experi-
ence. 

Lau concludes: “We can only con-
trol the process until the food is loaded 
into the galley. Certainly we do give a 
briefing to the respective airline crew 
on how to further prepare and serve 
the dishes. However, we are not at all 
in control after the food/drinks have 
been delivered onto the aircraft.” 

GOOD THINGS COME  
IN GOOD PACKAGING
Peter Hargreaves, partnership business development director at The 

-
tween packaging for onboard airline meals and retailers, there are paral-
lels with the burgeoning high street food-to-go sector. 

UK-based Alexir Partnership provides food packaging and food co-

as for airline caterers operating out of the UK and Europe.

From a packaging point of view, one of the biggest changes has been 
the move away from almost universal complementary meals to buy-on-

emphasis on ‘snack boxes’ for food that can be kept at ambient tempera-
ture, and more specialist packaging for hot food, that will be reheated 
on board. 

Everything needs to be thoroughly tested, for example to ensure that 
it can be safely reheated without contaminating the food itself or giving 

-
ment of the plane’s onboard ovens, a process that can easily take over a 
year to complete.

Even recycling needs to be considered in this eco-conscious age.

are handling it in limited space and under very tight time schedules.

important implications for packaging, Hargreaves points out. “Onboard 
food now has to compete against all the familiar high-street brands that 
are available in the terminal, so it needs to be more colourful, more at-
tractive to the consumer and offer a great taste experience.”

In this respect, he adds, British Airways’ decision to go into partnership 
with Marks & Spencer [a well-known and highly respected UK high-street 
food retailer] is interesting. “M&S branded food items will get the taste-
buds going in a way that a more anonymous airline branding might not.”

In contrast, one of the chief downsides of buy-onboard is the lack of 
predictability in demand, which in turn can mean disappointing custom-
ers as stock runs out or, alternatively, having to dispose of quantities of 
unsold food.

Some of the ambient snack box products do have a long shelf life, 
but meals that are delivered frozen onboard for reheating in the plane’s 

if unsold – although clever packaging means that the life of some items 
can now be prolonged. 

Planes have no onboard freezer facilities, so keeping food frozen is not 
an option. In fact, while planes become ever more sophisticated, the ca-
tering equipment in the passenger cabin has not always kept up. Planes 
only have conventional ovens onboard (no microwaves), which can mean 

a high demand. 

Everything needs to be thoroughly tested, 
for example to ensure that it can be safely 

reheated without contaminating the food itself 
or giving off harmful vapours

photos: LSG Sky Chefs
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The fear of terrorist attacks has been at the forefront of aviation security 
since 9/11 and ground handlers continue to be right on the frontline 
combating the risks. It’s an “unenviable” role, according to one security 
expert, with ground handlers taken for granted when things go right, but 

David Smith
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S
hannon Wandmaker, prin-
cipal consultant for global 
security company G4S at 
Kuwait airport, says the 
uniqueness of the ground 

handlers’ role is that they are involved 
in almost everything that goes on at 
airports. Agents process the passen-
gers and usher them onto planes; they 
check cargo and place it into the holds; 
and they clean and restock the aircraft. 
Potentially serious security risks are 
attached to all these operations. 

“I say it’s an ‘unenviable’ position 
because it’s rather like putting on an 
event for someone else. When every-
thing goes well, you don’t get any of the 
credit. Your client says, ‘Look at this 
amazing event we put on.’ But if it goes 
poorly, it will definitely be your fault.

“When a plane doesn’t leave on 
time, ground handlers are always in 
the firing line and that’s even more 
the case when something more serious 
happens,” says Wandmaker. “Ground 
handlers answer to 100 different mas-
ters, including the airlines and the 
airports, and they have security com-
panies like G4S telling them to do X, 
Y and Z, or they will be in breach of 
regulations. With so much responsibil-
ity, security is a very big part of their 
operations.”

Wandmaker is well placed to un-
derstand the pressures placed on 
ground handlers from all sides. He 
worked for the Australian Government 
in aviation security for 14 years, and 
has also advised regulatory authority 
ICAO (the International Civil Aviation 

Organization), as well as IATA (the 
International Air Transport Associa-
tion). His post in Kuwait for G4S is a 
relatively recent appointment, but he’s 
a veteran of aviation security. 

There are two parts to Wandmak-
er’s role in Kuwait. His main task is to 
manage the 430 G4S staff based at Ku-
wait airport. They are mainly involved 
in standard aviation security work, 
such as passenger and baggage screen-
ing, or allowing ingress and egress to 
the airport. In Kuwait, G4S is directly 
employed by the Ministry of Interior 
(MOI) to provide the security ‘boots 
on the ground’ at the airport.

Wandmaker’s secondary role is to 
offer strategic guidance to the MOI 
about the development of security risks 
over the next decade. For instance, his 
team might assess the strategic risks 
associated with a new terminal design, 
or help the MOI to anticipate emerg-
ing threats.

Kuwait airport’s G4S team inter-
acts closely with the airport’s ground 
handlers in several ways. Wandmaker’s 
teams are involved in processing cargo. 
One of the ground handlers has its own 
cargo processing facility, for example, 
and G4S guards are based inside it. 
Meanwhile, G4S officers screen de-
parting passengers alongside ground 
handling staff, conducting aircraft 
boarding procedures, and they screen 
passenger baggage before it is load-
ed onto aircraft by ground handling 
agents. 

The G4S agents help Kuwait’s 
ground handlers to anticipate threats 

I say it’s an ‘unenviable’ 
position because it’s rather 
like putting on an event for 

someone else
Shannon Wandmaker
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and take preventative action. Although 
the fear of a terrorist attack has domi-
nated the industry since 9/11, new per-
ils have emerged in recent years that 
have to be understood. Wandmaker 
says concerns about hijackings were 
the primary issue for decades, but se-
curity professionals have become more 
efficient at protecting aircraft. For 
ground handlers, the shape of the se-
curity programme has changed.

“Threats to aircraft still have to be 
guarded against, but we are starting to 
see more ‘front-of-house’ attacks, such 
as the suicide bombings at Brussels ir-
port in 2016,” he remarks. “We’re also 
seeing a related trend towards more 
‘lone wolf ’ terrorists driving trucks, 
or hired vans, into crowds, and simi-
lar low-tech attacks. They are often 
not as well-thought-out as many older 
incidents, such as 9/11, which was a 
spectacular event that required a lot of 
planning.

“As places of mass gathering, air-
ports are vulnerable to ‘front-of-house’ 
or ‘lone wolf ’ attacks.”

SHIFTING FOCUS
Wandmaker also emphasises the 
danger to cargo operations: ground 
handlers and their security advisers 
have become more adept at screening 

passenger baggage for explosive devices, 
so terrorists could now be more likely 
to target vulnerabilities in cargo 
operations. “If I were running a ground 
handling operation today, I would be 
very focused on cargo. There’s a growing 
realisation that it’s been ignored in the 
past and we need to pay more attention 
to it,” he believes.  

One of the best defences for ground 
handlers is to establish secure supply 
chains for their cargo. Wandmaker 
gives an ideal scenario where 10,000 
iPhones are shipped regularly from 
the same factory in China. The ground 
handler is in close communication 
with the factory and the supplier has 
introduced stringent security meas-
ures.

He contrasts this with a random in-
dividual turning up at the gate with six 
pallets of goods that he wants to ship 
out that night. “If they know nothing 
about the guy, ground handlers have 
to be proactive in their thinking – they 
have to establish what’s in those pal-
lets and where they have come from,” 
he says.

Part of being proactive is not ex-
pecting security advisers to do all the 
work. Ground handlers can devolve re-
sponsibility, but not divest themselves 
of risk. Ultimately, the regulator will 

hold them responsible if something 
goes wrong. Good communication 
habits and information sharing with 
security personnel are critical.

“Ground handlers should ask their 
security companies – how are you con-
ducting screening operations? Are you 
just x-raying everything? Are you look-
ing at supply chains? Are there things 
we can do together to build good sup-
ply chains? They should also ask plen-
ty of questions to the airlines – do you 
have specific requirements of us? For 
European flights, will there be addi-
tional security measures?

“Although there’s no expectation 
that ground handlers are expected to 
be experts on all of this – that’s why 
companies like G4S exist – the lesson 

When a plane doesn’t leave on 
time, ground handlers are always 

more the case when something 
more serious happens

Shannon Wandmaker
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for ground handlers is that security 
personnel don’t exist in a vacuum.”

PERSONNEL CHECKS
The ‘insider threat’ must be prioritised 
by today’s ground handlers. Bringing 
down an aircraft is still an attractive 
option for terrorists and one approach 
could be to adopt a long-term strategy 
by getting a job with a ground handler 
in an important role, such as processing 
passengers, restocking the plane, or 
loading cargo, that gives them direct 
access to the aircraft. “The ‘insider’ 
threat is something ground handlers 
have to deal with, as much as security 
companies and airlines. Once inside the 
organisation, these individuals are not 
viewed with suspicion,” he warns. 

Protecting against the insider 
threat means carefully vetting individ-
uals, which is something ground han-
dlers have to do themselves in Kuwait, 
and most other places. HR depart-
ments require vigorous procedures to 
root out malevolent intent. Interna-
tional regulations also mandate an ad-
ditional layer of vetting, which in Ku-
wait is done by the MOI.

The thoroughness of these second-
ary checks depends on the country. In 
most places, searches go back five to 
10 years, but in others they go back 30 
years, or more. “One of the most strin-
gent systems is in a developing south 
Asian country, where the police physi-
cally go to your house and interview 
your family,” Wandmaker notes. 

Even assuming an individual is 
not a terrorist when he or she is hired, 
there is always the possibility that they 
could be radicalised whilst working for 
a ground handler. Wandmaker points 
out that it can take as little as six weeks 
to turn vulnerable individuals down 
the wrong path.

“How does a ground handling 
agent protect against the fact that four 
months ago they hired a guy to load 
cargo who was a happy character, loved 
his country, was moderate in his reli-
gious beliefs, and sailed through the 
background check, but four months 
later has nefarious intent?” he asks.

“We can’t employ a Stasi-like net-
work of spies to follow people and I 
would have to employ a dozen people to 
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constantly do up-to-date background 
checks on who they are talking to and 
which groups they are joining, and so 
on. That’s not practical either.”

The best method is to target indi-
viduals who are acting suspiciously. 
Governments do this regularly. In 
Australia, for example, the authori-
ties recently disrupted an alleged po-
tential insider plot to attack an Eti-
had aircraft. Ground handlers need to 
place the onus on due diligence, which 
means making sure there are good 
communications with government 
authorities, or the security operators 
working on their behalf.

“It becomes a question of informa-
tion sharing,” Wandmaker says. “The 
Governments know more than private 
companies, but they can’t share that 
information all the time as a lot of peo-
ple in private companies don’t have the 
level of security clearance required. 
But communication needs to be open 
enough so ground handlers can hand 
over identified issues to government 
and the authorities are comfortable 
coming to the handlers about the chal-
lenges they are facing.”

OPERATING ENVIRONMENT
The most critical security issues for 
ground handlers may depend on the 
location of an airport. Wandmaker 
contrasts Schiphol airport in Amsterdam 
with Honiara International airport in 
the Solomon Islands. “They are such 
different operating environments that 

it’s not even like comparing apples and 
oranges. It’s more like comparing apples 
with an egg sandwich,” he observes.

“Schiphol is a massive hub in a 
European country with a history of 
migrants becoming radicalised and 
home-grown terrorism. It’s an at-
tractive option for a terrorist and 
faces the mounting threats of lone 
wolves. At Honiara, there are four or 
five flights a day and only around 30 
people working at the airport. They 
all know each other and anyone act-
ing suspiciously would instantly raise 
alarm bells.”

The interconnected nature of inter-
national travel, however, means that an 
individual could board an aeroplane in 
the Solomon Islands and arrive in Am-
sterdam 20 hours later. “Can they get 
themselves through some soft transit 
stops all the way to the Netherlands? 
It might look like a problem that lies 
10,000 miles away [but] then lands in 
Schiphol’s lap.”

BUDGETS UNDER PRESSURE
The peril for ground handlers is that 
the thinness of fi nancial margins in 
the aviation industry causes them 
to marginalise security concerns. 
Wandmaker says the nature of the 
ground handling industry is that 
budgets are constantly being cut. But 
when something happens, security rises 
to the top of the list for CEOs and board 
members. “That’s when the ground 
handlers need to try and get as much 

budget for security as they can as you 
know that over the years, when things 
go smoothly, the budget will be clawed 
back,” he points out.

But ground handlers should in any 
case resist cutting the budget for secu-
rity in the first place.

Wandmaker compares safety with 
security as a threat to ground handlers 
and argues that neglecting safety will 
inevitably lead to something bad hap-
pening, whereas the same would not 
always be the case with security. 

“It’s true that with safety, if an air-
line slashes the maintenance budget 
and checks are not thorough, inevita-
bly one day a plane will seize up mid-
air and plough into the ground. Analy-
sis will trace the accident back to a 
specific date when ‘Bill’ did not change 
the oil as he was supposed to do.

“But for security, I could go out 
and say to my team tomorrow to stop 
screening for two hours and let eve-
ryone through and almost certainly 
nothing will happen. There is not the 
same direct correlation between secu-
rity being done poorly and a disastrous 
outcome.

“So, it can be a challenge maintain-
ing budgets and spending millions on 
security when a ground handling com-
pany has not directly experienced a 
significant security incident. But this 
should not lead to complacency, which 
could have disastrous consequences; 
security has to remain a high priority 
for all ground handlers.” 





TECHNOLOGY

38 Airline Ground Services Winter 2017/Spring 2018 www.ags-airlinegroundservices.com

Martin Courtney considers how 

CHATBOTS TALK
PASSENGERS’
LANGUAGE

M
obile devices such as smartphones, tablets and even 
smartwatches play an increasingly pivotal role in the 
air passenger’s journey, all the way from bookings and 
payments to boarding procedures and baggage claim.

Dutch airline KLM estimates that 60% of all the 
visits to its website are currently initiated from a mobile device, 
and expects that in another few years that will be 100%. At that 
point, air passengers are likely be much more demanding in the 
way that they expect airlines, airports and baggage handlers to 
communicate with them, and those companies will have to move 
quickly to identify and adopt new technology platforms to keep 
passengers satisfied.

KLM chief executive Pieter Elbers does not believe that a mo-
bile app is the best way to engage those customers using such de-
vices in the future, for example. Rather it is about keeping in touch 
with customers in real time through instant messaging and com-
munications platforms.
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“Look at the amount of time peo-
ple in China spend on WebChat and 
other platforms. We have stepped up 
so people can do bookings, check-ins, 
even payments [that way],” he says. 
“Rather than convincing millions of 
Chinese to recognise a small compa-
ny in Europe, we move to where they 
are – WhatsApp, Twitter etc; we need to 
reach out to that [younger] generation.”

CUSTOMER EXPERIENCE ENHANCED: 
AI AND CHATBOTS
Better, faster communication is a 
key route to improving the customer 
experience, and the increasing use of 
automated chatbots driven by artifi cial 
intelligence (AI) and machine learning 
shows that the implementation of 
innovative technology does not need to 
be expensive.

Bobby Healy is chief technology of-
ficer at CarTrawler, a company which 
has developed an online reservation 
and revenue reporting platform that 
links airlines with car hire companies 
and rail operators to deliver joined-up 
travel experiences for their respective 
customers (current clients include Air 
Asia, Emirates, Ryanair Car Hire and 
JetBlue).

The company makes good use of 
AI and analytics to provide integrated 
automated chat messaging in its web 
and desktop applications and mobile 
services, recently claiming to have re-
duced its email handling time from 
400 to 20 seconds using an AI chatbot 
dubbed RoNNy.

“AI has only become available in the 
last couple of years and now you have 
software toolkits to help you with nat-
ural language processing and speech to 
text,” says Healy. “The next three to five 
years should be about airlines improv-

ing margins by making better use of 
this type of technology.”

Finnair also launched an AI chat-
bot, Finn, to help customers book 
flights and access travel information 
in September this year. Contactable 
via Facebook, Finn can sell flights, tell 
customers if flights are on time, calcu-
late how much baggage can be taken 
and redirect customers to the ‘Manage 
My Booking’ page if needed. 

The chatbot constantly updates 
itself via machine learning. So whilst 
Finn is able to answer frequently asked 
questions based on a database of pre-
vious enquiries, it passes a message 
on to a customer service agent when 
it is unable to formulate a meaningful 
response. The result is a considerable 
reduction in call centre operating costs 
for airlines, as staff have fewer enquir-
ies to handle.

“It is a question of whether air-
lines can do it for themselves or wait 
for somebody else to do it first,” adds 
Healy. 

“The data on the customer is far 
richer if you know their location so 
all that terrible stuff about travel can 
be eased with an app that allows air-
lines to bypass intermediaries and do 
a better job of managing the custom-
er relationship compared to Google 
Flights or whatever.”

Amadeus, too, has started to em-
bed AI and machine learning into its 
digital solutions. It has already imple-
mented the technology into its flight 
disruption management systems and 
is looking at ways to use AI-based 
natural language processing to im-
prove travellers’ shopping experience 
by analysing location, time and lan-
guage data with age and interests to 
customise relevant offers.

SATS’ Vuzix M300 smart glasses 
will be phased in gradually

should be about airlines 
improving margins by making 

better use of this type of 
technology

Bobby Healy, chief technology 
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REAL-TIME DATA FOR BAGGAGE 
HANDLERS
KLM is keen to push technology further 
down the stack into every aspect of 
airport operations, including the ramp. 
Elbers is currently encouraging ground 
handling companies to use tablet 
computers, for example, although he 
admits to encountering some resistance 
to change as people and companies stick 
with the old way of doing things.

The people who know best what 
goes wrong in luggage handling are 
the people who do it every day; iPads 
enable them to monitor the process, he 
says. However there is still some way 
to go; in order to really take hold, the 
idea “requires a change in culture be-
cause it can be challenging for people 
who have been working a job in the 
same way for a long time”.

KLM is also trialling a digital stu-
dio, a place where staff can experiment 
with technology such as virtual reality 
(VR) for cabin crew training, emer-
gency response exercises and hangar 
evacuation drills.

“If you do that with VR you get a 
very different experience and do not 
have to shut down the hangar,” Elbers 
points out.

The concept of providing instant, 
real-time information to the ramp is 
being taken one step further at Changi 
Airport in Singapore. Ground han-
dling company SATS is to issue 600 
of its staff with smart glasses that use 
embedded augmented reality (AR) to 
deliver loading instructions. The Vuzix 
M300 smart glasses will be phased in 
gradually over the next nine months, 
and allow ramp workers to scan visual 
markers such as QR codes on baggage 
and cargo containers. SATS estimates 
the new baggage handling process will 
shave up to 15 minutes off the opera-
tion per flight.

SECURITY CONCERNS AND 
INFRASTRUCTURE UPGRADES
New technology inevitably brings 
new challenges, not least of which is 
how to protect the data that is stored, 
transmitted and processed from loss, 
theft or corruption. Whilst the airline 
industry has not yet fallen victim to 
the large-scale cyber attacks suffered in 
other industries, the data breach at US 
credit monitoring fi rm Equifax (which 
involved private and fi nancial deals of 
up to 143 million American consumers) 
highlights the perils companies face in 
preventing information falling into the 
wrong hands.

Several North American airlines 

alerted customers and employees 
about cyber security incidents in 2017, 
including Virgin America, which de-
tected unauthorised access to systems 
containing the data of up to 3,100 em-
ployees and contractors in March. In 
July Canada-based WestJet Airlines 
warned customers that an unauthor-
ised third party had leaked some of its 
WestJet Rewards member profile data, 
whilst Ukraine’s largest airport was 
just one of the many organisations to 
be affected by the Petya ransomware 
attack in June. 

“The risks are becoming more so-
phisticated and challenging in aviation 
operations with new airports, con-

nected aircraft and stakeholders doing 
everything they can to keep up with 
IT-savvy passengers,” remarks Georges 
de Moura, head of group information 
security, risk and compliance, technol-
ogy and innovation at Etihad Airways. 
“We need to keep up with change but 
also enhance security and safety.

“The aviation industry is very well 
prepared on physical security but not 
on cyber security. It varies depending 
on the airline but there is room for im-
provement and it is a matter of focus-
sing on the highest areas of risk and 
tackling those first,” he says.

Etihad has invested heavily in a cy-
ber security programme over the last 
few years, beefing up its perimeter net-
work security defences to protect users 
and guests and using analytics to pre-
dict cyber threats and identify vulnera-
bilities in its systems. It has worked to 
align its data protection requirements 
with regional privacy and compliance 
legislation and tighten up cyber secu-
rity tools and policies along the length 
of its supply chain.

“Just because you have transferred 
data to a third party cloud service pro-
vider does not mean you should not be 
controlling it,” de Moura warns. “You 
need to implement technology to mon-
itor the traffic going in and out of those 
clouds, and safeguard the data at rest 
and in transit with encryption.”

IOT LEADS THE WAY
Another source of mission-critical 
data that airlines, airports and 
ground handling companies can use 
to signifi cant advantage comes from 
millions of connected Internet of Things 
(IoT) devices embedded in multiple 

A SATS operative uses Vuzix M300
smart glasses at Changi airport

Georges de Moura, head of group 
information security, risk and 
compliance, technology and innovation 
at Etihad Airways
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forms of equipment and components.
One company currently taking IoT 

connectivity to the next level is GE 
Aviation, which manufactures a range 
of engines, components and integrated 
systems for aircraft and has used IoT 
to great effect in its global service net-
work.

GE has undergone a radical digital 
transformation in the last few years, 
including the construction of a secure 
end-to-end system that spans cloud-
hosted infrastructure at one end and 
remote monitoring and diagnostic 
devices at the other. IoT sensors have 
increased the volume of data the com-
pany processes by around 300% as GE 
unifies its flight, fleet, network and 
airport operations, for example. All 
that information is put to good use in 
improved fault detection and predic-
tive maintenance cycles that allow en-
gineers to reduce costs and turn flights 
around much more quickly.

“What we see is a very intercon-
nected problem and we cannot solve 
the bigger, more challenging parts un-
less we see how they all fit together,” 
says GE Aviation chief technology of-

ficer, John Dunsdon.
The breadth and complexity of that 

transformation has led GE to partner 
more than 400 different technology 
systems integrators, resellers, telcos, 
and other IT specialists, including Ac-
centure, Capgemini, Cisco, Orange, 
Cognizant, ServiceNow, PwC, T-Sys-
tems, Infosys Dell, WiPro, HCL, Voda-
fone, BT, SoftBank, Microsoft, Intel, 
Oracle, Verizon, Huawei and HPE.

“This is not a one-year thing – we 
have been doing it for five or six al-
ready,” adds Dunsdon. “The industry 
is transforming; airlines like KLM and 
JetBlue are at the forefront, but oth-
ers are sensibly watching and waiting. 
Airlines think they want to get more 
into retail and marketing but the op-
erations side is another quantum leap 
and they need help with the transfor-
mation there.”

Wider use of IoT could bring sig-
nificant benefits to airport opera-
tions, not least when it comes to bag-
gage tracking, according to Susanne 
Schadler, global marketing manager, 
RAIN RFID logistics, smart mobility 
and retail at NXP Semiconductors.

“RFID is a proven solution in other 
markets, mostly retail, and has already 
been introduced by Delta on a global 
scale whilst others are doing pilots 
(Hong Kong Airlines and IATA),” she 
says. Although regarded as too ex-
pensive by many, Schadler points out 
that the cost of large-scale RFID tag 
deployments can be offset by a 25% 
reduction in baggage mishandling 
costs – currently estimated at around 
US$2.1 billion per year.

Short-range wireless technology 
has other potential uses too, if low-cost 
chips are embedded in other identity 
cards and tickets, for example.

“Airlines are already doing smart 
things like loyalty cards with tracking 
technology inside, but let’s think big-
ger,” she suggests. “We can give pas-
sengers secure identities that package 
all of those things together in one unit, 
have boarding cards integrated with 
public transport tickets and so on; 
there is so much added value there.”
DRIVING FORCE
As ever, there is a delicate balance to 
be struck between maintaining legacy 
systems and minimising operational 
disruption whilst simultaneously 
identifying and experimenting with 
future technology to deliver business 
innovation and effi ciency.

But what concerns Elbers more is 
the very real possibility that airline and 
airport staff will still be using outdated 
hardware, software and manual pro-
cesses whilst their customers move to 
adopt new solutions at a much faster 
rate. To keep up with that pace, KLM 
believes technology development 
should not be owned by the IT depart-
ment, but driven forward by the people 
that actually use it.

“Traditional organisational struc-
tures where one team is responsible 
for digital, and the rest of the team 
goes to them, do not work anymore,” 
Elbers says. “We have to share technol-
ogy and have everybody use it to make 
it better.” 

Look at the amount of time 
people in China spend on 

WebChat and other platforms. 
We have stepped up so people 
can do bookings, check-ins, 
even payments [that way]

KLM chief executive Pieter Elbers
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Aviation Support Group director Stuart Matheson talks to 
AGS about the growing problem of airport congestion

What is causing airport congestion 
to increase – is the problem simply 
due to more passengers, or are 
there other factors?

According to the most recent fig-
ures from IATA (for August), by any 
measure we’re seeing growth year on 
year. Whether you look at revenue 
per kilometre or physical passenger 
growth, or at capacity growth, they’re 
all up by 6 to 8% – even higher in some 
cases.

Cargo is up 12.1%; demand is actu-
ally higher than capacity. That’s not just 
because of big consignments. I have a 
background at UPS, where I used to 
see lots of mail order shipments. In to-

U
K-based Aviation Support 
Group (ASG) provides be-
spoke management sup-
port to the aviation in-
dustry, among others, in 

a number of areas such as strategy, 
planning and delivery, assessment and 
training, and auditing.

An International Air Transport As-
sociation (IATA) preferred partner, the 
company works with airlines, airports, 
third party suppliers and governments 
around the world. As such, its direc-
tor Stuart Matheson is well placed to 
reflect on how congestion is putting 
more and more pressure on airports, 
their customers and suppliers.

CHOKE POINTS

For somewhere like Heathrow the question is always going 
to be how you travel to it because the airport terminal is in the 

middle with runways all around it
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ramps etc don’t tend to get extended.
The question is often, where do 

you expand to? Many airports are con-
stricted by their neighbours. For some-
where like Heathrow the question is 
always going to be how you travel to 
it because the airport terminal is in 
the middle with runways all around 
it. This worked well when it was first 
built but any expansion is twice the 
cost, because you have to create a tun-
nel to get to Terminal 4, for instance.

At Toronto, which is the third-larg-
est airport in Canada and I think the 
fifth-largest in North America, they’ve 
built more stands. If you look at the 
UK, at Birmingham, Heathrow and 
Gatwick, they’ve got multi-role stands 
that can take a widebody or two nar-
rowbodies. So they’re forcing aircraft 
in – but then, you end up with less 
space to clean aircraft or to park GSE 
and so on while you service the planes.

What do you think is driving the 
industry to take practical steps to 
deal with the problem?

The figures show that 82% of all 
damage to aircraft occurs while they 
are on the ground. It is very expensive 
for aircraft to be grounded, firstly be-
cause there is more chance of them be-
ing damaged there than in the air and 
secondly because of course they are not 
earning any money for the airline.

This is driving everyone to look at 
ways to improve operations. Airports 
are thinking about their reputation 
and on-time performance, airlines 
are looking at cost, and handlers are 
always trying to find better ways of 
doing things. We are seeing more col-
laboration; one example is equipment 
pooling, placing equipment perma-
nently on stands so that it’s not moving 
around a lot and to reduce duplication 

of equipment. This means there is less 
GSE on the ramp.

The aircraft manufacturers are do-
ing a manful job, installing winglets 
and reducing fuel burn for instance 
(18% of aircraft now fly with biofuel). 
But there are unintended consequenc-
es. With winglets, the wing of an air-
craft is now two to three feet longer 
and it has something hanging down or 
pointing up – so there is more chance 
of it being hit in a restricted area and 
the handlers have more to think about.

The problem is that we can’t stop 
and think about things because of that 
8% year-on-year growth! We need to 
find the best solution as an industry 
(although that might not necessar-
ily be the ideal solution for everyone), 
whether that’s through master plan-
ning or collaboration. As our skies get 
busier, it’s not just about getting a slot: 
it’s about hitting your slot on time. 

Another issue is something that 
came up at IGHC a few months ago: 
North American handlers are report-
ing 120 to 160% staff turnover. So you 
have lots of people fresh from the class-
room on the ramp; they are in fact less 
likely to make mistakes because they 
are doing things right, but the peo-
ple who were mentoring them often 
don’t have much experience. They’re 
not used to the environment they are 
working in.

Presumably it’s mature markets like 

highest levels of airport congestion?
There are a lot of congested air-

ports in North America, yes; histori-
cally, the terminals over there have 
been owned by airlines and managed 
by real estate companies (the airport 
authorities), so lots of terminals have 
been built. You can understand it: they 

day’s global market, there’s lots of lit-
tle stuff and that’s going up and up. In 
the old days, you’d see a big 747 parked 
by a cargo shed and it would get filled 
up and fly off. Now, freight is being de-
canted onto passenger jets.

With the low-cost carriers, for in-
stance, fewer passengers are checking 
bags into the hold so there is space in 
the belly and the airlines are taking 
cargo to fill it.

So, you already have a short time-
frame for turning passenger aircraft 
around, and now you also have to load 
fish from Iceland, or whatever it might 
be. Plus, we have that year-on-year 
capacity growth with more aircraft as 
well as larger aircraft; plus, the airlines 
want stand parking so airports are in-
vesting in passenger boarding bridges 
(which are the most likely of all airside 
equipment to damage aircraft…).

All this contrives to make aprons 
busier, with more ‘stuff ’ to do in a short 
time and a restricted space. Also, eve-
ryone talks about new runways to ease 
congestion, but the service areas and 

Today, larger aircraft such as this Qantas 
A380 are carrying more passengers between 
ever busier airports

A computer-generated image (released 
in 2016) showing proposed expansion of 

London’s Heathrow airport
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are a capital asset.
But there’s also a lot of congestion 

in Europe, and the Indian subconti-
nent is becoming the same, as is Bang-
kok. Brazil has the highest-growing 
domestic aviation market – that’s a lot 
to do with the growing middle class 
but also the Olympics [held in Rio in 
2016] have had an effect.

Overall hubs are moving eastward 
and the people who are building new 
airports are learning from our mis-
takes. For instance, just recently, Tur-
key announced that Ataturk airport is 
to be expanded even more. That in-
vestment is happening because they 
can see what will happen in eight or 
nine years’ time. Also, it’s worth re-
membering that Ataturk airport is 
government-owned, so it’s quicker to 
get things approved and done.

Talking about those Far East 
markets, China is one country 
that has been building a lot of new 
airports. Any thoughts on that?

Well again, like Turkey, it’s a di-
rectly government-sponsored environ-
ment. Also, China has been able to at-
tract the very best people from Europe 
and the US to help in designing new 
airports. This is because things take 
15 to 20 years to come to fruition in 
the West, whereas they could happen 
in five years in China, so that’s really 
where the immediate work is. New air-
ports are being constructed quickly in 
China because (a) they want to do it 
and (b) they have the available knowl-
edge and assets to do it.

Hubs are generally moving further 
East, as I said before. Within that 6 

to 7% growth, Latin America is grow-
ing massively and the next one is Asia 
Pacific. The Middle East has reached 
its capacity for the moment. So we are 
seeing a move to China and the Far 
East, where governments are more di-
rectly invested and where (although we 
are talking about populous countries) 
there is an awful lot of land available.

So how do you see things panning 
out in the future?

I think there is more understand-
ing now of the requirement to work 
together. People are realising that it 
might be someone else’s remit to look 
after a particular part of the business, 
but it affects them too so they should 
do something about it as well.

Handlers need space to work and 
airlines need to land and not be held 
on the centre line while they wait for 
a stand to be ready. IATA is working 
more with airports, including large in-
ternational ones that are constrained 
by real estate issues. More people are 
pooling equipment now.

Technology is a massive help, for 
example in immigration: it’s easier to 
move around because passports can be 
scanned and we’ve moved to a ticket-
less model. This means you can reduce 
the size of the immigration hall and 
use that space in other ways.

Looking at the outbound side, 
technology means we can have fewer 
check-in desks as people check them-
selves in at home and just need to use 
the bag drop facilities at the airport. 
Qantas over in Australia have grasped 
the self-check-in idea right down to 
having passengers drop their own bags 
as well. Westjet at one terminal over 
there has 5% normal check-in desks 
and the rest are all bag drop. We’ve 
seen the benefits of this approach 
at Heathrow too; it gets passengers 
through much quicker.

However we still need people to 
load and unload the aircraft – that part 
of the process isn’t going to change.

Should it really all be down to 
the airports, or do we need a 
collaborative approach to cope with 
congestion?

The industry is guilty of being frag-
mented; however, from a ground han-
dling perspective, it’s become a lot less 
fragmented. Over the last 15 years or 
so, the smaller airlines and the ten-
dency for self-handling have changed. 
With big international companies 
comes the opportunity for more cen-
trally steered policy: it can be easier 
to talk and make things happen. But 
there’s still the issue of cost and who 
should pay for those changes.

Airports’ capital expenditure is 
covered by landing fees and terminal 
service fees, which are reinvested. Cer-
tainly in the UK this is all regulated 
and airports have to say how they in-
tend to spend that money.

Costs could be lowered by using 
technology; for example, getting pas-
sengers through security faster, or re-
ducing the size of terminals.

In the end you can build as many 
runways as you like but you have to 
work together to sort out what hap-
pens on the ground.

IATA is very keen to see airlines, 
airports and all other stakeholders 
working together on these issues of 
safety and staff retention. You can 
make things work in a restricted area 
and ASG is helping airports to do this; 
we will be working with a couple more 
over the Winter. 

Ataturk airport 
in Istanbul has 
plans to expand



CIS

48 Airline Ground Services Winter 2017/Spring 2018 www.ags-airlinegroundservices.com

The former CIS countries present challenges to those 
operating there, but it is becoming increasingly well connected

D
ubai-headquartered han-
dler Apogee offers flight 
support services for com-
mercial airlines, general 
aviation, including heli-

copter operators, business aviation 
and aviation-related service providers. 
The company specialises in the CIS re-
gion, a market that places particular 
demands on those operating within it.

“The main difficulties in the CIS re-
gion are communication with airports 
and the language barrier of the airport 
staff,” considers Sardor Saydirasulov, a 
flight dispatcher at Apogee.

“Therefore, we are hiring three to 
five of our own staff in each country 
who are fluent in English, Russian 
and the local language. They can then 
coordinate smooth operations. And it 
is very comfortable for our customers 
when their crew are met by a person 
who can fully speak in two interna-
tional languages,” he points out.

Apogee has been in the aviation 
market for eight years. Its first branch 
was at Tashkent International airport 
in Uzbekistan, and Saydirasulov says 
that there have been a lot of changes 
since that office opened.

He explains: “A lot of airports have 
been reconstructed and the most im-
portant point is that the authorities 
have started to import high-quality 
equipment from Europe... So, airports’ 
equipment is playing a major role in 
service quality.”

In addition, he notes that countries 
such as Russia, Azerbaijan and Ka-
zakhstan have started to open general 
aviation terminals and fixed base op-

erations, which is a great step forward 
for the aviation industry of the region.

Civil aviation authorities have also 
updated their regulations, making it 
easier to operate private fl ights, he says.

GROWING CONNECTIONS
The main points of origin and destination 
for passengers travelling to and from the 
CIS are countries in the Middle East – 
especially the UAE and Turkey. Airlines 
such as fl ydubai and Turkish Airlines are 
increasing their fl ight frequencies. 

Within the CIS region, flydubai 
serves airports in Armenia, Azerbai-
jan, Georgia, Kazakhstan, Kyrgyzstan, 
Russia, Tajikistan and Turkmenistan. 

Among the airline’s new destinations 
in the CIS region are the Russian cities 
of Voronezh and Makhachkala (capital 
of the Dagestan Republic), added in 
October this year. The carrier is also 
adding weekly flights to Sheremetyevo 
International airport as of 29 Novem-
ber. This will double its services to 
Moscow – it already flies to Vnukovo 
International airport once a day.

Ghaith Al Ghaith, fl ydubai CEO, 
remarks that the launch of these new 
daily fl ights to Sheremetyevo is based 
on “the increase in demand for more af-
fordable and reliable direct links to the 
UAE and beyond”. fl ydubai recorded a 

45% growth in passenger numbers to 
Russia in the fi rst half of 2017 com-
pared to the same period of 2016. It is 
the fi rst carrier to operate direct fl ights 
between the UAE and Sheremetyevo.

Turkish Airlines’ network includes 
locations in Azerbaijan, Belarus, Geor-
gia, Kazakhstan, Kyrgyzstan, Moldo-
va, Russia, Tajikistan, Turkmenistan, 
Ukraine and Uzbekistan. The most re-
cent addition to this part of its network 
is Zaporizhzhia, its sixth destination 
in Ukraine. The four-times-a-week 
flights are to start on 28 December.

Another Turkish carrier, Atlasglob-
al, added daily services between Istan-
bul’s Ataturk gateway and Shereme-
tyevo on 25 September – making it the 
first foreign airline to provide sched-
uled flights on this route.

Further east, China Southern Air-
lines launched twice-weekly fl ights 
between Shenzhen and Moscow’s 
Sheremetyevo airport on 28 September.

Sheremetyevo describes itself as 
“the only European airport that serves 
seven leading Chinese airlines and oc-
cupies the fi rst place in transferring be-
tween China and Europe in the world”. 
It notes that connecting traffi c from 
China to Europe via Sheremetyevo rose 
32% year on year during January-Au-
gust, with an average of 1,200 passen-
gers travelling each way per day.

With regard to China Southern’s 
destinations in particular, the gateway 
says that traffic from Sheremetyevo 
to Guangzhou, Lanzhou, Wuhan and 
Urumqi has increased by 50.4% in the 
same period.

Carriers based within the region 

OPENING UP

A lot of airports have
been reconstructed and the most 

important point is that 
the authorities have started to 
import high-quality equipment 

from Europe
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have also been busy adding connec-
tions. Ukraine International Airlines 
(UIA) and Air Astana are among those 
expanding their networks, with the 
launch of new flights to destinations 
in Egypt and India, for example. Air 
Astana added three-times-a-week ser-
vices from Astana to New Delhi in July 
this year, while UIA has announced 
that it will link Kiev with Delhi three 
times a week starting in May 2018 as 
well as connecting the Ukrainian capi-
tal with Cairo four times a week as of 
April next year.

Qazaq Air began offering weekly 
internal flights between Astana and 
Zhezkazgan in August, and started fly-
ing to Aktobe (three times a week) and 
Pavlodar (once a week) in October.

Azerbaijan Airlines, meanwhile, 
launched twice-weekly services from 
its home hub to Bangkok on 29 Octo-
ber – the first regular passenger flights 
linking Baku with Southeast Asia.

From 30 October, Uzbekistan Air-
ways started flying once a week on 
a Samarkand–Istanbul–Samarkand 
routeing.

DYNAMIC
Overall: “I think Sheremetyevo 
International is the busiest airport 
with commercial flights in the region,” 
Saydirasulov continues. “There are a lot 
of travellers arriving in Moscow.”

Indeed, the Russian gateway re-
marks that Airports Council Inter-
national recognised it as “the most 
dynamic airport of Europe among air-
ports with more than 25 million pas-
sengers served a year” in respect of 
July traffic statistics. Sheremetyevo’s 
passenger traffic increased by 22.9% 
in July, well above the average for Eu-
ropean airports of 9.6%.

Then, Olivier Jankovec, director 
general of ACI Europe, commented 
that “August confirmed the return of 
sustained passenger traffic growth in 
both Russia and Turkey.” Shereme-
tyevo’s passenger throughput in August 
reached over 4 million, representing 
growth of 19.6% year on year (the Eu-
ropean average that month was +8.7%).

According to the airport, the inter-
national destinations most in demand 
during the first eight months of this 
year were Paris, Tel-Aviv, Prague, Bei-
jing, and Shanghai; the most popular 
domestic flight destinations were St 
Petersburg, Simferopol, Sochi, Ekater-
inburg and Krasnodar.

“Aeroflot, Nordwind Airlines, Royal 
Flight, Icarus, Air France and Air Asta-
na contributed the most to the grow-

ing number of passengers in the [first] 
eight months of 2017,” a statement said.

Those participating in or attending 
the 2018 FIFA World Cup Russia will be 
welcomed at Moscow Sheremetyevo’s 
new Terminal B, which can handle up 
to 20 million passengers annually.

The second-busiest airport in the re-
gion, according to Saydirasulov, is Asta-
na International, which he says is “well 
known as a suitable point for refuelling 
for flights between East Asia (mostly 

China and Hong Kong) and Europe”.
The airport welcomed new twice-

weekly Finnair connections with Hel-
sinki in June this year.

In addition, Astana Expo 2017 
[an international exposition themed 
around the future of energy produc-
tion] was held between June and Sep-
tember this year, and brought numer-
ous flights to the city’s airport.

Astana airport’s new passenger 
terminal – which more than doubles 
the gateway’s annual capacity to 8.2 
million passengers – was successfully 
completed ahead of the expo. Accord-
ing to the airport: “The uniqueness 
of the project is in the terminal fin-
ger, which contain[s] two mobile ap-
proaches for landing. When handling 
aircraft, two gates will be used simul-
taneously. Thus, one bridge can handle 
two aircraft simultaneously, regardless 
of arrival or departure.”

The first flight to take off from the 
new terminal in June was an Aeroflot 
service bound for Moscow; this was 
followed by flights to Tashkent (Uzbek 
Airlines) and Frankfurt (Lufthansa).

Paolo Ricciotti, CEO of the gateway, 
commented: “This successful develop-
ment of the airport is the big step to es-
tablish city of Astana as the main con-
necting point between cities around the 
world – hub of Central Asia.”

Also recently, the Asian Games 2017 
were held in Turkmenistan. Apogee 
was selected as the official handler for 
the event. “Two major airports in the 
country (Ashgabat and Turkmenbashi) 
had tens of movements with numerous 
sport teams, official delegations and 
country heads,” Saydirasulov outlines.

“Our local team in Turkmenistan, 
with the support of the flight opera-
tions department in our headquarters 
based in Dubai, experienced peak op-
erations during the event.”

Elsewhere, there are plans for the 
development of Tashkent International 
airport, which met with South Korea’s 
Incheon International Airport Corpo-
ration in October to discuss possibili-
ties for the design of its Tashkent-4 pas-
senger terminal as well as the optimisa-
tion of operations at Tashkent-2.

A statement from the Uzbek gate-
way confirmed: “Colleagues from Ko-
rea presented their vision on the meth-
odology for calculating the size of the 
projected Tashkent-4 terminal and the 
capital investments, and to increase 
the comfort level and the service pro-
vide in the existing Tashkent-2 termi-
nal, and to increase its capacity by re-
viewing the decisions on planning.” 

LONG-TERM 
STRATEGY
Baku’s Heydar Aliyev International 

-
ly automated cloud-based airport 
management system in the region, 
replacing some of its existing sys-
tems with solutions from Amadeus.

The agreement sees the gate-
way using Amadeus Common Use 
Service (ACUS), Baggage Recon-
ciliation System (BRS), Airport Op-
erational Database (AODB), Fixed 
Resource Management Solution 
(FRMS) and Flight Information Dis-
play System (FIDS).

Amadeus noted that tourism to 
Azerbaijan is growing and that Hey-
dar Aliyev served 1.37 million pas-
sengers between January and May 
2017 – a rise of 34% compared to 

According to Jahangir Askerov, 
president of CJSC Azerbaijan Air-
lines: “The Amadeus solutions 
we are implementing are part of 
a long-term strategy. We want to 
scale our operations, accommodate 
increasing demand, and prepare for 
the future.”

Photo: Silk Way Holding vice 
president Teymur Mammadov and 
Amadeus senior vice president 
of strategic growth businesses 
Francisco Pérez-Lozao sign the 
agreement to bring cloud-based 
airport management systems to Baku
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In September 2017, changes to the management of the IATA Safety Audit for Ground 
Operations (ISAGO) were introduced. The new programme, which will apply to all audits 

T
he International Air Trans-
port Association (IATA) 
ISAGO audit scheme – 10 
years old this year – seeks 
to eliminate duplicate 

audits and harmonise standards in 
ground handling around the world, 
thereby improving safety on the ramp.

The scheme is undergoing a pro-
cess of refinement and improvement 
that has seen, among other changes, 
the establishment of the Charter of 
Professional Auditors (CoPA) along 
with a training and qualification pro-
cess to ensure that auditors perform 
their duties to the required standards.

New training modules have been 
developed alongside new programme 
requirements and operating rules, re-
vised standards and a new online ap-
plication process for CoPA, to list just 
some of the work carried out.

NETWORK-WIDE STANDARDISATION
The changes to ISAGO that will 
apply from next year represent a 
“fundamental change in the focus of 
the audits”, IATA says. “The current 
practice of independently auditing 
[GSP] headquarters and stations will 
cease. From January 2018, for ISAGO 
registration purposes, the headquarters 
will be audited fi rst and the focus will 
be on the corporate policies, programs 
and procedures in place within the 
organisation to perform ground 
operations at all its stations.”

Monika Mejstrikova, head, ground 
operations audits at IATA, explains 
further: “There will be an emphasis 
on standardisation and documented 
processes and procedures throughout 
the organisation. Documentation ref-
erences will be assessed and recorded 
in the headquarters audit report for 
use during subsequent station audits 
to demonstrate the management and 

control the GSP has over its ground 
operations at all its stations.

“A subsequent station audit will 
therefore focus less on documentation 
reviews and more on local implemen-
tation, addressing airline and station 
variations and the system the GSP has 
in place to manage those deviations 
from the corporate procedures.”

Sampling techniques will be en-
hanced to increase the number of sam-
plings collected and recorded in the 
report, making the assessment more 
reliable. The report will contain more 
detail on the assessment of conform-
ity and station/local deviation from 
corporate processes, including records 
related to airlines’ turnaround obser-

ISAGO UPDATE
IATA Integrated Solution for 
Ground Operations 
THE EFFECTIVE WAY HOW TO 
 Manage risks in ground operations 
 Improve efficiency and reduce injuries, ground damages and costs 

Risk management is the key to connecting the 
critical components in ground operations 

BENEFITS 
 Standardized procedures, standardized performance 
 Reduced work complexity and consistent turnaround times 
 Decreased training time 
 Standardized oversight and continuous monitoring 

 
 

 Reduced audit workload and audit redundancy 
 Identification of hazards and measurement of corrective actions 
 Established baseline of ground damage 
 Data driven improvements of performance 

 

RISK 
Management 

AHM 
Airport Handling 

Manual 
 

Identification & update of industry 
recommended practices 

IGOM 
IATA Ground 

Operations Manual 

Hazard Identification 
  

Development and implementation 
of the standardized procedures 

ISAGO 

On-site verification of implementation 
of ground handling procedures 
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Reduction of risk in Ground Operations 

vations, Mejstrikova adds. 
“As a starting point we will still 

audit all the stations that apply for 
ISAGO station accreditation; however, 
we believe that if a ground handling 
company decides to go for ISAGO 
registration and implement ISAGO 
requirements, then it should be net-
work-wide, meaning there should not 
be major differences between different 
stations as they will all follow the cor-

porate requirements with some local 
deviations, which are logical and re-
lated to airport/country specifics.”

INVESTMENT
Another change sees ground service 
providers (GSPs) being required to 
fund ISAGO audits – a point of some 
contention in the industry.

According to Mejstrikova: “Defi-
nitely the change for the GSPs is a ma-
jor one: they will need to cover the cost 
of the audit, in the same way the air-
lines cover the cost of the IOSA audit 
or any other similar certification such 
as ISO.

“If we want the professionals from 
the industry to perform those high-
quality audits, to validate the GSPs’ 
conformity to industry standards, or 
the effectiveness of their SMS imple-

mentation, then it’s more than clear 
that there is a price for that and we 
must compensate these auditors for 
their work.”

The return on investment for GSPs 
remains “quite difficult to prove”, Me-
jstrikova concedes. However, she notes 
that unlike 10 years ago, the major-
ity of GSPs now have their own docu-
mentation system that is fully under 
their control, as well as training pro-
grammes that airlines have approved 
and can rely on, and quality assurance 
programmes for continuous improve-
ment. She feels that GSPs “implement 
IGOM and take ISAGO as a competi-
tive advantage”.

On top of that, the reporting cul-
ture has increased, leading to a 20% 
reduction in the ground damage inci-
dent rate between 2013 and 2017 (ac-
cording to figures from IATA’s Ground 
Damage Database – GDDB).

“All of these things are significant 
improvements for our ground opera-
tions’ safety and ISAGO plays a great 
part in it,” Mejstrikova says. “It is diffi-
cult to put a dollar sign on it; however, 
the benefits for all stakeholders are in-
disputable.”

Going forward: “The one thing that 
we must improve is the reduction of 
duplicate audits and this is something 
that IATA takes very seriously. We are 
discussing this topic with our OPC and 
Board of Governors to find the best 
way to decrease the number of audits 
and start collecting some global sta-
tistics. This will definitely be our pri-
mary aim for years to come, working 
even more closely with airlines and the 
regulators. 

“Another area we need to explore is 
to work with insurers to find out how 
to obtain a credit for those GSPs that 
implement ISAGO and see if their pre-
mium could be reduced.” 

SELF-
REGULATION
Mejstrikova observes: “Ground han-
dling is one of the areas that is not 
covered by ICAO Annexes, so the 
industry (airlines, GSPs, even some 
regulators and airports) has devel-
oped its own solutions (including 
IATA IGOM, ISAGO and GDDB) that 
work quite well and are moving us 
towards reduction of risk in ground 
operations.

“I don’t see many reasons why the 
regulatory framework would need 
to develop new sets of requirements 
to regulate ground operations; our 
preferred option would be for them 
to endorse the existing one, the one 
we have already developed and that 
has been proven. In addition I would 
love to see more regulators and air-
ports on the board of ISAGO helping 
us to shape its future.

“Regulation is also usually very 
costly in comparison to industry 
self-regulation. Moreover, it might 
happen that each regulator may 

their country, which would not sup-
port global standardisation and 
harmonisation,” she concludes.

Monika Mejstrikova, 
head, ground 
operations audits 
at IATA
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Nowadays, handlers need to apply operating rules and procedures a hundred different ways 
to meet hundreds of airlines’ requirements. In order to simplify and streamline cargo handling 
activities, the International Air Transportation Association (IATA) has developed and published 
the IATA Cargo Handling Manual (ICHM), which will help airlines and handlers to work together 

T
he publication is the result 
of two years’ development 
by IATA’s Cargo Han-
dling Consultative Council 
(ICHC), taking the best of 

all the cargo handling manuals pro-
duced by the individual airline mem-
bers of the ICHC.

Andre Majeres, manager, cargo 
and mail operations and standards at 
IATA, explains: “It’s still important to 
recognise the individual needs of each 
airline, but among all these different 
variations, IATA has found that more 
than 90% of the cargo handling op-
erations are performed similarly. From 
this angle, it becomes clearer that the 
industry should be able to figure out 
the best way to accomplish a given 
task, agree on one best practice, and 
then adopt it across the spectrum.”

The new ICHM was launched at 
the World Cargo Symposium held in 
Abu Dhabi in March this year. Based 
on the IATA industry-approved Mas-
ter Operating Plan, it translates the 
door-to-door process – from shipper to 
consignee – into working instructions, 
Majeres explains.

The goal of the ICHM is to increase 
harmonisation across the global cargo 
handling industry, as well as improv-
ing efficiency and safety – and a new 
version is already under publication. 

“We’ve received great initial feed-
back from the industry for the first 
edition of ICHM. 

“Many airlines and cargo handlers 
are now considering applying the 
ICHM to their operations,” says Ma-
jeres. 

The second edition of ICHM (2018) 

will include air mail operations linked 
to the growing e-commerce market 
trend and irregularity reporting, as 
well as mandatory and highly recom-
mended competency-based trainings 
for cargo handlers.

IATA says shippers and freight for-
warders will also be asked to provide 
input for the development of future 
editions, helping all parties under-
stand each other’s role in the cargo 
handling process.

Majeres goes on: “You never hear 
enough about the ICHM but you can 
see how it relates to IGOM (IATA 
Ground Operations Manual): one cov-
ers landside operations and the other 
covers airside, and these areas have to 

communicate.”
The IGOM’s scope is limited to 

safety-based working instructions 
whereas ICHM has a much larger 
scope. Chapter 3 of IGOM (which used 
to cover cargo and mail handling pro-
cedures) will be removed to now con-
tain relevant material from the ICHM 
applicable to ramp. They are mutually 
feeding into each other.

Having the same baseline for cargo 
handling activities also benefits air 
cargo operators in terms of audits. For 
ground handlers, operations and facil-
ity standards have already been au-
dited by IATA’s Safety Audit of Ground 
Operations (ISAGO). If a ground han-
dler also performs cargo handling ac-
tivities, the auditor would only spend 
one or two more days evaluating cargo 
contents. Majeres says: “We work very 
closely with ISAGO to ensure that 
cargo handlers comply with all car-
go-related operations. ISAGO is now 
making reference to the ICHM and we 
continuously develop content as the 
manual evolves.”

Majeres is keen to emphasise that 
this will not be another new audit, 
though – “the industry has enough of 
those already!”

To truly unify the air cargo indus-
try, all parties need to move forward 
together in the same direction, and 
implementing this cargo handling 
manual is one of the first steps towards 
standardisation. IATA strongly be-
lieves that the ICHM will provide the 
necessary guidelines and working in-
structions for cargo handlers, simplify 
the business and open the door to new 
opportunities. 

AIMING FOR 
HARMONY

You never hear enough about 
the ICHM but you can see how 

it relates to IGOM (IATA Ground 
Operations Manual): one covers 

landside operations and the 
other covers airside...
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TWTWIGIGAA

Maurizio Anichini, co-
founder and chairman 
of Bangkok-based 
aviation training and 
consulting company 
Twiga Aero, shares his 
views on the Standard 
Ground Handling 
Agreement (SGHA) of 
the future

A
irlines are outsourcing more than 70% of the 
global services and the trend continues to grow. 
Their business model continues to evolve as they 
focus on core activities. Being ‘lean’ means more 
outsourcing at all the outstations and in many 

cases the main hubs also fall under this category. This creates 
complexities in the partnerships between airline and GSP 
(ground service provider). The airline has greater demands 
in terms of on-time performance (OTP), mature safety man-
agement systems and shorter turnaround times to optimise 
aircraft utilisation.

Currently, a contract is established and the SLA (service 
level agreement) follows suit, often well after the SGHA is 
signed. ‘Scope creep’ sets in when local airline managers at-
tempt to implement their headquarters’ view whilst trying 
stretch the requirements by putting pressure on the GSP for 
more equipment, less time, more staffing etc.

BONE OF 
CONTENTION

Maurizio Anichini and 
Brenda Aremo-Anichini, 
co-founders of Twiga Aero
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This results in several challeng-
es that make it a struggle to keep up 
standards. The GSPs tend to accept 
stringent terms in order to win busi-
ness, though they know they may face 
difficulties in fulfilling the contractual 
requirements. The airlines know that 
GSPs will accept harsh SLAs with se-
vere penalties.

The GSPs, meanwhile, get the busi-
ness and then realise they’re not making 
any profit – but they want to keep their 
customer. Some GSPs even take on cli-
ents knowing they will make a loss.

THE ELEPHANT IN THE ROOM
By outsourcing over 70% of their services 
the airlines have thrown their focus onto 
their core activity – and, more and more 
knowledge has been transferred to the 
GSPs. Therefore, the knowledge across 
the negotiating table is not as detailed, 
so the contractual demands are made by 
people who don’t really understand the 
operational environment.

Airlines are trying to regain con-
trol of GSPs through contracts and 
service level agreements that involve 
sanctions. Furthermore, AGSA (IATA’s 
Aviation Ground Services Agreements 
Task Force) is working on the 2018 
version of the IATA ‘yellow pages’ and 
it is anticipated that these will become 
an integral part of the agreement in 
2018. They will likely include clauses 
relating to consequential loss, which 
would mean that GSPs would be asked 
to pay for damage to aircraft – with the 
maximum liability going up dramati-
cally from its current level of US$1.5 
million, and potentially becoming un-
limited.

The cost of an aircraft being 
grounded for an extended period of 
time, and the specialist engineers re-
quired to repair it, could run into tens 
of millions of dollars. Airlines are in-
sured to cover that sort of amount but 
the GSP is accountable for the first 
$1.5 million.

It took three decades of negotia-
tions to get the current SGHA in place, 
being equitable towards everyone it af-
fects. Having everyone sign up to the 
new agreement, with GSPs being lia-
ble for consequential loss, simply can’t 
happen.

If GSPs did accept more liability, 
their insurance premiums would go 
up, which would mean that they would 
not be able to provide their services 
at the originally agreed price. Airlines 
would be forced to accept very high 

fees for their turnarounds. Or, in some 
cases GSPs may cut back on critical ar-
eas and could even end up damaging 
aircraft more easily.

The ramifications of ground dam-
age as we will come to find it (that is, 
as more composite aircraft come on 
line) will be a big point of contention.

SOLUTIONS
The SGHA is one of the critical elements 
for our industry going forward. 
Transparency when coming to the 
negotiations table is key. Airlines need 
to understand the challenges the GSP 
faces in terms of safety, security, quality 
output, OTP and so on. Preparation 
of a contract must include specific 
performance parameters in respect of 
operations, safety, quality and security, 
and cannot simply focus on the cost of 
services and volume discounts.

In the end the solution is not to 
continue to over-insure. Insurance 
brokers are very happy when dam-
age occurs because they can push up 
the premiums. It’s about prevention, 
which lies in the relations between 
parties and the ability of GSPs to deliv-
er services with a proven track record 
of being truly conscious and conscien-
tious. For all the systems, audits and 
efforts, implementation of Standards 
and Recommended Practices (SARPs) 
is only at 65% globally according to 
ICAO statistics. The International Civ-
il Aviation Organization has had a hell 
of a time trying to convince countries 
these standards must be implemented.

There is now some discussion 
about a non-IATA SGHA. This is not 
the first time it’s been heard, and it’s 
been brewing slowly. The airlines are 
attempting to control GSPs through 
very harsh means, getting them to do 
more for less – which is not realistic. 
A non-IATA SGHA would likely take 
the IATA one into account: it wouldn’t 
throw the baby out with the bath wa-
ter. But the level of liability would need 
to be commensurate with what the in-
dustry can sustain.

There has been a shift of power and 
the airlines are not always holding the 
reins. The possibility for a non-IATA 
SGHA exists now; the dynamics are 
in play and the GSP industry is ma-
ture enough. But whatever comes out 
of this will take the industry forward. 
GSPs are interested in doing business, 
growing their company and their mar-
ket share – everyone is striving for the 
same thing. 

MONEY  
WELL SPENT
Insurance companies, underwrit-
ers and brokers hold a bursary that 
they use to entice clients, Anichini 
says. For instance, they might be 
unable to reduce a premium but 
they could offer to pay for training 
instead.

“Sadly, many people don’t even 
know that bursary exists – the in-
formation doesn’t get passed on 
through the organisation. This is 
such a waste. Training helps retain 
staff better because they feel val-
ued by a company that invests in 
them.

“There is a lack of understanding 
among both airlines and GSPs re-
garding what the SGHA really is. A 
course in SGHA is money well spent; 
it saves people going into a multi-
million dollar negotiation without 
the knowledge they need. This will 
have to change with the new com-
posite aircraft,” he concludes.

Training helps retain 
staff better because they 
feel valued by a company 

that invests in them



AGS NETWORKING SUMMIT 2018

In an exciting development for Airline Ground Services, we are pleased to announce 
the launch of the AGS Networking Summit: an opportunity for airlines and handlers to meet 
for valuable, meaningful discussions that lead to real opportunities

T
he first AGS Networking 
Summit will take place 
on 6-8 March 2018 at the 
London Heathrow Mar-
riott Hotel. Organised by 

AGS publisher EVA International Me-
dia, the event seeks to offer airlines 
and handlers a space in which to con-
duct productive one-to-one meetings 
regarding existing or new contracts 
and operational needs. 

EVA International Media has been 
launching and running aviation maga-
zines and events with great success 
since the late 1980s. This new event 
aims to provide an identifiable return 
on the investment of personnel, time 
and money involved in taking time 
away from the office for an industry 
gathering.

Bringing together handling com-
panies with the relevant procurement 
managers from airlines, EVA Interna-
tional Media will assist in arranging 
exclusive appointments in private of-
fice suites as well as ad hoc meetings 
by reservation.

One of the first companies to sign 
up for the summit is Paris-head-
quartered Worldwide Flight Services 
(WFS). John Batten, EVP cargo Eu-
rope, Middle East, Africa and Asia 
at the handler, believes that senior 
managers with tight schedules “want 
a forum to hear new ideas that will im-

prove customer satisfaction, increase 
customer loyalty, and provide business 
efficiencies”.

Pointing out that ground handling 
is now a big focus for WFS (whose 
business has historically been mostly 
in cargo), he explains: “We want to 
bring something new to the ground 
handling market that gives customers 
the resilience they need in an increas-
ingly intense operating environment, 
backed by our global commitment to 
the highest standards of safety and se-
curity. We want to take responsibility 
for bringing customers new ideas, in-
novations, and economies of scale.

“Therefore, an event organised by 
people who understand our industry, 
and that brings together customers 
and prospects, is extremely timely and 
attractive.

“Sitting together and engaging 
with customers most often results in 
the best solutions. Delivering both cost 
and service efficiency just needs open 
and honest communications from both 
sides and that’s what we’re hoping for 
from this event.”

Another early sign-up is Havas 
Ground Handling Co (Turkey’s larg-
est ground handling services provid-
er). Mete Erna, the company’s deputy 
general manager, sales and marketing, 
is clear: “The decision to support the 
AGS Networking Summit in London 

was a simple one. The specialised con-
text of the networking space provides 
the best opportunity to further develop 
our business relationships.”

Batten is also keen to highlight the 
benefits of holding this first AGS Net-
working Summit in London. “It makes 
sense for airline industry events to 
take place at major aviation hubs and, 
in this respect, London most certainly 
fits the bill.

“It is a city airline executives go to 
on a regular basis for their own busi-
ness requirements so being able to 
combine this with attending a new 
event focused on their needs will only 
help to improve the level of participa-
tion,” he considers. 

Please contact Harley Khan for 
further information, bookings 
and sponsorship/advertising 
opportunities: harley@evaint.com

RETURN ON 
INVESTMENT

FEEDBACK

An anonymous scoring system will 
be in place at the AGS Networking 
Summit, allowing participants to 
indicate how productive they feel 
their meetings are, as follows:

GREEN signals that the meeting 
was very productive, that 
participants were fully engaged, 
and that there is a high chance that 
they will keep in touch with the 
other party. 

ORANGE means that the meeting 
was relevant, cordial and there may 
be a chance to work together in the 
future. 

RED signals that the meeting 
was either a formality or that no 
acknowledgement of any future 
plan to work together in any 
capacity was noted. Red also signals 
that either the contact was not 

 or that the 
service required was not provided 
by the GSP.

56 Airline Ground Services Winter 2017/Spring 2018 www.ags-airlinegroundservices.com






