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ROUTE DEVELOPMENT
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R

oute development is the
life-blood of the aviation
industry, a means of promoting growth, securing profits and satisfying
various constituencies. Ground handling services, by contrast, may seem
like poor relations, an after-thought
when route decisions are being made.
Ground handling can represent as
little as two to three per cent of the
global costs of establishing a new route;
hence, airlines tend to opt for the latter
before considering the ground services
to support it.
4 Airline Ground Services June 2012

Why are new routes created and
which factors predominate? “Much
depends on from whose perspective
they are being considered,” says Chris
Cain, strategic airport consultant
and Associate Director of Northpoint
Aviation Services.
“From an airport’s perspective,
they’re looking to maximise the utilisation of their assets, getting as many
passengers through as they can within
deﬁned performance standards, whilst
optimising ancillary revenues while
they do so. From a stance that’s not
purely commercial, airports also serve

their local communities, look to provide
them with access to business and leisure
destinations, and to present opportunities for movement of goods by air – in
other words, they serve a wide range of
purposes. From an airline point of view,
they’re looking to identify routes that
will perform commercially for them,
based on their business model and the
operational parameters they have, slots
they have access to, where their aircraft
are based, whilst optimising aircraft utilisation; again, it’s all about securing return on investment because aircraft are
very expensive assets. An additional laywww.evaint.com
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er of complexity is added by the competition there is between airports to attract
limited airline capacity. Most airlines
have bases and typically, though not exclusively, will focus on serving markets
that seem likely to produce the highest
yields from them. So when they go to
the route conferences, they will compare
one airport’s market and commercial offer against everybody else’s to see which
airport offers the best option for deployment of their aircraft.” In these complicated negotiations, Cain regards good
ground services are an essential prerequisite for an airline, but not a key deterwww.evaint.com

minant of route development decisions.
Consultancies such as Cain’s aim to
analyse underlying demand to identify
potential market opportunities, using a
variety of sources of data. This can include catchment areas (i.e. where passengers live or work), where they are ﬂying from and to, the kind of routes they
are using or would like to use, whether
they are travelling for business or leisure, economic factors such as the existence of high GDP centres, the presence
of particular businesses that are international in character, major tourist attractions and many other factors.
Identifying network gaps or underprovision is the key objective. So, for
example, connecting rapidly growing
emerging economies to the wider world
represents a major opportunity, while
access into London from the UK regions
is what Cain describes as a “hot political issue,” given the lack of capacity at
Heathrow and other London airports
such as Gatwick. British regions often
also wish to acquire access to one or
more US or European hubs, and/or another in the Middle East such as Doha,
Dubai or Abu Dhabi. “Most airlines do
their own in-house research of routes
but they look to airports and people that
are often working on behalf of airports
in order to present the opportunity.”
The current recession on the one
hand, and the rise of low-cost airlines
on the other, have nevertheless affected
route development. People are ﬂying less
because they have less money to spend,
although Cain also cites the major impact of Air Passenger Duty, particularly
on British domestic and international
long-haul ﬂights. High fuel prices in
turn can also make certain markets too
marginal, prompting airlines to reduce
frequency or ﬁnd other, more viable
routes. Stephen Ayres, Communications Manager at Exeter International
Airport in Devon, UK, points out that
a master plan for the airport, compiled
in 2007, envisaged over 3,000,000 passengers by 2030 “but the assumption is
that that ﬁgure is way off because of the
recession…” Exeter has nevertheless secured Sharm el-Sheik this summer, and
a 20-year-old link to Toronto is back in
May. “It is a matter of continually talking
to the operators of the airline and making sure that they have conﬁdence in our
ability to put passengers on seats from
this south-west region,” says Ayres.
Low-cost airlines have meanwhile
stimulated markets, particularly leisurebased ones, where they previously did
not exist, and such carriers now access
a range of destinations at larger airports
on a direct basis. “They’ve created

competition and wherever there’s
competition, everybody has to be more
efﬁcient and that usually means that
passengers can ﬂy routes more costeffectively,” says Cain.
New technology such as video conferencing, rather than stopping airline
and route development, has stimulated
opportunities by allowing businesses to
operate on a global scale and “may even
have some impact in encouraging travel,”
Cain argues. The rise of the Internet has
meanwhile facilitated ticket price comparisons and simpliﬁed booking procedures, thus helping to stimulate markets
and routes. Technological changes have
also made aircraft quieter and more
fuel efﬁcient, and/or capable of serving
longer, thinner markets (such as the 787
and the forthcoming A350), allowing
direct services that previously involved
hubs. New aircraft models can also take
off and land on short runways, further
promoting business opportunities. “The
technology of aircraft is still evolving …
and it’s one of the things that radically
change the market on a periodic basis.”
How signiﬁcant are ground services
to airlines contemplating new routes?
Murray Williamson, Air Canada’s General Manager, Commercial Operations,
Europe, Middle East, Africa and India,
is concerned that sometimes, the ground
handling aspects appear to be left until
last, after all the other strategic areas
have been settled.
Williamson is clearly considering the
potential loss of commercial advantage.
“It would be nice to dangle a bit of a carrot and say, “We’re thinking of ﬂying into
x, y and z; can you give me some com-

It would be nice to
dangle a bit of a carrot and say, “We’re
UIJOLJOHPGmZJOHJOUPY ZBOE[DBO
you give me some competitive rates?”
Murray Williamson, Air Canada’s General
Manager, Commercial Operations, Europe,
Middle East, Africa and India
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petitive rates?” He points out that his
bargaining position is inevitably eroded
once an airline announces its new route,
particularly to destinations with just one
or two ground handlers.
Williamson also sells ground handling services at London Heathrow and
buys them in everywhere else; hence,
he is in competition with other ground
handling companies. “It’s quite a highcost business because you are looking at
expensive equipment such as pushback
tractors, and there is a number of ground
handling companies around; they could
be different at every station you go to.
There are the big guys of this world, the
usual handlers seem to pop up in most
locations, but mainly we choose to negotiate station by station, although we do
have some global ground handlers that
look after us in multi stations.”
Air Canada offers ground handling
services at Heathrow “really to utilise
the troughs in our own operations;
we’re self-handling, we have up to 12
ﬂights a day, so for example, I would
utilise operational down time of staff
and resources to offer cost-effective
ground handling to third party carriers
to offset our costs and provide incremental revenue where possible.”
6 Airline Ground Services June 2012

Selling such services is contingent on
the recipient being in the same terminal
as Air Canada and ﬁtting into the latter’s
work plan. Airlines execute ground handling in a slightly different way to pure
ground handlers, Williamson points out.

From an airline point
of view, they’re looking to
identify routes that will perform
commercially for them
Chris Cain, strategic airport consultant
and Associate Director of Northpoint
Aviation Services

London is also highly competitive,
says Williamson. “It’s predicated around
or has become more predicated around
which alliance you’re in, in other words
which terminal you’re operating out of.
There are ﬁve or six ground handlers at
the moment and I think that if you’re a
new airline coming into Heathrow – if
that were possible – you would be able
successfully to get the best price by going
around the houses.”
Don Hunter, recently retired from
Oman Air after 43 years in the aviation
industry, describes as “absolutely true
and … very frustrating” the ‘reactionary’ approach to new routes and ground
services. Hunter, who also spent nearly
20 years with Cathay Paciﬁc and worked
for Virgin Atlantic, is concerned about
safety as well as proﬁtability. He cites an
example from his time with Oman Air,
which in 2011 was seriously considering ﬂying to Khartoum and was at an
advanced stage in the tendering process.
However, the airline’s audit team and
ﬂight engineering staff had doubts about
the safety aspect of operations in the city,
and the airline eventually abandoned
the planned route.
In 2011, Oman Air also came close
to launching operations to Moscow’s
www.evaint.com
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Domodedovo or Sheremetyevo airports;
however, Hunter insisted on a ground
handling input “because operating in
Russia is difﬁcult at the best of times,
and some of them are monopolies and
some places you’ve got a bit of competition, and I took the unusual step of actually going up myself... when it came to
Moscow and difﬁcult places, whether
they are difﬁcult from a safety point of
view or difﬁcult as an operational environment, it needs to be represented at a
fairly high level.”
Hence, security and competition visà-vis ground handling services can vary
from one destination to another. Competition laws prevent monopolies within
the European Union; moreover, as Williamson points out, the more advanced
nations have greater choice in ground
handling terms “mainly because that’s
where people want to ﬂy to and therefore that’s where the volume is, that’s
where the proﬁt is for ground handlers.”
Smaller, regional airports tend to arrange check-in, baggage-handling, fuel
provision etc in-house “and until you
hit two million passengers, you aren’t
required to offer competitive ground
handling services,” says Chris Cain. “For
medium and larger airports, it’s important that your ground handling operates efﬁciently, that it’s cost-effective
because otherwise it will affect overall
charging levels and that could affect the
perception of the airport and whether
airlines can operate from it.” Exeter Airport’s Stephen Ayres indeed speaks of a
“one-stop shop… when we’re talking to
airlines, we do say there’s a great deal
of ﬂexibility because we’re all working
to the same operations director… we
are just taking delivery of getting on to
£300,000 worth of new catering outlets… so that’s something that an airline
would presumably want to look at…”
Williamson cites price, service, quality, standards and above all, safety as his
criteria for judging potential suppliers,
based on IATA’s IOSA safety and training protocol. “They can do the service,
they can do it really swiftly, but if they
can’t do it safely and if they can’t do it
without damaging my aircraft or injuring their own people, then I don’t want
to do business with them.” Airlines are
unlikely to invest in the launch of operations until a potential route has been
recognised as a safe environment.
Don Hunter refers to Cathay’s “very
mature” and “very robust” new route
start-up process, where every stakeholder in the airline had a “voice that
was listened to when it came to ground
handling, because it doesn’t matter in
mature places like going to Singapore or
8 Airline Ground Services June 2012

going to Bangkok ... but it does matter
when you’re going to an airport that is a
really difﬁcult, operationally challenged
environment that all stakeholders are
involved in.”
Most mature airlines follow a broadly similar process. Each tends to send
a team of ground handling and ground
operations experts to the established airports once a year or once every two years,
to carry out audits of existing operations.
An airline may then consider launching
a new route, whereupon it will send the
team to assess a number of handling
agents according to a checklist mirroring that of the standard annual or bi-annual audit. This covers training records
and manuals, weight balance training,
weight balance documentation and inspection, operational performance on
the ramp, observation of turnaround in
terms of vehicle safety, driver discipline
and the condition of the equipment, and
as well as discussions with other carriers
regarding safety issues.
Nevertheless, the process can vary
from airline to airline. Hunter points
out that mature carriers understand the
risks of getting things wrong from a security and/or operational point of view:
“...it’s not really about check-in counters,
it’s about safety on the ramp and weight
balance and all of the really important
technical side rather than the soft side
of it.”
Standards of ground handling can
indeed vary around the world. Hunter
cites the example of Zanzibar Airport,
to which Oman Air recently returned
after having pulled out for a number of

years because of airﬁeld problems: “...the
runway was breaking up and the fencing
around the airport wasn’t adequate, so
there were sheep and goats wandering
around the place. The airport authority
has spent a lot of time and effort putting
that right, so we decided that we’d take
another look at it from an operational
point of view, and they’re very resource
challenged there in terms of facilities but
actually they do a pretty good job.” By
contrast, in December 2011, Oman Air
started ﬂying to Zurich, “...the other end
of the spectrum where you know that
everything is going to run like clockwork
and there are lots of options – I think we
had three bids there and they were all
operationally tip-top.”
Hunter also rightly points out that
the ofﬁcial running the ground handling
element of an airline’s operation, as the
nominated post-holder with the regulator, ultimately takes responsibility for
safety issues on the ground, both at the
home station and everywhere else: “...if
he gets it wrong, he’s the guy who goes to
jail, so there’s a great need really to get it
right, and not to go with a ground handler that doesn’t make you happy.”
Regular ground handling conferences bring many key players, together,
including ground handlers, handling
agents and airlines, and often raise various issues such as safety and tendering,
while presenting ground handling opportunities. As Hunter points out, “that’s
got to be good for the industry, and it’s
got to be good for the country, which
may be struggling with ways of raising
their standards.”
www.evaint.com
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As David Smith reports, Texas-based Southwest Airlines has been the model for other
carriers in the low-cost airline sector for years although it’s quite different in some respects

T

he business strategy of
America’s most successful
airline has been assiduously
copied by the likes of Ryanair
and EasyJet in Europe, as
well as many other airlines all over the
world, including Canada’s WestJet,
Mexico’s Volaris and Turkey’s Pegasus
Airlines. Why are new routes created
and which factors predominate? “Much
depends on from whose perspective
they are being considered,” says Chris
Cain, strategic airport consultant
and Associate Director of Northpoint
Aviation Services.
Not everything about Southwest’s
model, however, has crossed the Atlantic to Europe. The trend, for example,
among European low-cost carriers is to
outsource a lot of ground handling op-
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erations in order to save money. But in
the US, independent ground handling
operations are still a rarity and Southwest still uses almost all its own staff at
its 93 locations.
“Under pressure to save money, some
of the US carriers are outsourcing more
of their operations, but our preference at
Southwest is to stay with our own people,” said Anne Naylor, a senior director
of ground operations. “This is partly a
question of efﬁciency, but it also ﬁts in
with our culture. We are less interested
in cost efﬁciency and more in treating
our employees as one big family. It might
sound corny, but in reality it really does
feel like that at Southwest. We try to impress on our staff that it’s a career and
not just a job. We ask everyone to abide
by the ‘golden rule’, which means ‘treat-

ing others as you wish to be treated’.”
Naylor says that in an era of
disgruntled airline staff, the Southwest
ground operations teams retain high
levels of job satisfaction and tend to
stay with the company long-term. She
says that the fair and caring mindset
permeates everything the company does
and is responsible its long-standing
commercial success.
Southwest has proved remarkably
resilient to the storms sweeping
through the airline industry. Since
its foundation in 1967, the airline has
grown and grown. It now serves 93
destinations in 37 states, operating
more than 3,400 ﬂights a day with
more than 37,000 employees.
Although full-year proﬁt dropped
from US$459 million in 2010 to US$178
www.evaint.com
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million in 2011, those ﬁgures were the
envy of most other American carriers.
The sum was also good enough to maintain Southwest’s record-setting 39-year
streak of continuous proﬁtability.
Southwest remains the largest airline in the US in terms of the number of
domestic passengers carried and is still
expanding its operations. Earlier this
year, it bought AirTran Airways, which
is now run as a fully owned subsidiary.
Technically, the two airlines are one
business with a single operating certiﬁcate. AirTran serves 63 cities in 30 states
with around 790 ﬂights a day. AirTran
also serves seven international destinations in the Caribbean and Mexico. It
employs around 8,500 workers.
Southwest is also admired by its
customers. For example, in a 2006 surwww.evaint.com

vey, by the US Department of Transportation, it ranked number one out of
all US airlines for the fewest customer
complaints, with 0.18 per 100,000 passengers. Southwest continues to receive
very few complaints about its service.
The business community respects
Southwest’s success. In 2011, Fortune
Magazine named it fourth in a list of
the world’s most admired companies,
citing its continuous proﬁts and excellent relationship with customers. One of
the differences between Southwest and
many other US airlines, the magazine
said, was that it retained its integrity by
refusing to tack on hidden fees.
“We value our long-term relationship with passengers more than cutting
costs in the short-term,” said Naylor.
“With Southwest what you see is what
you get. Our website is transparent and
there are no hidden costs. Most other
US airlines now charge for bags, for example, but we abide by the ‘golden rule’
and we know customers won’t want to
pay US$25 or US$50 extra to check in
a bag. They can take as many bags as
they want which, of course, means more
work for our ground handling teams,
but it’s actually a great marketing tool
for us and helps differentiate us from
our competitors.”
Neither does Southwest impose additional fees for items such as seat selection, fuel surcharges, curb side check-in
and telephone reservations. This all ﬁts
in with the company’s pledge that it is
“in the customer service business – it
just happens to ﬂy airplanes”.
Other airlines, Naylor believes, are
playing a dangerous game with their
customers. Although they may save
on ground handling fees and maximise proﬁt in the short-term, they are
damaging the relationship of trust
with the passenger. Such an approach is far less likely to lead to
loyal customers, she felt.
The Southwest approach is
in stark contrast to the policies of
some European carriers, such as
Ryanair. The Irish airline has been
roundly criticised by the UK’s
Ofﬁce of Fair Trading for

“taunting consumers” with “puerile”
charges when booking supposedly free
ﬂights. The OFT said Ryanair “got away
with it” by cleverly operating “outside
the spirit of the law, but within the narrow letter of the law”.
Southwest’s ground operations management style ﬁts in with the fair ethos.
“We don’t really subscribe to titles as
much as expectations,” said Naylor. “As
leaders we have to abide by the same
goals and strategies, which are shared
by employees at all levels. It’s not a loose
structure, but it feels like everyone is at
the same level even though sometimes
someone has to make decisions.”
Southwest’s ground handling teams
are given the option of part-time work,
but a cut in their hours is never forced
upon them. Whereas some European
handlers are imposing part-time work
to save money, the airline leaves it up to
the employees.
“We could save more money by having more part-timers, but we would not
end up with so many contented staff,”
said Naylor. “But we are ﬁnding now
that a lot of baggage handlers, and other
workers, actually want part-time work far more than 10 years ago. When they
do want it, we try to use that as a way
of creating more efﬁciency in our operations, but it’s their choice.”

We are less
JOUFSFTUFEJODPTUFGlDJFODZBOE
NPSFJOUSFBUJOHPVSFNQMPZFFT
BTPOFCJHGBNJMZ*UNJHIUTPVOE
DPSOZ CVUJOSFBMJUZJUSFBMMZEPFT
GFFMMJLFUIBUBU4PVUIXFTU
"OOF/BZMPS BTFOJPSEJSFDUPSPG
HSPVOEPQFSBUJPOT 4PVUIXFTU
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Workers’ rights are respected. In
contrast to its non-union competitor
JetBlue Airways, Southwest’s workers
are highly unionised. Below the wing
staff belong to the Transportation Workers Union, but disputes with the unions
have been rare.
Southwest’s ground handlers are all
multi-skilled. This means they can carry
out baggage handling, ramp handling,
or even provide catering facilities if they
are required at smaller airports where
there are no catering staff (Southwest
offers free in-ﬂight beverages and complimentary snacks on all ﬂights).
Multi-skilling also means that specialist de-icing staff is not required at
snowy northern locations in winter. The
biggest use of de-icers is at Southwest’s
two busiest locations - Chicago Midway, which has 243 daily ﬂights from 35
gates, and Baltimore-Washington, with
252 ﬂights from 26 gates.
“We can still cover the extra requirements by using our full-time staff
in winter,” said Naylor. “We tend to just
offer more overtime at certain periods
of the year. So winter does not really
represent a great logistical challenge
for Southwest. Except if we get a lot of
requests to be transferred to Fort Lauderdale in Florida when it gets cold in
the north!” she joked.
The greatest emphasis is on safety.
This translates into better customer
service because there are fewer delays
and more planes leave on time. It also
dramatically cuts operating costs.
The average of one accident and nine
injuries per 1,000 departures costs
US airlines about US$250,000 per
12 Airline Ground Services June 2012

incident, or US$10 billion per year.
The key to reducing the number of
incidents, Naylor believes, is to enhance
communication amongst the ground
operations teams. To this end, the
airline recently introduced a groundbreaking innovation, which is unique to
Southwest.
The Flightcom hands-free wireless
aircraft pushback system was brought
in at 99 per cent of stations in the ﬁrst
quarter of 2012. The technology increases coordination between the ground support team and the pilot, which reduces
the risk of accidents. Wing walkers can
speak directly with tractor operators and
there is also wireless contact between
wing walkers and pilots. Instant voice
communication means ground teams
are no longer dependent on traditional
visual hand signals or wands.
“The crew are ecstatic about the new
technology,” said Naylor. “We studied
long and hard for several years before
introducing it. Five years ago, the technology simply wasn’t advanced enough.
But now the wireless apparatus is much
more effective and operates at a range
of 1,600 feet. The hearing protection
is 26dB which is also much better than
standard headsets.”
The Flightcom devices have already
helped to avert potentially dangerous
scenarios. “We’ve had a few incidents
in which it has possibly stopped an accident from happening. In one recent
incident, for example, a station reported
that another airline had cut into the path
of the push-back tractor. There could
have been a collision, but the marshaller
radioed the driver to stop the tractor and

the danger was avoided. The system has
been so effective that we’re now looking
at putting it into our de-icer trucks.”
Naylor says an emphasis on safety
has to be the lynchpin of any successful airline operation. “We believe that
if the safety and security is there, the
whole matrix of costs will fall into place.
If we can turn aircraft around on time
and safely we will maximise the use of
our ﬂeet as well as pleasing our customers. And we pride ourselves on having a
great record on turnaround times,” said
Naylor. “The emphasis of ground operations has not changed for us since the
2008 ﬁnancial crisis and the steep rises
in the cost of oil. We still emphasise the
same things – safety, efﬁciency and the
customer experience. We can’t control
the cost of oil but we can control those
other factors,” she said.
Ground handling staff is also trained
in security procedures. “We test all the
ground operations staff and people
might say what does a ramp handler
need to know about security? But it
helps them to understand our global
operations and they know 99.9 per cent
of the security and safety procedures,”
said Naylor.
“It’s all part of our emphasis on being a small family team even as the operation grows. We don’t want to lose
the feeling at Southwest of being like a
smaller company. That’s what drives us
to meet the demands of the operation
and integrate the customer’s wishes with
the wellbeing of our workers. We are
continually asking what our customers
want externally and what our staff need
internally.”
www.evaint.com

GROUND HANDLING INTERVIEW | SAS GROUND HANDLING

THE SCANDINAVIAN WAY
Hans Bech, Chief of Airside Operations at SAS Ground Handling, highlights a picture of wellremunerated, well-treated and highly contented staff in Scandinavian countries. The SAS Ground
Handling management structure also conforms to the same pattern, as David Smith discovers
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H

ans Bech, Chief of Airside
Operations at SAS Ground
Handling, is proud of the
“scary-looking, but highly
skilled” staff who work for
him at the major airports in Scandinavia.
Bech said: “I like to joke to them that
many of them look like Hell’s Angels, but
appearances can be deceptive and they
know their jobs well. They are very capable of reading instructions in English,
making accurate calculations and keeping their discipline.”
Most importantly, Bech has conﬁdence in their integrity. “I know that they
are not afraid to report it to me when
something has gone wrong,” he said.
The quality of his staff, Bech feels,
is linked to the high status of ground
operations jobs in Scandinavia.
“There’s a tendency in the European
industry to use part-time workers,
often from overseas. They often have
less experience and are not as skilled
as long-term employees.
“But in Scandinavia, most of our
workers are still full-time employees.
They get good salaries compared to
other parts of Europe and they tend to
stay in the jobs for life because the highest unskilled salaries in Scandinavia are
found in airports,” he said.
SAS goes out of its way to employ
workers for life. “It’s not a great idea to
do a heavy lifting job like loading fulltime for 40 years,” said Bech. “But we
have a lot of staff who want to work for
SAS until they retire, so we invest a lot
in making sure they are able to work for
a lifetime.
“We invest in keeping them ﬁt and
also in multi-skilling them so they can
combine lighter tasks with loading. So,
for example, they might do both heavy
loading and push-back tractor work, or
drive lots of cargo to the warehouse.”
Modern technology has helped to
ease the burden of physical work. “We’re
very focused on the equipment we are
using. For example, we use rampsnakes
so that staff doesn’t have to lift bulky objects onto planes,” he said.
The picture Bech paints of wellremunerated, well-treated, and highly
contented staff ﬁts in with the popular image of Scandinavian countries
as models of egalitarianism. The SAS
Ground Handling management structure also conforms to the same pattern.
“I don’t want to exaggerate the differences between Scandinavia and the
rest of Europe, but I worked at Charles
de Gaulle in Paris for ﬁve years and the
distance between top management and
workers is much narrower in Scandinavia than in France and most other Euro-
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pean countries,” said Bech.
“As a vice president, I’m responsible for 1,300 staff, but if a loading team
wants to approach me and speak with
me, there’s no problem. They also address me informally as ‘Hans’. The free
and easy communication between leaders and workers is possible because there
are only two levels of top management
between me and my staff. But in France,
for example, if a loading team wanted to
talk to someone in my position, it would
be impossible.”
Bech fears, however, that the culture
of full-time employment in Scandinavian airports may be under threat. Commercial pressures have intensiﬁed since
the 2008 ﬁnancial crisis and the price of
oil remains staggeringly high.
SAS, he believes, will inevitably emulate other European operators in employing a higher percentage of cheaper,
part-time workers. “Due to the enormous ﬁnancial pressures, we would
prefer to have most of our staff on parttime, but it creates a dilemma for us as
part-time jobs for family members are
not life-time jobs,” he said.
Bech predicts that as wages fall and
part-time work becomes more common, Scandinavian ground operations
workers will ﬂee the industry. “If I look

forward 10 years in Scandinavia, I think
it will be very hard to get Scandinavian
part-timers as people won’t be able to
live on the income. We will have to get a
lot more staff from abroad,” he said.
In his time in charge of the company’s
Southern European operations - based
at Charles de Gaulle Airport from 2001
and 2006 - Bech saw the trends which
he believes will inevitably come to
Scandinavia. “The tendency in Paris was
for the rampside and cleaning operations
to be done by low-paid foreign workers.
And the same was true on the passenger
side,” he said.
The employment of far more
lower-skilled, part-time workers will
profoundly change the SAS management
structure. The workers will no longer be
shown as much trust in their technical
abilities, according to Bech. As a result,
more layers of management will be
required. “We will need to introduce
more load supervision,” said Bech. “We’ll
see the types of management structures
there are in many other parts of Europe.
The workers on the passenger side and
airsides will have low salaries, but they
will always have supervision from more
experienced, more highly skilled workers
on higher salaries.”
Demographic changes in Scandina-
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vian countries will exacerbate the move
towards part-time staff. “Another reason we won’t be able to get enough fulltime staff is because in the next 20 years
there’ll be a huge shift towards people
being on pensions. There will be a lack of
people of working age which will affect
many industries in Scandinavia,” he said.
The repercussions of the changes in
the industry will be felt right through
this large and successful Scandinavian
ground-handling company, which is an
offshoot of the SAS Group. The centrepiece of the business is Scandinavian
Airlines, the largest airline in Scandinavia and the ninth-largest in Europe.
But the ground-handling wing is
also a pretty extensive and complex operation. With 9,000 employees, it is Europe’s third largest full-service provider
of ground handling, servicing more than
160 airports in 40 countries. Each year
the company provides ground handling
for around half a million departures,
carrying 74 million passengers and
400,000 tons of cargo. Major customers
include Air France, Air Canada, Atlantic
Airways, KLM, Lufthansa, Ryanair, Singapore Airlines, US Airways, Virgin Atlantic and South African Airlines.
Most of the Scandinavian operations
are staffed by full-time SAS employees.
But, elsewhere in Europe, the company
uses far fewer SAS staff and outsources
a lot of the tasks. “We have three or four
different levels,” said Bech. “At the base
stations in Scandinavia, which are the
airports of Stockholm, Oslo and Copenhagen, we only use SAS staff. Then, the
next level of importance is the major
inter-Scandinavian stations at Gothenburg, Bergen, Stavanger and Malmö. We
use our own staff for nearly all the functions at these airports, too.”
Outside Scandinavia, the next level
down is the major international airports,
which have their own station managers
and their own supervisors. “We then buy
in the ramp handlers, check-in people
and so on from another ground handler,”
he said.
Even fewer SAS employees are used
at the smaller international stations. “At
some of these places we do have a station
manager, but sometimes we will have a
station manager covering several airports in one territory. That’s the case, for
example, in Spain. At Malaga Airport,
for instance, it would be too expensive to
employ our own staff when we deal with
only one or two ﬂights a day. So, we buy
in supervision for each airport from one
company and source our ground handling operations from a separate company,” he said.
16 Airline Ground Services June 2012

Right-sizing is a complex matter and
differs from country to country because
of local labour laws and local agreements with unions, but for the moment
SAS has a high number of full-time employees. The workers’ peak hours are between 5 am and 12 noon, then during the
afternoon and evening. Full-time staff is
supplemented by part-timers doing a
smaller number of full-time shifts.
At certain times of the year, SAS requires more staff. A large number of deicers, for example, are essential throughout the Scandinavian winters. “We have
some staff who work 120 per cent of a
full-time working week in winter, then
do 80 per cent of full-time in summer.
They are all multi-skilled so they can
do the de-icing in winter, then do pushback and towing of aircraft in the summer months,” he said.

We have a lot of staff
who want to work for SAS until they
retire, so we invest a lot in making sure
they are able to work for a lifetime
Hans Bech, Chief of Airside Operations
at SAS Ground Handling

For busy holiday periods, however,
SAS needs to look beyond its full-timers.
“At Easter, for example, we buy in parttimers from agencies for a few days, but
90 per cent would still be covered by
our own staff at the major Scandinavian
bases,” he said.
A further consideration when staffing SAS operations is the way that technology is changing the industry. This
has had its greatest effect on passenger
operations.
“Ten years ago, we used a lot of staff
to check people in and make seat res-

ervations. Now customers are doing it
themselves, especially in Scandinavia.
At Copenhagen Airport, 70 per cent of
passengers check themselves in either
by using the internet, or our service kiosks,” said Bech. “There’s also been a big
reduction of staff doing baggage drops.
In a few years time, everyone will do this
themselves using automats and there
won’t be any staff at all.”
But technology has its limits and
some functions will always require
ground handling staff. “A suitcase will
never be able to walk to the aircraft on
its own, so we’ll always need people to
transport it to the aircraft. Also, around
the aircraft, we’ll always need workers to
unload and load up the plane, to put in
fuel, catering materials, do the cleaning
and so on,” he said.
While staff numbers have diminished for some tasks, other aspects of
SAS ground handling have increased in
scope. “Safety and security have always
been our biggest concern, but the rules
have got a lot tougher and that has created a lot more jobs over the past 10 years,”
he said.
One factor which complicates staffing policies is the union border between
tasks, Bech says. “For example, there’s
one union covering gate staff and another union covering cabin staff, which
means there’s always discussion over
who will do a job rather than giving it to
the best-placed person,” he said.
Bech says there are many advantages for workers in having strictly compartmentalised roles, but it can cause
problems for companies like SAS. “We
can have staff standing and waiting for
other staff to stop doing what they’re doing. It’s a common issue throughout all
European countries and, even though
it makes life difﬁcult for us, it’s actually
understandable most of the time. In the
US they think that in Europe we are not
as efﬁcient because of these strict union
rules, but I say ‘have you ever seen a doctor help a nurse at a hospital’? Well, naturally, they say ‘no, nurses don’t do that’.
And a similar argument can be applied
to ground services.”
SAS does not incentivise its staff with
bonuses for good performances because
the company feels the reward system
could have the opposite effect.
“We are aware of the tension between being disciplined in your work
and wanting to do a task very fast,” said
Bech. “If loading staff have incentives for
speed, will they carry out all procedures
properly? In any case, we don’t feel the
need to reward staff because they are already well-paid in Scandinavia.”
www.evaint.com
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Marcia MacLeod discovers that Virgin Atlantic likes to be different to its competitors

“S

o many airlines sell
on price alone. Virgin Atlantic is different,” emphasises Joe
Thompson, general
manager, airport operations. “We don’t
go to that many destinations, so we differentiate on service. This ﬂows through
to our supplier: we need to obtain the
best combination of price and quality,
so we expect our suppliers to work at a
competitive price level but to also understand our service requirements. We want
to work with partners that recognise that
service is very important to us.”
This focus on service is seen throughout all ground operations at the 35 destinations Virgin now offers (including three
new routes this year with the launch of
Cancun, Vancouver and Mumbai). Take
check-in, for example. “We don’t want to
use a ground handler who will just process
our customers through check-in,” Thompson adds. “They need to do so with a smile
and make eye contact. They need to understand that holidays are important to
our customers and that travelling through
an airport can be stressful.”
To achieve the level of service the
airline desires, Virgin Atlantic employs
its own staff on site at airports where
is no choice of ground handler, usually
the smaller destinations. “We do that in
the Caribbean, for example,” Thompson points out. “It is a small airport and
business on that route is light. There is
only one handler so we need an on-site
manager to ensure service is being delivered in the Virgin Atlantic way.
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“Many of our airports only have one
ground handler, which may or may not
be a fully-owned subsidiary of the airport authority. Some airports don’t have
any airport authority-owned handlers.”
Recent focus has been on catering: the economy service was updated
and improved last November, while a
new upper-class meal service came on
stream on 1 March. The economy service includes a new food offering and a
restructure of service processes so that
passengers don’t have to sit with their
ﬁnished trays on their laps for too long.
“On many ﬂights, we’re serving
desserts separately, after the main meal
trays have been removed,” explains Simon
Soni, head of in-ﬂight services. “We’ve
also introduced a new usherette tray for
serving ice creams later on in the ﬂight.”
The upper-class changes are more
signiﬁcant. “We upgraded the food, added ‘graze’ options such as Caesar salads
and hamburgers which can be ordered
whenever the passenger wishes,” adds
Soni. “Express menus have been introduced on shorter night ﬂights to allow
passengers to sleep for a longer time,
if they prefer. We also changed all the
china and cutlery. We’ve switched from
ﬂutes to big balloon glasses for champagne and altered the way in which we
serve breakfast, which is now completely
customisable and includes a full vegetarian English breakfast or an express meal
of cereals, bagels and bacon sandwiches.”
On longer ﬂights, Virgin Atlantic
has also introduced a new cheese trolley,
including biscuits, fruit and chutney, all

served with a glass of port, while some
ﬂights feature an afternoon tea trolley,
offering each passenger their own mini
cake stand full of sandwiches, cakes,
scones, jam and clotted cream.
But these changes have implications
for suppliers. “The balloon glasses require different handling,” Soni points
out. “We have to ensure our suppliers
understand that. They also have to understand the type of food we wish to offer. We may want English or other Western meals, but we may want to include a
local speciality.”
Virgin Atlantic’s procedure standard
for catering runs to at least 50 pages,
covering ‘everything from our expectation of liability and indemnity to safety
and hygiene.’ So do the procedure standards for other activities, such as cleaning, lounge service and check-in.
The airline currently runs its own
Clubhouse (lounge) facilities at Heathrow and Gatwick, Newark and JFK,
Boston, Washington, San Francisco, Tokyo, Hong Kong and Johannesburg, but
uses shared facilities at smaller airports.
A new JFK Clubhouse opened in March
this year, taking lounge facilities from
landside to airside.
“This allows passengers to rest in the
lounge without worrying about having to
queue up for security,” Soni points out.
The JFK Clubhouse also offers a
beauty bar where customers can get
their hair and nails done. This is
the ﬁrst airport outside the UK to
offer Virgin Atlantic passengers
this service.
www.evaint.com
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Many of our airports
only have one ground handler, which
may or may not be a fully-owned
subsidiary of the airport authority
Joe Thompson, general manager,
airport operations, Virgin Atlantic
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Most ground services - including catering, check-in, departure control, aircraft cleaning, baggage handling, lounge
services (cleaning, food and management) etc, are purchased
centrally from the UK, although Virgin Atlantic employs procurement professionals in the United States and some other
areas. All tenders are handled by an independent part of Virgin Atlantic to ensure a robust and fair tender process. Even
where central procurement has taken control of ground service suppliers, however, the purchasing professionals work
closely with local staff, to ensure local needs are met.
“We do the same with the in-ﬂight service,” Soni adds. “We
recently went to a meeting with suppliers in Tokyo to ensure
they continue to meet our standards and the requirements of
the local market. There are areas of the world where provision
of third-party services are not as good as in others.
“Consistency can be a problem,” he continues. “We want
the same high level of service across the network. Trying to
deliver that, even at stations where there is only one supplier,
can be a challenge. We ﬁnd that even in the UK, when big
events happen, we have to ensure staff continues to deliver the
high level of service for which we are known.”
Virgin Atlantic won’t reveal who supplies its ground services or the length of contracts. However, Thompson has admitted
that where ground service suppliers have a greater impact on
passengers, the airline would prefer a longer contract. “Whenever you change suppliers, there is a bedding in and learning
period,” he points out. “We often don’t realise the full beneﬁts
until further down the line. And as we view our suppliers as
partners, we have to allow time to develop a partnership.”
There are a couple of other areas of concern to Virgin
Atlantic. The ﬁrst is corporate social responsibility and sustainability - in other words, the environment. Suppliers are
expected to work to the highest environmental/sustainable
levels. Again using catering as an example, suppliers need to
address package waste and food standards.
“Although environmental and sustainable standards vary
worldwide, there is a greater global awareness now of the need
for corporate social responsibility and sustainability,” says Soni.
“We’re even working with villages in Africa, where women are
making jewellery for sale as part of our duty-free range.”
The other area Virgin Atlantic would like to see improved
is global harmonisation of processes and service levels from
suppliers. “We operate globally and purchase services from the
same suppliers in different locations,” Thompson
emphasises. “We want to work with partners
who also operate on a truly global basis,
with the same processes, standards, service levels, and so on. But typically suppliers aren’t as joined up as we want
them to be, which means both of us are
missing out on opportunities for improved efﬁciencies and cost savings.”
It will come - helped, at least in
part, by those comprehensive procedure standards for Virgin Atlantic’s ground service suppliers.
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RAMPING IT UP
As Keith Mwanalushi reports, while airlines turn to emerging markets in Africa and the
Middle East for growth, ground handlers in these regions are faced with the added pressure
UPCPPTUFGlDJFODZ EFQMPZOFXUFDIOPMPHJFTBOEDSFBUFOFXSBNQDBQBDJUZ

The pressure is on to meet the expectations of global carriers
Photo: Menzies
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nternational trafﬁc to and from
the Middle East is now edging
back towards the levels seen in
2009 and 2010, when growth by
airlines in the region appeared
unstoppable
despite
the
global
downturn. For example, in January
2012, international passenger trafﬁc was
up 14.5 percent year-on-year, a level not
seen since November 2010 according to
aviation analysts CAPA.
This level of capacity growth means
that the ground handling function is
consistently expected to be ahead of the
game. Dubai International (DXB) is experiencing massive growth. In 2011, the
airport handled 51 million passengers
and this number is expected to rise to 56
million by the end of this year.
20 Airline Ground Services June 2012

There are no
signs of slowing down
Stewart Angus, divisional senior
vice president, dnata

“There are no signs of slowing down,”
states Stewart Angus, divisional senior vice president for dnata’s associated
companies and the main ground handler
at DXB. “As a fully slot co-ordinated airport, DXB peak times are now extremely busy; the airport operator [Dubai
Airports] is building infrastructure as
quickly as possible and dnata is adding
resource to cope with current and forecast demand.”
In the forthcoming ﬁnancial year,
dnata’s airport operation is adding well
over 1,000 new staff to cope with the
increased activity. In addition, the company is spending more than AED50
million on additional Ground Support
Equipment ([GSE].
“However, it’s not just about adding
www.evaint.com
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people and equipment,” says Angus. “We
are operating in an increasingly congested environment and the current airport
has no additional real estate to expand
into. Therefore we spend a lot of time
seeking ways to work more efﬁciently
and effectively and this will be our main
focus over the next few years.” Angus
also indicates that the new airport at
Dubai World Central is still some time
away in terms of major passenger operations, but he says work is already underway to manage that growth.
The DXB operation has seen the
purchase of a number of essential GSE.
They include aircraft pushback tractors, container/pallet loaders for all
wide bodied aircraft, air conditioning
units, ground power units and toilet
servicing units.
Some smaller airports in the region are looking at outsourcing ground
handling to outside service providers.
Ras Al-Khaimah International Airport
(RAK) recently awarded a ground handling operations contract to Kuwaitbased National Aviation Services (NAS),
in the ﬁrst of its kind agreement for an
airport in the UAE.
Under the terms of the contract NAS
provides RAK with ground handling
services including ramp handling as well
as check-in, arrival, transit and cargo
services. Andrew Gower, airport director
at RAK, said that with the rapid growth
forecast for RAK, it was important to
focus efforts on operating the airport
as a business not a service. Outsourcing
ground handling would be a vital part of
the ongoing development plan.
Last year, NAS won the award for the
best emerging market ground handler at
the Emerging Markets Airport Awards
in Dubai for the second year in a row
and was only the fourth ground handler
in the world to be awarded the ISAGO
certiﬁcation.
In the Iraqi Kurdistan region, airport infrastructure development has
moved at a quicker pace compared to
the rest of Iraq, by and large due to the
opening of the new Erbil International
Airport (EIA) in Sept 2010. Last year,
EIA processed 621,870 passengers, a 37
percent increase on the previous year,
whilst cargo tonnage also increased dramatically, with a 67 percent increase to
17,769 tonnes per annum.
dnata is the sole provider of ground
handling services at EIA, and the company reports that considerable investment has been made in GSE technology
in order to counter the increase in trafﬁc
movements at the airport.
So far, dnata reports that it has invested in one lower deck loader, one
www.evaint.com

main deck loader, a heavy pushback
tractor, 18 LD3 dollies, a new toilet
service unit, a new de-icer, 4 x 20 foot
dollies, five small ramp tractors and
the installation of a GSE maintenance
work shop.
Angus says: “We also have a new
heavy pushback tractor on order; along
with numerous aircraft tow bars, 18
baggage barrows, and six forklifts. We
believe the prospects in Kurdistan are
very good - the regional government has
demonstrated their vision to develop
airports further.”
He adds that since operations at
the airport began in 2010, dnata has
successfully taken on an additional 10
scheduled airlines in Erbil from an initial six airline companies. “We continue
to receive enquiries from airlines looking to diversify and develop new markets,” he says.
Africa has also shown signals of signiﬁcant progress in its aviation industry;
this is despite the numerous limitations

that still haunt the continent. The entry of African carriers as full members
into the three global airline alliances,
Star, SkyTeam, and oneworld, will bring
much needed emphasis to build more
intra-African routes and create new airport ramp capacity.
The World Bank forecasts that
the economies of sub-Saharan Africa
will grow 5.5 percent in 2012. The
International Monetary Fund predicts
that over the next ﬁve years, seven of the
world’s 10 fastest growing economies
will be in Africa. Interest in the African
market by the global carriers has been
ongoing since the onset of the ﬁnancial
crisis when airlines swapped some
capacity from debt-ridden markets in
Europe and America to Africa’s cash
based economies.
Aviation analysts indicate that airlines in Africa reported 116 billion Available Seat Miles (ASMs) in 2011. ASMs
are expected to grow to 152 billion by
2015 and to 186 billion by 2021. Al-

Over the last couple
PGZFBST PVSmFFUPGFMFDUSJDUPX
tractors has increased, but recently
our largest investment has been
in airport buses
Forsyth Black, senior vice president
for Africa, Menzies
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dnata is spending more than
AED50 million on additional GSE
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though the expected growth rates are
remarkable, they are based on a small
baseline. Even by 2021, capacity in Africa will be 10 times smaller than the
expected capacity for North America.
However, the long-term prospects for
trafﬁc in Africa are encouraging.
Accra Katoko International Airport
in Ghana has seen considerable new capacity in the last few years with new operations from the likes of Virgin Atlantic, United and Tap Portugal. Some 63
airlines now offer regular services into
Accra from Africa, USA, Europe and the
Middle East.
“Ghana is an emerging market with
enormous business potential,” said Peter
Scholten, vice president commercial at
Saudi Airlines Cargo during the launch
of freighter services from Riyadh in
March. “The addition of this new destination will help us to increase our activities in Africa, where we already operate
scheduled 747 freighters from Saudi
Arabia to Nairobi, Lagos, Addis Ababa,
N’djamena, Khartoum and Johannesburg.”
Aviance Ghana provides a full spectrum of ground handling services at Accra Katoko. “The main wave of ﬂights
operate at night and focuses on the USA,
Europe and South Africa,” says manag22 Airline Ground Services June 2012

ing director, Paul Craig. “During peak
times, facilities are used there to optimum capacity and additional trafﬁc has
to be regulated which impacts on free
organic growth,” says Craig.
Currently, the airport handles
around a million departing passengers
a year and the aviation authorities have
a plan to upgrade the airport to handle

During peak times,
facilities are used there to
PQUJNVNDBQBDJUZBOEBEEJUJPOBMUSBGlD
has to be regulated which impacts on
free organic growth
Paul Craig, managing director, Aviance Ghana

ﬁve million and then take the airport infrastructure to a 15-year plan. Ghana has
an annually reviewed capital investment
plan mapped out into ﬁve-year periods.
As the inﬂux in airline capacity continues, Craig says having the right GSE
equipment has been crucial in maintaining effective operations. “Investment
plans are implemented to ensure capability exceeds demand thereby protecting service standards and delivery. As
Aviance already meets peak demand, it
is now for the authorities to ensure new
entrants operate in periods when appropriate facilities (check-in desks and
stands) are available. This assists best
use of resource and equipment.”
In the last 12 months, Aviance has
taken delivery of new passenger buses
from Cobus, forklift trucks and additional cargo and baggage trailers have
been added to the ﬂeet of GSE. A new
Goldhofer AST-2R towbarless push
back vehicle entered service in February
– the German made equipment is the
ﬁrst of its kind in West Africa and ﬁrst
AST-2R version on the continent. Aviance has also received a new Mallaghan
Ambulift vehicle for deployment at the
Accra airport.
Craig says, however, that in terms
of ramp services there are a number of
www.evaint.com
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challenges that are unique to the region.
He points to problems such as uncertain
power supply, poor road surfaces, availability of qualiﬁed staff and issues with
the maintenance of GSE.
“None of the GSE manufacturers
have in country sales or representation
and therefore parts have to be sourced
internationally or in emergencies from
the local market.” He stresses that local
market solutions may, in many instances, be of a lower grade than manufacturer parts but become an operational stop
gap necessity.
“Costs associated to airfreight, shipping and duties also make the operation
more expensive than Europe. With no
passenger air bridges or ﬁxed electrical
power supply, we have to maintain more
buses and ground power unit air start
GSE than airports in Europe and the
Americas.”
International ground handler Menzies has grown its African operations
considerably with facilities and capabilities at eight operational airports in
South Africa, three in Senegal and one
each in Ghana, Benin, Central African
Republic and Equatorial Guinea.
In South Africa, Menzies handles up
to the A380 in Johannesburg and 747
and 747F in Cape Town and Durban.
In Port Elizabeth, there is narrow body
capability, with regional jet capability
at other locations in the country. Dakar,
Accra, Cotonou and Malabo all have capability for up to 747 and 747F aircraft.
While a number of African airports
have seen an inﬂux in capacity, especially from the large international carriers, some markets have seen a reduction with a number of regional airlines
failing. Menzies senior vice president for
Africa, Forsyth Black, explains the implications.
“This means that the last year or
two we have been busy with start-ups
and shutdowns, almost as many as each
other. We would expect that as the world
economy starts to improve that the former will prevail.”
The South African operation had its
best year in 2011, according to Black.
Through a competitive tender process
in 2007, Menzies was awarded 10 operating licences by the Airports Company
South Africa. The South African customer base now includes Cathay Paciﬁc,
Etihad, South African Express and British Airways. Since ground handling operations began, the company has added
cargo handling and aircraft cleaning services to its portfolio.
It is estimated that during the current 2011/2012 period, South African
airports will facilitate 44.4 million paswww.evaint.com

sengers and handle 611,631 aircraft
landings putting pressure on handlers
to sharpen their game. Black admits that
despite the positive performance in 2011,
the worldwide recession was a difﬁcult
period. “We’ve encountered stiff competition as much as we’ve given it, but we
are in a healthy position and ready for
whatever the future holds for us.”
Menzies recently added Eritrean
Airlines and Congo DR-based Korongo
Airlines (co-owned by Brussels Airlines)
to its portfolio at Johannesburg OR
Tambo. “We value working with regional
airlines as much as the big glamorous
names in the industry. For both of these
airlines, we’re doing the full range of services from passenger services, to ramp,
to cargo, aircraft cleaning and lounges.
We’re in a great position to offer an end
to end service,” says Black.
In terms of investment in new GSE
technologies, Black indicates that Menzies constantly looks at new GSE options
and technologies and invests in them,
where possible. “Over the last couple of
years, our ﬂeet of electric tow tractors
has increased, but recently our largest
investment has been in airport buses.
In terms of expansion in the region, together with our partners, we have been
awarded a licence to operate in Dar es
Salaam, and we’re pursuing a number of

other opportunities right across the continent of Africa.”
Coming back to dnata, the company
recently made its debut foray into the
South African ground handling market
with a 50 percent acquisition of catering
services provider Wings In-ﬂight Services.
The airline catering industry in
South Africa is in a dynamic growth
phase with strong growth in passenger
numbers. dnata’s Steve Angus says the
acquisition was an exciting investment
in two respects: “It was our ﬁrst investment since the acquisition of Alpha
Flight Group at the beginning of the year
and signalled our intention to develop
and grow in the in-ﬂight catering market, a relatively new market for dnata.
“Secondly, it was our ﬁrst move into
Africa, which we see as an area of exciting opportunity in the next few years. We
were attracted to Wings by the very high
service levels and quality reputation that
it enjoyed in the South African market.
Since then, Wings has been awarded a
major contract to supply British Airways
with catering in Johannesburg and Cape
Town,” concludes Angus.
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Æ
CONFERENCE DAY ONE
– Thursday 21 June 2012
Chairmen: Chris Notter, Head of Cargo Handling - Hub and Network, Etihad Airways; and Nils Pries Knudsen, Senior Vice President Cargo Europe

08.00

Registration and welcoming coffee

09.00

Opening remarks from the chairmen

09.15

The changing needs of airlines
Have the recent economic challenges changed what airlines want or need in terms of cargo ground handling?
How do we inject more efﬁciency, greater competence and improve consistency and customer service?

10.00

Working with the customer
Forwarders are key to helping drive efﬁciencies. So what more can they do to help improve co-ordination,
co-operation, communication and integration between forwarder, carrier, ground handling agent and trucking
company? And how do we move from talk to action?

10.45

Break for refreshments and viewing of exhibition

11.15

What more can airports do?
What could and should airports do for carriers, GHAs, forwarders and truckers to create a better and more
efﬁcient cargo hub? How can airports improve and develop their role in the supply chain - for example in
facilitating, directing or certifying areas such as access, logistics areas, and airport standards of operation? Can
these be monitored and audited, to help identify challenges and airport USPs?

12.00

Operational excellence in a cost-critical market
How do we preserve and improve quality and performance levels while reducing costs? What has the cargo
handling sector achieved so far in terms of quality improvements, automation, and KPIs, and what are the next
steps?

12.45
14.15

Break for lunch and viewing of exhibition
The road to success
What can the trucking community do to make the logistics chain better for airports, forwarders, carriers and
handlers?

15.00

Security made easy
What are the main priorities and concerns for those involved in air cargo ground handling, and their customers?
How to ensure the handling perspective is taken into account, and get clariﬁcation on any outstanding issues.

15.45

Break for refreshments and viewing of exhibition

16.15

Moving the safety agenda forward
How can the industry embrace SMS as a standard, and should there be a requirement to publish performance
standards, to allow carriers to choose accordingly?

19.00

Gala dinner hosted by Worldwide Flight Services
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CONFERENCE DAY TWO
– Friday 22 June 2012
Chairmen: Chris Notter, Head of Cargo Handling - Hub and Network, Etihad, and John Batten, Executive Vice President Cargo, Swissport
International

09.15
09.25

Opening remarks from the chairmen
Update from the associations:
Industry perspectives from IATA and ASA.
An update on progress made during the past 12 months. Identify six key initiatives and targets that could be
introduced and worked on in 2012, with a realistic review of success in 2013.

10.15

Break for refreshments and viewing of exhibition

10.45

Working groups

WORKING GROUP 1: HANDLERS
What is the “true” role of a cargo handler in the air cargo process? Commodity or refinement specialist?
Is the contribution of a cargo handler to a successful air cargo process from shipper to consignee well regarded?
Has a cargo handler always to offer a full service package or can he survive in service niches?
Does the “classic” cargo handling model have a future, or will it be cannibalised by forwarders in the future?
Cargo security – the new playground for airport cargo handlers?
What are the main challenges in the coming 12 months?
WORKING GROUP 2: FREIGHT FORWARDERS
How can freight forwarders’ needs within the ACGH process be better represented? Develop a wish-list to present to airlines
and GHAs. What would the ideal airline ground handling environment look like to a freight forwarder? Has there been any
progress since last year? Are there any additional ways that freight forwarders can inﬂuence the service-delivery process in a
positive way?
WORKING GROUP 3: AIRLINES
What else can airlines do to respond to the needs of customers? Has there been any progress since last year on improving
communication and coordination in the cargo handling supply chain, and reducing conﬂict? What targets can we set for the
coming 12 months?
Taking the safety agenda forward. This should focus on SMS as a standard: how can the industry embrace this and should
there be prerequisites of service published to allow carriers to choose accordingly?
Opportunities and challenges in emerging markets.

www.evaint.com
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WORKING GROUP 4: AIRPORTS
How can airports improve or develop their role in the supply chain? Some airlines have identiﬁed a need for a more deﬁned
lead on how the airport facilitates or directs or certiﬁes areas such as access, logistics areas, airport standards of operation. Can
these be monitored and audited, and use minimum KPIs, to help identify airport USPs?
Airport handling facilities – do airports really provide what handlers and customers want/need/request? Is there a need to
consider radical or progressive change required as the industry looks to improve its effectiveness and impact?

12.30

Reporting of the working groups to plenary session

13.15

'VSUIFSEJTDVTTJPOTPOUIFlOEJOHT
of the working groups
A panel discussion featuring: Chris Notter (chairman); Des Vertannes (IATA); Representative from ASA; Olivier
Bijaoui (WFS); Freight forwarder.

13.45

5IFlOBMXPSE
Observations and conclusions from our chairmen. Lessons, challenges and tasks for the coming 12 months.

14.00

Lunch – Close of conference

Interested in sponsorship or exhibiting?
Contact: conferences@evaint.com or call +44 (0)208 660 9118
Register now to attend: http://evaint.com/our-events/air-cargo-handling-conference-2012

You are cordially invited to...

MAKE A DONATION!
Towards the charity auction taking place at the
Air Cargo Handling Conference 2012 Gala Dinner
hosted by Worldwide Flight Services

In line with the announcement made at the 2011 event we are
adopting a charity - Save the Children. We will stage a fun based and
topical auction, with the proceeds all going towards a great cause.
In support of this we are now seeking donations of prizes and we would
welcome your suggestions for auction lots.

Kind regards
Ms. Parveen Raja

Please email parveen@evaint.com
or Call: +44 (0) 20 8668 9118
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DEPARTING
INNOVATION
Technology is transforming the departing passenger experience - Marcia MacLeod charts
the latest trends and developments in this fast-moving sector

F

requent ﬂyers and other
savvy passengers are not
only getting used to using
modern technology - from
the Internet to airport kiosks
and, most recently, smartphones - for
carrying out travel-related activities, but
they are increasingly demanding these
new channels be provided. In order to
meet this 21st century requirement,
however, airlines have to employ the
most efﬁcient, up-to-date departure
control systems (DCS).
Traditionally, DCS were used by
counter staff to check-in passengers and
control the ﬂow of baggage. Today’s system needs to be able to accommodate a
number of check-in options, including
hand-held devices used by ground staff
to reduce queueing.
“People processing is being put in
the hands of the individuals themselves,”
points out Duncan Alexander, VP at
Mercator. “I see it as a win-win situation
as the airline gets the passenger to do the
work and charges extra for services such
as seat selection, while at the same time,
the passenger beneﬁts from obtaining a
sense of control. And by checking-in before arrival at the airport, if a passenger
only has hand luggage, he or she can go
straight to the gate.”
The growth in self-service check-in,
along with the increase in pre-boarding
sales of ancillary services, has encouraged some airlines to extend the checkin window from 24 hours before departure to 36, 48 or even 72 hours. Security
regulations have also encouraged the
provision of earlier check-in: if government authorities want passenger information 24 hours in advance of the ﬂight,
the carrier has to have a way to get that
information in time.
Some airlines have started to preassign seats, too, based on a passenger’s
past preference, pulled from customer
records by the DCS. Of course, this only

www.evaint.com

works if the passenger has chosen a seat
with that airline in the past. New or
infrequent ﬂyers may not get a choice and will be charged extra if they wish to
change their pre-allocation.
“We see some carriers implementing automated check-in,” says Reinhard
Augustin, sales director, transportation for Materna. “All passengers will be
checked-in 36 or 48 hours before departure and boarding passes sent by email
or SMS to each traveller. If they want to
change it, they have to pay.”
Seat optimisation makes pre-allocation easy for the airline to give the customer what it sees as the best seat available every time. But this does not take
into account personal preference. “And,”
says Stan Boyer, VP solution marketing for SabreSonic Customer Sales and

Service, “the person who gets punished
is usually the single traveller - especially
if they are ﬂying on a discount ticket.
They’re the ones who end up sitting in
the middle, at the back, in front of a crying baby.
“If no one is allowed to pre-reserve a
seat, seat optimisation works better - but
then two people who want to sit together might not always get their wish. Our
system gives passengers the chance to
choose their seat, but once it’s allocated,
it’s normally set in stone. We are putting
new seating algorithms into our DCS to
provide more choice.”
Seat selection - and check-in in general - can now take place over four channels: counter, kiosk, internet or mobile
phone. In some regions of the world,
like the Middle East, most travellers still

We don’t see much use of smartphones to carry out the
check-in process - only about 10-20% of business passengers. But double that
number is checking-in online and then having boarding passes sent to their phones
Yannick Beurnardeau, director airport solutions at Amadeus
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seek personal, face-to-face service. Holiday airlines, especially charter and some
low-cost carriers, want passengers to
check-in at the counter so they can conﬁrm the number and weight of baggage
being presented.
But technology is improving the
counter check-in experience, as some
airlines are beginning to equip ground
staff with hand-held devices so they can
walk along the queue and check-in people before they reach the counter.
Kiosks offer an alternative in-airport
option, particularly useful for returning passengers who don’t have easy or
cheap access to the internet from their
hotel. However, kiosks are rapidly being
overtaken by smartphones - to the point
where some airlines, like Singapore, are
30 Airline Ground Services June 2012

phasing out kiosks altogether.
“There are two types of mobile use,”
says Yannick Beurnardeau, director airport solutions at Amadeus. “We don’t
see much use of smartphones to carry
out the check-in process - only about 1020% of business passengers. But double
that number is checking-in online and
then having boarding passes sent to
their phones.”
“Certain routes, such as FrankfurtLondon or London-Paris, see a higher
usage of smartphones than others,” says
Augustin. “Technology-oriented business travellers all have smartphones,
which they use for so many functions in
their daily lives; it becomes natural to
use them for check-in, too.”
Mobile phones may be the fastest

growing technology used in the checkin process, but if their use continues to
grow at the same rate, kiosks may well
disappear - or be turned into a retail outlet selling passengers upgrades, meals
and even on-board duty free purchases
before they step foot on the aircraft.
Amadeus has taken the use of mobile
boarding passes further. “Most DCS are
aircraft-centric,” explains Beurnardeau.
“Ours is passenger-centric. We create a
PNR - a travel dossier - for each passenger, starting with the reservation. This is
then enriched by different components,
such as whether the passenger books a
car or hotel, and ends at the end of the
journey, regardless of how many ﬂights
or aircraft that journey entails. All information concerning the passenger - i.e. if
the ﬁrst airport upgrades, downgrades
or off-loads the individual - is recorded.
“The PNR also contains the boarding pass, offering another way to identify the passenger. We are piloting the
use of the PNR in fast-track check-in,
including processing through security,
with Qantas for their domestic ﬂights.
Security staff checks the PNR to ensure
the person in front of them is the right
passenger. I think within the next ﬁve
years, our customers won’t need to issue
boarding passes at all.”
One of the problems with boarding
passes sent to mobile phones is the need
for readers - and that means standardisation of bar codes on boarding passes.
IATA is working on a standard 2D bar
code to facilitate use of mobile check-in.
However, not everyone has smartphones
and some places, such as Australia, prefer to use encrypted text rather than
a 2D bar code, to enable more passengers to obtain boarding passes on their
phones.
In any case, mobile phones could
well be superseded by ﬁngerprinting,
iris recognition and even radio frequency identiﬁcation (RFID). “We will see
the transmission of passenger biometric
data, as the world of mobile explodes
and data security issues are sorted,” Boyer forecasts. “Near ﬁeld communication
is also emerging, relying on RFID chips
embedded in a passenger-held device,
similar to contact-less payment. An individual can walk by a transmitter, possibly contained in a kiosk, which picks
up check-in information.”
It could also be used to enable
passengers to self-board at the gate:
passengers, probably frequent ﬂyers,
place their bar coded boarding pass
against a reader - or walk past an RFID
reader which picks up the details held
in the microchip. Dubai already has an
‘e-gate’, allowing passengers with a bar
www.evaint.com
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coded boarding pass and micro chipped
passport to check themselves through
the gate.
Security implications may delay
the growth of this technology, though,
as without ground staff, it becomes
easier to substitute another passenger
- unless e-gates are combined with
ﬁngerprinting.
Security issues have already been
overcome for another aspect of departure control: baggage tagging. Selftagging was ﬁrst talked about a couple
of years ago but could not take off until
governments were convinced self-tagged
bags were safe. The way the industry got
round this was to have ‘passive’ and ‘active’ tags: a tag is passive until the bag
enters the airline/airport baggage system, after it has been x-rayed.
So far, bag tags have been printed
at airport kiosks, but some airlines are
working with their DCS supplier to enable passengers to print out tags at home,
fold them and insert them in a plastic
sleeve sent by the airline. Again, IATA
is developing a standard tag to facilitate
self-tagging.
A good DCS can deal with selftagged bags by ﬂagging any anomalies.
“Our Express Drop can either allow passengers to walk up to a counter, check
themselves in and drop their bag, or
check-in at a kiosk and then drop their
bag at a drop point,” explains Simon
Critchley, global product manager at
Arinca. “If someone checks in with one
bag but tries to drop two, or vice versa,
the system alerts the user that something is wrong.”
Self bag-tagging has its problems,
though. For a start, holiday airlines, in
particular, want to weigh the baggage
and ensure it’s not overweight. And, as
Boyer asks, how much time do you want
people to stand at a kiosk - and how
much is the passenger prepared to do
themselves? At the very least, for self
bag-tagging to grow, airports need
more bag drops and better signage
telling passengers where they are.
At least the next step - self bagtracking - offers proactive customer
service. By integrating the baggage
reconciliation and lost baggage
systems with the DCS, passengers
can be notiﬁed on arrival, by SMS,
if their bag has made a connecting ﬂight, has been off-loaded for
some reason, or has been otherwise delayed or misplaced. “The
airline can have a representative
at the gate waiting to deal with the
passenger whose bag has been delayed or misplaced, even offering
www.evaint.com

compensation, before they spend hours
in the baggage hall waiting for their luggage and then trying to ﬁnd someone to
help them when it doesn’t turn up,” suggests Boyer.
The enhancement and extension
of DCS is helping to increase efﬁciency
and reduce costs connected with passenger handling - but it creates a major
challenge for ground handlers who have
to use numerous different systems employed by their many customers.
Amadeus now offers a common-user
DCS for ground handlers to overcome
this problem. The handler’s staff use
one system for all its customers, but in
the background the DCS prompts the
agent, depending on pre-programmed
business rules for each airline. For example, it could tell the agent to ask for a
passport number for passengers travelling on one airline, but not for those on
another. Amadeus piloted this system in
Nice and Brussels in 2011; it currently
has 12 ground handlers using it, and
plans to expand it this year.
The increasing reliance on DCS has
encouraged more companies to join the
supplier base. Damarel, which has long
provided re-branded DCS through retailers, now sells direct to customers,
particularly low-cost and charter carriers. Its low-cost departure
system has been bought
as a back-up by legacy carriers, but
its main aim is to
help low-cost and
charter airlines
create the sort of
passenger experience for which
legacy
carriers
are known.
DCS has traditionally

concentrated on passenger-facing activities; seat reservation, check-in, and
now baggage tagging. But there is a very
important aspect of DCS which connects those functions to aircraft operations by helping achieve the optimum
weight/balance for each ﬂight.
“An airline’s DCS should enable it to
optimise pressure on the tail and wings,”
says Beurnardeau. If an airline does
not calculate accurately, it can lead to
greater fuel consumption - and with the
cost of fuel, and the environmental implications of using it, no one wants to do
that. In the past, airline staff calculated
manually, but now people rely on IT. So,
if a passenger has brought an extra bag,
or an overweight one, the airline can recalculate and re-optimise.”
Operational staff knows how much
baggage has been checked in and can
decide whether the ﬂight can carry more
cargo. “When it comes to planning, the
more advanced information an airline
has, the better,” emphasises Alexander.
“Sometimes it’s down to the wire as
to whether a carrier can take last minute
freight or mail - an important revenue
stream for a lot of airlines.”
They also know if someone hasn’t
turned up at the gate and where their
bags are, if they have to be taken off. Or
if passengers have pre-ordered all their
bottles of duty-free champagne so
they can get some more on board
to meet any further demand - or if
someone has requested a vegetarian meal at check-in.
All of these features are transforming DCS from an airline-focused tool to one that helps improve the passenger experience,
while at the same time improving and speeding up all aspects of
ground handling in the most costeffective way possible. What more
can anyone ask?

All passengers will
be checked-in 36 or 48 hours before
departure and boarding passes sent by
email or SMS to each traveller. If they
want to change it, they have to pay
Reinhard Augustin, sales director,
transportation for Materna
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AGS assesses the ground handling market by talking to three key players

B

IIL looks to improve India’s
ground handling offering.
With its antiquated airports and infrastructure,
sourcing quality ground
handling services in India can be somewhat problematic for many global aviation companies. However, Bhadra International India Limited (BIIL) plans to
change that.
Managing director, Prem Bajaj, says
the company’s aim is to provide “worldclass security and quality” ground handling services at India’s international
airports. At present, BIIL’s main focus
is Southern and Eastern India where
it provides ground support services for
ramp, passenger, cargo and general aviation at Chennai, Kolkata, Calicut, Coimbatore, Trivandrum, Trichy and Manga32 Airline Ground Services June 2012

lore airports. In future, however, Bajaj
plans to further expand the BIIL network by offering the professional handling services, so often in short supply,
in one of the world’s fastest growing
aviation markets. “We employ the most
highly skilled staff and supply ground
support for our customer airlines that
is efficient, safe and always on-time,”
he adds.
BIIL was formed by Bajaj back in
2000 when he realised that as the Indian
economy was liberalised and grew, demand for aviation would also mushroom
and modern ground handling services
using the latest equipment would be required. BIIL has since spent over $100
million to procure the latest ground
handling equipment and providing facilities to ensure personnel are properly

trained to use the latest machinery.
Today, the company operates the
latest models of passenger buses from
Cobus, as well as Trepel cargo loaders,
Rheinmetall Air Start Units, Schopf
push back tractors and state-of-the-art
conveyers. Insa auto-steps and air-conditioning units manufactured by TLD
France and ground power units from
Hitzinger are also deployed at airports
where Bhadra has concessions, alongside battery driven tow-tugs and recently acquired forklift trucks.
Bajaj is a staunch supporter of the
Indian government’s “go green” policies, which aim at reducing air pollution
caused by the aviation industry. “Many
workers at airports suffer from lung
diseases because of diesel pollution,” he
says. “I am working for the day when the
www.evaint.com
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been privatised and the facilities at the
private airports such as Kochi, New Delhi, Bengaluru and Hyderabad are up to
the best international standards.”
“Some of these, such as IGI Delhi,
with 78 gates, 97 automated walkways
and 95 immigration counters, now rank
amongst the very best in the international arena. And the projected plans of
India’s international and domestic airlines to add more than 1000 aircraft in
the next ﬁve years are an indication of
where civil aviation in India is going be
in the near future.”
***

%FTQJUF EJGlDVMU NBSLFU
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handling giant Swissport
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AGS: Was 2011 a good year for Swissport?
Utnegaard: Despite the challenges, Swissport achieved a tremendous
amount in 2011, including the successful completion of the sale of the group to
PAI Partners. The transition to the new
owners went extremely well, and PAI is
an excellent partner for Swissport, further strengthening the group’s ﬁnancial
position, and supporting our strategy of
pursuing proﬁtable growth through providing consistent, high-quality, professional services, globally.
We had a good year – the 5th record
year in a row. Revenue grew 7% and cash
generation was good too. Highlights
majority of ground handling equipment
will be eco-friendly.”
BIIL has joined with Danish-based
ground handler, Novia, to improve the
training of personnel. As a result, BIIL’s
passenger handling, says Bajaj, “now has
the expertise to deal with the passengers
in a friendlier manner and with a humane
touch, and with continual improvement
to achieve the ultimate objective of 100%
on-time performance of ﬂights with utmost safety and security of passengers,
cargo and aircraft movements.”
In the years ahead he says, Indian
airports will continue to improve service
levels with BIIL to the fore. ”In keeping
with international norms, Indian airports, which until now were a neglected
group, are rapidly modernising,” he explains. “Even some of the airports have
www.evaint.com
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included the start of our contract to
handle Lufthansa’s regional ﬂeet in
Munich; opening up cargo handling at
Japan’s busiest international airport,
Narita, where we already had passenger
ground handling operations; and taking
over the handling of Finnair’s passenger
operations at its Helsinki hub – along
with a multitude of other contract wins
and improvements to the company’s
products, procedures and processes at
the 200 airports in 40 countries where
we operate.
On the ground handling side, we had
a good year overall. There were no major
shortcomings and overall I am pleased
with the performance. We began handling the regional ﬂeet for Lufthansa
in Munich on 1 January 2011, and the
quality there has been extremely high.
We achieved a major expansion of Japan, with good results and good quality, and we have ﬁnally been able to turn
around the UK ground handling operation, where we have been struggling for
many years, and we have also improved
the business in the Americas.
AGS: How did you perform in cargo?
Utnegaard: In cargo, we were very
pleased with the results. We ﬁnally had
an excellent year in Israel and our cargo
business in South Africa had a good year.
Cargo in Germany had a very busy 2011,
above expectations, and we’re certainly
on the right track there. The restructuring of the Cargo UK business is also going according to our plan, and we have
now moved the entire operation into one
warehouse.
We also received further external recognition of our standards of excellence
and the appreciation of our customers,
winning another two major handling industry awards. Last March, for example,
Swissport was named The Institute of
Transport Management’s Best Ground
Handling Company for the 11th year in
succession – an award that we have won
again in 2012.
AGS: What are the main challenges
facing global ground handlers like
Swissport in the year ahead?
Utnegaard: Three months into
2012, it is clear that this will be another
challenging year for the aviation sector,
although I am pleased to say that Swissport International has already achieved
some major successes in the ﬁrst quarter, and I am cautiously optimistic about
our prospects for 2012 and beyond.
So far this year we have seen cargo
volumes drop across the world, which
are early warning signals that 2012 will
be a challenging year. But I’m conﬁdent
34 Airline Ground Services June 2012

we will be able to manage this downturn, as we have done before.
It is extremely difﬁcult to predict
how 2012 will play out, because it is a
highly volatile market. But I expect us
to meet our budget targets and deliver
the initiatives that we agreed – meaning that if the market is tough, we need
to make sure that we also manage the
cost base accordingly. We have a far
more ﬂexible cost base than we had in
the past, and the advantage of having a
global business is that we can also put
our foot on the accelerator in markets
that are growing, and we will continue
to expand our business by following and
serving our customers wherever they
need us around the world.
In addition, the challenging conditions in some markets mean that more
airlines and airports are coming to the
conclusion that ground handling is not a
core business of theirs and that it makes
sense for them to convert ﬁxed costs
into variable costs – and it is our job
to persuade them.
Therefore, in spite of the
expected challenges for the
aviation sector as a whole in
2012, I am positive about
the opportunities ahead.
So, I am cautiously
optimistic for 2012 – the
market is highly volatile,
but we have managed challenging market conditions
in the past and 2012 will be no
exception. We have excellent
management in place across
the world and we are well
prepared to manage the challenges.

ing programmes and the standardisation of technical training for Cargo and
Ground Handling. At the same time, we
perform operational business reviews
and gap analyses to further improve
processes and the efﬁciency of our operations. On the technology side, we are
developing further tools to continue to
support our own processes and improve
the customer experience, and applying
these worldwide.

Cargo in Germany
had a very busy 2011, above
expectations, and we’re certainly on
the right track there
Per H. Utnegaard, President and CEO of
Swissport International

AGS: How do you offer consistency
of service across such a large global
network?
Utnegaard: We have an on-going
process of standardising our processes
and tools, and rolling out best
practice around the world.
As part of the development
and
maintenance of
our standards
worldwide, we
are also continuing our
successful
supervisory
and leadership train-
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AGS: Have you recently won any new
clients/contracts?
Utnegaard: There are too many to
mention, but here are a few examples
from around the world already this year.
For instance, Swissport Brazil has secured important long-term ground handling contract renewals with both GOL
and Azul. Our business in Japan has also
been going from strength to strength.
Following the opening of cargo handling
at Narita late last year, we have now
opened a cargo handling facility at Kansai, and we are now running the entire
hub for Finnair in Helsinki. Elsewhere
in Europe, we have secured a number
of new cargo customers at Amsterdam,
including, most recently, Korean Air
Cargo.
AGS: Are you offering any new services or facilities at any of your airports?
Utnegaard: As mentioned, recent
enhancements include the addition of
cargo handling at two key airports in
Japan: Narita late last year and Kansai
earlier this year. Further strategic additions are planned for this year, and we
will continue to grow worldwide, following and servicing our customers wherever they need us around the world.
In terms of products, we have already

introduced two signiﬁcant innovations.
On the ground handling side, we have
launched an innovative and state-of-the
art self-service solution that increases
the quality and efﬁciency of missing-bag
reporting. Passengers needing to report
a bag that has been lost at the departure
or transit airport will no longer have to
queue in front of the ‘Lost and Found’
counter in the arrivals area – instead, the
declaration can be conveniently done
online from their home, ofﬁce or hotel.
Introduced initially for our Geneva
operation, we plan to expand this online solution to many other Swissport
stations around the world, bringing
this new application of the self-service
concept into the post-ﬂight experience.
With self-check-in, ticketing and boarding already standardised, customer
surveys have concluded that there is
demand for an end-to-end self-service
portfolio for the entire journey, and that
a high number of travellers want to be
in charge of their trip. Passengers who
prefer personal assistance can still report their missing or mishandled bag at
the airport using our kiosks, or queue at
a staffed counter.
On the cargo side, Swissport has
just become the ﬁrst global independent
handler to provide an advanced track-

and-trace service for cargo customers and other partners via their mobile
phones. Swissport’s successful Freightﬁnder track-and-trace service has been
available for several years via the main
internet browsers, and the company
has now developed a mobile version of
Freightﬁnder that will make it possible
for customers and partners to check the
status of shipments from their smartphone or tablet. This is available for
the iPhone and iPad, BlackBerry, and
all mobile phones or tablets using the
Android operating system, meaning it
can be accessed via the vast majority of
smartphones worldwide.
This kind of technology is otherwise
only available to one or two of the leading major global airlines, and so our ability to offer this kind of service to any of
our airline customers and partners is a
further example of the beneﬁts customers receive from outsourcing to a specialist cargo handler, and in particular
to the leading global handler, Swissport.
This is a really useful innovation that is
giving us a nice competitive advantage,
demonstrating the value of our ability as
a large, well-backed organisation to invest in innovation and new technology
and lead the ﬁeld in professionalising
the handling sector.

Motion is our business
Ground Handling Services at Munich Airport

www.aeroground.de
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AGS: 2011 was a tough year for the
aviation industry; how did WFS fare?
Nassberg: Last year was satisfactory. After the big improvements of late
2009 and 2010, 2011 saw very little in
the way of growth, it was more about
stabilisation in the markets. That was
especially true for cargo which drives
our financial performance and accounts for about 60% of our global
turnover. That means that our fortunes
mirror the peaks and troughs in cargo
volumes around the world. Last year,
in the second part of the year in some
markets, especially Europe, cargo suffered a downturn.
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AGS: Are you conﬁdent that the Euroarea is now more ﬁnancially sound?
Nassberg: Yes, to some extent, at
least in terms of the stability of the Euro.
For us, it’s really the way in which ﬁnancial and economic stability drives the
volumes that drives our growth. In terms
of how we’re paid that’s a combination
of the airlines and forwarders; it’s on a
short term basis, so we’re less concerned
with currency risk. The greater risk
is economic stagnation, where people
aren’t buying products, so goods are not
being shipped. It’s more about fear in the
markets and it’s driven by consumption.
If people cut back and settle for what’s in
season then that’s bad for us.

We won a major
contract with Etihad in London which
was a big success on the cargo side
Barry Nassberg, COO, WFS Group

AGS: How is 2012 looking so far?
Nassberg: The market is stable now
and we’re cautiously optimistic for 2012.
We’re seeing some growth in Asia where
Bangkok is our big Asian cargo operation. We’re also optimistic for Europe in
the second half.

AGS: Is perishables an area you are
targeting?
Nassberg: We do a lot of perishable
work and this is a focus for us at
more and more of our stations. They
constitute a growing portion of our
trafﬁc. Many handlers don’t offer this
service because of the upfront costs
and instead outsource, but we choose
to do it ourselves and are making the
investment in it.
AGS: Which markets offer the greatest growth potential for WFS?
Nassberg: Europe is opening up
certain markets for ramp and passenger services which could allow us entry.
www.evaint.com
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The EU is discussing this now, it won’t
happen this year but the plan is to mandate that there must be three handlers
at major airports in the EU. We are also
watching Asia. We’ve had great success
in Thailand after they decided to allow
foreign entrants and there are opportunities coming up in Japan. In Korea, we’re
seeing cracks in the door, there are some
opportunities in China but we’re being
very cautious there, and we’re also watching the Indo-China countries which have
a lot of potential but which are all very
closed markets at the moment. Indonesia
is another, but that will take time.
AGS: You recently won a concession
as part of a consortium to operate a
cruise terminal in Hong Kong on the
location of the former, legendary, Kai
Tak airport. Will we see more of this
from WFS in the future?
Nassberg: We will bid for more,
absolutely. We hope to turn this into an
area of activity for us starting with Asia
and we have had a few other enquiries
on this.
AGS: How does WFS offer consistency
of service across such a wide network?
Nassberg: Obviously we meet all
the external regulatory requirements

)

PROUDLY

and as well as the standards we agree to
conform to with clients, as deﬁned in the
Service Level Agreements we sign. We
also have internal measurements related
to training, oversight etc. So basically
we’re doing our own extensive internal
auditing of our performance. Our
stations work together to learn about
best practices from other stations. In
many cases, airlines work with us, and as
they have got more centralised in terms
of what they want across their network
and how they measure the performance
of ground handlers, so we have moved
away from meeting the differing local
desires of airline station managers to

providing network solutions to airlines
involving multiple stations.
AGS: Have you made any new investments you can tell us about?
Nassberg: Well, we won a major
contract with Etihad in London which
was a big success on the cargo side. That
started in March. We’ve also opened new
stations at Gatwick and Cork for cargo
in the last few months. We are also close
to announcing two new cargo stations
in Africa which has been a real focus of
growth for us. We launched two years
ago in Durban and the two new ones are
in South Africa as well.
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Since January 2011, AeroGround Flugenhafen Munich Airport has been a wholly-owned
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urning a company around
from a loss-making business
division to a proﬁtable
stand-alone operation is
never easy, but when you’re
dealing with the fast-changing air
transport industry, any success should
be celebrated. And that’s exactly what
AeroGround
Flugenhafen
Munich
Airport has done, as it welcomed its
latest customer, airberlin, to its fold.
“We signed a long-term (six-year)
contract with airberlin in March,”
comments
Axel
Feil,
executive
VP marketing sales and business
development. “This is an important
move for us, because airberlin is the
second biggest airline in our hub airport,
Munich, and, indeed, in all of Germany.
We now serve 100 customers.”
That AeroGround has any schedule
at all is impressive, since 18 months ago,
the company faced failure. “We were a
business division of Munich Airport Authority,” Feil explains. “But because of
that, we were treated as a state company
in terms of union negotiations - and pay
is standardised across all state-owned
companies. This made us uncompetitive
with our rivals. We were losing 30m euros per year. We needed more ﬂexibility
in the way we operated and the way we
rewarded our staff.”
So in January 2011, AeroGround
Flugenhafen Munich Airport became
a wholly-owned subsidiary of Munich
Airport Authority, with the ability to
organise its own affairs as a private
company. The ﬁrst thing it did was
negotiate new, lower pay rates with the
union, which realised that if its members
did not agree to changes, the company
would close altogether and they would
lose their jobs.
“We also changed the working
patterns to increase productivity,” Feil
continues, “and reduced external costs
by re-negotiating contracts for things
like pushing back and cleaning aircraft,
IT, HR and rental of ofﬁce space.”
“We can ask people to work hourly
shift patterns, so that we can employ
them for two hours, instead of the
minimum four previously required by
the unions. This allows us to change
www.evaint.com
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stafﬁng according to business levels. We
also increased the number of part-time
workers to 400 to support our 2,000
full-time employees in peak periods.”
Increased ﬂexibility has also enabled
AeroGround to train staff dedicated to
either terminal 1, which caters for pointto-point trafﬁc, or terminal 2, which is
a hub terminal for the 27 Star Alliance
members, offering numerous interline
and connecting ﬂights, with associated
baggage transfers.
“The two terminals have completely
different processes and logistics,” says
Feil. “Not only do terminal 2 employees have to be able to transfer the right
baggage to the right aircraft in time, but
they also have to know how to deal with
priority passengers, such as ﬁrst and
business class. Most terminal 1 ﬂights
mainly have one class of passenger. In
the past, AeroGround had separate operating divisions for aircraft handling,
baggage handling and cargo handling.
Now we are one big, more ﬂexible and
customer-focused and market-orientated organisation. Each employee may
work at terminal 1 or terminal 2, but
they are responsible for all of the business areas. Part-time staff then ﬁll in the
gaps as needed, under the guidance of
the more experienced personnel.”
Ramp handling and terminals 1
and 2 make up two of the main business streams at AeroGround; the other
two are passenger handling - check-in,
boarding, load planning, ramp activities, and preparation of crew brieﬁng and cargo and warehouse. Each of these
activities is handled by an AeroGround
subsidiary: Aerogate takes care of passenger handling and Cargogate handles freight, although nearly all cargo is
ﬂown on passenger aircraft, as a night
ﬂying ban makes Munich unviable for
all cargo carriers.
Despite the huge changes which have
taken place, AeroGround is still not satisﬁed. This year, it has invested in 19 new
MAN buses - 20% of its bus capacity - to
ferry passengers and crew and is introducing more power stow equipment, often known as ramp snakes. “We got our
ﬁrst power stow conveyor in 2008 and
have been adding to this steadily,” says
Feil. “We now have 14 and are buying
two more this year. These conveyors are
not only better for staff as they cause less
strain, but they reduce baggage damage
as loaders don’t have to push bags across
the ﬂoor of the hold. We can also operate
with one less staff member as we don’t
need someone in the hold.”
Other innovations at AeroGround
include a baggage reconciliation system and mobile data devices. The bagwww.evaint.com

gage reconciliation system enables staff
to see how many and which bags have
been loaded on any particular aircraft.
“This isn’t just useful for security reasons,” Feil emphasises, “but because
it can provide an instant view of what
bags are missing from an aircraft. It also
enables staff to quickly ﬁnd and ofﬂoad
baggage if a passenger has not turned
up at the gate or is being removed from
the ﬂight.”
But AeroGround is particularly
proud of its MC95 mobile data devices,
introduced at the beginning of the year.
The Motorola hand-helds can be used
inside and outside for a number of applications. For example, a ramp agent
can obtain the latest information on last
minute baggage and know how long it
is going to take to get to the aircraft, allowing the agent to make an informed
decision about whether to hold the ﬂight
or not. It can also be used to ensure additional services such as buses, toilet
and water or cleaning can be arranged
quickly when needed.

Another new system helps AeroGround to strengthen its customer focus:
a customer relationship management
system from Sensix gives the company
an overview of what is happening with
every customer: contract details, people
involved, prices, services, events and a
weekly quality report.
Thanks to service-oriented forward
thinking like this, AeroGround has
been transformed from a loss-making,
uncompetitive organisation into a
proﬁtable one. If the EU directive to
require airports to have at least three
handling companies, rather than two,
comes into force, AeroGround will
consider taking the opportunity to
expand into new locations.
“We will initially stay in Germanspeaking countries - Germany, Austria
and Switzerland,” says Feil. “We are a
regional expert, not a global player.”
Not yet, anyway. But with
AeroGround’s progress so far, it can’t be
long before it is competing on a much
bigger playing ﬁeld.
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25th IGHC Ground Handling
Conference
May 6 - May 9, 2012
Prague, Czech Republic
Hilton Hotel
The 25th IGHC Ground Handling Conference
will bring together some 650 delegates in a
program rich in information sharing and networking
opportunities. Issues to be addressed range from the

The event includes an exhibition featuring the latest
innovations from the ground handling and airport
community in addition to highly focused interactive
workshops.

use and development of the IATA Standard Ground
security, impact of deregulation on ground handling,

To view the preliminary agenda and register please
visit:

automation, cost management and airside safety.

http://www.iata.org/events/pages/pages/ighc

Handling Agreement (SGHA), to airlines/airport

INTERVIEW | HASSAN EL-HOURY, CEO, NATIONAL AVIATION SERVICES

HANDLING
NEW GROUND
*OUIFlSTUBHSFFNFOUPGJUTLJOEJOWPMWJOHB6OJUFE"SBC&NJSBUFTBJSQPSU 3BT"M,IBJNBI
*OUFSOBUJPOBM 3",  IBT BXBSEFE B HSPVOE IBOEMJOH DPOUSBDU UP ,VXBJUJCBTFE /BUJPOBM
"WJBUJPO 4FSWJDFT /"4  B QSJWBUF DPNQBOZ )BTTBO &M)PVSZ  /"4 $&0 EJTDVTTFT UIF
JNQMJDBUJPOT GPS UIF DPVOUSZ  UIF SFHJPO BOE GPS QSJWBUF BWJBUJPO TFSWJDF DPNQBOJFT XJUI
"JSMJOF(SPVOE4FSWJDFT#FSOBEFUB5FOEZSB
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his really is a game
changer,” says Mr
El-Houry, who began his professional
life as a business
consultant with Arthur Andersen and
Ernst and Young. “I think that the government of Ras Al-Khaimah is really
forward-thinking and I have a tremendous respect for them, for what they’ve
done. His Highness Sheikh Saud, the
ruler of Ras Al-Khaimah, and indeed the
RAK Industrial and Development Ofﬁce
(IDO) held an objective evaluation of
the best handling agent, and I think they
understood the political implications of
this decision but they went through with
it anyway.” Its weight, he believes, has
indeed “been felt throughout aviation
circles in the region”.
The implications to which Mr ElHoury refers are “potentially huge for
the Middle East”. The NAS CEO observes that “all airport authorities in
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the region, or airports wherein there is
a monopoly, are monitoring the results
from RAK. They will notice a marked
difference in quality and pricing of services at the airport, and the breadth of
services on offer. That will encourage
them to liberalise their industries to reap
the beneﬁts of the open market.”
“For the government of RAK, and
this is important, it sends the message
that this Emirate is a business-friendly
and open place to do business. It is a
place with a visionary ruler and a government that makes decisions based on
merit and commercials, not politics,” Mr
El-Houry argues.
Most Middle Eastern countries –
with very few exceptions – have hitherto
been state monopolies in ground handling terms. “If you look at Dubai, it’s a
monopoly; Abu Dhabi, it’s a monopoly;
Oman, it’s a monopoly; Qatar is a monopoly; Egypt is a duopoly and the market’s closed; Saudi Arabia is a monopoly,

so most of the Middle East is closed,” says
Mr El-Houry. “We are obviously focusing like a hawk on opportunities where
these exist; we’re pushing really hard but
85% of the market is a monopoly.”
Yet
developments
at
RAK
undoubtedly represent a sea change for
ground handling services in the region.
The state-owned airport authority has
hitherto performed these functions;
however, as Mr El-Houry rightly
observes, “this structure is not optimal
because government entities are rarely
commercially driven and are usually
burdened by government bureaucracy.”
By contrast, NAS is a “dynamic,
commercially driven entity” which
allows us to tap into a vast network of
relationships. Private sector peers will
doubtless take note.
“We are leveraging those relationships to drive cargo and passenger business to the airport,” says Mr El-Houry.
“We are also using our knowledge and
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experience in the Middle East to improve the quality of services at RAK.”
The NAS precedent could thus precipitate signiﬁcant change within the
regional aviation sector and beyond. “I
hope that others will follow”, says Mr
El-Houry, “because I think that they
will see the value of bringing in a private handler. It takes just one to break
away from the herd and the rest start
to follow.”
He is convinced of the value injected
by private companies. “Bringing in a private handler means better pricing, you
know that you have better quality, you
have a commercially driven entity at the
airport, which means that we are trying
to push volumes there. We are also trying
to serve our clients better, to offer them
the best price that we can. We’re respon42 Airline Ground Services June 2012

sive, we’re attentive to their needs, we’re
creative with the services that we provide or try to supply, all of the services
that passengers and airlines need, and I
think that others will follow.”

For the government
of RAK, and this is important, it
sends the message that this emirate
is a business-friendly and open place
to do business. It is a place with a
visionary ruler and a government that
makes decisions based on merit and
commercials, not politics
Hassan El-Houry, CEO of NAS
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you’re owned by the government,
whether directly or indirectly, you have
certain procurement laws, you have certain expansion policies and procedures,
certain decisions have to be raised up
to certain government ofﬁcials and that
takes a lot of time. From our experience, you tend to lose an opportunity
once it’s sitting on someone’s desk for a
month or two. And with us that doesn’t
happen. We can take a quick decision
and we can act on it very swiftly. The
other thing is that we’re not afﬁliated
with any airlines so most airlines are
comfortable sharing with us their cargo
loads, the origin of their cargo, the nature of their cargo, they’re comfortable
sharing with us their passenger numbers, their passenger proﬁle, whereas
they would be reluctant to share that
with their competition, if the latter also
owned the handling agent. We can play
to these two advantages.”
Mr El-Houry further extols the merits of NAS’ highly diverse, creative and
opinionated team, a feature perhaps
more characteristic of a private company than of a state monopoly. “We have
a good mix of men and women, people
with 30-40 years’ experience and people
with ﬁve-six years’ experience. We have
Middle Easterners, we have Africans, we
have Indians, we have Europeans, we
have Americans – we have people with
all kinds of views and we encourage dis-

cussion, we have a very strong open door
policy and that allows the smallest person in the company to voice his or her
opinions to the CEO or to anyone else.
And a lot of very good ideas come from
the people on the ground... “
Mr El-Houry is encouraging airlines to look at RAK: “You’ll get many
facilities and the airport will help to
meet any of your aviation needs – we,
as NAS, are happy to offer special discounts on ground handling, and some
of the region’s best hotels are at RAK...”
He refers to the “mutually beneﬁcial
partnership” between NAS and RAK:
“the airport authority is open for business and is actively encouraging passenger airlines and freighters to use
their airport; they are successfully driving volumes to the airport. We have
an experienced and highly rated team
on the ground there, and some of the
newest European-manufactured GSE.
Everyone who has been to the airport
has been impressed. We expect high
growth rates in both cargo and passenger ﬂights.”
NAS “wants to show the rest of the
UAE and the rest of the Middle East
what a private handler can do... you
know, it is one of the Emirates that’s
really fast growing, and the fact that
they’ve let us in is just an indication
of how they see the future playing out
for them.”

Under the terms of the contract, NAS
will supply RAK with ground handling
services that include ramp handling
as well as check-in, arrival, transit and
cargo services. Pearl Assist, NAS worldwide network of ‘meet and assist’ and
lounge services, will also be available at
the airport. RAK International’s master
plan meanwhile includes proposals for
new arrival and departure lounges, F&B
(Food and Beverages) outlets, a Free
Trade Zone, cargo facilities, parking lots
and ofﬁces, in a bid to meet trafﬁc demand for the next 20 years and beyond.
Outsourcing ground handling is an important feature of the airport’s on-going
development strategy.
“Being a private company obviously
helps because that eliminates a lot of
the red tape,” says Mr El-Houry. “When
www.evaint.com
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Airlines use sophisticated global
networks to meet their catering
needs, as Michael King discovers

CUISINE

A

irlines have a profusion
of means by which they
can meet the highly
varied
and
complex
catering
requirements
of their worldwide networks. Many
airline groups own catering subsidiaries
which operate at their ‘home’ airports,
for example, and these generally serve
a wide range of carriers as well as the
group’s own airline. Some larger airlines
also run subsidiaries providing catering
www.evaint.com

We choose to run a
mix of caterers rather than a global
partner. This can involve more risk
than using a global partner, but
getting it right for the customer on
each lane is the main priority and
that’s where we start from
$IBSMFT(SPTTSJFEFS $BUIBZ1BDJlD"JSXBZT
catering services manager

services from other airports within their
networks.
Internal resources are usually supplemented by local agents on speciﬁc
lanes or at particular airports, or by outsourcing some – or in a few cases all of their needs to global catering experts
such as LSG Sky Chefs, Gate Gourmet or
Alpha. These specialists offer comprehensive service ‘menu’ options aimed at
different types of airlines and supported
by sophisticated supply chain solutions.
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CATHAY’S CATERING
SUBSIDIARY IS NOT CONFINED
TO HONG KONG

CPCS, the catering subsidiary
of Cathay Paciﬁc Airways, was
established in 1967 as Air Caterers
Limited but was renamed CPCS in
1992 when Cathay Paciﬁc decided
to extend its in-ﬂight catering
interests beyond Hong Kong.
At Hong Kong International
Airport (HKIA), the company
operates one of the largest and
most modern ﬂight kitchens in the
world. Built in 1996 at a cost of
US$200 million, at full utilisation
the 50,400 square-metre facility is
capable of producing 80,000 meals
a day. It incorporates a bin conveyor
system, vacuum waste disposal
system, centralised dishwashing and
chemical distribution systems, plus
separate hot and cold kitchens as
well as Halal, Kosher and Japanese
kitchens and an on-site bakery.
CPCS supplies catering services
to a wide range of airlines as well
as in-house carriers Cathay and
Dragonair at HKIA and also runs
joint venture kitchen operations in
Vietnam, the Philippines, Taiwan,
Vancouver and Toronto. In 2010, its
total network supplied on average of
63,000 meals each day to 36 airlines
operating 146 ﬂights.
Special meal options offered
by CPCS cater for customers with
low calorie, low-carbohydrate and
diabetic needs, as well as passengers
demanding that food is prepared in
line with their religion.
“Each CPCS in-ﬂight kitchen
around the world operates in line
with the international in-ﬂight
catering food safety standards to
ensure that all international airline
requirements are met,” said a
spokesperson for CPCS.
“These
standards
include
random daily samplings of incoming
raw products and scientiﬁc analysis
of prepared food. Daily hygiene,
cooking and storage temperature
checks are made in all production
and operation areas.”

“CPCS supplies catering
services to a wide range
of airlines as well as
in-house carriers
Cathay and Dragonair
at HKIA”
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Caterers
traditionally
operate
their own ground and plane handling
equipment, typically using high loaders
to deliver supplies into the aircraft and
then a range of equipment in-cabin
to suit the particular needs of the
aircraft. Some of the largest third-party
caterers also offer value-added packages
including IT support, menu design,
last mile provisioning and the supply
of handling and on-board catering
equipment to further increase the
outsourcing options of carriers.
Cathay Paciﬁc Airways, one of the
world’s largest airlines by any measure,
served 17.6 million meals and 1.2 million
bottles of wine in 2010. Last year, the
airline carried some 27.6 million passengers, a rise of 2.9% compared with 2010.
Cathay hubs at Hong Kong International Airport where it purchases catering
supplies and airport logistics services
from group subsidiary, Cathay Paciﬁc
Catering Services (see box).
“The aim of the airline’s catering
team is to provide enjoyable and nutritious meals for all its passengers on all
its ﬂights,” explained Charles Grossrieder, Cathay Paciﬁc Airway’s catering services manager. “We organise everything
we need globally from Hong Kong.”
Based on extensive customer feedback and local knowledge, Cathay’s food
and drink menus are tailored to meet the
speciﬁc needs of customer sets by cabin

Because of our
heritage, the food offering on our
mJHIUTJTCBTFEPOUIF"SBCJBODPODFQU
PGHFOFSPVTIPTQJUBMJUZ5IJTEFlOJOH
philosophy is applied across all three
cabins - whether you are travelling in
First, Business or Economy
Robin Padgett, vice president,
aircraft catering, Emirates

on each route. Catering supply chain
and gate delivery arrangements are then
aligned to meet these requirements.
“We use historical data to establish
demand by coach, nationality, different
food requirements, ethnicity etc,” said
Grossrieder. “And we build this into
our forward planning so we can satisfy
the majority of our customers. So if
we’re going to the U.S. we have more
American food. If it’s China, then it’s
more Chinese. In the Middle East it’s
halal meat and so on.”
Cathay selects its global caterers using stringent criteria. “The caterer needs
to ﬁt our needs and we audit them to
make sure they do,” said Grossrieder.
“We do market research, run tenders etc.
“We choose to run a mix of caterers
rather than a global partner. This can
involve more risk than using a global
partner, but getting it right for the customer on each lane is the main priority
and that’s where we start from.
www.evaint.com
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“In some ports we might be able to
choose from ﬁve or six. In others, say in
the Middle East, there is usually only
one, normally state-owned. Everywhere
is different. The unions and work practices are different. Our job is to get our
caterer supplying the right food for us at
the right time.”
Emirates takes a different network
approach to Cathay. “Our principal relationship is with ﬁrst-tier airline caterers such as Do&Co, LSG, Alpha and
Gate Gourmet,” said Robin Padgett, Vice
President, aircraft catering at Emirates.
“These are globally renowned organisations with the expertise to deliver complex, high-quality catering across our
network every day of the year.”
Emirates’ commercial relationships
with the suppliers are organised from
Dubai by the airline’s own dedicated
Procurement team, whose role is to ensure value for money on the best available products.
Emirates organises its catering
around a centralised meal design team,
which is also based in Dubai. Its role is
to create quality, creative recipes which
can be consistently delivered to passengers in-ﬂight. “These recipes are implemented by our Regional Catering teams
who manage the day-to-day relationships with our 60-plus catering partners
located across the globe,” said Padgett.
Emirates’ catering and in-ﬂight
delivery is critical to the overall service
offered to customers. “Because of our
heritage, the food offering on our
ﬂights is based on the Arabian concept
of generous hospitality,” he said.
“This deﬁning philosophy is applied
across all three cabins - whether you
are travelling in First, Business or
Economy, we want to ensure that all
passengers on Emirates ﬂights receive
a plentiful offering in keeping with the
rich heritage of hospitality for which
the Gulf is known.”
Padgett also explained that Emirates’ catering team and its suppliers
act entirely separately from contracted
ground handlers. “Catering is quite a
separate function from ground handling,” he said. “Handlers have their own
challenges in making sure an aircraft is
unloaded or loaded, cleaned and made
ready as quickly as possible. As caterers, our main aim is to make sure we coordinate to avoid disrupting their work
during the busy period an aircraft is on
the ground.
“At Emirates, we all work as a team
to deliver the best service possible for
our customers – catering, ground handlers and every other member of the
www.evaint.com

Emirates family has a key role in ensuring that this is achieved.”
Like its competitors, British Airways
uses a rigorous tender process to select
its catering partners around the world,
which consist of a mix of international
and local suppliers. In the UK, for example, BA’s catering partners are Gate
Gourmet and DHL at Heathrow and
Alpha at Gatwick, while at London City
Airport the airline uses LSG Skychefs.
An in-house team of contract managers oversees the performance of all
suppliers and benchmarks this worldwide to ensure the same standards are
in place across the network. “We provide
our caterers with very strict footprints
and templates for the dishes we want
to serve onboard and this is driven by
the research we do with our customers,” said Chris Cole, food & beverage
manager. “Our catering development

Our in-house team
travels around the world, but we rely
on our caterers both in the UK
and overseas to keep in touch
with local suppliers and to
provide us with the best
possible ingredients and
catering supplies
Chris Cole, food & beverage
manager, British Airways

teams meet with caterers both in the
UK and abroad to quality check the
product. And, of course, we speak with
our customers regularly to ensure that
the product meets their expectations, as
well as ours.”
While the contracted caterers source
much of the food for BA, the airline
also runs its own in-house ‘innovation
team’ which is charged with identifying new suppliers and evolving customers trends. “Our in-house team travels
around the world, but we rely on our
caterers both in the UK and overseas to
keep in touch with local suppliers and to
provide us with the best possible ingredients and catering supplies,” he said.
According to Cole, the catering
functions provided both in-house and
by suppliers are designed to underpin
the fundamental ethos of BA’s catering
strategy, which is to offer customers
‘good food that works when you ﬂy.’
“Our offer is simple - British inspired but with an individual ﬂair that
reﬂects the taste and cultures of our
varied international customers and is
designed to meet the needs of
those customers at whatever time of day or stage
of their journey they
are on,” he added. “Our
cabin design and service style also reﬂects
these qualities and
it shouldn’t matter
which cabin a British
Airways customer is
travelling in; the sentiment is the same.”

June 2012 Airline Ground Services 47

LAW | MUNDAYS LLP

HOW TO DEAL WITH THREATS
OF CLAIMS FOR NEGLIGENCE
AND BREACH OF CONTRACT
By Phil Walton (Partner in Mundays Corporate/Commercial Department) and Oliver Jackson
(Senior Associate in Mundays Dispute Resolution Department)

T

he aim of this article is to
give practical tips and guidance on what to do when
the unthinkable happens,
and you are threatened
with a claim for negligence or breach
of contract. This is not to say that the
company, its directors and employees
are in fact negligent or indeed in breach
of contract but threats such as these are
often made, sometimes as a result of
the actions of subcontractors engaged
by the company.
In the context of a deteriorating
and tense situation, a company needs
to know how to handle the situation
from a legal perspective to ensure that
a bad situation does not become worse
but also how to prevent and deal with
spurious threats designed to take the
heat off the other contracting party.
We will look at effective preventative methods and procedures to adopt
to minimise a company’s exposure to
liability, and even how to go on the
offensive should the opportunity present itself.

The simplest most effective measure
is training. Train your company’s
employees at all levels so that
everyone knows the company’s
business, how its contracts work and
how its contracts are formed

INTERNAL MANAGEMENT OF CLAIMS

Before we look at what to do when a
claim or threat of a claim arrives, there
are some measures that can be put in
place to minimise the impact on your
company.
The simplest most effective measure is training. Train your company’s
employees at all levels so that everyone knows the company’s business,
how its contracts work and how its
contracts are formed. Think about the
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order process, who has the authority to
conclude contracts and who has the responsibility to run the contract. Quite
often, contracts in this industry are
concluded on IATA or similar standard terms but these contracts can and
are also augmented by a party’s stand-

ard terms, which a party may seek to
include at any stage prior to forming
the contract.
Ensure that the company’s employees do not simply accept another
party’s terms in their eagerness to conclude a new piece of business. This can
www.evaint.com
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be achieved through the use of simple
flow charts explaining the legal process to forming a contract and where
alarm bells should be raised, including how to refuse or prevent another
party’s standard terms from applying
to the contract.
This will ensure that the contract
is set up properly in the first place,
so that for example, there are proper
and clearly identified limits of liability,
time limits for bringing claims, arbitration procedures, etc in place.
Put in place clearly identifiable
lines of reporting so that if something
does go wrong, for any reason whatsoever, someone in authority in the
company is informed on the very same
day as the alleged incident so that decisions can be made at the very top
quickly, effectively and in full possession of the facts so as to minimise any
potential damage to the company, its
customers and trading relationships.
The worst thing that can happen is
that a company is not able to respond
to claims or threats within applicable
timescales due to critical information
not being in the hands of the directors. Encourage the company’s employees to report incidents without
fear of reprisal – they will be saving
the company money.
Appoint a claims handler who is familiar with claims procedures, how the
system works and with experience of
dealing with claims. This person may
be very effective at handling the claim
as they will be familiar with any time
limits which may be in the contract
or with any exclusion or limitation
clauses which may apply. This person
should be the “go-to” person in such
circumstances.
Undertake a thorough review of
the company’s policies of insurance
– do they, for example, cover legal expenses?
WHEN THE CLAIM OR
THREAT ARRIVES

If you have appointed a claims handler
at this stage, a good experienced claims
handler will know what to do next,
including if necessary getting lawyers
involved, depending on the seriousness
of the situation. Log the date of receipt
of the claim/threat, ensure a proper file
is kept and available for inspection at
all times. Note any deadlines in terms
of responding to claims or threats and
ensure adequate and proportionate
responses are sent in due time.
Avoid panic, or knee-jerk reactions,
quite often an accusation of negligence
or breach of contract alone may induce
www.evaint.com

expectations and offer a solution. To
avoid the risk that your customer may
seek to exploit a situation where something has gone wrong, ensure that any
admission of liability is expressed on a
“without prejudice basis.” This means
that the contents of the communication cannot be referred to or relied
upon in the context of any litigation as
being an admission or wrongdoing/liability.
WHAT IS NEGLIGENCE?

a worried party inadvertently to admit
liability. On many occasions, the threat
of negligence or breach of contract is
without evidence or basis in fact.
Check your contracts to see which
terms apply to claims for breach of
contract and/or negligence. Some
claims on both negligence and breach
of contract may in fact be out of time;
for example, for negligence, in the
absence of a contractual term to the
contrary, the time limit for bringing a
claim is 6 years from the date that the
cause of action accrued; for breach of
contract, in the absence of a contractual term, 6 years (in some circumstances it may be twelve). However,
standard industry terms often drastically reduce such time limits, sometimes to a matter of days.
The contract may contain (often in
IATA agreements) arbitration clauses
which will apply to both claims for
breach of contract and claims for
negligence and therefore strict procedural guidelines should be followed.
It could be that the threatening party
has failed to comply with such guidelines which can often result in a claim
being struck out.
Be proactive; if the company is
presumably insured, notify insurers as
early as possible but make sure they
act in accordance with your wishes (i.e.
do not accept liability without your
consent) but equally do not invalidate
your policy by acting outside its terms.
Notify the customer of any problems and the reason, manage their

Avoid panic, or knee-jerk reactions,
quite often an accusation of
negligence or breach of contract
alone may induce a worried party
inadvertently to admit liability

To succeed in an action for negligence
at common law, it is necessary for a
claimant to establish that:
• The defendant owed a duty to the
claimant.
• The defendant breached the duty
owed to the claimant.
• The defendant’s breach of duty
caused the claimant to suffer recoverable loss.
• The damage must be reasonably
foreseeable.
There are many statutes, regulations and cases that explain the above
and this article is not designed to explore this in any depth. Negligence is
difficult to prove, albeit expensive to
have to defend against.
BREACH OF CONTRACT

There are many types of breach
of contract, many of which, if the
company acts quickly enough, can be
remedied so that the claiming party
suffers no actual loss and therefore
the prospect of a claim can be greatly
reduced.
This goes back to our earlier point
about clear lines of reporting and quick
actions: remedy a breach before matters get out of hand, do not put your
head in the sand.
ON THE OFFENSIVE

It is often the case that a company
may be able to counterclaim (rarely
for negligence) but more likely that
the claiming party is in fact in breach
of contract itself. Check the provisions
of the contract, the company may be
able to exercise a right of set off or
deduction from monies owed to it or
the claiming company may be trying to
mask something where it is vulnerable.
Take advice as appropriate and
do not allow yourself to be bullied
just by the threat of a claim. Just as
with contractual negotiations, when
dealing with contractual disputes
and threats of negligence, the first
backward step a company takes could
be the first of many.
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GROUND HANDLING AGENTS

DIRECTORY OF GROUND
HANDLING AGENTS
ANTIGUA

BARBADOS

Airport Services (Antigua) Ltd

Caribbean Aircraft Handling Co. Ltd

V.C. Bird International Airport,
St. John’s
Antigua
Telephone: + 268 462 0528
Fax:
+ 268 462 8999
Website: www.asaanu.com
Executive Director: Dr. Vanetta Rodgers
Email: vcrodgers@asaanu.com
Operations Manager: Mrs. Marva Richards
Email: marva.richards@asaanu.com
Services: Ground Handling Contractors

Grantley Adams International Airport
Christ Church
Barbados
Telephone: + 246 428 1950
Fax:
+ 246 428 1652
Email: caribjet@sunbeach.net
Website: www.caribairways.com
Services: Representation, administration
and supervision, Passenger
services, Ramp services, Load
DPOUSPM DPNNVOJDBUJPOTBOEmJHIU
operations,Cargo and mail services,
Support Services, Security

BAHAMAS

Nassau Flight Services
P.O. Box AP-59203
Nassau
Bahamas
Telephone: + [1] 242 377 8339
Website: XXXOBTTBVmJHIUTFSWJDFTDPN
Managing Director: Mr. Ian
Mortemore
Services: Aircraft loading/unloading,
Baggage sorting, Cabin cleaning, Crew
transport, pushback, Airport ticketing
sales desk, Arrival and transfer services,
Baggage services, Check-in services,
Dedicated passenger services, Gate
services

BAHRAIN

Bahrain Airport Services
P.O. Box 22285
Muharraq
Bahrain
Telephone: + 973 17 321 706
Fax:
+ 973 17 335 304
Email: ehamagi@bas.com.bh
Website: www.bas.com.bh
CEO:
Mr. George Saounatsos
$IJFG'JOBODJBM0GlDFS
Mr. Khalid Al Balooshi
Services: Representation, administration
and supervision, Passenger services,
Ramp services, Load control,
DPNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Cargo and mail services, Support
services, Security, Aircraft Maintenance
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BELGIUM

Aviapartner Holding
Brussels National Airport
.BJO5FSNJOBMUImPPS
B-1930 Zaventem
Belgium
Telephone: + 32 2 723 09 66
Website: www.aviapartner.aero
Executive Chairman: Mr. Laurent Levaux
Email: rosette.leyssen@aviapartner.aero
CEO / CFO:
Mr. Kris Geysels
Email: marina.put@aviapartner.aero
Group Commercial:
Patrick Lampaert
Email: patrick.lampaert@aviapartner.aero
Services: Passenger, Ramp, Baggage,
Cargo, Executive Aviation
Airport Locations:
Antwerp (ANR), Brussels (BRU), Liège
(LGG), Ostend (OST), Basel - Mulhouse
(MLH), Bordeaux (BOD), La Rochelle
(LRH), Lille (LIL), Lyon (LYS), Marseille
(MRS), Nantes (NTE), Saint Nazaire
(NTE), Nice (NCE), Paris-CDG (CDG),
Strasbourg (SXB), Toulouse (TLS),
Düsseldorf (DUS), Frankfurt (FRA), Hahn
(HHN), Hannover (HAJ), Munich (MUC),
Cologne (CGN), Milan - Linate (LIN), Milan
- Malpensa (MXP)
Palermo (PMO), Rome - Fiumicino (FCO),
Turin (TRN), Venice (VCE), Catania (CTA),
Amsterdam (AMS), Rotterdam (RTM),
Zurich

Services: Baggage Sorting, Baggage
tracing, Boarding Services

BRAZIL

SATA

Avenida Silvio de Noronha
361 Bloco A, 2 Andar
Castelo
CEP 20021-010 Rio de Janeiro RJ
Brazil
Telephone: + 55 213 814 9536
Fax:
+ 55 213 814 9569
Email:
acomerc@sata.com
Website: www.sata.com.br
Services: Cabin cleaning, Check-in,
Exterior aircraft washing, Passenger
assistance unit, Ramp services, Security,
Ticketing

CANADA

Air Canada Ground Handling Services
Air Canada Centre YUL 1246
PO BOX 14000
Station Airport
DORVAL
QC H4Y 1H4
Canada
Telephone: + 1 905 612 2154
Fax:
+ 1 905 612 2157
Website: www.aircanada.com
Services: Baggage handling, GSE
maintenance, Terminal facilities

Handlex
5959 Côte Vertu Blvd. West
Montreal, Quebec
Canada
Telephone: + 1 514 906 0665
Fax:
+ 1 514 906 5547
Website: www.handlex.com
Managing Director: Nadia Giradelli
$IJFG'JOBODJBM0GlDFS
Johanne Lavoie
Services: Passenger handling, Baggage
services, Ramp handling, Cabin cleaning,
Exterior wash, Ground equipment
rentals, Ground service equipment (GSE),
Maintenance, Operations centre, Cargo
services

FlightCare Belgium
Flight care Belgium S.A. /N.V.
Brucargo Building 704/B22
B-1931 Zaventem
Belgium
Telephone: + 32 2 788 31 33
Fax:
+ 32 2 788 30 68
Website: XXXmJHIUDBSFCF

CHILE

Andes Airport Services
Aero Puerto CAMB Terminal Carga
0GlDJOBT-BO5FS1JTB
Chile
Telephone: + 56 2694 7881
Website: www.andesairportservices.com
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Services: Cabin Cleaning, crew
transport, towing, gate services,

CHINA

Air China Limited
Ground Handling Dept.
Room 405
Capital International Airport
Beijing 100621
China (People’s Republic of)
Telephone: + 86 10 6459 2994
Fax:
+ 86 10 6456 3518
Email:
www.airchina.com.cn
Website: gha@mail.airchina.com.cn
Services: Representation,
Administration and supervision, Ramp
services, Load control, Communications
BOEmJHIUPQFSBUJPOT $BSHPBOENBJM
services, Support services, Security

Shanghai Eastern Logistics Co. Ltd
No. 66, Airport Avenue,
Shanghai Pudong Int’l Airport,
Shanghai 201207,
P.R.China
Telephone: + 86 21 6885 4395
Fax:
+ 86 21 6885 4396
Email:
Patrick@easternlogisitcs.cn
Website: www.easternlogistics.cn
CEO:
Mr. Bing Tang
Managing Director:
Mr. Zhiqiang Tang
$IJFG'JOBODJBM0GlDFS
Ms. Shurong Lu
Commercial Director: Ms. Huifang Feng
Airport Locations:
IATA: SHA & PVG; ICAO: ZSSS & ZSPD
Services: Air Cargo & Mail Ground
Handler (Providing Warehousing
Services)

Jardine Airport Services Limited
Jardine Air Terminal Services Limited
4/F, CNAC House,
12 Tung Fai Road,
Hong Kong International Airport,
Lantau,
Hong Kong
Telephone: + 852 2216 2200
Fax:
+ 852 2764 9734
Email:
jasl@jasg.com
Website: www.jasg.com
General Manager, Marketing Services:
Mr. Dave Li Email: dave.li@jasg.com
Marketing Services Manager:
Mr. James Carey (Jr)
Email: james.carey@jasg.com
Services: Passenger services, Operations
control, Cargo services, Ramp services,
Airline Customers: http://www.jasg.com/
eng/customer-airlines.aspx

Hong Kong Air Cargo Terminals Limited
' /PSUI0GlDF#MPDL 
SuperTerminal 1,
Hong Kong International Airport
Hong Kong,
China
Telephone: + 852 2753 2333
Fax:
+ 852 2753 2156
Email:
info@hactl.com
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Website: www.hactl.com
Managing Director:
Mr. Mark Whitehead
Executive Director:
Ms Lillian Chan

WORLDWIDE FLIGHT SERVICES
- ASIA PACIFIC & MIDDLE EAST
Worldwide House 1501A
19 Des Voeux Road Central
Hong Kong.
Telephone: + 852 2801 2900
Fax:
+852 2802 8522
Email:  JOGP!XPSMEXJEFmJHIUDPNIL
Website:  XXXXPSMEXJEFmJHIUDPNIL

COLOMBIA

DESACOL SA

Aero Puerto el Dorado
Terminal de Carga No 1
Bogota
Colombia
Telephone: + 57 1 413 9494
Fax:
+ 57 1 413 8113
Email:
bogops@desacol.com.co
Website: www.desacol.com.com

CYPRUS

LGS Handling Ltd
Larnaca International Airport
P.O.Box 43004,
6650 Larnaca
Telephone: + 357 24 008 600
Email:
info@lgshandling.com
Website: www.lgshandling.com
Services: Ramp handling, Cargo
handling, Passenger handling, Services
crew, Accommodation & Transfers
Airport Locations:
Paphos International Airport
Tel: +357 26 007267,
Fax: +357 26 007263
E-mail: pfo.ops@lgshandling.com

CZECH REPUBLIC

SKYPORT a.s.

Laglerove 1075/4,
Prague 6, 161 00,
Czech Republic
Telephone: + 420 224 304 111
Fax:
+ 420 224 304 250
Email:
info@skyport.cz
Website: www.skyport.cz
CEO & Managing Director:
David Adámek
$IJFG'JOBODJBM0GlDFS
Pavel Janda
Customer Relations Manager:
Antonin Kovács
IT Manager:
Jan Korol
Operations Director:
#PSJT,PQF Oç
Services: Ground and Cargo Handling
services, IATA Flight ticket sales
points
Airport Locations:
1SBHVF3V[ZO JOUFSOBUJPOBM"JSQPSU 
Prague 6, 16100, Czech Republic
Contact Person:

Antonin Kovács

EGYPT

Spot Air

1180 Ministers Square,
Block 16,
Sheraton Heliopolis,
Cairo (Egypt address)
Telephone: + 202 2266 8840
Fax:
+ 202 2266 7100
Email:  JOGP!mZTQPUBJSDPN
Website:  XXXmZTQPUBJSDPN
Services: Executive groups, Incentive
mJHIUT 4QFDJBMHSPVQT *OUFSOBUJPOBM
UPVSJTN )PMJEBZDIBSUFSmJHIUT 
(PWFSONFOUQFSTPOOFM .JMJUBSZmJHIUT 
Material air transportation, Cargo
mJHIUT
Airport Locations:
40 Berliner Allee, 30175, Hannover
(Germany address)
5 Jupiter House, Calleva Park,
Aldermaston, Reading, Berkshire.
(UK address)

Top Aviation
Building 9 Square number 1153
Masaken Sheraton,
Heliopolis 11361
Cairo
Egypt
Telephone: + 20 2 267 8714 x111
Fax:
+ 20 2 267 8711
Email:
mohamed.aziz@travco-eg.com
Website: www.topaviation.com
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Cargo and mail services
Support services, Security, Aircraft
Maintenance

Tiger Aviation Services (TAS)
Sheraton buildings, Square 1164, bld. 7
Cairo
Egypt
Telephone: + 20 2 2267 1507
Fax:
+ 20 2 2267 8220
Email:
marketing@tiger-aviation.net
Website: www.tiger-aviation.net
Managing Director:
Mr.Hazem Saaid
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Cargo and mail services,
Support services, Security, Aircraft
maintenance
Airport Locations:
Moscow, Mr.Viacheslav Shipovskih
Email: slava@tigeraviation.aero
Paris, Mr. Naim Assir
Email: naim@tigeraviation.aero

Egyptian Aviation Services Company
Cairo International Airport
Terminal 2
Cairo
Egypt
Telephone: + 202 291 5749
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Fax:
+ 202 291 5748
Email:
eas@gega.net
Services: Representation,
administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM DPNNVOJDBUJPOTBOEmJHIU
operations Support services, Security

Link Aero Trading Agency
*TNBJM.PIBNFE4U
Business Tower Nr.2,
'PVSUImPPS 
P.O Box 203, Zamalek 11211,
Cairo, Egypt
Telephone: + 202 2735 2025
Fax:
+ 202 2735 9309
Website: www.linkagency.com
Chairman: Amr Samir
Email: asamir@linkagency.com
COO and Executive Board Member:
.PIBNFE4BNJS;BLJ
Email: msamir@linkagency.com
Quality & Safety Standards Director and
Executive Board Member:
)FTIBN&M%BISBXZ
Email: ops.safety@linkagency.com
Financial Manager: 'BSFT"CPV4IBEZ 
Email: accounts@linkagency.com
Operations & Training Director:
.PBUBTFN.PIBNFE
Email: operations@linkagency.com
International Affairs and Business
Development Manager:
Amany Amer
Email: intl.affairs@linkagency.com
Global Handling and Flight Support
Manager: .PIBNFE&M&NBSZ
&NBJMHMPCBMmUTVQQPSU!MJOLBHFODZDPN
Contracts and Ground Handling
Agreements Manager:
Hany Ismail
Email: contracts@linkagency.com
Services: 1BTTFOHFSIBOEMJOH 3BNQ
supervision, Representation, landing
QFSNJUT 0WFSmJHIUSJHIUT TMPU
coordination, Hotel reservations and
USBOTQPSUBUJPO #BHHBHFIBOEMJOH 
'MJHIUEJTQBUDI 'MJHIUQMBOOJOH *O
mJHIUDBUFSJOH 'VFMMJOH 5JDLFUJOH 
7*1TFSWJDFT %PDVNFOUGSBVEDIFDL 
Irregularity and emergency operations
TVQQPSU "NCVMBODFmJHIUTTFSWJDFT 
Military aircraft services, Aircraft line
maintenance, Aircraft leasing, Security
TFSWJDFT $BSHPIBOEMJOH -JBJTPOXJUI
tour operators.

ESTONIA

Tallinn Airport GH Ltd
Lennujaama 12,
11101 Tallinn,
Estonia
Telephone: + 372 605 8733; + 372 605 8421
Fax:
+ 372 605 8319
Email:  IBOEMJOH!UMMBFSP
Website:  XXXHSPVOEIBOEMJOHFF
CEO:
Mr Tiit Kepp
Email: tiit.kepp@tll.aero
IT Manager:
Sven Frieberg
Email: sven.frieberg@tll.aero
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Head Of GSE Procurement:
Mr Jarno Mand
Email: jarno.mand@tll.aero
Services: (SPVOEIBOEMJOHTFSWJDFT

FINLAND

ISS Aviation Oy
3BIUJUJF7BOUBB
Finland
Telephone: + 358 505 735 374
Email:  UPNJWJJUBOFO!JTTl
Website:  XXXJTTBWJBUJPOl
CEO:
Mr Jukka Backlund
Commercial Director: Mr Tomi Viitanen
Head of GSE Procurement:
.S+VIB'JFBOEU
Airport Locations:
HEL, TKU, TMP, KUO, VAA, OUL
Services: 'VMM()BOEPUIFSBJSQPSU
services

FRANCE

Groupe Europe Handling
3 Rue de tu Bat 3430 zone fret 4
BP 10036
3PJTTZ$%($FEFY
France
Telephone: + 33 14 816 1722
Fax:
+ 33 14 816 1716
Email:
JOGPT!HSPVQFFVSPQFIBOEMJOHGS
Website:  XXXHSPVQFFVSPQFIBOEMJOHGS
Services:  "JSDSBGUXBTIJOHSFGVFMJOH
DSFXUSBOTQPSUDBCJODMFBOJOHCBHHBHF
IBOEMJOH

WFS EUROPE
6, rue du Pavé Zone de Fret 6
#13PJTTZ$%(
France
Telephone: + 33 1 70 76 00 00
Website: www.wfs.aer
Services: Cargo, Ramp, Passenger,
#BHHBHFIBOEMJOH
Airport Locations:
4JODFUIFDPNQBOZTGPVOEJOHJO 
8'4IBTFTUBCMJTIFEJUTFMGBTBMFBEFS
UISPVHIPVUUIF"WJBUJPO$PNNVOJUZ
by providing a broad array of quality
BOESFMJBCMF(SPVOE4FSWJDFT8'4IBT
mPVSJTIFEJOTDPQFBOEQSFTFODFBOE
OPXTFSWJDFTPWFSPGUIFXPSMET
major airports.

GERMANY

Losch Airport Service Stuttgart GmbH
1PTUGBDI
4UVUUHBSU'MVHIBGFOSBOETUSBF
70629 Stuttgart
Telephone: + 49 (0)711 990 8830
Email:  JOGP!MPTDIBJSQPSUTFSWJDFEF
Website:  XXXMPTDIBJSQPSUTFSWJDFDPN

Wisag Ground Service Holding
Germany
Website: www.aviation.wisag.de

Fraport
Fraport AG
Frankfurt Airport Services Worldwide
60547 Frankfurt am Main
Telephone: + 49 69 6900
Email:  IBOEMJOH!GSBQPSUEF
Website: www.fraport.de

 XXXGSBOLGVSUBJSQPSUEF
Services: A complete range of ground
TFSWJDFT 1BTTFOHFSIBOEMJOH 3BNQ
IBOEMJOH 'MJHIUHSPVOEPQFSBUJPOT 
Cargo services, Infrastructure services,
Executive aviation

Losch Airport Service GmbH
PO Box 23 01 16
Stuttgart 70621
Germany
Telephone: + 49 711 990 8830
Fax:
+ 49 711 990 8835
Email: SVDL!MPTDIBJSQPSUTFSWJDFEF
Website:  XXXMPTDIBJSQPSUTFSWJDFEF
Services: Representation,
Administration and supervision, Load
DPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Support services

AeroGround Flughafen München GmbH
4²EBMMFF .²ODIFO'MVHIBGFO
Germany
Telephone: + 49 89 9752 1001
Fax:
+ 49 89 975 21006
Email:
info@aeroground.de
Website: www.aeroground.de
CEO:
Siegfried Pasler
Executive Vice President Sales, Marketing
& Business Development:
Axel Feil
Services: 3BNQ 1BTTFOHFS$BSHP
Handling

AHS Handling Services
"JSQPSU1MB[B )BVT%
Ebene 4
%)BNCVSH
Website:  XXXBITEFDPN

EFM - Gesellschaft für Enteisen und
'MVH[FVHTDIMFQQFOBN'MVHIBGFO
.²ODIFONC)
Floor RGS 1
Street Vorfeld West
1PTUDPEF.²ODIFO
Telephone: 
Fax:
 
Email:  NVDFGNTFL!EMIEF
Website: www.efm.aero
Services: 5PXJOH %FJDJOH

Fraport Cargo Services GmbH
$BSHP$JUZ4PVUI #MEH
'SBOLGVSU.BJO
Germany
Telephone: + 49 69 690 70231
Fax:
+ 49 69 690 59162
Email:  JOGP!GSBQPSUDBSHPEF
Website:  XXXGSBQPSUDBSHPEF

www.evaint.com
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Managing Director:
Mr. Winfried Hartmann
Managing Director:
Mrs. Diana Schöneich
Head of Sales & Marketing:
Mr. Hans-Georg Emmert
Head of Operations:
Mr. Klaus Klein
Services: Cargo Handling

Airport Bremen
Flughafenallee 20, 28199 Bremen
Germany
Telephone: + 49 421 5595 0
Fax:
+ 49 421 5595 341
Email:
contact@airport-bremen.de
Website: www.airport-bremen.de
CEO:
Jürgen Bula
Director Aviation:
Norbert Klinghardt

Jettainer GmbH
Am Prime Parc 17
D-65479 Raunheim
Telephone: + 49 6142 1770 0
Fax:
+ 49 6142 1770 420
Email:
info@jettainer.com
Website: www.jettainer.com
Managing Director:
Alexander Plümacher
$IJFG'JOBODJBM0GlDFS
Ingeborg Manz Maier
IT Manager:
Dr. Ralf Hoelper
Services: We are fully integrated into
your business. Being onsite allows us to
work Products & Services proactively
and to provide better results. This is what
sets us apart from our competitors. We
LFFQPVS6-%TJOBOFGlDJFOUDPOTUBOU
motion. Covering the entire ULD supply
chain the Jettainer Team manages
 6-%TPO EBJMZmJHIUTJOB
dense global network

MUC - P.O. Box 23 18 35, D-85327 MunichAirport
Services: Cargo Warehouse and
Document Handling

VG Cargo
Building 860 Hahn Airport
Germany
Telephone: 49 65 43 50 9898
Fax:
49 65 43 50 9886
Email:
director@vgcargo.de
Website: www.vgcargo.de/
Managing Director:
Mr.Vladimir Kluev
Services: Representation,
administration and supervision, Cargo
and mail services, Support services

LUG - Air Cargo Handling
Cargi City Sud, Geb 537
Frankfurt 60549
Germany
Telephone: + 49 69 69 819 510
Fax:
+ 49 69 69 811 012
Email:
w-korte@lug-fra.de
Website: www.lug-fra.de
Managing Director: Mr.Wolfgang Korte
Services: Cargo and mail services

GHANA

Aviance Ghana
Kotoka International Airport
Accra
Ghana
Telephone: + 233 21 77 19 77
Fax:
+ 233 21 77 80 24
Email:
afgomd@africaonline.com.gh
Website: www.avianceghana.com
Services: Representation,
administration and supervision, Ramp
services, Load control, communications
BOEmJHIUPQFSBUJPOT $BSHPBOENBJM
services, Support services, Security

GlobeGround Berlin GmbH & Co. KG
Postfach 970263
12702 Berlin-Schönefeld
Telephone: + 49 30 8875 6912
Website: www.globeground-berlin.com
Managing Director:
Bernhard Alvensleben
Services: We are able to offer a
complete ground-handling service
package, together with our state-of-theart equipment and technologies. The
long-standing experience in the business
and a great methodological competence
enables us to provide you with solutions
specially tailored to individual demands

Cargogate Flughafen München GmbH
P.O. Box 23 18 35,
D-85327 Munich-Airport
Germany
Telephone: + 49 89 975 92000
Fax:
+ 49 89 975 92006
Email:
info@cargogate.de
Website: www.cargogate.de
CEO:
Roger Scheifele
Commercial Director:
Claudia Weidenbusch
Airport Locations:

www.evaint.com

GREECE

Gold Air

Athens International Airport
Building 24,
Cargo Terminal
19019 Spata, Attiki
Greece
Telephone: + 302 103 543 892
Fax:
+ 302 103 239 982
Email:
ceo.secretariat@goldair-handling.gr
Website: www.goldair-handling.gr
Services: Cargo and mail import,
Transfer, Export handling, DGR
acceptance and Special freight handling,
Bonded warehousing, Full freighter
IBOEMJOH $VTUPNTPGlDJBMTPGlDFPOTJUF 
ULD build-up and breakdown, X-ray cargo
screening, Full documentation handling,
Documents, Full cargo IMP messages

GOLDAIR HANDLING
Athens International Airport “EL
Venizelos”
Building 24,1st Floor,
19019 Spata
Greece

Telephone: + 30 210 354 3889
Fax:
+ 30 210 354 3750
Email:
ceo.secretariat@goldair-handling.gr
Website: www.goldair-handling.gr
President: Mr. Stelios Gkolemis
CEO:
Mr. Dimitris Papamichail
Email: ceo.secretariat@goldair-handling.gr
Commercial Director: Mr. Andreas Fotakis
Email:andreas.fotakis@goldair-handling.gr
Public Relations Manager:
Mrs. Margarita Zambeli
Email: rzambeli@goldair.gr
Services: Passenger, Ramp, Executive,
Ticket sales, Cargo

OLYMPIC HANDLING S.A.
Athens International Aiport “Eleftherios
Venizelos“
Building 48,
P.O. BOX 19019,
Spata/Artemida Attica.
Greece
Telephone: +30 210 660 7309
Fax:
+30 210 357 6576
Email:
commercial@olympic-handling.aero
Website: www.olympic-handling.com
Airport Locations:
Paphos International Airport,
Tel: +357 26 007267, Fax: +357 26 007263
Email: pfo.ops@lgshandling.com
Cargo - Larnaca International Airport,
Tel: +357 24 643073, Fax: +357 24
643469
Email: lca.cargo@lgshandling.com
Services: Passenger handling, Ramp
handling, Flight support operations 24/7,
De-Icing / Anti-icing, Ticketing services,
Executive lounge CIP/VIP, Services for
passengers with reduce mobility (PRM),
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Aircraft cleaning, Security
services, Ground support equipment
(GSE) maintenance, Administration
and representation services, Business
aviation, Cargo and mail, Maintenance
and provision of all associated ramp
handling equipment

HUNGARY

Malév Ground Handling Ltd.
Budapest Liszt Ferenc International
Airport
Hungary
Telephone: +36 70 669 7612
Fax:
+36 1 296 8207
Email:
gh@malev.hu
Website: www.malev.hu/groundhandling
CEO:
Mr. Lóránt Limburger
$IJFG'JOBODJBM0GlDFS
Ms. Ildikó Molnár
Commercial Director:
Mr. László Urbán
Ramp Operations:
Ms. Judit Samu
Services: Aircraft handling, Passenger
handling, Lounge and VIP services, Deicing, station management,
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INDIA

SAJ FLIGHT SERVICES PRIVATE LIMITED
No. 8-A, G.S.T Road,
Alandur,
Chennai - 600 016,
India
Telephone: + 91 44 2232 6320/21
Fax:
+ 91 44 2232 6322
Email:
sajadmn@vsnl.net
Website:  XXXTBKmJHIUDPN
Managing Director:
Mr. Sajan Varghese

National Aviation Services
NAS Aviation Services India Pvt Ltd
903-905, A-Wing, Sagar Tech Plaza,
Andheri Kurla road
Mumbai 400072
Andheri (E)
India
Telephone: + 91 022 4070 9999
Website: www.nascorporate.com
Services: Representation,
administration and supervision,
Passenger services, Load control,
$PNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Security

Cambata Aviation
India
Website:

www.cambataavia.com

INDONESIA

JAS Airport Services
Menara Cardig
Jl. Raya Protokol,
Halim Perdanakusuma
Jakarta 13650
Indonesia
Telephone: + 62 21 8088 3388
Fax:
+ 62 21 8088 6688
Email:
nurmaria@ptjas.co.id
Website: www.ptjas.co.id
Services: Aircraft Maintenance, Ramp
Handling

Gapura Angkasa PT
Gedung Dapenra lt 1&2
Ji Angkasa
Blok B -12 Kav 8
Kota Baru Bander Kemayoran
Jakarta 10610
Indonesia
Telephone: + 62 21 654 5410
Fax:
+ 62 21 654 5408
Website: www.gapura.co.id
Services: Security, Ramp services,
Baggage handling

IRELAND

Sky Handling Partner
Sky Handling Partner Ltd.
Horizon House
Unit 4
Corvallis Park
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Dublin Airport
Telephone: + 353 (0)1 808 0300
Fax:
+ 353 (0)1 808 0399
Website: www.skyhandlingpartner.ie
Services: Check-in, Boarding & arrivals,
Ticket desk, Baggage tracing, Ramp
handling, Load control.

ISRAEL

Laufer Aviation
Laufer Aviation-GHI Ltd.
P.O. Box 118
Ben-Gurion International Airport 70100
Israel
Telephone: + 972 3 975 1300
Email: lauferghi@lauferghi.com
Website: www.laufer.co.il
Services: Assistance with landing permits,
Ramp services, VIP transportation
for crew and passengers, Helicopter
services, Crew accommodation at
leading luxury hotels, Security services,
Full gourmet catering services, Aircraft
cleaning

ITALY

Marconi Handling
Aeroporto G Marconi di Bolognia
Via Triumvirato 84 - 40132
Bologna
Telephone: + 39 051 6479 650
Fax:
+ 39 051 6479 103
Email:
direzione@marconihandling.it
Website: www.marconihandling.it

Aviapartner Italy
Viale delle Arti 123,
00054 Fiumicino
Rome
Italy
Telephone: + 39 06 6500 4909
Fax:
+ 39 06 6500 0156
Email:
tiziana.augliera@aviapartner.aero
Website: www.aviapartner.aero
Commercial Director: Tiziana Augliera
Airport Locations:
3PNF'JVNJDJOP'$0 &EJlDJP&QVBSE
mPPS 'JVNJDJOP"JSQPSU
00050 Fiumicino (RM), Italy
Station Manager: Mr David Simonelli
Email: david.simonelli@aviapartner.aero
Milan Malpensa MXP / Milan Linate LIN,
Aeroporto Milano Malpensa
5FSNJOBMSEmPPS 'FSOP 7" 
Italy
Station Manager: Mr Marco Milanini
Email: marco.milanini@aviapartner.aero
Venice VCE, Marco Polo Airport, Viale L.
Broglio, 8, 30173 Venezia Tessera, Italy
Station Manager: Mr Andrea Pierini
Email: andrea.pierini@aviapartner.aero
Turin TRN, Aeroporto Sandro Pertini,
Strada San Maurizio 12, 10072 Caselle
Torinese (TO), Italy
Station Manager: Mr Mauro Ticca Email:
mauro.ticca@aviapartner.aero
Palermo PMO, Aeroporto Falcone
Borsellino, 90045 Punta Raisi - Cinisi
(PA), Italy
Station Manager: Mr Sandro Buzzetta

Email: sandro.buzzetta@aviapartner.aero
Catania CTA
Station Manager: Mr Jonathan Li Voti
Email: jonathan.li_voti@aviapartner.aero
Services: Full Handling Services,
Available to handle all types of aircrafts,
$PNNFSDJBMBOE(FOFSBM"WJBUJPOmJHIUT
TFSWFE mBHDBSSJFST MPOHBOENFEJVN
IBVMmJHIUT DIBSUFST FUD

SEA Handling
100% subsidiary of SEA Group
21010 Aeroporto Milano Malpensa 2
Italy
(100% subsidiary of SEA Group)
Telephone: + 39 02 7486 3503
Fax:
+ 39 02 7486 3080
Website: www.seamilano.eu
Email:
dg.hnd@seamilano.eu
CEO:
Giulio De Metrio
Email: giulio.demetrio@seamilano.eu
Managing Director: Alceste Tretta
Email: alceste.tretta@seamilano.eu
Operations Director: Davide Colli
Email: davide.colli@seamilano.eu
Ramp Operations:
Alberto Morosi
Email: alberto.morosi@seamilano.eu
Commercial & Business Development
Manager: Maria Rosaria

ATA Italia s.r.l.
Lungotevere Aventino,
5 00153 Roma
Italy
Telephone: +39 (0) 270 2051
Fax:
+39 (0) 270 205 210
Email:
marketing@ata-airport.it
Website: www.atahandling.it
Managing Director:
Stefano Degl’Innocenti
Commercial Director:
Alessandro Pastorelli
Email: a.pastorelli@ata-airport.it
Head Of GSE Procurement:
Erich Battagin
Email: e.battagin@ata-airport.it
Airport Locations:
Catania (CTA)
Telephone: +39 (0)95 723 4739
$POUBDU/BODZ#FMlPSF
&NBJMOCFMlPSF!BUBBJSQPSUJU
Milan Linate (LIN)
Telephone: +39 (0)2 7485 3702
Contact: Emanuela Libertini
Email: e.libertini@ata-airport.it
Milan Malpensa (MXP)
Telephone: + 39 (0)2 7486 6567
Contact: Cristian Vaccari
Email: c.vaccari@ata-airport.it
Rome Fiumicino (FCO)
Telephone +39 (0)6 6595 24802
Contact: Matteo Festuccia
Email: m.festuccia@ata-airport.it
Venice (VCE)
Telephone +39 (0)41 2603 610
Contact: Barbara Minzoni
Email: b.minzoni@ata-airport.it
Services: Passenger and ramp handling
(excluding cargo warehousing and de-icing)

www.evaint.com
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JAMAICA

AJAS LIMITED

23 Dominica Drive,
Kingston 5
Jamaica
Telephone: + 876 926 3513
Fax:
+ 876 929 7281
Website: www.ajasja.com
General Manager:
Carol Fox
$IJFG'JOBODJBM0GlDFS
Roy Wilson
IT Manager:
Michael Ireland
Head of GSE Procurement:
Michael Ireland
Airport Locations:
Norman Manley Intn’l. Airport Contact:
Bevon Barnett
Services: Ramp and Passenger
Handling, Cargo and mail Handling, ULD
control, GSE rental

JAPAN

Japan Airport Service Co., Ltd
154-4 Komae,
Furugome
Narita 282-0004
Chiba
Japan
Telephone: + 81 476 32 5881
Fax:
+ 81 476 32 5894
Email:
Lobo@jasco-ghs.co.jp
Website: www.jasco-ghs.co.jp
Services: Passenger services, Ramp
services, Cargo and mail services

KENYA

NAS Airport Services
P. O. Box 19010 – 00501
Nairobi,
KENYA
Telephone: + 254 20 697 2000
Email:
customerservice@nascat.com

Transglobal Cargo Centre Limited
Transglobal Towers
JKIA Freight Terminals
P.O. Box 11364
Nairobi 00400
Kenya
Telephone: + 254 20 827 084
Fax:
+ 254 20 827 128
Email:
info@transglobal.co.ke
Website: www.transglobal.co.ke
Managing Director: M. Nicholson
Email: mnicholson@transglobal.co.ke
$IJFG'JOBODJBM0GlDFS
lOBODF!USBOTHMPCBMDPLF
IT Manager:
it@transglobal.co.ke
Services: AWB check and data capture,
#BDLPGlDFTVQQPSU $BSHPBOENBJM
handling, Cargo Screening, Cold Storage:
Freezing, Cool, Ambient, Customs
Clearance, Courier Handling, Full export
and import document handling, Planning
and disposition, Ready for carriage
service, Trucking, Valuable Cargo
handling

www.evaint.com

Kenya Aerotech Ltd
Jomo Kenyatta International Airport
P.O. Box 19222-00501
Nairobi,
Kenya
Telephone: + 254 722 279168
Fax: + 254 20 827131/30/35
Email:
kat@kenya-aerotech.com
Website: www.kenya-aerotech.com
Airport Locations
Mombasa Station, Moi International
Airport, Tel: +254 041 3434329
Email: kat-mba@kenya-aerotech.com
SITA: MBAKZXH
Eldoret Station, Eldoret International
Airport, Tel: +254 053 2063 952
Email: kat@kenya-aerotech.com SITA :
EDLKKXH
Services: Pushback and towing services,
Aircraft cabin cleaning, Fresh water
supply, Lavatory Services

Tradewinds Aviation Services Ltd
)FBE0GlDF
Cargo Village,
Freight Link Road
Mechanized Freight Terminal,
2nd Floor
P.O. Box 42474,
Nairobi GPO 00100,
Kenya
Telephone: + 254 (20) 822 805/6
+ 254 (20) 8071594
Fax:
+ 254 (20) 822803
Email:
info@tradewindskenya.com
Website: www.tradewindskenya.com
CEO:
Barry Michael Tomlinson
Email: b.tomlinson@tradewindskenya.com
CFO:
Gopinathan Pankurayirath
Email: gopi@tradewindskenya.com
COO:
Henry Lasoi
Email: h.lasoi@tradewindskenya.com
Airport Locations:
Ramp Operations: Nairobi Operations
Telephone: + 254 20 822432 Fax: 254
20 822066
Operations:
operations@tradewindskenya.com
Meet and Assist:
mass@tradewindskenya.com
Permits: permits@tradewindskenya.com
Operations Manager: David Anamanda
Email: d.anamanda@tradewindskenya.com
Mombasa & Malindi Stations, MOI
International Airport, Trade winds
Aviation Services Limited. P.O. Box 8011594603, Mombasa, Kenya. Tel: +254
724 798138 / +254 738 294161 Email:
mbaops@tradewindskenya.com
Station Manager Mombasa:
William Kimani Email: w.kimani@
tradewindskenya.com
Eldoret & Kisumu Stations, Trade winds
Kisumu , Kisumu International Airport,
P.O. Box 3402 – 40100, Kisumu, Kenya
Station Manager: Julius Achaga Email:
j.achaga@tradewindskenya.co

KOREA

Korea Airport Services
281 Gonghang-dong
Kangseo-gu
Seoul
Republic Of Korea
Telephone: + 82 2 660 3114
Fax:
+ 82 2 660 6666
Website: www.kas.co.kr
Services: Ramp services, snow removal,
cabin cleaning, toilet and water services

LEBANON

MEAG (Middle East Airlines)
Quality Systems Department
Airport Road
P.O.Box 11-3133
Beirut
Lebanon
Telephone: + 961 1622794
Fax: + 961 16237011
Email:
meag@meag.com.lb
Website: www.meag.com.lb
Managing Director: Richard Mujais
Ramp Operations:
Nabil Haddad
Services: *NNJHSBUJPOTFSWJDFT mJHIU
planning, Toilet and water services, VIP,
Airport lounges

LIBYA

Gulf Pearl Aviation
Tripoli International Airport
P.O. Box 774
Tripoli
Telephone: + 218 (0) 22 634491
Fax:
+ 218 (0) 634493
Email:
info@gulfpearl.net
Website: www.gulfpearl.net
Managing Director: Mr.Tareg Elsahli
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Support services

Sharooq Handling & Ground Services
P.O. Box 274
Tripoli
Libyan Arab Jamahiriya
Telephone: + 218 21 444 0205
Fax:
+ 218 21 444 0205
Email:
s.alfarjani@shorooqhandling.com
Website: www.shorooqhandling.com
Ramp Operations:
Salem Ben Othman
Services: Representation at station,
Seat assignment, Handicapped and
unaccompanied minors assistance,
Excess baggage collection, Handling
of delay incidents. Protection of
passengers in hotels, Handling of crew
and passengers in case of technical
problems, Baggage handling and Tracing,
Lost and found facilities, Load control,
Flight operations and Dispatch, Flight
Planning, Cleaning of aircraft interior,
Irregularity and emergency operations
support, Warehousing and document
handling, Aircraft servicing and cleaning,
Crew transportation assistance and
accommodation and Fuel supply, Supply
weather forecast.
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LITHUANIA

MALAYSIA

Baltic Ground Services UAB

KL Airport Services Sdn Bhd

3PE OJPTLFMJBT 
LT 02187
Vilnius International Airport
Vilnius,
Lithuania
Telephone: + 370 5 252 55 92
Fax:
+ 370 5 252 50 07
Email:
info@bgs.aero
Website: www.bgservices.lt
Services: Ticketing, Check-in, Primary
and secondary baggage tracing, Load
Control, Aircraft loading and unloading,
Cabin cleaning, exterior cleaning, Toilet
and water services, Aircraft ground
power

Jalan KLIA S6,
Southern Support Zone,
KL International Airport,
64000 Selangor
Malaysia
Telephone: + 6 03 8778 8000
Fax:
+6 03 8778 8038
Email:
kamweng.woo@klas.com.my
Website: www.klas.com.my
COO:
Mr. Mohd Tazhi Borhan
Email: tazhi.borhan@klas.com.my
Commercial Director: Mr. Woo Kam Weng
Email: kamweng.woo@klas.com.my
IT Manager:
.S.VTUBlEFFCJO)JEBZBC
&NBJMNVTUBlEFFIJEBZBC!LMBTDPNNZ
Head of GSE Procurement:
Mr. Raja Malek Feisal bin Raja Annuar
Email: rajamalek.annuar@klas.com.my
Ramp Operations:
Mr. Manimaran Subramaniam
Email: manimaran@klas.com.my
Airport Locations:
Kuala Lumpur - KUL - Jalan KLIA S6,
Southern Support Zone, KL International
Airport, 64000 Selangor. Malaysia

LUXEMBOURG

Luxair S.A.
LuxairCARGO
LuxairServices

Luxembourg Airport L-2987
Luxembourg
Telephone: Handling Cargo Aircraft:
+352 2456-6060
Handling Pax Aircraft:
+352 2456-5009
Fax:
Handling Cargo Aircraft:
+352 2456-6102 Handling Pax Aircraft:
+352 2456-5021
Email: freight.handling@luxaircargo.lu
info@luxairservices.lu
Website: www.luxaircargo.lu
www.luxairservices.lu
CEO, LuxairGroup:
Adrien Ney
Executive Vice-President LuxairCARGO:
Hjoerdis Stahl
Vice-President Airline:
Martin Isler Executive
$IJFG'JOBODJBM0GlDFS -VYBJS(SPVQ
Laurent Jossart
Airport Locations:
Luxembourg Airport L-2987 Luxembourg
Telephone: +352 2456-6001 / +352 24564238 (Jean-Francois Ringlet)
Services: Full cargo handling
services (ramp, warehouse, RFS and
documentation) Full passenger handling
services

Penang – PEN - Lot 11, North Wing, Grd
Floor, Penang International Airport.
11900 Bayan Lepas, Penang. Malaysia
Kota Kinabalu – BKI - “Lot L2L05A, Level
2, Public Concourse Area. Kota Kinabalu
International Airport. 88100 Kota
Kinabalu, Sabah. Malaysia
Kuching – KCH - “Lot No L3L16, Level 3
(Departure Level). Kuching International
Airport. 93722 Kuching. Sarawak.
Malaysia.
Langkawi –LGK -”Lot D1, Arrival Hall,
Langkawi International Airport. 07100
Padang Matsirat, Langkawi, Kedah Darul
Aman. Malaysia.
Services: Provide ground handling
TFSWJDF $BSHPIBOEMJOHTFSWJDF *OmJHIU
catering service, Aircraft maintenance
and engineering as well as integrated
logistic services.

MALAWI

Malaysia Airlines

PO Box 89
Liliongwe
Malawi
Telephone: + 265 1 700 811
Fax:
+ 265 1 700 237
Email:
gm@lihacomw.com
Managing Director: Francis K Mkoloma
$IJFG'JOBODJBM0GlDFS
Adjai Ndlovu (Finance Manager)
Commercial Director:
Patrick Chingati-Phiri
(Operations Manager)
Services: Passenger Check-in, load
control, Aircraft complete turn-round
handling, Ramp handling, Cargo loading
and off-loading

Support Facilities Building, MAS Campus
Kuala Lumpur International Airport
(KLIA)
Sepang 64000
Selangor Darul Ehsan
Malaysia
Telephone: + 60 3 8777 9513
Fax:
+ 60 3 8777 2738
Email:
moses@mas.com.my
Website: www.malaysia-airlines.com
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Cargo and mail services,
Support services, Security, Aircraft
Maintenance

Lilongue Handling Company Ltd
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Senai Airport Terminal Services Snd
Bhd
Senai International Airport,
81250 Johor Bahru,
Johor Darul Ta’zim,
Malaysia
Telephone: + 607 599 4500
Fax:
+ 607 599 6624
Website: www.senaiairport.com

MALDIVES

Get Into Maldives Travels Pvt Ltd
H. Thuniya Building,
UImPPS 
Boduthakurufaanu Magu,
Male’, 20066
Maldives
Telephone: + 960 330 7664
Fax:
+ 960 330 6845
Email:
ops@getintomaldives.com
Website: www.getintomaldives.com
Managing Director:
Mr. Mohamed Mauroof
$IJFG'JOBODJBM0GlDFS
Ibrahim Azoor
Head of GSE Procurement: Ismail Aleem
Ramp Operations:
Ismail Aleem
Airport Locations:
VRMM (Ibrahim Nasir Male’ International
Airport) & VRMG ( Gan International
Airport )
Services: Ground Handling, Travel and
Maritime

MEXICO

AEROMEXICO - Aerovias de Mexico
Reforma 445 / cOL.
CUAUHTEMOC
Mexico 6500
Mexico D.F.
Mexico
Telephone: + 52 5 762 96 77
Fax:
+ 52 5 133 5057
Email:
mbaca@aeromexico.com.mx
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM $PNNVOJDBUJPOTBOEmJHIU
operations, Support services

NEW ZEALAND

Sky Care International Limited
Sky Care Corporate Terminal,
Walsh Bros Place,
PO Box 73-151,
Auckland International Airport,
2150, NZ
New Zealand
Telephone: + 64 9 256 1215
Fax:
+ 64 9 256 2101
Email:
info@skycare.co.nz
Website: www.skycare.co.nz
CEO:
Jason Gray
Managing Director: Jason Gray
$IJFG'JOBODJBM0GlDFS
Derek Burgess
Head of GSE Procurement:
Mark Carter
Ramp Operations:
Mark Carter

www.evaint.com

GROUND HANDLING AGENTS
Airport Locations:
Auckland, Wellington, Queenstown
Services: Airline ground handling, FBO,
Corporate ground handling, Catering,
'VFM 5SBOTQPSU 0WFSmJHIUMBOEJOH
permits

NIGERIA

Nigerian Aviation Handling Company Plc
PMB 013, Murtala Muhammad
Airport,Ikeja,
Lagos
Nigeria
Telephone: + 234 1 7306875 / 7404776-80
Email:
info@nahcoaviance.com
Website: www.nahcoaviance.com
CEO:
Mr. Kayode Ojo
Email: k.ojo@nahcoaviance.com
Managing Director: Mr. Kayode Ojo
Email: k.ojo@nahcoaviance.com
$IJFG0QFSBUJOH0GlDFS
Mr.Norbert Bielderman
Email: n.bielderman@nahcoaviance.com
Business Development:
Mr. Gordon Gofwan
Email: g.gofwan@nahcoaviance.com
Head of IT Systems:
Mr. Baba Yusuf Abdullahi
Email:y.baba@nahcoaviance.com
Head of GSE Procurement:
Mr. Kehinde Abioye
Email:k.abioye@nahcoaviance.com
Ramp Operations:
Mr. Hassan Yahya
Email:h.yahya@nahcoaviance.com
Airport Locations:
LAGOS, Murtala Muhammad Airport,
Ikeja,Lagos, Nigeria. Contact: Mr. Hassan
Yahya Email: h.yahya@nahcoaviance.com
ABUJA - NnamIdi Azikiwe International
Airport, Abuja, FCT,Nigeria.
Contact: Mr Jibril
Email : j.aliyu@nahcoaviance.com
KANO - Mallam Aminu Kano International
Airport,Kano,Nigeria.
Contact: Nuraini Raheem
Email: n.raheem@nahcoaviance.com
PORT HARCOURT- Port Harcourt
International Airport,Port
Harcourt,Rivers State,Nigeria.
Contact: Kelechi Amaeshi Email:k.
amaeshi@nahcoaviance.com
KADUNA - Kaduna
Airport,Kaduna,Kaduna State,Nigeria.
Contact: Miss Joyce Dogo
Email:j.dogo@nahcoaviance.com.
UYO- Akwa Ibom State International
Airport,Uyo,Akwa Ibom State,Nigeria.
Contact: Mr Emmanuel Uzomah
Email: e.uzomah@nahcoaviance.com
Services: Aircraft, Passenger and Cargo
Handling

SKYWAY AVIATION HANDLING COMPANY LTD.
(SAHCOL)
MURTALA MOHAMMED AIRPORT,
IKEJA,
LAGOS
NIGERIA
Telephone: + 23 417 646 298
Email:
info@sahcol.com
Website: www.sahcol.com
CEO & Managing Director:

www.evaint.com

Oluropo Owolabi
Email: olu.owolabi@sahcol.com
$IJFG'JOBODJBM0GlDFS
Obafemi Akinola
Email: femi.akinola@sahcol.com
IT Manager:
Adekitan Adejare
Email: adeadekitan@sahcol.com
Head of GSE Procurement:
Okunade Yetunde
Email:yetunde.okunade@sahcol.com
Ramp Operations:
Jide A Wobayikun
Email: jide@sahcol.com
Airport Locations:
Sokoto International Airport, Mallam
Aminu Kano International Airport,
Kaduna International Airport, Ilorin
International Airport, Nnamdi
Azikwe International Airport (Abuja),
Jos International Airport, Murtala
Muhammed International Airport (Ikeja,
Lagos), Enugu International Airport,
Benin City Airport, Yola International
Airport, Margaret Ekpo International
Airport (Calabar), Sam Mbakwe
International Airport, Port Harcourt
International Airport,
Services: Ramp Handling, Passenger
handling, Cargo handling & warehousing,
VIP lounge services, Christian pilgrimage
handling, Hajj handling, Baggage
services, Aviation security services

NORWAY

Spirit Air Cargo Handling
Spirit Air Cargo Handling,
Denmark A/S
Postbox 152
DK-2770 Kastrup
Email: info@spiritaircargohandling.com
Website: www.spiritaircargohandling.com
Airport Locations:
Denmark, Norway, Sweden
Services: Bonded warehousing, Cargo
and mail handling, Full freighter ramp
handling, Full export & import document
handling including AWB check & data
capture, ULD control and management,
5SVDLJOH $BSHPTDSFFOJOH #BDLPGlDF
support, Planning & disposition, Customs
clearance, Ready for carriage service,
Break bulk and distribution facilities,
Combi aircraft varying from F100 u/i
B747

OMAN

Oman Air Ground Operations
Website:

www.omanair.com

PAKISTAN

Shaheen Airport Services
)FBE0GlDF
SAPS Complex,
Malir Avenue
Jinnah International Airport,
Karachi, 75200
Pakistan
Telephone: + 92 21 263 3556
Fax:
+ 92 21 3468 0115

Email:
hosaps@saps.com.pk
Website: www.saps.com.pk
Executive Director:
Tanweer Muhammed Sheikh
General Manager Operations & Ground
Handling Agreements:
Syed Riaz Ali
General Manager Technical Services:
S.M. Sajjad Raza
General Manager Finance:
Mr. Shahab Idrees
Manager Operations: Mr. Javed Sheikh
Manager Cargo:
Mr. Nadeem Abbas
Airport Locations:
Islamabad, Karachi,
Lahore, Peshawar, Quetta
Services: Aircraft, Passenger, Baggage,
Cargo & mail, Cabin, Maintenance, Ramp
handling, Catering, Security, Flight
services

PHILIPPINES

MIASCOR Ground Handling Corp
.JBTDPS&YFDVUJWF0GlDF
Terminal 1
Ninoy Aquino International Airport
Pasay City
Philippines
Telephone: + 63 2 851 9647
Email:
rms@citadel.com.ph
Website: www.miascor.com
Services: Export Cargo documentation
& handling, Import cargo documentation
& Handling, Check-In, Assistance
through CIQ, Boarding control, Baggage
services, Lounge services, Fuel & oil,
Routine line maintenance, Non-Routine
line maintenance, Aircraft release,
Turnaround/Overnight checks, A & B
checks

POLAND

Warsaw Airport Service Ltd
1 Zwirki i Wigury Str
00906 Warsaw
Poland
Telephone: + 48 22 6504 381
Website: www.was-handling.pl
Services: Passenger Check-in, Special
passenger care, unaccompanied minor
care, Baggage tracing, Passenger and
crew transport to and from the aircraft,
Airport information Services

POZ Airport Services Sp. z o.o.
ul. Bukowska 285
1P[OB
Poland
Telephone: + 48 61 8480 284
Fax:
+ 48 61 8492 345
Email:  PGlDF!QP[BTQM
Website: www.pozas.pl
Services: Passenger, Luggage, Aircraft
apron handling, Cabin service, Transport
for crew members, Cargo

GDN Airport Services Sp.z o.o
Ul. Slowackiego 206,
80-298 Gdansk
Poland
Telephone: + 48 583 412 817
Fax:
+ 48 583 412 335
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Email:  PGlDF!HEOBTQM
Website: www.gdnas.pl
President: Krzysztof Drzewowski
Vice President:
"OOBâZTJL
$IJFG'JOBODJBM0GlDFS
.BãHPS[BUB.B[VSFL
Email: m.mazurek@gdnas.pl,
Head of GSE Procurement:
+BSPTãBX-FXLPXJD[
Email: j.lewkowicz@gdnas.pl,
Passenger Services and Operations:
1BXFã-JULJFJXD[
Email: p.litkiewicz@gdnas.pl,
Services: Passenger, Ramp, Operations,
Tickets, Baggage tracing, Executive
aviation

Æ

LS Airport Services S.A
Ul.17 Stycznia
Str. 39,
02-148 Warsaw
Poland
Telephone: + 48 22 606 71 80
Fax:
+ 48 22 606 78 11
Email:
kontakt@lsas.pl
Website: www.lsas.pl
CEO:
 .JDIBã,BD[NBS[ZL 
Managing Board Member COO & CCO:
3BEPTãBX1BSV[FM
$IJFG'JOBODJBM0GlDFS
Magdalena Wǃsiǉska
Commercial Manager: 3BEPTãBX(PT
IT Manager:
Seweryn Kotlewski

Warsaw AIRPORT SERVICES SP. Z O.O.
Zwirki Wigury Street 00-906
Warsaw
Poland
Telephone: + 48 22 650 43 81
Fax:
+ 48 22 650 30 36
Email:  PGlDF!XBTIBOEMJOHQM
CEO:
Zbigniew Knapczynski
Email: z.knapczynski@was-handling.pl
$IJFG'JOBODJBM0GlDFS
Grazyna Trendak
g.trendak@was-handling.pl
Commercial Director: Olga Furga Palec
o.furga@was-handling.pl
IT Manager:
Piotr Dudek, Email p.dudek@lhc.pl
Ramp Operations:
Krzysztof Czyz
Email: k.czyz@was-handling.pl
Airport Locations:
Warsaw (WAW), Krakow (KRK), Rzeszow
(RZE)
Services: Passenger, Ramp, Cargo
services

PORTUGAL

Portway, handling de Portugal, s.a.
Rua C, Edifício 124, piso 1;
Aeroporto de Lisboa;
1700-008 Lisboa
Portugal
Telephone: + 351 218 445 000
Fax:
+ 351 218 445 100
Email:
info@portway.pt
Website: www.portway.pt
Executive Board Member:
Frederico Rangel
Email: frangel@portway.pt
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Marketing & Sales Manager: Tania Mêda
Email: tania.meda@portway.pt
Passenger Senior Sales Manager:
José Bule – Cargo Sales Manager
Email: jose.bule@portway.pt
Handling Sales Senior Manager:
Victor Picoto
Email: victor.picoto@portway.pt
Airport Locations
Lisbon Airport
Email: operacoeslis@portway.pt
Oporto Airport
Email: operacoes.opo@portway.pt
Faro Airport
Email: opscoord.faro@portway.pt
Funchal Airport
Email: opscoord.fnc@portway.pt
Services: Full handling services,
training, CIP lounges

QATAR

Qatar Aviation Services
Qatar Aviation Services
Doha International Airport
P.O. Box 383
Doha - Qatar
Telephone: + 974 4462 1745
Fax:
+ 974 4462 1485
Email:
generalaviation@qataraviation.com
Website: www.qataraviation.com

REPUBLIC OF MOLDOVA

Aeroport Handling SA

Chisinau, Bd. Dacia 80/3
Republic of Moldova
Telephone: + 373 22 525 999
Fax:
+ 373 22 525 114
Email:  PGlDF!IBOEMJOHNE
Website: www.handling.md
Managing Director: Gorincioi Vladimir
IT Manager:
Parseniuc Yan
Head of GSE Procurement:
Ciochina Arcadie
Services: Offering a complete range of
ground handling and passenger services,
from terminal check-in to aircraft
services

ROMANIA

Romanian Airport Services
Baneasa Bucharest International Airport
Bucharest 1
ROMANIA
Telephone: + 40 21 232 05 51
+ 40 21 230 72 51
Fax:
+ 40 31 805 64 82
+ 40 31 816 53 24
Email:
ras@baneasa.biz
ras@handling.ro
Website: www.baneasa.biz
Services: Obtaining permission for over
mJHIUBOEMBOEJOHBOESFQSFTFOUBUJPO
to RCAA, Airport / ramp services, FBO
handling

RUSSIA

Vnukovo Terminal
119027, Russia, Moscow,

2 Reysovaya Street,
2-1, PGK
119027, Russia,
Moscow
Telephone: + 7 495 436 83 49
Email:
vnk-terminal@mail.ru

SAUDI ARABIA

Saudi Ground Services Company
Al Khalidiyah District,
P. O. Box 48154,
Jeddah 21572
Saudi Arabia
Telephone: +966 2 690 9999
Fax:
+966 2 690 9866
Email:
mzahrani@saudiags.com
Website: www.saudiags.com
CEO:
Abdulrahman S. Al Hilali
Email: aalhilali@saudiags.com
Services: Passenger, Ramp, Operations,
5SBGlDDPOUSPMCBHHBHF $BCJO
appearance, Cargo

SINGAPORE

DNATA SINGAPORE PTE LTD
50 Airport Boulevard,
Singapore 819658
Telephone: + 65 11 01 01
Fax:
+ 65 42 66 04
Email:
marketing@dnata.sg
Website: www.dnata.sg
CEO:
Mr Georgie Ong
$IJFG'JOBODJBM0GlDFS
Ms Goh Hui Chen
Commercial Director:
Mr Ray Teo
Head of IT Systems:
Ms Nancy Chan
Head of GSE Procurement:
Mr Lim Ah Heng and Mr Foo Ban Fee
Head of GSE Engineering:
Mr Eugene Phang
Ramp Operations:
Mr See Seng Wan, Mr Teo Ching Kang, Mr
Jason Tan, Mr Khoo Kay Leong and Mr
Alan Kok
Services: Passenger, Ramp, Technical,
Flight, Security, Ground

SLOVAKIA

Skyport Ltd

Letisko M.R.Stefanika
820 01
Bratislava
Telephone: + 421 905 727 925
Email:
supervisor@skyport.sk
Website: www.skyport.sk
CEO:
Mr. David Adámek,
Email: david.adamek@skyport.com
Managing Director:
Mr. Robert Mészáros
robert.meszaros@skyport.sk phone
Head of GSE Procurement:
Mr.Juraj Zapletal
Email: juraj.zapletal@skyport.sk
Ramp Operations:
Mr.Jaroslav Galgoci,
Email: jaroslav.galgoci@skyport.skyport.sk
Other Locations:
1SBHVF ,PåJDF 1JFå BOZ 1PQSBE
Services: Pax handling, ramp handling,
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cargo handling, load control, catering
services, cleaning of a/c, lost and found,
transportation, supervising

excess baggage charges and other fees,
Assistance to passengers in the event
of loss or damaged baggage, Air-ground
radio communication by air frequency

SOUTH AFRICA

NEWCO AIRPORT SERVICES S.A.U.

BidAir Services (Pty) Ltd
Private Bag X21,
O R Tambo International Airport,
Johannesburg,
South Africa, 1627
Telephone: + 27 11 383 9420
Fax:
+ 27 11 823 6349
Email:
marketing@bidair.co.za
Website: www.bidair.co.za
Managing Director: Kobus van Niekerk
Finance Director:
Sandra Alfaiate
Director Sales and Marketing:
Bob Gurr
IT Director:
Colin Corbett
Head of GSE Procurement:
Morne de Clercq
Ramp Operations:
Bushy Mbele
Airport Locations:
JNB, CPT, DUR, PLZ, ELS, GRJ
Services: Passenger, ramp, cargo
services

SPAIN

AGA Airline Ground Assistance
Ctra. Ca’n Pastilla,
68, 07610,
Palma de Mallorca,
Baleares |
España
Telephone: + 34 971 787 727
Fax:
+34 971 574 776
Website: www.age-europe.com
Managing Director: Stephane Guyot
Email: stephane.guyot@aga-europe.com
$IJFG'JOBODJBM0GlDFS
Nacho Bonnin
Email: nacho.bonnin@aga-europe.com

Globalia Handling
Centro Empresarial Globalia
Ctra.Arenal-Llucmajor,
Km. 21,5
P.O. Box 132
Islas Baleares 07620
Spain
Telephone: +34 971 17 86 27
Fax:
+ 34 971 17 83 68
Email:
thomas.peake@groundforce.aero
Website: www.groundforce.aero
Managing Director: Thomas Peake
Services: Representation,
administration and supervision,
Passenger, Ramp, Load control,
DPNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Support, Security

Lesma Handling Group
Domicilio Social y Dirección Aeropuerto
Aeropuerto De Girona-Costa Bra
17185 Vilobid Onyar (Girina)
Spain
Telephone: + 34 972 186 706
Website: www.lesmahandling.com
Services: Ticket sales, Collection of

www.evaint.com

&EJlDJP-CBSP$#BSCBEJMMP
4. 2ª Planta - 28042 Madrid, Spain
Telephone: + 34 91 746 15 00
Fax:
+ 34 91 746 15 14
Email:
jcampderros@newcoas.es
Website: www.newcoas.es
General Director:
Jacobo Sitges Aparicio
Financial Director:
Leonardo Hermida Martínez
Operations, IT, GSE & Commercial
Director: Jordi Campderrós
Email: jcampderros@newcoas.es
Services: Operations and Flight
Dispatcher (Loadsheet, Crew control,
Supervision and Representation, light
Plan assistance, Liaison with local
authorities) Passengers Services (Check
in, Dedicated and specialized staff,
Document control, Special handling to
authorities and V.I.P. passengers, Special
assistance to unaccompanied minors
(UM), Special assistance on luggage
irregularities (LL) and distribution,
Flights connection, Boarding) Ramp
Services (Aircraft Loading/Unloading,
Baggage sorting and transportation,
%BOHFSPVT(PPETDPVSTFDFSUJlFECZ
the Spanish Civil Aviation Authorities,
Quality internal audits, Airline dedicated
key account responsible, Call centre
and secondary tracing, Extraordinary
TFDVSJUZQSPDFEVSFTGPSmJHIUTUPUIF
USA, Document check for non-Schengen
EFTUJOBUJPOT "1*4TFSWJDFGPSmJHIUT
to USA and Canada, Registered under
ISAGO for the following sections: ORM
(headquarter and station management),
LOD (load control ), PAX (passenger
handling), BAG (baggage handling), HDL
(aircraft handling, loading/unloading) and
AGM (aircraft ground movement).

Iberia Airport Services
Avenida de la Hispanidad s/n
Zona Industrial Barajas
&EJlDJPO
28042
Madrid
Spain
Telephone: + 34 91 587 31 80
Fax:
+ 34 91 587 30 94
Email:
airportservices@iberia.es
Website: www.iberiaairportservices.es
Managing Director:
Eduardo Garcia Sansigre
$IJFG'JOBODJBM0GlDFS
Cristina de Grado Contreras
Commercial Director: José Gómez Pérez
Airport Locations:
41 airports in Spain (full details on:
www.iberiaairportservices.es)
Services: Passenger Handling, Aircraft
Ramp Handling, Cargo Handling, Load
Control and support, Representation &
admin

SUDAN

AHBA Air handling Company
Khartoum International Airport
P.O.Box: 758
Khartoum, 11111
Sudan
Telephone: +249 183 574070/1/2
Fax:
+249 183 574044
Email:
info@ahba.sd
Website: www.ahba.sd
CEO:
Ibrahim M Zahran
Email: ibrahim.zahran@ahba.sd
Ground Services Manager:
Nadir H Atabani
Email: nadir.atabani@ahba.sd

SURINAME

Surair Ground Services NV
J. A. Pengel International Airport,
Distrikt Para
Suriname
Telephone: + 597 325 485
Fax:
+ 597 325 325
Email:  TVSBJSHSPVOE!TMNlSNTS
Website:  XXXmZTMNDPN
CEO:
Mr. Ewald Henshuys
Managing Director:
Mr John Jules Vrede
$IJFG'JOBODJBM0GlDFS
Mr. O. Blinker
Head of GSE Procurement:
Mr. F. Kromopawiro
Services: Ground Handling

SWEDEN

Aviator

Generatorgatan 11
Box 118
190 46 Stockholm-Arlanda
Sweden
Telephone: + 46 8 585 542 00
Email:
excellence@aviator.eu
Website: www.aviator.eu
CEO:
Paul Synnott
Email: paul.synnott@aviator.eu
CFO:
Birgitta Andersson
Email: birgitta.andersson@aviator.eu
Projects Director:
Andreas Vassilaros
Email: andreas.vassilaros@aviator.eu
COO:
Per Wassberg
Email: per.wassberg@aviator.eu
MD Norway:
Petter Gullikstad
Email: petter.gullikstad@aviator.eu
MD Sweden:
Jan Brunstedt
Email: jan.brunstedt@aviator.eu
MD Denmark:
Ole Brinks Andersen
Email: ole.andersen@aviator.eu
Services: Cabin cleaning, Ramp
services, GSE Maintenance, De-icing,
Maintenance, Cargo & Mail, Passenger,
Security, Load control
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Airport Locations:
CPH Copenhagen, OSL Oslo, RYG
Rygge, TRF Torp, KRS Kristiansand,
SVG Stavanger, HAU Haugesund, BGO
Bergen, AES Ålesund; MOL Molde, RRS
Røros, TRD Trondheim, BOO Bodø, BDU
Bardufoss; TOS Tromsø, ARN Arlanda,
GOT Göteborg, MMA Malmö, UME Umeå
LLA Luleå-Kallax, VBY Visby, HEL
Helsinki

Æ

Sturup Handling
Box 6S-230 32 Malmoe
Sturup
Sweden
Telephone: + 46 406 131118
Fax:
+ 46 406 131108
Email:
mikael.tuviken@lfv.se
Website: www.sturuphandling.se
Services: Representation,
administration and supervision,
Passenger, Ramp Load control,
DPNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Cargo and mail services, Support
services

Moose Aviation Services
P.O. Box 2
SE-190 45 Stockholm -Arlanda
Sweden
Telephone: +46 (0) 8 797 89 70
Fax:
+ 46 (0) 8 797 89 72
Email:
info@mooseaviation.se
Website: www.mooseaviation.se
Managing Director:
Patrik Johansson
Services: De-Icing, Glycol Removal,
Aircraft Heating, Aircraft washing /
cleaning

Spirit Air Cargo Handling Sweden AB
Fraktvägen 29
19587 Stockholm-Arlanda
Website:
www.spiritaircargohandling.com
Services: Bonded Warehousing, Cargo
and mail handling, Full freighter Ramp
handling, Full export & import document
handling including AWB Check & Data
capture, ULD control and management,
5SVDLJOHDBSHPTDSFFOJOH #BDLPGlDF
support, Planning & disposition, Customs
clearance

SWITZERLAND

Gate Gourmet

Gate Gourmet Switzerland GmbH
Balsberg,
P.O. Box QV
CH-8058 Zurich-Airport
Switzerland
Telephone: + 41 43 812 5480
Fax:
+ 41 44 810 9175
Email:
communications@gategroup.com
Website: www.gategourmet.com/
Services: Airline catering and last mile
provisioning. On board retail solutions,
a major driver of ancillary revenue, The
same catering and provisioning services
for non-airline customers: railway
companies, lounges and business aviation
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CHEP Aerospace Solutions
Steinackerstr. 2
8302 Kloten
Switzerland
Telephone: +41 43 255 4141
Fax:
+41 43 255 4142
Email:
aerospace@chep.com
Website: www.chep.com/aerospace
President: Dr. Ludwig Bertsch
Director Sales, Marketing & Account Mgmt:
Mr. David Harman
Director Ground Services:
Mr. Markus Vetsch
Airport Locations:
AKL, AMS, BAH, BCN, BKK, BNE, BRU,
CDG, CHC, CPH, CUN, DEN, DFW, DME,
EWR, FRA, HNL, IAD, IAH, JFK, KUL, LAX,
LGW, LHR, LOS, LUX, MAD, MAN, MEL,
MXP, NBO, ORD, PER, SEA, SFO, SIN, SVO,
SYD, ZRH, YYZ
Services: ULD pooling and shortterm leasing, ULD and Galley Cart
maintenance and repair

Airline Assistance Switzerland Ltd
P.O. Box 2119,
CH-8060
Zurich-Airport
Switzerland
Telephone: +41 (0)43 816 53 51
Fax:
+41 (0)43 816 53 52
Email:
sales@aas-switzerland.ch
Website: www.aas-switzerland.ch
CEO:
Stefan Resele
Email: s.resele@aas-switzerland.ch
$IJFG'JOBODJBM0GlDFS
Jürg Matter
Email: j.matter@aas-switzerland.ch
Commercial Director: Martin Meyer
Email: m.meyer@aas-switzerland.ch
IT Manager:
Jürg Matter
Email: j.matter@aas-switzerland.ch
Head of GSE Procurement:
Stefan Resele
Email: s.resele@aas-switzerland.ch
Services: Passenger, Baggage and
Ramp Services, Anti- and De-Icing
Services

Roman Hermann
Airport Locations:
Swissport is active at 177 airports in 36
DPVOUSJFTPOlWFDPOUJOFOUT'PSNPSF
information visit www.swissport.com

THAILAND

Thai Airports Ground Services Co. Ltd
Cargo Terminal 4
171 Vibhavadi Rangsit Road
Bangkok Int’l Airport
10210
Bangkok
Thailand
Telephone: + 66 253 51986
Fax:
+ 66 253 51987
Email:
naowarat@tags.co.th
Website: www.tags.co.th
Services: Representation,
administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM DPNNVOJDBUJPOTBOEmJHIU
operations, Cargo and mail services,
Support services

Bangkok Flight Services
777 Moo 1,
Nong Prue
Bang Phli
Samut Prakan
Suvarnabhumi Airport
Bangkok 10540
Thailand
Telephone: + 66 (0) 2131 5005
Fax:
+ 66 (0) 2131 5099
Email:
StewartS@BFSAsia.com
Website: www.BangkokFlightServices.com
Managing Director: Mr.Stewart Sinclair
$IJFG'JOBODJBM0GlDFS
Suporn Thiravanitkul
IT Manager:
Crispin Morris
Ramp Operations:
Javed Malik
Services: Representation,
administration and supervision,
Passenger, Ramp, Load control,
DPNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Cargo and mail services, Support
services

Swissport International Ltd
P.O Box, 8058
Zurich Airport
Switzerland
Telephone: +41 43 812 20 20
Fax:
+41 43 321 29 02
Email:
contact@swissport.com
Website: www.swissport.com
President and CEO: Per H. Utnegaard
EVP Swissport Group Services:
Erich Bodenmann
EVP Finance & CFO:
Alvaro Gómez-Reino
EVP Ground Handling Central Europe:
Philipp Joeinig
EVP Ground Handling Europe/Middle East/
Asia/Africa:
Juan Jose Andres Alvez
EVP Ground Handling Americas:
Richard van Bruygom
EVP Global Cargo:
John Batten
EVP Business Development:

TANZANIA

Swissport Tanzania Ltd
P.O. Box 18043
Terminal II
Julius Nyerere International A
Dar es Salaam
Tanzania
Telephone: + 255 22 284 3397
Fax:
+ 255 22 284 4343
Website: www.swissport.com
Services: Cabin cleaning, Weight
balance, Ramp, Security, Ground power
supply

ZAT Aviation
P.O. Box 1981
Zanzibar
Tanzania
Telephone: + 255 24 223 3979
Fax:
+ 255 22 313 36
Email:
info@zat-handling.com

www.evaint.com

GROUND HANDLING AGENTS
Website: www.zat-handling.com
CEO:
Marhoon Altobyi
Services: Baggage handling, Cabin
cleaning, Check-in, Ground power supply,
Loading/unloading, Passenger assistance
unit, Passenger handling, Ramp services,
Unaccompanied minors

Unit load device control, Ramp,
Aircraft cleaning, Load control
and communications, Cargo,
Flight operations, Transportation,
Representation and supervision services.

TUNISIA

UKRAINE

Tunisair Handling
18 Rue des Entrepreneurs
Charguia II
Tunis 2035
Tunisia
Telephone: + 216 71 942 555 ext. 104
Fax:
+ 216 71 942 188
Email:
h.benahmed@tunisairhandling.com.tn
Website: www.tunisairhandling.com
Services: Representation,
Administration and supervision,
Passenger services, Ramp services,
-PBEDPOUSPM DPNNVOJDBUJPOTBOEmJHIU
operations

TURKEY

Celebi Ground Handling
Anel Is Merkezi,
Saray Mah
Site Yolu Sok
No: 5, Kat: 9
34768 Ümraniye
Istanbul
TURKEY
Telephone: + 90.216 666 67 67
Fax:
+ 90.216 630 36 30
Email:
info@celebihandling.com.tr
Website: www.celebihandling.com
Services: Meeting and parking
aircraft, Unloading and loading aircraft,
Transporting passengers and crew
between aircraft and terminal, Aircraft
towing, Cleaning cabin interiors and
exteriors, Providing cabin heating/
cooling services, Providing aircraft toilet
and water services, De-icing aircraft and
taking anti-icing measures when weather
conditions require, Ramp, Passenger,
Cargo, Executive Aviation

HAVAS Ground Handling Co
Havas Genel Mudurlugu TAV
Yonetim Binasi Ataturk Havalimani Dis
Hatlar
Terminali A Kapisi/VIP Yani Yesilkoy/
ISTANBUL
TURKEY
Telephone: +90 212 465 56 56
Fax:
+90 212 465 56 30
Email:
gmdsatis@havas.net
Website: www.havas.com.tr
Managing Director: Mr.Mujdat YUCEL
$IJFG'JOBODJBM0GlDFS
Mr.Alparslan TULUM
Commercial Director:
Mrs. Rezzan KOSEOGLU
Head of IT Systems: Mr. Ismail TURK
Head of GSE Procurement:
Mr. Erol KAZCI
Ramp Operations:
Mr. Alp YAMAN
Services: Passenger and baggage,

www.evaint.com

Telephone: +256 414 321296
Fax:
+256 414 321440
Email:
admin@dashandling.com
Website: www.dashandling.com
Services: Cold storage, Cargo & courier,
Baggage, Passenger, Mechanical &
Electrical

AIRLINK INTERNATIONAL
7*67XUN×VK*URXQG6HUYLFHV

Istanbul World Trade Center
A3 Block 6 th Floor 34149
Yesilkoy/Istanbul
Turkey
Telephone: + 90212 463 36 36
Fax:
+ 90212 463 37 37
Email:
info@tgs.aero
Website: www.tgs.aero
CEO:
Hamdi Topçu
Managing Director:
Bayram Özçelik, Email: bozcelik@tgs.aero
$IJFG'JOBODJBM0GlDFS
Ugur Aksoy, Email: ugur.aksoy@tgs.aero
Chief Operations:
,BSUBM[ BLS &NBJMLBSUBM!UHTBFSP
Commercial Director:
(Marketing Manager) Mehmet Ferhat Akta
Email: ferhat.aktas@tgs.aero
IT Manager:
Kamil Kartal, Email: kamil.kartal@tgs.aero
Head of GSE Procurement:
Murat Hakan Erdogan
Email: hakan.erdogan@tgs.aero
Ramp Operations:
(Chief operation) Mr. Kartal
&NBJM,BSUBM[ BLSLBSUBM!UHTBFSP
Airport Locations:
Atatürk Airport Gate B TGS Operation
Service Building 34830 Yesilkoy /
Istanbul,
Sabiha Gökçen Airport International
Terminal 34912 Pendik/ Istanbul ,
Esenboga Airport Domestic International
Terminal Cubuk / Ankara ,
Adnan Menderes Airport Domestic
Terminal Gaziemir /Izmir ,
Antalya Airport TGS Service Building
Antalya /Turkey,
Adana Airport A Gate TGS Operation
Services Building /Seyhan Adana
Services: Passenger, Ramp, Operations,
Cargo services

UGANDA

Entebbe Handling Services Ltd
PO Box 560
Entebbe
Uganda
Telephone: + 256 41 432 1446
Website: www.enhas.com
Services: Baggage, Passenger, Cargo,
Courier

DAS Aviation Handling
)FBE0GlDF4FCVHXBXP%SJWF
Entebbe International Airport
P.O. Box 5840
Kampala
Uganda

25th Chapaev
Division Street 6V
Business Centre Floor 3
0GlDF
Odessa 65101
Ukraine
Telephone: + 380 48 7778303
Fax:
+ 380 48 7778304
Email:  PGlDF!BJSMJOLXPSMEDPN
Website: www.airlinkworld.com
Services: Baggage handling, Refueling,
Security, Flight dispatch, Landing
permits, Ramp

UNITED ARAB EMIRATES

Abu Dhabi Airport Services

Abu Dhabi International Airport
Ground Level
PO BOX 3668
Abu Dhabi International Airport
United Arab Emirates
Telephone: + 971 2 505 200
Fax:
+ 971 2 575 7157
Email:
info@dcaauh.gov.ae
Website: www.adac.ae

DNATA
Dubai International Airport – Terminal 1
PO Box 522
Dubai
United Arab Emirates
Telephone: +971 4216 2660 / 216 2600
Fax:
+971 4 224 4562
Email:
groundhandling@dnata.com
Website: www.dnata.com
Services: Passenger, Baggage, Ramp,
Cargo, Technical,

Haddid International Services
Dubai Airport FreeZone
West Wing 3
PO Box 54508
Dubai
United Arab Emirates
Telephone: + 971 4 299 7777
Fax:
+ 971 4 299 7700
Email:
ops@haddid.aero
Website: www.haddid.aero
Services: Flight planning, Aircraft
lounges, Passenger handling, Landing
permits.

Rus Aviation
P.O. Box 7938
Saif Zone
Sharjah
United Arab Emirates
Telephone: + 971 6 557 2800
Fax:
+ 971 6 557 2600
Website: www.rusaviation.com
Services: Representation,
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Administration and supervision,
Passenger, Ramp, Load control,
$PNNVOJDBUJPOTBOEmJHIUPQFSBUJPOT 
Cargo and mail

Æ

UNITED AVIATION SERVICES (UAS)
P.O BOX 54482
Dubai
United Arab Emirates
Telephone: + 971 4 299 66 33
Fax:
+971 4 299 67 77
Email:
marketing@uas.ae
Website: www.uas.ae
Managing Director: Mr Husary
Services: Flight planning, Permits,
Handling, Fuel, Travel & Tours, Charters

Ras Al Khaimah International Airport
P.O. Box 501
Dig Daga Road
Ras Al Khamiah
United Arab Emirates
Telephone: + 971 7 207 5200
Fax:
+ 971 7 244 8199
Email:
belinda.suares@rakairport.com
Website: www.rakairport.com
Services: Passenger services, Ramp
services, Load control, communications
BOEmJHIUPQFSBUJPOT $BSHPBOENBJM
services. Support services, Security

UNITED KINGDOM

Airline Services Ltd

Canberra House
Sharston Green Business Park
Manchester M224SX
UK
Telephone: + 44 (0) 1293 569 550
Email:
nikki.farquhar@airline-services.com
Website: www.airline-services.com
CEO:
Bryan Bodek
$IJFG'JOBODJBM0GlDFS
Andy McCormick
Ramp Operation:
Nikki Farquhar
Email: nikki.farquhar@airline-services.com
Ramp Operations
& Regional Manager UK North:
Steve Wilcock
Email: steve.wilcock@airline-services.com
Ramp Operations, Regional Manager
UK South: Jim Cree
Email: jim.cree@airline- services.com
Services: Ramp
Airport Locations:
Manchester, London Gatwick, London
Heathrow, London Stansted, Bristol,
Birmingham, E Midlands, Newcastle,
Edinburgh, Glasgow, Liverpool, Leeds
Bradford, Aberdeen, Exeter, Cardiff,
Teesside, Humber, Norwich

Dnata Ltd
Unit 8, Radius Park
St. Anthony’s Way
Feltham
Middlesex
Telephone: + 44 (0) 20 8893 2279
Fax:
+ 44 (0) 20 8890 0028
Email:
info@planehandling.com
Website: www.dnata.co.uk
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Managing Director: Sarah Varndell
Email: sarah.varndell@planehandling.com
$IJFG'JOBODJBM0GlDFS
Sue Allen
Email: sue.allen@planehandling.com
Commercial Director: Paul Williams
IT Manager:
Jon Lee
Email: jon.lee@planehandling.com
Services: Aircraft loading and
unloading, De icing, Flight operations,
push back

Gate Aviation
Unit 9
Radius Park
Faggs Road
Feltham
Middlesex TW14 0NG
United Kingdom
Telephone: + 44 (0) 7970 743 491
Website: www.gate-aviation.com
Services: Aircraft cabin cleaning,
including turn-round and deep cleaning,
Exterior aircraft washing and polishing,
%FJDJOHBOEBOUJJDJOH *OmJHIUDBUFSJOH
and bonded stores (stock control, aircraft
loading), Asset light packing, such as buy
on board goods, dry stores and toiletry
kits, Security services such as hold
baggage screening, aircraft guarding
and porters, Executive and VIP Lounge
management and hosting, Facility
cleaning and housekeeping

Menzies
4 New Square,
Bedfont Lakes,
Feltham,
Middlesex,
TW14 8HA,
United Kingdom
Telephone: +44 (0) 208 750 6000
Fax:
+ 44 (0) 208 750 6001
Email:
kerry.emberson@menziesaviation.com
Website: www.menziesaviation.com

Servisair UK
Servisair House
Hampton Court
Manor Park Runcorn, Cheshire
WA7 1TT
United Kingdom
Telephone: + 44 (0) 1928 570 120
Fax:
+ 44 (0) 1928 570 220
Email:
business.development@servisair.com
Website: www.servisair.com
Services: Cabin cleaning, GSE
maintenance, Ramp services, Lounge
services

Premiere Handling Ltd
Address Room 22
Level 7
Terminal 1
Manchester Airport
UK
Telephone: + 44(0)161 489 6789
Fax:
+ 44(0)161-489-8855
Email:
operations@premierehandling.com

Website: www.premierehandling.com
CEO/Managing Director:
Julian van Gelder
Services: Full Handling

Air Dispatch
3 City Place
Beehive Ring Road Gatwick
United Kingdom
Telephone: + 44 (0) 1293 513095
Fax:
+ 44 (0) 1293 655423
Email:
info@air-dispatch.com
Website: www.air-dispatch.com
CEO:
Nick Yeadon
$IJFG'JOBODJBM0GlDFS
Peter Joarder
Head of IT Systems: Biniam Becket
Services: Centralised load control, Load
mastering / Airport management

Glasgow Prestwick Airport
Aviation House
Prestwick
KA9 2PL
Ayrshire
Telephone: + 44 (0) 871 -223 -0700
Fax:
+44 (0) 1292 511259
Email:
kbrock@glasgowprestwick.com
Website: www.glasgowprestwick.com
CEO:
Tom Wilson
Managing Director: Iain Cochrane
$IJFG'JOBODJBM0GlDFS
Grant McLeod
Commercial Director: Graeme Sweenie
IT Manager:
Mathew Wilson
Head of GSE Procurement:
Jules Matteoni
Ramp Operations:
Kevin Brock

Airbase Flight Support Limited
Gatwick Gate
Charlwood Road
-PXlFME)FBUI
Crawley
West Sussex
RH11 0TG
United Kingdom
Telephone: + 44 (0)1293 553 337
Fax:
+ 44 (0)1293 530 600
Website:  XXXmJHIUTVQQPSUDPVL
Managing Director:
Allen Eden
Email: allen.eden@airbase.co.uk
Operations Director: Andy Redmond
&NBJMBOEZSFENPOE!mJHIUTVQQPSUDPVL
Commercial Manager:
Simon Poole
&NBJMTJNPOQPPMF!mJHIUTVQQPSUDPVL
Services: Ramp, Passenger, Technical

OCS
Tilgate Forest Business Park
Brighton Road
Crawley
RH11 9BP
Telephone: +44 (0) 844 846 7606
Email:
enquiries@ocs.co.uk
Website: www.ocs.co.uk
Services: Aircraft cleaning, Vessel
DMFBOJOHBOEBWJBUJPOmFFUDMFBOJOH

www.evaint.com

GROUND HANDLING AGENTS
UNITED STATES

Evergreen Aviation Ground Logistics
Enterprises Inc (Eagle)
3850 Three Mile Lane
McMinnville
Oregon 97128
United States
Telephone: + 1 503 472 9361
Fax:
+ 1 5034729150
Email:
info@evergreen-eagle.com
Website: www.evergreenaviation.com
Services: GSE Maintenance/ramp
services/Cabin Cleaning

GAT Airline Ground Support
1PTU0GlDF#PY
Mobile
Alabama 36608
USA
Telephone: + 1 251 633 3888
Fax:
+ 1 251 633 4028
Website: www.gatags.com
CEO / Chairwoman: Jean O. Raines
Vice Chairman:
James C. Baggett
President:
Richard Thiel
Vice President:
Dian Lensch
Director IT:
Mark Doggett
Director of Safety: Larry Netherland
Services: Ramp, Passenger, Ancillary

Hallmark Aviation Services
5757 West Century Blvd
Suite 860
Los Angeles
CA 90045
United States
Telephone: + 1 310 215 0701
Fax:
+ 1 310 215 9073
Email:
hosikapadia@hallmark-aviation.com
Website: www.hallmark-aviation.com
Services: Baggage handling, Passenger
services, Flight dispatch, Ramp services,
Load control

Mercury Air Cargo
6040 Avion Drive
Suite 200
Los Angeles
CA 90045
Telephone: + 1 310 641 5667
Website: www.mercuryaircargo.com
Services: Warehouses providing import
and export services, Allocated space
POBJSMJOFTFOTVSFTTQBDFPOmJHIUT 
Worldwide air transportation service,
Customs documentation service, Air
cargo charter services,

Prime Flight Aviation Services
7135 Charlotte Pike
Suite 100
Nashville
TN 37209
Telephone: + 1 615 312 7856
Fax:
+ 1 615 399 1438
Website:  XXXQSJNFmJHIUDPN
Services: Aircraft Ground Handling,
Interline Baggage Transfer, Security,
Ramp Scrubbing, GSE Maintenance

www.evaint.com

Triangle Aviation Services Inc

Aircraft Service International Group (ASIG)

10 Fifth Street
OEmPPS 7BMMFZ4USFBN
11581 NY
United States
Telephone: + 1 516 561 1700
Fax:
+ 1 516 872 1599
Email:
businessdevelopment@triangleservices.com
Website: www.triangleservices.com
Services: Ramp services, Cabin
Cleaning, Security services

201 S. Orange Avenue
Suite 1100A
Orlando
FL 32801
USA
Telephone: + 1 407 648 7373
Fax:
+ 1 407 942 9113
Email:
info@asig.com
Website: www.asig.com
Sr. Vice President Sales & Marketing:
Tim Ramsey
Airport Locations:
71 Airports: North America, Central
America, Europe and Asia
Services: Ramp handling, Cabin
cleaning, Passenger services, Into Plane
fueling, Fuel facility management,
GSE fueling, Aircraft de-icing, GSE
maintenance, Jet bridge and Baggage
handling system maintenance, Airport
facility services

DAL Global Services
980 Virginia Avenue
4th Floor
Atlanta
GA 30354
United States
Telephone: +1 800 350 4828
Website: www.dalgs.com
Services: Ramp handling, Cabin,
Ticketing/Gate services, Charter
handling, Wheelchair services, Skycap
services, De/Anti-Icing, Cargo & mail
handling, Club room services, Janitorial,
Lavatory & potable water, Ground
support equipment maintenance, Aircraft
maintenance, Fuel services, Aviation
consulting

Commercial I.T.P.S. by Jeppeson & World
Fuel Services
55 Inverness Drive East
Englewood 80112
Colorado
United States
Telephone: +1 281 556 2402
Fax:
+ 1 281 556 2501
Email:
cs@wfscorp.com
Website: http://itps.jeppesen.wfscorp.com
Managing Director: Mr. Gary A. Murphy
Services: Aircraft handling services,
*OUFSOBUJPOBMPWFSmJHIUBOEMBOEJOH
QFSNJUT 8PSMEXJEFUSBGlDSJHIUT 'MJHIU
planning and weather, Passenger and
cargo service coordination, Supervision
and GSC arrangements, Global credit
facility, Diplomatic and military services,
Diversion support, Hotel, Transportation
and catering arrangements, Fuel sales
and services all of our services,
including Ground

Integrated Airline Services, Inc.
1639 W. 23rd St.
Suite 240
Dallas 75261
Texas
United States
Telephone: +1 303 748 6647
Fax:
+1 972 456 3013
Email:
kkatchen@iasair.com
Website: www.iasair.com
CEO:
Michael LaBarbera
Services: Representation,
Administration and supervision, Ramp
services, Load control, Communications
BOEmJHIUPQFSBUJPOT $BSHPBOENBJM
services

Jet Stream Ground Services
1070 East Indiantown Rd
Suite 400
Jupiter
FL 33477
USA
Telephone: + 1 561 746 3282
Fax:
+ 561 746 3280
Email:
bschultz@jetstreamgs.com
Website: www.jetstreamgs.com
CEO:
Marc Desnoyers
COO:
Rich Cordell
$IJFG'JOBODJBM0GlDFS
Georgianne Graves
VP Sales and Marketing:
Blake Schultz Jr.
IT Manager:
Anil Lartius
Head of GSE Procurement:
Georgianne Graves
Ramp Operations:
Frank Austin
Products & Services:
Ramp handling, Cargo, GSE, Cabin
service, Janitorial, Special services,
Passenger services and Aircraft cleaning

Airport Terminal Services (ATS)
111 Westport Plaza Drive
Suite 400
St. Louis, Missouri 63146
USA
Telephone: +1 314 739 1900
Fax:
+ 1 314 739 7070
Email:
bmccormick@atsstl.com
Website: www.atsstl.com

Total Airport Services, Inc.
1985 Yosemite Ave,
Suite #230
Simi Valley,
CA 93063
Telephone: + 1 805 522 3565
Fax:
+ 1 805 522 9645
Email:
info@tasinc.aero
Website: www.totalairportservices.com
CEO:
Jack Evans, CEO
Senior VP of Business Development:
Denny Eichenbaum
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Scott Offerdahl
$00
Gerald Kolasch,
7JDF1SFTJEFOU
Harry Hoge, Vice President
3FHJPOBM%JSFDUPS %JSFDUPSPG'VFMMJOH
George Williams
%JSFDUPSPG.BJOUFOBODF
Ralph Eichenbaum
%JSFDUPSPG4BGFUZ5SBJOJOH
Jay Albright
"JSQPSU-PDBUJPOT
ORD - Chicago O’Hare International
Airport,
General Manager: Daniel Malinowski
Phone: 773-686-0100 Cell: 773-414-0778
RFD - Chicago Rockford International
Airport,
Deputy Manager: Lenny Persson Phone:
773-686-0100 Cell: 773-269-1137
LAX - Los Angeles International Airport
General Manager: Tim Harvey Phone:
310-342-0136 Cell: 310-818-9566
SFO - San Francisco International Airport
General Manager: Jeff Horigan Phone:
650-875-3705 Cell: 805-294-2323
EWR - Newark Liberty International
Airport
General Manager: Greg Blackhall Phone:
973-286-8400
HSV - Huntsville International Airport
Station Manager: Edwin Hill Phone: 256772-9261 Cell: 256-772-9261
BDL - Bradley International Airport
General Manager: Jay Tweeddale Phone:
860-292-6004 Cell: 860-818-5049
ONT - Ontario International Airport
General Manager: Bary Hancock Phone:
909-937-8888 Cell: 909-900-1906
4FSWJDFT Cargo aircraft handling, Cargo
warehousing, SFO on-airport cargo

Æ

warehouse, Newark on-airport cargo
warehouse, Passenger aircraft handling,
Passenger & fuelling Services, Airport
support services

WFS NORTH AMERICA
1925 W. J. Carpenter Freeway
Suite 450
Irving
Texas 75063
USA
5FMFQIPOF+1 972 629 5001
'BY
+1 972 629 5007

7*&5/".

8FCTJUF www.zegazambia.co.zm
.BOBHJOH%JSFDUPS Don MacDonald
Email: donm@zegaltd.co.zm

;*.#"#8&

National Handling Services
Harare International Airport
TUmPPS%PNFTUJD5FSNJOBM
P.O Box 191
Harare
Zimbabwe
5FMFQIPOF+ 263 712 712 280
&NBJM
mavhungai@nhszim.com
8FCTJUF www.nhszim.com

Saigon Cargo Service Corporation (SCSC)

Aviation Ground Services

30 Phan Thuc Duyen
Ward 4
Tan Binh Dist.
HCMC
Vietnam
5FMFQIPOF+ 84 8 3997 6930
'BY
+ 84 8 3997 6840
&NBJM
operation@scsc.vn
8FCTJUF www.scsc.vn
.BOBHJOH%JSFDUPS Mr.Nguyen Quoc
Khanh Email: khanhnq@scsc.vn
4FSWJDFT General cargo, Special cargo,
Perishable centre, ULDs handling, ULDs
equipment service, Supply packaging,
Supply dry ice

Harare International Airport Harare
PO Box AP 13
Zimbabwe
5FMFQIPOF+ 263 4 575 000-9
'BY
+ 263 4 575670
&NBJM
ops@avi-ground.com
8FCTJUF www.avi-ground.com
.BOBHJOH%JSFDUPS
Caleb Mudyawabikwa
Email: cmudya@avi-ground.com
$IJFG'JOBODJBM0GlDFS
Calvin Bepe
Email: cbepe@avi-ground.com
*5.BOBHFS
Carlos Rubwe
Email: carlos@avi-ground.com
)FBEPG(4&1SPDVSFNFOU
Edson Mutimbanadzo
Email: emutimbanadzo@avi-ground.com
3BNQ0QFSBUJPOT
Mark Chikore
Email: mchikore@avi-ground.com
4FSWJDFT Aircraft and Cargo Handling

;".#*"

ZEGA Limited

Freight Village
Lusaka International Airport
Zambia
5FMFQIPOF+ 260 211 271474
'BY
+ 260 211 271504

*':068*4)50#&*/$-6%&%0361%"5&:063&/53:'035)&/&95
%*3&$503:0'(306/%)"/%-*/("(&/54
1-&"4&&."*-+":%&!&7"*/5$0.

INFORMATION TECHNOLOGY SOLUTIONS:
AIRLINES, AIRPORTS AND GROUND HANDLERS
6-7th December 2012, Hilton London Gatwick Airport
Call Now Lesley White / Parveen Raja + 44 (0) 208 668 9118

w w w. e v a i n t . c o m
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XXXFWBJOUDPN

THE WORLD OF AIR CARGO IS
LANDING IN ATLANTA
26th International Air Cargo Forum & Exposition 2012
The Georgia World Congress Center - Atlanta, October 2-4, 2012

Over 5,000 delegates and
visitors, more than 200
exhibitors and a world
of networking and new
business opportunities!
– RESERVE YOUR SPACE NOW!
The world’s premier air
cargo industry event
The International Air Cargo Association

Organized by

Co-located with:
“The Supply Chain’s Premier Event™”

Council of Supply Chain
Management Professionals
Annual Global Conference 2012
September 30 – October 3, 2012

Hosted by

www.tiaca.org

WFS : Quality handling solutions on four
continents

The world leader, WFS serves airline customers and
freight forwarders with ﬂexible, responsive and
secure cargo handling at airports around the globe.
The WFS full-solution approach to baggage handling
helps airport authorities and airlines operate more
efﬁciently while increasing passenger satisfaction.
The WFS track record for efﬁcient and on-time
ramp services is among the industry’s strongest.
WFS EUROPE
Cargo 6 - 6, rue du Pavé,
BP 11546 - Tremblay-en-France,
95709 Roissy Charles de Gaulle,
FRANCE
Tél : +33 1 70 76 00 00
WFS NORTH AMERICA
1925 W. John Carpenter Freeway
Suite 450,
Irving, Texas 75063,
USA
Tél : +1 786 388 9320
WFS ASIA PACIFIC, AFRICA & MIDDLE EAST
Worldwide House 1501A,
19 Des Voeux Road Central,
HONG KONG
Tél : +852 2801 2980

www.wfs.aero

Serving 121 airports on four continents, WFS is
meeting today’s challenges with quality handling
solutions.

