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Winter 2018

Letter from
the editor

W

elcome to the Winter 2018 edition of Airline Routes &
Ground Services.
This issue went to press against a backdrop of continuing
Brexit discussions. Aviation has been on the agenda for UK and
European politicians of late; how will current models of air travel and
trade have to be adapted once Britain leaves the EU?
In light of the challenges of increasingly protectionist policies,
combined with ever-increasing passenger numbers, our technology
feature this Winter looks at changes in the way airports are dealing
with border control.
We launched our Networking Summit in London on 19-21
September, bringing executives from ground handlers and airlines
together in what proved to be a fruitful event by all accounts. Read a
round-up of the opening plenary session, which got the summit off to
a lively start, in this issue.
Earlier in the year, the 31st IATA Ground Handling Conference
took place in Doha on 22-25 April. We bring you a summary of how
the association’s vision of the future of aviation is shaping up as well
as the views of several speakers regarding the perennial challenges of
airport management.
Find out, too, what airlines are doing to strengthen their presence
in North America. Both the US and Canadian markets are seeing
changes, as legacy airlines and low-cost carriers grow their networks
there.
Back in Europe, TUI recently pulled out all the stops to self-handle
under a special licence when staff at its ground handler in Brussels
went on strike. And European ground handling network ground.net
is expanding its horizons with a consultancy service open to handlers
around the world.
Other features in this issue look at the importance of effective
turnaround management, developments in the refuelling market,
how airlines are modernising their approach to catering services,
and the growing challenge of caring for passengers with restricted
mobility. Plus, readers will find interviews with handlers Swissport,
WFS and Celebi.
Finally, some news from yours truly: I will be handing over the
reins of Airline Routes & Ground Services to my colleague, Justin
Burns, in 2019. Many thanks to everyone who has contributed to the
publication during my editorship. I will be continuing to write for
the aviation and logistics press, including ARGS, so please feel free to
keep in touch.
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US Airports

Filling in
the blanks
The US is the world’s
biggest commercial
QBTTFOHFSUSBGlDSFHJPO
but there remain many
black spots on the route
map – notably into Asia,
South America, Europe and
Africa. However, new pointUPQPJOUMPOHSBOHFFGlDJFOU
aircraft like the Boeing 787
Dreamliner are opening up
more network development
opportunities for airlines
from all continents to reach
cities across the country.
Justin Burns reports
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A

ccording to the
US Department of
Transportation, 849.3
million passengers used airlines in
the US in 2017, up from 824 million
in 2016 and over 50 million more
than in 2015. The International
Air Transport Association (IATA)
forecasts trafﬁc will grow 2.1% a year
annually as demand rises and more
links are added.
There is certainly room for more
connections. For instance, despite
the close proximity, many airports
in the US still lack routes into South
America. This is especially the case for
gateways on or near the US west coast,
including one of the busiest – McCarran
International Airport in Las Vegas
– although this has ﬁnally changed.
June marked the start of Las Vegas’s
ﬁrst-ever non-stop connection to

South America when LATAM Airlines
commenced a thrice-weekly service
from Sao Paulo, Brazil.
McCarran chief marketing officer,
Chris Jones, says the route has
performed “extremely well” to date
and the airport hopes to see LATAM
“continue to grow its presence in 2019
and beyond”.
The airport is targeting further
international routes after adding
Brazil, which for years has been one
of the top unserved markets. “Tokyo
is still very high on the target list, and
Dublin also is an area we believe could
easily support a non-stop Las Vegas
service,” Jones says.
McCarran has also grown its
network to Europe this year. British
Airways resumed thrice-weekly
service from London Gatwick in
March, and Eurowings began a new
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Uncertainty
Global political and economic
uncertainty is causing concern
among airports in the US, but
whether this will affect the
development of routes by airlines
remains to be seen.
Jones says McCarran has plenty of
room to grow but warns of potential
barriers to that development,
especially as Las Vegas is a
“discretionary travel market” – so
mVDUVBUJPOJOUIF64EPMMBSWFSTVT
foreign currencies is something it
watches closely.
h5IFPWFSBMMTUSFOHUIPGUIF64
economy – particularly oil prices – is
also a factor in whether people will
take a trip or stay home. Political
instability or uncertainty is always a
concern, regardless of where those
issues may arise,” he adds.
Munich service in mid-April.
Elsewhere, route development
continues at San Francisco
International Airport with links added
to all corners of the globe – but like
McCarran, it also says South America
is still not served sufficiently.
The region is San Francisco airport
route network planners’ main target
market for new routes at the moment
and in the year ahead, particularly
Brazil, which remains an area of
focus as passenger numbers in both
directions on that sector are very high.
Other new links include the launch
in September of Qantas flights
connecting the Californian gateway
with Melbourne, while in October
United started a Papeete route and
Level began flying from Barcelona.
FROM SINGAPORE TO ICELAND

The Asian region is another that is still
underserved from the US, but this is
beginning to change thanks to more
modern and efﬁcient aircraft.
Airlines and airports are
adding direct routes. Los Angeles
International Airport will welcome
Singapore Airlines in November when
the carrier starts a new service from
Singapore Changi Airport; it will
eventually serve the market 10 times a
week with an A350.
On the east coast of the US, Asian
connections are also needed and
represent one of commercial aviation’s
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longest sectors.
In September, Washington Dulles
International Airport gained its longest
direct route when Cathay Paciﬁc started
a service from Hong Kong.
The airport is looking to grow its
network and is in discussions with
current and potential future carriers
about several new and expanded air
service opportunities around the
world.
Washington Dulles network
planning chiefs see “viable” new
international market opportunities
in Asia, Israel, Latin America and
Europe.
However, the main focus of network
development efforts will be to grow
Dulles by increasing route density, or
adding flights to existing destinations.
Meanwhile, Cathay Pacific will also
add a new connection from Hong
Kong to Seattle-Tacoma International
Airport from March 2019, using an
A350.
In Colorado, Denver International
Airport has been growing its
international network but is targeting
more into Asia (to date it only serves
Tokyo), although this is not the only
market it has in its sights.
Denver vice president of air service
development, Laura Jackson, says:
“Overall Denver’s air service efforts
are focused on retaining current
levels of service and recruiting new
service, both new carriers and new

There are potential obstacles
to route development growth,
though, and route development
chiefs at Dulles have concerns over
geopolitical events and macroeconomic factors; these are both,
of course, outside of the gateway’s
direct control.
Airline route network development
BDSPTTUIF64MPPLTTFUUPDPOUJOVFBU
QBDFBTDBSSJFSTVQHSBEFUIFJSmFFUT
and demand increases, but a lack of
airport capacity and ongoing political
and economic uncertainty could well
hinder growth. Q
destinations (both domestic and
international).
“Considering the recent expansion
in domestic and European markets
Denver is proactively focused
on expansion in a number of
international regions, including Asia
(China, Korea, and Australasia),
Central/South America and the
Middle East/Africa region.
“Many of these efforts are focused
on medium/long-term targets, but we
recognise the importance of investing
now in order to achieve new service in
the coming years.”
Dallas/Fort Worth International
Airport, meanwhile, has added
new international routes this year
including 12 new destinations.
Undoubtedly the biggest move is new
significant capacity to Reykjavik’s
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United airlines at denver
international airport

Keflavik International Airport in
Iceland, with American Airlines,
Wow Air and Icelandair all starting
connections from Dallas. Others
are coming too: American will add
services to Oaxaca and Oranjestad to
its network in December.
Just before ARGS went to press,
the North Texas gateway confirmed
new American Airlines international
services to Durango, Mexico;
Tegucigalpa and San Pedro Sula,
Honduras; and Santo Domingo,
Dominican Republic. The flights are
set to begin in June 2019.

ONGOING DISCUSSIONS

Miami International Airport is the
main gateway from the US to South
America and has a range of European
links already, so it is targeting non-stop
routes to Asia and Africa.
The airport says it is in ongoing
discussions with a number of Asian
carriers, and a senior delegation
from the airport visited China and
Japan in March to meet with airlines
considering their first-ever non-stop
Miami service. It is hopeful of an
announcement in the next year –
along with a route to Africa.

LOT Polish Airlines will begin
EJSFDUmJHIUTGSPN8BSTBXUP
Miami in June 2019

Asia is the main region it is looking
to tap as with more than 415,000
passengers traveling between Asia and
Miami annually via connecting flights,
Miami is the busiest US market for
leisure and business travel to Asia that
does not yet have non-stop passenger
flights.
The Florida airport’s biggest
international market is South
America. Struggling economies have
impacted route development, but this
is on the way back and Brazil – the
country that provides the most traffic
for Miami, in both directions – is on
the way back at the US gateway as its
economy picks up.
Among recent announcements at
Miami is the launch of direct LOT
Polish Airlines flights from Warsaw,
scheduled to start in June 2019.
DOMESTIC GROWTH

Low-cost carriers in the US continue to
power the domestic market, with many
targeting secondary airports – although
mainline carriers are also getting in on
the act.
The likes of Sun Country, Frontier
Airlines, and Allegiant Air are
growing their networks fast, while
United Airlines, American Airlines
and Southwest continue to add
destinations too.
Sun Country was for many years a
one-route carrier at McCarran, but it
has been growing with the addition
of new markets such as Dallas this
summer. Frontier added flights to
Omaha in August.
“American is flat but Delta and
United are up significantly year-over6 Airline Routes & Ground Services | WINTER 2018
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Rising demand
In 2017, Washington Dulles
welcomed 22.8 million
passengers, and is targeting a 5%
growth rate in numbers this year.
There is plenty of room for growth
as capacity is more than 40
million and the airport is the only
eastern US hub with the capability
to offer triple simultaneous
aircraft arrivals.
4BO'SBODJTDPCSPLFBUSBGlD
record last year when passenger
numbers increased by 5.5% in 2017
to 55.8 million. This was driven by
the international sector, up 9.2% on
2016, and the airport is on target to
surpass that this year.
-BTUZFBS %BMMBT'PSU8PSUI
handled just over 67 million
passengers, a 2.3% rise on 2016. It
looks set to grow that number this
year and pass the 70 million mark. Q
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year. Our inbound seats are nearing
an all-time high but the load factors
remain strong across the board,” Jones
confirms.
He says that domestically, McCarran
has connectivity from most of the
markets that “make sense”, although it
is always working with carriers to see
where added frequencies or perhaps
retimed schedules might present greater
opportunities.
At Denver a raft of domestic
connections have also been added,
notably by Frontier, Southwest,
United and Allegiant, and this will
continue this year. Examples include
Frontier’s addition of flights to
Harrisburg, Greenville, Bloomington
and Lafayette, or United’s launch of
services to Seattle/Paine Field.
Denver boasts the third-largest
domestic air service network in the
US and Jackson says that from a
domestic perspective, the largest
unserved markets are primarily in the

eastern US – the longest stage length
from the Colorado gateway. It is one
of the few major airports with no
capacity constraints, and it has room
to expand and land to grow from six
runways to 12.
There are more domestic links
available from Dulles, too, as United
commenced new routes to Scranton,
Chattanooga and Ithaca in October.
More domestic services are also
coming later this year to Dallas/Fort
Worth. Sun Country added routes
to Fort Myers and Tampa (October),
while American Eagle launched flights
to Del Rio (October) and Sarasota
(December) and American Airlines is
adding Buffalo.
American will also serve eight new
domestic destinations from Dallas
starting in the Spring: Harlingen,
Texas; Augusta, Georgia; Gainesville,
Florida; Yuma and Flagstaff, Arizona;
and Bakersfield, Monterey and
Burbank, California. |
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A changing
landscape
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M

uch of the new
development activity –
both internationally and
domestically – in Canada’s route
market is taking place at secondary
airports, which continue to welcome
new airlines to their rosters, but the
big hubs are also growing strongly.
Many airports have expanded
their networks domestically due to
new market entrants. Now, with the
growth of low-cost long-haul routes
globally thanks to long-range efficient
aircraft, those still lacking scheduled
international connections are working
hard to remedy that.

One airport looking to develop its
network is Winnipeg Richardson
International Airport and director of
air service and product development,
Scott Marohn, says the principle
target is to add another European
service.
Speaking at Airline Networking
2018 in London, he said the airport’s
only link at that time was Westjet’s
once-a-week seasonal London
Gatwick Airport service that runs
from June until the end of August.
“There is demand and Westjet has
proven it with that one flight as since
they brought it in two years ago we

8 "JSMJOF3PVUFT(SPVOE4FSWJDFT| WINTER 2018
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have doubled our traffic to London.
I don’t know whether there is a yearround opportunity to London, but
definitely there is an opportunity to
expand the season,” he said.
“We are primed and ready to go for a
connect point for somebody connecting
through Frankfurt or Heathrow – those
connections to be on points is a market
opportunity for us.”
Marohn said Europe is the central
focus as most of the airport’s traffic
wants to go to England or Germany,
and to a lesser extent Paris and
Amsterdam, so the aim is to secure a
route with a secondary carrier or LCC
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looking at flying to secondary markets
that would consider Winnipeg as a
stop-point.
But there is another central target:
Iceland. Marohn said there is a big
Icelandic community in the Manitoba
region; until the late 2000s Iceland
Express operated at Winnipeg and
the airport is now “actively pursuing”
Iceland airlines.
“Anyone that can connect beyond to
northern Europe countries is a good
jump-off point for us and that is the
type of opportunity we are looking
for at the moment. Iceland is a direct
point for us as we fly over anyway to
get here, so it would make sense,” he
said.
Domestically, the airport this year,
like other secondary airports has
welcomed Westjet low-cost subsidiary
Swoop, which started flying from
Winnipeg to Hamilton in June and
then began a route to Abbotsford on
17 August.
The carrier only started operations
in June. It is operating low-fare
flights from Winnipeg, Hamilton,
Edmonton, Abbotsford and Halifax,
and international expansion to the US
is on the horizon.
Swoop is the first Canadian ultraLCC to enter the US market and
has outlined plans to fly its Boeing
737-800 fleet from 11 October this
year until 27 April 2019 to southerly
destinations.
The airline flies from Edmonton to
Las Vegas and Mesa, from Hamilton

)BMJGBY
is seeing
HSPXUI
JO-$$
BDUJWJUZ

to Las Vegas, Fort Lauderdale,
Orlando and Tampa Bay, and from
Abbotsford to Las Vegas. It sees
strong demand for low-cost flights to
the US because as many as 5 million
Canadians reportedly drive across the
border due to high air fares.
Back at Winnipeg, in December
Flair Air will be starting direct service
to three Florida destinations: Orlando,
St Pete-Clearwater (Tampa Bay)
and Miami, as well as Las Vegas and
Phoenix-Mesa.
'0$64

Halifax Stanﬁeld International Airport
is another Canadian gateway looking
to grow its international network.
Also speaking at Airline Networking
in London, director of air service
development Jo-Anne McLean said the
main focus is routes to Europe, and the
aim is to attract airlines using efﬁcient
aircraft like the Boeing 737 MAX, as
the airport is relatively close to the
Continent.

The airport’s European routes
now include Condor to Frankfurt,
Air Canada to London Heathrow,
Icelandair to Keﬂavik (Iceland), and
Westjet to Paris CDG, London Gatwick
and Glasgow, but McLean sees more
opportunities. “There are a number
of destinations in Europe which make
sense from Halifax – like Amsterdam,
and Dublin which we used to have once
a week with ASL,” she said.
US route growth is also being
targeted and the emphasis there is
on adding additional frequencies to
destinations already operated by Delta
Air Lines, United Airlines, Air Canada
and Westjet.
“The US is also a big focus as we
have a pre-clearance facility and we
are really working on growing the
US destinations,” McLean said. “Our
pre-clearance is a nice offer outside of
the bigger hubs as people can connect
through us a lot quicker.”
LCCs are also boosting growth at
the Nova Scotian airport, which has

4XPPQJTUIFlSTU
$BOBEJBOVMUSB
-$$UPFOUFSUIF
64NBSLFU
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to the US from December, when
it will start serving six American
destinations.
."+03)6#4

8FTUKFUMJOLT
8JOOJQFHXJUI
-POEPOEVSJOH
UIFTVNNFS

welcomed Swoop, joining Air Canada
Rouge and Flair Airlines. Its network
will get another boost when new
Vancouver-based ultra-LCC Canada
Jetlines starts operations and begins
service in 2019.
The positive impact that LCCs are
having on the route network is clear,
but maintaining high enough load
factors on all these links to secondary
airports may prove challenging.
Indeed, one carrier has already
decided to switch operations. In
August, LCC Flair Airlines announced

it was leaving Hamilton International
Airport after two years on 27 October
and moving services to Toronto
Pearson International Airport. Routes
to Winnipeg and Edmonton will be
transferred while seasonal flights
between Halifax and Toronto are set
to start next Spring.
Flair made the move as it believes
the market size of the Hamilton area
and increased competition from
Swoop made Toronto a better option.
The switch came just as the carrier
was preparing to unveil its first flights

Canada’s busiest airports, Toronto
Pearson and Vancouver, are expanding
their networks to meet demand and
trafﬁc there is increasing strongly,
although these gateways are mainly
growing through increased aircraft load
factor, more frequencies on existing
routes, larger aircraft and the addition
of new links by existing carriers.
The biggest airport in terms of
passenger traffic is Toronto Pearson.
It has seen some notable route activity
this year; for instance, in August Saudi
Airlines dropped a three-time weekly
service from Riyadh over a diplomatic
spat.
This came a week after Emirates
introduced two additional Airbus
A380 flights to its Toronto service.
From 18 August it started flying the
link five times a week to meet strong
demand.
From 28 October 2018, Etihad
Airways was also set to increase its
frequency from Abu Dhabi to Toronto,
from three to five weekly services
operating a Boeing 777-300ER
aircraft.
Canada’s route network, it seems,
is only set for further growth both
domestically and internationally
in future due to the influx of LCCs,
strong demand for low fares , the
growing choice of airports, its
attractiveness as a destination and
increasing popularity as a transit point
to the US. |

%VCBJCBTFE
&NJSBUFT"JSMJOF
IBTVQQFEJUT
TFSWJDFTUP
5PSPOUP

 "JSMJOF3PVUFT(SPVOE4FSWJDFT| WINTER 2018

08-11 Canada.indd 10

www.ags-airlinegroundservices.com

22/11/2018 19:40

Aviation
The ISS Way

From landing to take-off
ISS Aviation
takes you to new heights
+ Aircraft Exterior Cleaning
+ Aircraft Interior Cleaning
+ Aircraft Disinfection / Disinsection Services
+ Security Services
+ Integrated Facility & Aviation Services

www.at.issworld.com/aviation

08-11 Canada.indd 11

22/11/2018 19:40

Brexit

No time
to lose…
The UK’s departure from the European Union is fast approaching. What must be
done to ensure a smooth transition for the aviation industry, whatever the nature
of Brexit? IATA highlights three key areas for action
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Brexit

I

n October, the International Air
Transport Association (IATA)
put out a call for urgent action
by both the UK and the EU to put in
place contingency planning for the
continuation of air services in the
event of a ‘no-deal’ Brexit.
The association also said both
parties must “move much faster”
to provide certainty regarding the
uninterrupted continuation of air
connectivity, the framework for
regulating safety and security, and
the policies and processes needed for
efficient border management – areas
identified by an IATA-commissioned
study as requiring the most urgent
action.
IATA director general and CEO
Alexandre de Juniac said: “These are
the most critical areas because there
are no fallback agreements such as
the WTO [World Trade Organization]
framework available in a ‘no-deal’
Brexit scenario.
“Without any contingency planning
being made transparent to the
industry, the risks of not addressing
these issues could mean chaos for
travellers and interrupted supply
chains. With less than six months to
go, we have little more certainty than
we did in June 2016,” he criticised.
IN THE DARK

With regard to connectivity, IATA
noted a high degree of uncertainty and
a risk to air services even if a Brexit
transition phase is agreed for the period
following March 2019. On top of that,
it said airlines remain “in the dark”
when it comes to contingency planning
for a hard Brexit scenario as they are
not being consulted or included in the
discussions.
“The EU and UK have a
responsibility to millions of their
citizens who depend on reliable air
transportation,” de Juniac said, saying
the goal should be a comprehensive
air services agreement that maintains
existing levels of connectivity.
However, with the possibility of a
‘no-deal’ Brexit still on the table even
at this late stage in the negotiations,
he said it is now essential that the EU
and UK civil aviation authorities make

www.ags-airlinegroundservices.com
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contingency arrangements to maintain
a minimum level of connectivity
– which is vital for people and for
business.
“This has to be one of the most
important Brexit considerations. A
backstop contingency plan to keep
planes flying after March must be
published, and quickly,” de Juniac
urged.
RIDICULOUS

At the same time, the safety and security
of passengers and shipments cannot
be compromised. IATA’s stance is that
all parties should work towards a deal
where the status quo is maintained.
To that end, it said the UK should
remain in the European Aviation
Safety Agency (EASA) at least as a
third country member.
EASA and the UK Civil Aviation
Authority (CAA) should be allowed to
initiate detailed technical discussions
on the future relationship between the
two bodies – and mutual recognition
of safety elements such as professional
licences or standards for materials
and parts should come into effect
immediately after March.
According to de Juniac: “It is
ridiculous that formal discussions on
the future relationship between EASA
and the UK CAA have been forbidden.
This is aviation safety we are talking
about – the number one priority for
everyone connected with air transport
and the top responsibility for
governments.
“We understand the complexity
of the political issues at stake. But
safety and security should be nonnegotiable.
“Reciprocity and harmonisation are
the order of the day,” he summed up.
DISRUPTION

As for border control, a no-deal Brexit
would increase the likelihood of EU
travellers having to wait in what IATA
describes as “already over-long queues”
at UK passport control. One solution,
it suggests, might be the creation of a
dedicated lane for EU passengers to
speed up the process.
Either way, the association says
investment in infrastructure,

recruitment and training will be
essential.
The planned Customs arrangements
for airfreight, meanwhile, remain
unclear and it is likely that shipments
will be delayed or disrupted while new
procedures are implemented.
“Interference with the movement
of people and goods will have a major
and immediate knock-on impact to
economic activity in both the UK and
the EU,” said de Juniac. “Solutions to
minimise disruption are of paramount
importance. We must have clarity
on future border and Customs
arrangements now, if we are to plan
for an orderly post-Brexit situation,”
he stressed.
Summing up IATA’s report, de
Juniac said: “It may seem a short list,
but each entails a huge amount of
work. A transition period of two years
would be a challenging time frame
to sort it out. But if the UK leaves
the EU with a ‘hard Brexit’ in March
2019 then it is hard to see how all this
work can be achieved. The inevitable
consequence will be chaos.
“These warnings are not influenced
by any political view. It is not for us to
comment on the merits of a ‘hard’ or
‘soft’ Brexit for the UK and EU. Our
interest is in ensuring safe, efficient
and reliable air connectivity.
“The report is a straightforward,
factual account of what needs to be done
to achieve that,” he concluded. |

Want to know more?
The full IATA-commissioned report
is available to download from the
Policy section of IATA’s website –
www.iata.org
"CSJFlOHQBDLGPSBEFCBUFFOUJUMFE
A&GGFDUPOUIFBWJBUJPOTFDUPSPGUIF
6,MFBWJOHUIF&6 XIJDIXBTIFME
JO8FTUNJOTUFS)BMMPO0DUPCFS 
JTBWBJMBCMFUPEPXOMPBEGSPNUIF
6,1BSMJBNFOUXFCTJUF*UQSPWJEFTB
TVNNBSZPGEFWFMPQNFOUTUIVTGBS
IUUQTSFTFBSDICSJFlOHTQBSMJBNFOU
VL3FTFBSDI#SJFlOH4VNNBSZ$%1
GVMMSFQPSUQ
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TUI

Fit and flexible
A six-day strike by
Aviapartner management
and baggage handling staff
at Brussels Airport in
October caused chaos for
numerous carriers – but
OPU56*mZ#FMHJVN QBSU
of Hanover-headquartered
56* XIJDILFQUSVOOJOH
under a temporary selfhandling licence

B

russels Airport said 960
ﬂights handled by Aviapartner
had to be cancelled during the
period of the strike, affecting close to
115,000 passengers.
Dieter Bruneel, director ground
operations at TUI fly Benelux,
explains that while 26-31 October
was “a hard time” for the airline,
it managed to work around the
problem.
“Due to an excellent collaboration
between our different departments
we have been able to achieve a result
that is unique in the world,” he says.
“For almost seven days we operated
under a self-handling licence. We
handled 55 departing flights and 55
arriving flights at Brussels Airport
under our self-handling licence
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(Boeing 737, Embraer E190 and even
Boeing 787).
“In total 8,958 TUI passengers
departed from Brussels and 8,476
passengers arrived in Brussels during
this period. This resulted in us
loading 7,862 pieces of luggage and
offloading 8,132 pieces of luggage.
“Some flights were also diverted to
regional airports, which led to 170
buses bringing our passengers to and
from Brussels. This strike showed a
big collegiality: a lot of colleagues
from our other offices, such as in
Ostend, came to help us landside
to support the bussing operation,”
Bruneel adds.
Obtaining the self-handling licence
was not easy, he recalls. There is a
legal framework requiring a detailed
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TUI

TUI staff
loaded and
unloaded
thousands
of pieces of
luggage under
the carrier’s
self-handling
MJDFODF 
activated
during October
Dieter Bruneel

plan including risk analysis and
prevention, an emergency plan and
various support measures; training
is another prerequisite to ensure a
carrier’s staff are fit to undertake
ground handling tasks.
It is possible to apply for
permission to carry out specific
categories of handling activities;
for instance, TUI’s licence covers
baggage handling, ramp, passenger
and catering services.
Once all of the documentation and
training is in place, the Belgian Civil
Aviation Authority (BCAA) evaluates
the file and decides whether or not to
approve the airline’s application.
“The licence is only valid in case of
disruption to your handling services,”
Bruneel points out. “You have to
activate it by notifying the BCAA
so they can come and check that
everything is operating correctly.”
“We have had our self-handling
licence for about three years and
there is no expiry date, but the BCAA
may ask for additional information
– for instance, if your organisational
design changes – and they can
suspend or revoke the licence at any
time.”
TUI Ground Operations has an
internal training programme run by
certified trainers. New staff receive
basic training when they join the
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company. When the self-handling
licence is activated, anyone who will
be redeployed on the tarmac receives
a safety briefing.
In addition, they are always
connected to a team leader, who is
not only trained in self-handling
but also has a background in ground
handling. Those operating vehicles

a

'PSBMNPTUTFWFOEBZTXF
operated under a
self-handling licence.
We handled 55 departing
mJHIUTBOEBSSJWJOH
mJHIUTBU#SVTTFMT"JSQPSU

or hi-loaders, for instance, have the
proper qualifications.
So, Bruneel says, “it may appear
simple, or like a bit of a ‘cowboy’ way
of doing things at first sight, to get
our office staff out onto the tarmac
to handle baggage, but in fact there
is a lot of preparation, structure
and training behind it. At all times
we need to meet the set safety and
compliance criteria, just like any
other third-party ground handler we
contract.”
Temporary self-handling licences

are very unusual, he observes,
citing two main reasons. First, selfhandling requires a great deal of
flexibility in an airline’s team if it is
to work. During the ground handler’s
strike in Brussels, TUI staff from
various departments were actively
volunteering to help, day or night, to
keep passengers moving. That might
not be the case at every airline.
Second, the criteria outlined above
for obtaining a self-handling licence
are by necessity difficult to meet, not
only to ensure the safety of staff and
passengers alike but also to prevent
delays or disruption to the airport in
general.
Would TUI consider moving to a
self-handling model on a permanent
basis? With regard to Brussels
Airport, Bruneel considers: “We have
15 aircraft leaving at the same time
in the mornings – but after that,
people would be idle, so at first sight
it wouldn’t be cost-efficient for us to
self-handle there permanently.
“The ground handling environment
in Europe is changing. I believe we will
see more consolidation, which will lead
to opportunities. It’s not just a choice
between self-handling and using a
third-party provider: other possibilities
will arise and at TUI we are always
looking for opportunities and innovative
solutions,” he hints. |
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Gazpromneft-Aero

Aiming high
Russian jet refuelling
company GazpromneftAero (GPNA) has
ambitious expansion plans
and is looking to grow its
coverage across the globe

G

lobal passenger trafﬁc is
rising consistently every year
and is expected to double
in the next 20 years, according to
the International Air Transport
Association (IATA), creating
extensive opportunities in the
aviation fuel sector.
Boeing forecasts that the global jet
fuel market itself will grow by 38% by
2025 to 374 million tonnes, in order
to meet demand for the increasing
number of aircraft being flown across
the world.
GPNA is posting strong growth
each year, which is being driven by
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the surging Russian commercial
aviation market that has recovered
from poor economic performance
in 2015 and 2016 when air traffic
numbers fell.
GROWING GLOBAL VOLUMES

Last year GPNA’s ‘wing-tip’ sales
increased 19% year on year, to 2.4
million tonnes, while the total volume
of international sales via its global
network reached 215,000 tonnes, an
89% increase year on year. In the ﬁrst
ﬁve months of 2018, refuel volumes of
international airlines increased by 18%
compared to the same period in 2017.
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Gazpromneft-Aero

GPNA now provides refuelling
services at more than 200 airports
in 60 countries, for 82 international
airlines and 84 Russian carriers. In
2018 it has already secured long-term
agreements with Air France/KLM,
Air China and Hong Kong Airlines
for refuelling at Moscow airports and
with Turkish Airlines at the airport
of Voronezh (Russia) and Bishkek
(Kyrgyzstan).
GPNA has grown significantly, but
head of international sales directorate
Dmitry Korpachev says much of the
focus now is on improving efficiency.
“The company has established an
efficient international network of
refuelling stations in partnership
with global jet fuel suppliers. We are
in the top 20, but we will work hard
to be in the top 10 by 2030,” he says.
The company intends to double its
business and aims to be providing
refuelling services at 259 airports by
that date.

a

share of the retail sales marketplace,
compared to RN-Aero with 23.1%,
Lukoil-Aero with 19.4%, Aerofuels
with 5.1% and independents making
up the remaining share.
“We rank after the independents
in Russia which [together] make
up about 27% of the market. These
companies have most of their
business at the small airports,
and we see potential to increase
our presence in this segment,”
Korpachev says.

The company has
FTUBCMJTIFEBOFGlDJFOU
international network
of refuelling stations in
partnership with global jet
fuel suppliers
GPNA head of international sales
directorate Dmitry Korpachev

DIGITAL TECHNOLOGY

THE BIGGEST POTENTIAL

The strategic focus of GPNA is to
expand operations in the Asia-Paciﬁc
region, which it believes has great
potential due to rising tourist ﬂows from
Russia; Europe and the Middle East are
other priority markets.
“We are choosing to focus on the
most attractive countries with the
biggest potential. These include
China, Egypt and Italy. But we
also are planning to actively grow
our presence in other countries,”
Korpachev says.
In China, GPNA is working with
China Aviation Oil Hong Kong
Company Limited, a subsidiary of the
Chinese national fuel operator CNAF.
GPNA is looking to double sales in
2018 into China – the fastest-growing
aviation market in the world.
Korpachev describes China
as a huge market that is ripe
with opportunities. “We need to
constantly develop our sales and
work there. We are aiming to double
our business there. Many Chinese
companies want to be provided by
local suppliers,” he adds.
Egypt provides extensive
possibilities as passenger traffic is
growing strongly from Russia and
other countries since commercial
flights were given the go-ahead
again (after being suspended due to
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security concerns). Korpachev said
that GPNA is looking to increase
volumes into Sharm el-Sheikh, Cairo
and Hurghada, as it targets doubling
sales in Egypt in 2018.
Thailand is another prime focus
this year and GPNA is looking
to increase sales by 50% to the
Southeast Asian country.
In Europe, the main market focus
for growth is Italy, where it is once
again aiming to double its sales.
The Russian market grew 10%
in 2017 after a 4% fall in 2016 and
GPNA is targeting further increasing
its share of the Russian jet refuelling
sector, expecting it to grow to 30% by
2025.
In Russia, it is the largest jet fuel
player and currently has a 25%

Central to GPNA’s plans for growth and
development is digital transformation.
In 2018 it plans on becoming the ﬁrst
company in Russia to implement
the use of ‘smart contracts’ in
aircraft refuelling and is aiming for
implementation in all the airports that
it and its partners use by 2021.
Through the use of blockchain
technologies and smart contracts,
airlines will be able to refuel their
aircraft without prepaid charges or
bank guarantees, leading to greater
efficiency.
Korpachev says the change will
simplify the payment process for onetime refuelling and ensure immediate
transaction processing, thereby
mitigating financial risk for parties
involved.
The first refuelling of an S7 Airlines
scheduled flight using this new
technology took place at Tolmachevo
airport (Novosibirsk) in August.
GPNA is also working in
partnership with IATA to develop
and implement technologies that
will enable unified XML standards
for the jet refuelling industry. XML
standards simplify and accelerate
work processes between airlines, fuel
suppliers and airports.
To date, Korpachev says 21
companies have already adopted
XML standards in partnership with
GPNA including S7 Airlines, Pobeda,
Ural Airlines, UTair, Lufthansa, Air
France and Total.
There is no doubting that GPNA
has lofty ambitions. It certainly has
a clear strategy of how it will achieve
future expansion – and with global
passenger numbers set to continue to
grow along with Russia over the next
decade, it looks sure to achieve its
goals. |
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Air BP

Fuelling global
aviation
Air BP continues to grow its
footprint and has added refuelling
stations around the world after
signing a raft of new contracts

I

n Australia, Air BP has widened
its network with Bundaberg
and Busselton airports joining
in March, taking the number of
airports where it provides refuelling
services to 76. At Bundaberg it serves
a growing customer base including
Qantas and Virgin Australia and the
Royal Flying Doctor Service.
The company has also now started
Jet A-1 fuel at Cloncurry Airport in
Queensland. On 1 June it added Jet
A-1 to its supply of Avgas at Cloncurry
following demand from customers such
as Virgin Australia and Qantaslink, who
operate from the airport.
The jet refuelling ﬁrm has invested in
two new 110,000 litre jet fuel tanks and
a self-serve facility at Busselton. The
investment will support the airport’s
expansion, which includes a new
terminal and extended runway.
The African market is a market
very much on the radar for future
development. Air BP’s network there
now includes six airports in the
Ivory Coast, Morocco, Cape Verde
and Mauritius via a commercial
agreement with Vivo Energy; it now
provides fuel at 40 locations across
Africa.
Through this deal, Air BP has added
six new locations at Sir Seewoosagur
Ramgoolam International Airport,
Abidjan-Felix-Houphouet-Boigny
International Airport, Nelson Mandela
International, Sal International Airport,
Agadir – Al Massira Airport and
Marrakesh – Menera Airport.
At all six of the new locations, Air
BP will offer Jet A-1, and it will also
supply Avgas at the Moroccan locations.
Altogether, the airports welcome more
than 70 commercial aviation operators,
including a mix of both regional and
international carriers.
Air BP Southern Africa general

Air BP has
developed a new
digital platform for
refuelling operators
and airports

manager Anthony Leon said: “With
Africa set to be one of the fastestgrowing aviation regions over the next
20 years, there is enormous potential for
both business and commercial aviation.“
He added that the company will
continue to invest in Africa, as the
industry develops, to grow operations
and better serve customers.
Elsewhere, Brazil is a key market
where Air BP markets fuel at 27
locations across the country. Most
recently, in October, it added Salvador
International Airport to its network in
a joint venture with Brazil’s Petrobahia,
supplying Jet-A1 fuel.
The company also began offering
its services at Santos Dumont earlier
this year, complementing existing
operations in Rio de Janeiro which
include Galeão International airport,
Jacarepaguá, Cabo Frio and Macaé.
This move came in response to
increased demand from the general
and commercial aviation sectors.
In Europe, the ﬁrst refuelling at the
fast-growing Muenster-Osnabrück
International Airport in Germany took
place on 5 April and Air BP is present at
41 airports in Germany.
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Meanwhile, Air BP has also developed
an innovative new airﬁeld automation
technology (pictured) to enhance safety,
reliability and compliance in airport
fuelling operations and help prevent
misfuelling.
The new digital platform for operators
and airports is an integrated, real-time,
global service that strengthens safety
barriers and mitigates risks during the
fuelling process.
Air BP began introducing the
technology to its operated network
this summer and it is expected to
be fully operational at around 350
locations by 2020.
The company is also working with
renewable products ﬁrm Neste to
explore opportunities to increase the
supply and availability of sustainable
aviation fuel for airline customers.
According to Jon Platt, Air BP
CEO: “The aviation industry’s carbon
reduction targets can only be achieved
with support from across the entire
supply chain and, by bringing our
experience and expertise together,
we are looking to drive change by
promoting and securing the supply of
sustainable aviation fuel.” |
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Catering

A touch
of class…
There is no doubt that
providing high-quality
JOmJHIUGPPEBOEESJOL
JOBMMmJHIUDMBTTFTJTPG
the utmost importance –
especially in the digital age,
when customers instantly
share their experiences,
writes Justin Burns

A

irline catering is an evolving
sector as airlines seek to
provide the best experience
for passengers and at the same time
save costs, cut weight and reduce
waste. Carriers are taking various
approaches to meet these challenges.
Dutch airline KLM, for example,
puts on meals for about 30 million
passengers a year through its whollyowned subsidiary KLM Catering
Services, which serves more than
55,000 meals to passengers every day.
The environment is at the heart of
the airline’s strategy and it recently
carried out a study on the effect of
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in-flight services on the environment
that yielded some interesting points it
was not expecting.
KLM in-flight services director
of cabin products and service
engineering, Martine van Streun,
who is responsible for all on-board
products and services, says: “To our
surprise the impact of waste on the
environment and CO2 emissions in
an aircraft is far less than the weight
we are carrying, so we can actually
compensate some waste for weight if
we need.”
Reducing the weight from catering
services is a huge challenge KLM
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Catering

-PDBMmBWPVST
Airline catering strategies are focusing on quality by introducing specialist
chefs, using locally sourced ingredients for meals and trying to create a
restaurant dining experience.
Aegean Airlines, for example, has started a new ‘Gastronomics’ initiative on
CVTJOFTTDMBTTmJHIUTXIJDIBJNTUPCSJOHUIFCFTU(SFFLHBTUSPOPNZUPmJHIUT 
XJUIBMMEJTIFTDPPLFEVTJOHJOHSFEJFOUTGSPN(SFFLGPPEQSPEVDFST
The carrier has signed up Michelin-starred chefs Lefteris Lazarou,
$ISJTUPGPSPT1FTLJBTBOE4UFMJPT1BSMJBSPTUPDSFBUFUIFOFXNFOVUPHFUIFS 
with over 40 different dishes.
"FHFBOTBZTUIFOFXCVTJOFTTDMBTTNFOVHJWFTQBTTFOHFSTPOmJHIUTUIF
PQQPSUVOJUZUPUSZEJTIFTUIBUDBSSZUIFhBSPNBTBOEmBWPVSTPG(SFFDFvXJUI
recipes from Crete, Naxos and the Peloponnese, and ingredients from all over
UIFDPVOUSZ
The collaboration with the three chefs will continue throughout 2018 and the
BJSMJOFTBZTUIBUCZJOWFTUJOHJOBIJHIRVBMJUZNFOV JUhTUSFOHUIFOTBOEBEET
NPSFWBMVFUPUIFUSBWFMFYQFSJFODFJUPGGFSTQBTTFOHFSTv
&MTFXIFSF BTQBSUPG)BXBJJBO"JSMJOFTPOHPJOH'FBUVSFE$IFG4FSJFT XIJDI
TFFTUIFBJSMJOFDPMMBCPSBUFXJUISFOPXOFEDIFGTPOUSBOTQBDJlDmJHIUT .BSL
Noguchi of Pili Group has been directing the menu from 1 June to 30 November
UIJTZFBS BTQBSUPGUIFUFBNPG)BXBJJBOTOFXFYFDVUJWFDIFG -FF"OOF8POH
2BUBS"JSXBZT NFBOXIJMF JTQVUUJOHBHSFBUFSGPDVTPOGFBUVSJOHSFHJPOBM
JOmVFODFTXJUIJOUIFNFOVEFTJHOQSPDFTT XIJDIOPXTFFTUIFJODMVTJPOPGOFX
TJHOBUVSFEJTIFTJOUIFJOmJHIUNFOVCBTFEPOSPVUFEFTUJOBUJPOT TVDIBTUIF
PGGFSJOHPGQPSDJOJBOEUSVGmFSJTPUUPPO*UBMJBOTFDUPST
5SBEJUJPOBMMZQSFQBSFE"SBCJDNBJOEJTIFTTVDIBTLBCTB CJSZBOJBOEmBNF
grilled meats, which offer a taste of the Middle East, will feature as a choice
option across most routes.
'JOBMMZ 5IPNBT$PPL(SPVQDBSSJFS$POEPSIBTCFDPNFUIFlSTU&VSPQFBO
BJSMJOFUPPGGFSHBUFHSPVQTOFXEJOJOHDPODFQUPO&VSPQFBOmJHIUT5IFPO
CPBSETFSWJDFDPODFQUBJNTUPSFDSFBUFSFTUBVSBOUTUZMFEJOJOHCZPGGFSJOHPOF
GVMMQMBUFPGBQQFUJTJOHGPPEJOTUFBEPGUIFVTVBMBJSMJOFUSBZlMMFEXJUINVMUJQMF 
small elements.
$POEPSPGGFSTUIJTQSFNJVNNFOVPOTIPSUBOENFEJVNIBVMmJHIUT XJUI
EJGGFSFOUTJOHMFQMBUFEJTIFTDPOUBJOJOHBHSFBUFSBNPVOUPGIJHIFSRVBMJUZGPPE
"GVSUIFSBEWBOUBHFPGUIFOFXNFBMBOEUSBZDPODFQUJTUIBUJUSFEVDFTDMVUUFS
POUIFUSBZ SFEVDFTQBDLBHJOHXBTUFBOENBLFTIBOEMJOHFBTJFSGPSDBCJODSFX
5IFTQBDFTBWJOHEFTJHOBMTPGSFFTVQHBMMFZTQBDFBOESFEVDFTXFJHIUQ
is facing and it has taken various
measures in this regard.
“The biggest change in catering is
about reducing the weight to help cut
the CO2 footprint of the aircraft,” van
Streun says. “It makes sense to not
serve a lot of products that we do not
use so we are always monitoring what
we need and don’t need.
“We continue to lessen the weight
and waste especially. KLM has
reduced weight by using lighter
trolleys, jars with less weight, and
have removed newspapers,” she adds.
KLM constantly monitors what it is
loading on-board aircraft to optimise
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Aegean Airlines is
bringing the best of
(SFFLHBTUSPOPNZUP
its passengers
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Catering

With the rise of pre-ordering options
what food and drink it needs, and
regularly looks at which beverages are for food, beverage and duty-free,
we’re helping our customers to
being used on each route.
minimise waste on-board while
improving the customer experience,”
WHAT ABOUT WASTE?
he explains.
Airline catering waste is an interesting
In Padgett’s view, programmes like
issue as the number of meals served on
those that enable passengers to precarriers every day is mind-boggling –
order their food choices before they
one can only wonder at how much is
fly are the most beneficial for tackling
produced, and where it goes.
waste as they allow airlines to match
dnata Catering provides meals for
supply with demand.
more than 120 airlines and uplifted
“In addition, we ensure we’re
more than 117 million meals to
airline customers last year. Divisional providing airlines with sustainable
choices – understanding our supply
senior vice president, Robin Padgett,
chain and materials we’re offering our
says the company looks at waste
customers and their customers,” he
from several angles – including an
adds.
environmental perspective.
In van Streun’s opinion, the
“We are always going to have
amount of waste per passenger is
waste but we need to be smart with
actually decreasing year-on-year on
how we deal with it,” he considers.
KLM flights, whereas the share of
“Along with recycling it, we work
recyclable waste is increasing.
to minimise [waste] by better
The airline operates a strict and
understanding ordering patterns,
thorough operation and has 12
particularly for packaged products.

dnata Catering’s Robin Padgett

Individual. Reliable. Innovative.

We take care. You take off.

Professional Ground Handling made by Fraport.
www.fraport-groundservices.com
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Catering

dnata Catering
provides meals for
more than 120 airlines

www.evaint.com
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different recycling streams, on which
the cabin crew and employees from
KLM Catering Services collaborate.
But there is another environmental
challenge on the horizon for KLM
and other European carriers, as the
European Commission has outlined
plans to ban single-use plastic cutlery
and plates on airlines in an attempt
to reduce the harmful effect of plastic
in the oceans.
Some airline officials think the new
policy will bring little environmental
benefit – and it is to be noted that
some alternatives to plastic, such as
bamboo, are slightly heavier – but
the directive could come into effect
in either 2020 or 2021, forcing a rethink and even a complete change of
strategy.
Van Streun says that for KLM, this
will prove a challenge, and the airline
is now working towards reducing the
use of plastic, as are other carriers.
Low-cost Irish carrier Ryanair, for

example, has already pledged to
switch to biodegradable cups, wooden
cutlery, and paper packaging on
board by 2023.
This could well be something that
eventually comes in across the globe.
In the US, Alaska Airlines has banned
plastic straws and replace single-use,
non-recyclable, plastic stir straws
and citrus picks with white birch stir
sticks and a bamboo alternative for
the citrus pick on all flights.
Other US carriers that have moved
in that direction include American
Airlines and United Airlines.
ALL ABOUT THE CUSTOMER
EXPERIENCE

Passenger satisfaction is at the heart of
airlines’ strategies. The need to provide
the best in-ﬂight catering has never been
so important, and it seems sustainability
and providing an ‘experience’ is central,
along with giving customers as much
choice as possible.
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Catering

New, ‘revitalised’ business class meals are
OPXCFJOHTFSWFEPO,-.$JUZIPQQFSmJHIUT

Choice
KLM Royal Dutch Airlines has
launched a new, revamped
meal service for business
class passengers on its KLM
$JUZIPQQFS ,-$ mJHIUT PGGFSJOH
a more substantial and varied
menu served in the Europe
Business Class (EBC) Box.
KLC product and supplies
NBOBHFS-BTMP;JNPOZJTBJE
h$VTUPNFSTCPBSEJOHPVSBJSDSBGU
MPPLGPSXBSEUPCFJOHTFSWFEB
HPPE WBSJFEBOEUBTUZNFBM'PS
this reason, we will now be offering
UIFNUIFSFWJUBMJTFE&#$#PYv
The carrier said all of the
products will be sustainable, and
it will use produce from local
suppliers as far as possible. The
NFBUBOEFHHTXJMMDBSSZA#FUFS
-FWFODFSUJlDBUJPOBOEBMM
QSPEVDUTDPOUBJOJOHlTIXJMMCFBS
UIF.4$TUBNQPGBQQSPWBM5IF
cardboard used for the boxes,
meanwhile, will be sustainable and
SFDZDMBCMF
0O,-$TTJYMPOHFTUmJHIUT UP
$BHMJBSJ )FMTJOLJ *CJ[B 1PSUP 
4QMJUBOE7BMFODJB FBDI#VTJOFTT
Class passenger will also be able
UPEFUFSNJOFUIFUJNFXIFOUIFZ
XPVMEMJLFUPFBU QSPWJEJOHTUJMM
more choice for customers. Q

Padgett says many airlines a few
years ago stopped differentiating
their products on-board, but they
soon realised this was a mistake.
“If you asked passengers before
a flight for three reasons why they
booked a ticket, catering would not
be on their list, but if you asked them
after the flight they would tell you
that the on-board experience is the
most important and that the dining
experience is most important,” he
explains.
“You have to have a product
that stands up and the catering
and service on long-haul flight
is particularly important,” he
emphasises.
As for KLM, van Streun says that
on short-haul flights the carrier is
focused on convenience and demand,
using sustainable local products,
while for longer flights it takes a
different approach.
“What we are looking for is nice
products at the right time of day,” she
goes on. “For European flights we
are focused on sustainability and are
looking to use products from local
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suppliers who can tell their own story
on board. This includes for products
like cheeses, chicken, eggs and bread
we get from a bakery.”
As for long-haul operations, the
Dutch carrier is aiming to create
“enough moments” during flights
to surprise passengers through the
various products it serves up, which
includes a good meal with different
choices.
Van Streun says that in-flight
catering is a differentiator for
passengers, as in today’s world they
can easily compare the offering of
one airline with others through social
media and websites. So, KLM makes
an effort to see what competitors are
doing and to surprise passengers with
new products and meals.
A trend KLM is also seeing is the
need for a personalised service and
offering on flights as passengers want
to be in control before they fly.
For instance: “In business class
what we are doing is we are trying to
give them some control and choice
so it is possible to order any meal
at any times in the flight. This is
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Catering

Onwards and upwards…
As ARGS went to press,
construction was due to begin
on a huge vertical farming
facility in Dubai – a US$40
million joint venture between
Emirates Flight Catering and
California-based vertical farm
operator Crop One Holdings.
-PDBUFEOFBS"M.BLUPVN
International Airport, the
DPOUSPMMFEFOWJSPONFOUGBDJMJUZ
will cover 130,000ft2 but will be
as productive as 900 acres of
farmland and use 99% less water
UIBOPVUEPPSlFMET
The farm will provide fresh
produce for Emirates Flight
Catering’s customers, including
105 airline and 25 airport
lounges, from December 2019.
"UGVMMQSPEVDUJPO JUXJMMZJFME
UPOT  LH PGIJHIRVBMJUZ 
herbicide-free and pesticide-free
MFBGZHSFFOTEBJMZ

4BFFE.PIBNNFE $IJFG&YFDVUJWF0GlDFSPG&NJSBUFT'MJHIU
$BUFSJOH BOE4POJB-P $IJFG&YFDVUJWF0GlDFSPG$SPQ0OF
Holdings, after signing the joint venture agreement
DSFEJU&NJSBUFT'MJHIU$BUFSJOHDPN

via our ‘Anytime for You Service’. In
economy class passengers want more
information about what they expect
on-board and we are looking at the
phases of the flight,” she says.
IN-FLIGHT RETAIL CATERING

Another emerging trend, in Padgett’s
view, is that the use of retail in-ﬂight
catering services will continue to
increase, and this presents airlines with
an altogether different challenge.
He outlines: “In economy class
there is a strong retail move onboard and for the traditional caterer
it means a new experience. We
already have that and have to have
the right retail skills to deliver on.
Retailing on-board is very different

for airlines, and that’s where
we [at dnata Catering] provide
understanding and experience from
across a broad customer base.”
In Padgett’s opinion, the growth of
retail within airline catering services
will only grow – and it will not just be
conﬁned to short-haul ﬂights. “One
thing that interests us is retail on longhaul ﬂights like Norwegian. That is
quite exciting and I think more and
more airlines will be starting it,” he says.
“On a few airlines I believe it
will be an option, especially on
some legacy carriers, as it is a way
that airlines can price the costs of
catering. We call ourselves a caterer,
but we are now half-retailers,” he
observes. |
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h"TPOFPGUIFXPSMETMBSHFTU
airline catering operations,
Emirates Flight Catering
DPOTUBOUMZMPPLTBUJOOPWBUJPO 
BOEXBZTUPJNQSPWFPVS
QSPEVDUJWJUZ QSPEVDUBOETFSWJDF
RVBMJUZ vTBJE4BFFE.PIBNNFE 
$&0PGUIFDBUFSJOHlSN XIJDIJT
QBSUPGUIF&NJSBUFT(SPVQ 
h*OUSPEVDJOHUIFMBUFTU
UFDIOPMPHZUPPVSPQFSBUJPOT 
XFTFDVSFPVSPXOTVQQMZ
DIBJOPGIJHIRVBMJUZBOEMPDBMMZ
sourced fresh vegetables,
XIJMFTJHOJlDBOUMZSFEVDJOHPVS
environmental footprint.
h8FBSFQMFBTFEUPQBSUOFS
XJUI$SPQ0OF UIFJOEVTUSZT
MFBEJOHHSPXFS QBDLFSBOE
distributor, and a successful
DPNQBOZUIBUTIBSFTPVS
corporate values. Together
XFMPPLGPSXBSEUPEFMJWFSJOH
a best-in-class product and
excellent value to our customers
BOETUBLFIPMEFST vIFBEEFEQ
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Çelebi

Growing from
strong roots
Turkey’s Çelebi Aviation provides ground handling and cargo services and carries out
XBSFIPVTFPQFSBUJPOTBUNPSFUIBOBJSQPSUTMPDBUFEJOlWFDPVOUSJFTPOUXPDPOUJOFOUT
UISPVHIJUTBGlMJBUFTBOEQBSUOFSTIJQT"TUIFDPNQBOZDFMFCSBUFTJUTUIBOOJWFSTBSZ 
ARGSTQPLFUP$&0%BWF%PSOFSUPlOEPVUXIBUUIFGVUVSFIPMET

D

orner began his career
at Monitor in his native
country of Canada. During
his 10-year tenure there, he lived
and worked in the US, South Africa,
the UK and ﬁnally Turkey. He
eventually became global account
manager at Monitor, advising
Fortune 500 clients in the retail,
telecommunications, banking and
pharmaceuticals sectors.
After Monitor, he led Live Nation’s
entertainment ticketing business in
the Middle East and served as CEO
of Biletix, a company that he had
co-founded and subsequently sold to
Live Nation-Ticketmaster.
Dorner is now an operating partner
of Actera Group and serves on the
firm’s operating committee as well as

on the board of directors of Standard
Profile. He joined the board of
directors of Çelebi in 2013 and served
in that role until taking the position
of CEO of the group in 2016.
Along with its activities in 31
stations in Turkey, Çelebi Ground
Services provides ground handling
services at Budapest and Vienna
airports in Europe and at Mumbai,
Delhi, Ahmedabad, Cochin,
Bangalore and Kannur airports in
India. It offers cargo services and
warehouse operations in Istanbul,
Budapest, Frankfurt and Delhi.
"TFMFCJDFMFCSBUFTZFBSTTJODF
JUTGPVOEJOH XIBUIBWFCFFOUIF
biggest changes in ground handling
over those six decades?

The rise of low-cost carriers has
driven significant changes in the
requirements that ground handlers
must meet (for example, turnaround
rates). The fast change in technology
adoption by passengers (online
check-ins via websites, mobiles and/
or kiosks) has impacted the role of
ground handlers in the terminal,
specifically passenger handling.
Technology has also impacted
operations in the sense that in the past,
everything was done manually before
each ﬂight, whereas now operation
agents can easily get their load and
trim sheets through the server.
Improvements in the equipment and
procedures or processes like these have
improved safety for our employees and
our customers.

Frankfurt – one
of the European
airports where
Çelebi offers cargo
handling services
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Çelebi

How is the Turkish market doing
these days?
The Turkish market is doing
better than it has in the past few
years. There has been a significant
increase in the number of passengers,
especially from the Middle East and
Asia. They have been drawn to Turkey
to visit the various popular locations
and attractions in the country.
There has been a 70.3% year-to-year
increase in the first month of 2018
for Russian traffic. It’s safe to say that
tourism into the country is rising and
is at better rates than it was in the
last two years.
What will the Istanbul New Airport
mean for your ground handling
operations in Turkey?
We see the new airport as an
opportunity to grow both organically
and inorganically as it will be a hub
with ambitions to reach 200 million
passengers, once it has completely
opened all its parts. By overcoming
the capacity problems of the existing
airports (both Atatürk International
and Sabiha Gökçen International in
Istanbul), we believe that with new
airlines arriving, the current market
will grow, while competition and
quality will increase with this growth.
Of course, our goal is to get the
most beneficial aspects of growth
in the market. Apart from the new
airlines, there will also be an increase
in our number of services with an
increase of flights of existing airlines.
Therefore, our most important
expectation at the new airport will be
growth and quality increase, based
on the competition, technology and
infrastructure of the new airport.
In order to support these
expectations, we have a plan to reevaluate our organisation and to
increase our employment.
As for inorganic growth, I can say
that we know that the new airport is
an opportunity for us, and we plan to
do new business by taking advantage
of these opportunities.
%PZPVIBWFBOZTQFDJlDQMBOT
UPFYQBOEJOUIFOFYUGFXZFBST 
whether in Turkey or elsewhere?
As mentioned earlier, Çelebi
prepares itself for growth, both
organically and inorganically. I think
it is too early to confirm concrete
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a when
One of our main purposes
handling airlines and
passengers is to connect
people to what is important
in their lives

market entries or expansion;
however, India poses an immediate
opportunity for growth during the
current tender stage, whereas Middle
East, Asia and Africa are all in scope
to further expand operations.
How do you think the ground
handling industry will develop over
the next few years – and how will
Çelebi adapt?
Digitalisation will cause handlers
to become more closely integrated
and linked to airlines and airports
forming a more cohesive information
ecosystem. Çelebi is already actively
addressing this trend and has
several pilot projects underway.
Aside from the digitalisation, we
believe equipment will become more
intelligent and will be able to assist
and enhance both the efficiency and
safety of our employees in the field.
Green technology adoption will
increase and Çelebi is already
working with its partner airlines
and airports to lead in this area. For
example, in Turkey, Çelebi is ‘green
airport’ certified in many locations
and has already demonstrated its
commitment to the environment.
There has already been a
continuous shift to professional
third-party handling in the developed
markets, whereas Çelebi continues to
look for opportunities as well in new,
emerging markets.

Looking at the aviation industry
NPSFHFOFSBMMZ XIBUEPZPVUIJOL
needs to change to ensure handlers
and their partners/customers
continue to satisfy the demands of
passengers – both now and in the
future?
The inevitable growth of passengers
in the coming years is forcing airports
to change their infrastructure
drastically. IATA expects 7.2 billion
passengers to travel by air in 2035,
a near doubling of today’s 3.8
billion level. The double in growth
of air travel is placing extra strain
on airports that are already above
capacity of handling the number of
passengers that pass through them
every day.
Airports and handlers need to
focus on ways for passengers to travel
seamlessly. One of the ways to do this
is by handlers implementing new
technologies and innovations into
their day-to-day work. Some airports
in Europe have already begun using
robots instead of passenger service
agents for check-in procedures and
we will be implementing these ideas
into our work as well.
We also think it is necessary
to stay close to our roots, since
Çelebi has always been 100%
customer oriented. One of our main
purposes when handling airlines
and passengers is to connect
people to what is important in
their lives through friendly and
reliable service. We don’t believe in
completely relying on technology to
satisfy the demands of passengers,
since human interaction is still,
and will always be, one of the most
important aspects of customer
service. One way we are planning
on doing this is by making sure we
are transparent with our customers
through social media.
Further, we are making some
changes in redesigning and
repositioning our website and social
media, simply because we want our
customers to know how Çelebi is
growing, what happens in our daily
work and to be able to contact us
whenever necessary.
Finally, Çelebi is always here to
help passengers and resolve their
problems to make sure they have the
best arrival and departure experience
possible, while on the ground. |
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NEXTT

What’s NEXTT?
Air travel has come a long way over the decades. Faced with rapidly changing demands and
pressures, what steps should the industry take to prepare for the future?

S

peaking at this year’s IATA
Ground Handling Conference
(IGHC) in Doha, Joseph
Suidan, head of ground operations
at the International Air Transport
Association (IATA), looked back
over the history of aviation from the
Wright brothers to the present day.
“Airlines made the world smaller;
they brought us together,” he said,
going on to pose the question: how
do we build our future? With fuel
prices, airport charges and the cost
of ground handling all on the rise,
it is vital that the industry find a
way to develop sustainably in a
way that enables it to cope with the
tremendous growth in demand for its
services over the coming years. How

can we embrace the future, Suidan
asked?
Anne Carnall, programme
manager, Future Airports at IATA,
offered some answers to these
questions, through the association’s
New Experience in Travel and
Technologies (NEXTT) initiative – a
project that seeks to move air travel
into the future.
NEXTT is a joint venture
between IATA and Airports Council
International, launched in October
2017. Its objective is to develop
a consensus statement so that
stakeholders across the industry can
work towards a common vision that
will enable it to respond to the high
expectations of a rapidly growing

volume of passengers while also
meeting ever-increasing safety and
security requirements.
“Our duty is to enable – not
constrain – people who wish to
travel,” Carnall said at IGHC. “Their
expectations are higher and we need
to respond to that. Passengers are
increasingly impatient. They want
correct, up-to-date information and
they want an entertaining experience
when they travel,” she summed up.
On top of that, airports are
struggling to cope with the rising
volume of traffic. Many are unable
to expand due to geographical
limitations. And as Asian markets
continue to develop at a rapid pace,
Carnall noted that many airports in

Suidan and Carnall are joined by Ksenija
Kovacevic, manager airside baggage and
transport at Qatar Aviation Services
(centre), for a discussion at IGHC
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NEXTT

Anne Carnall, programme manager,
Future Airports at IATA

China are struggling to build fast
enough. Indeed, brand-new terminals
are operating at capacity immediately
they open for business because
growth has outstripped the forecasts.
In light of the projected doubling
of air travel demand by 2036,
NEXTT covers the development
of three areas. First, off-airport
processes could increase in order to
ease pressure on congested airports.
The industry could move beyond
self check-in to city-centre luggage
drop facilities, or the integration
of security checks with dedicated
airport trains. This would require
collaboration with urban transport
network operators.
Second, advanced processing
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could be introduced in order to
increase efficiency. Examples might
include digital ID and automation
(in collaboration with regulatory
authorities). A key area would be the
ramp. Why hasn’t this become more
automated, Carnall asked? She called
for synchronisation and repeated
activities to build a business case for
the automation of ramp processes.
Third, and underpinning everything,
there is a need to use and share
reliable data with passengers as
well as industry partners, in order
to collaborate effectively. The ﬁrst
two areas of focus are dependent on
data sharing, Carnall pointed out,
suggesting that the key to success is to
create a standard that enables everyone
to share and interact across systems.
Drilling down into the travel
experience of the future, passenger
involvement in the pre- and postflight stages of the journey looks
set to increase. Alongside that
trend, increased digitalisation and
automation will help free up ground
staff to concentrate their attention
on those passengers requiring special
care. Disrupted passengers, for
instance, can be kept informed via
digital alerts while staff are available
to guide them quickly through the
airport so that they can still catch
their connecting flight.
It was noted during the IGHC
session that much of the data and
necessary technology already exists;
what is required now is a cultural
shift in terms of willingness to
embrace a different way of doing
things, and some thought as to how
best to use those resources to serve
passengers. Collaboration, once
again, is key.
“There is a need for trusted and
reliable data for customers but also
for us to share between us as an
industry,” Carnall emphasised.
She also stressed the fact that
successful ideas can only gain traction
if they are adopted globally. “We need
to encourage and support innovation
and back it up with detailed work to
put standards in place. We may need
regulatory change to make it a reality
– but it’s not science fiction!” |

NEXTT in a nutshell

h5IFHPBMPG/&955JTlOEJOH
potential ways to integrate
systems and improve operations
in the most secure, effective and
TVTUBJOBCMFNBOOFSGPSUIFCFOFlU
of passengers and the industry.”
– Angela Gittens,
ACI World director general

“We will not be able to handle
the growth or evolving customer
expectations with our current
processes, installations and ways of
doing business. And accommodating
growth with ever-bigger airports will be
JODSFBTJOHMZEJGlDVMUJGOPUJNQPTTJCMF
“NEXTT will address these
challenges. Working with our
airport partners, we will explore the
important changes in technology and
processes to enhance the customer
experience. And we will ask some
fundamental questions about what
really needs to happen at the airport
and what can be done off-site.”
– IATA director general
and CEO Alexandre de Juniac

• More information on the latest
updates on the NEXTT initiative may
be found at http://nextt.iata.org/
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Swissport

Swissport:
eyes open
While the global economy and increasing demand for air travel and air freight services are
certainly helping handlers to thrive, only those who are actively seeking opportunities for
HSPXUIXJMMHBJOUIFGVMMCFOFlU4XJTTQPSUJTPOFTVDIDPNQBOZ

S

wissport International provides
airport ground services and
air cargo handling services
on behalf of more than 850 clients
at over 300 airports in 50 countries
across all ﬁve continents.
It had a record year in 2017,
processing 250 million passengers (up
8.7% on 2016) and 4.7 million tonnes of
cargo (up 8.4%) and handling a record
number of ﬂights across its network.
The group’s consolidated operating
revenue in 2017 totalled EUR 2.8
billion.
And Swissport is continuing on
that positive trajectory: its half-year
results for 2018 state that it served
132 million passengers on behalf of
its airline clients (up 10% on the first
half of 2017) and handled 2.3 million
tons of cargo (up 5%). Total revenue
for the first six months of the year
rose 4.1% over the same period of
2017, to reach EUR 1.43 billion.
Nils Pries Knudsen, the handler’s
chief commercial officer, says there
were several factors in that success.
“We were at the top of the business
cycle – and that performance has
continued into 2018. There are
several reasons for this. As far
as long-term change goes, the
airline industry has become more
consolidated. There are fewer, larger
players, and they are systemising or
standardising their processes, and
that has helped us to grow.”
On top of that: “The world economy
is in good shape,” Knudsen continues.
“There is a clear correlation between
rising GDP and cargo growth. This

is not the case on the passenger side
of the business – but there are a lot
of new travellers. In particular, more
Chinese people are travelling now
than five or 10 years ago, for instance.”
PROACTIVE

Swissport is certainly keeping busy.
So far this year, it has seen its ground
handling licences at Zurich Airport and
at Brussels Airport extended until 2025;
its cargo handling licence at Brussels
has also been renewed for the same
term.
It has also won new business,
taking over all ground handling
services (including ticketing, checkin, gate, passenger transport and
baggage) for Ryanair at Berlin
Schönefeld Airport on 1 April. The

Eric Born, group president and CEO of Swissport International, and Glenn
Rutherford, head of Swissport Australia (third from right), cutting the cake at
UIFPGlDJBM4XJTTQPSU"VTUSBMJBMBVODIFWFOUBU4ZEOFZ"JSQPSUPO+VMZ
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deal involves hiring around 150 new
employees and an investment of
around EUR 3 million in new ground
service equipment.
Other developments relate to
technology. For instance, Swissport
has implemented a new departure
control system (DCS) developed
by Amadeus Altea at 30 airports in
its network, replacing its existing
departure control system axsControl
DCS (which DXC ceased to offer in
March). At the same time, Swissport
chose SITA as the provider for telex
messaging.
“This helps us to standardise the
same solutions at as many locations
as possible,” Knudsen points out – a
major advantage for a company as
large as Swissport. “It’s expensive,
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but good for the business in the long
run. We will roll this out as much as
possible in due course.”
In a further technological
development, Swissport signed letters
of intent with two start-up companies
to explore the potential of blockchain
technology in May.
With Winding Tree, a blockchainbased travel distribution platform,
the handler aims to jointly explore
the potential of distributing
Swissport’s existing travel services
and new offers, initially for
independent travellers but moving
to include corporate clients in the
future.
With Olam, meanwhile, Swissport
will start a pilot phase to explore how
blockchain could be used for tracking
and documentation of air cargo,
ultimately improving transparency
and efficiency. Olam is a non-profit
foundation dedicated to developing
an open-source platform for supply
chain partners.
Also on the cargo side of the
business, Swissport Basel was
certified for pharma logistics by IATA
(the International Air Transport
Association) in May under the CEIV
Pharma initiative.
In September, Swissport added
another air cargo hub to its network
of facilities in Germany through the
acquisition of Stuttgart-based cargo
handler Apron.
The company is also planning a
large-scale expansion of its cargo
infrastructure at Frankfurt airport,
too, having signed a long-term
lease agreement for a new facility at
CargoCity South in April. The new
custom-built air cargo warehouse will
have a surface of around 16,000m2;
construction is set to begin in 2019
with completion slated for the third
quarter of 2020.
ON THE LOOKOUT

“We are always looking for
opportunities,” Knudsen says. This
might mean strengthening its position
in mature markets, or growing in
emerging markets. In the Middle East,
for instance, the handler is already
active in Oman and Saudi Arabia
(“where we’re fairly new”) and is
seeking to enter surrounding markets
as they become more liberalised –
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a The acquisition of Aerocare
has opened up a new market
for us, which is interesting
Nils Pries Knudsen, chief
DPNNFSDJBMPGlDFSBU4XJTTQPSU

always assuming, of course, that the
conditions are suitable for establishing a
sustainable operation.
Interest from Central Asia is also of
note, typically from airports that are
currently home to only one handler,
Knudsen adds.
Earlier this year, Swissport
successfully concluded its acquisition
of Aerocare (and its subsidiaries
Skycare, Carbridge and EasyCart), the
leading aviation services and airport
infrastructure services provider in
Australia and New Zealand.
The integration of Aerocare into
the Swissport brand is in full swing
and the conversion of all locations,
as well as all Aerocare ground service
equipment, should be completed by
the end of 2018.
Knudsen considers: “The

acquisition of Aerocare has opened
up a new market for us, which is
interesting. Aerocare specialises
in LCC ramp handling and that
expertise will benefit Swissport
elsewhere in the network. Also,
Aerocare will gain access to the extra
capabilities Swissport offers.”
The Aerocare purchase is also
expected to serve as a platform for
Swissport’s expansion in the Asia
Pacific region.
In September, the handler
announced that Air New Zealand
had selected it to provide ground
handling services at four Australian
airports. The contract in Melbourne
and Sydney starts in November, while
operations in Brisbane and Perth will
begin in February and March next
year, respectively. |
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Turnaround Management

Improved turnarounds
QSPWJEFNVMUJQMFCFOFlUT
for all stakeholders

Teamwork
at its best
When it comes to improving
PQFSBUJPOBMFGlDJFODJFT 
many airlines still tend to
GPDVTPOPQUJNJTJOHmJHIU
SFMBUFEBTQFDUT TVDIBT
GVFMDPOTVNQUJPO DSFX
and aircraft resources. But
punctual turnarounds have
become a critical success
factor for airline operations
nBOEPGDPVSTF HSPVOE
handlers are very often a
vital part of that process.
Michael Muzik BDPOTVMUBOU
for Lufthansa Systems
"JSMJOF$POTVMUJOH TIBSFT
his thoughts

D

uring the time an aircraft
spends between parking
on the stand and starting
pushback for its next departure,
multiple cross-functional processes
are executed by a large number of
service providers.
Five big task groups constitute a
turnaround: (de-)boarding, (un-)
loading, servicing, security checks,
and parking/pushback. Each task
group features multiple sub-tasks.
For example, servicing includes
cleaning, catering, fuelling, and so on.
An optimised turnaround is
teamwork at its best, comparable to a
pit stop: a seamless interplay between
airline, airport, and ground handlers.
Turnaround management supports
this complex interplay, as the time
window for a turnaround is short –
especially for short-haul flights that
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may require the entire process to be
completed within 25 minutes.
When implementing turnaround
management five areas are important:
• Definition and setup of a reference
model
• Real-time monitoring (target versus
actual times)
• Setup of service level agreements
between airline and ground
handlers
• Real-time/post-flight monitoring
and analysis
• Optimising the turnaround mid-term
VALUES AND BENEFITS

Improved turnarounds provide multiple
beneﬁts. The airport may use its gates
more efﬁciently. The ground handling
provider beneﬁts from better utilisation
of personnel and incentives. Airlines
increase their on-time performance by
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Turnaround Management

minutes saved means a lot within this
context.
Selected best practice strategies are
listed here.

3-9% and reduce costs due to 35% less
ground handling-related delays.
SOFTWARE

IT support is one prerequisite for
proper turnaround management.
Most software solutions permit users
to monitor turnarounds in real time.
Alerting mechanisms will inform the
user in case of process delays. This
allows the turnaround manager to
actively manage these delays.

(&/&3"-$30444&$5*0/"-
APPROACHES

ALTERNATIVE IMPROVEMENT
CONCEPTS

Mobile turnaround solution: By
replacing clipboards, pen and paper
with mobile solutions, instant access
to visualised turnaround operations
and alerts is possible, as well as the
reception of allocated tasks and
immediate status updates if a task is
not evolving as planned.

IT solutions usually only reﬂect the
current quality of the turnaround
operations. There may be, therefore,
a need for additional strategies such
as different processes, innovative
equipment or new technology – as ﬁve

Communication: Phone lines might
be busy. Communication can be
problematic because of bad timing
or noise. Going along with the use
of mobility solutions, a group chat

.JDIBFM.V[JL DPOTVMUBOU
for Lufthansa Systems
Airline Consulting

aviation.wisag.de

WISAG Aviation Service

Airport handling reinvented
We are proud of our independence. As such, our teams take decisions quickly and
are acting promptly. We tackle each situation with the appropriate ﬂexibility and
without adding unnecessary bureaucracy. This results in innovative solutions for
you!
Ground Service: Aircraft loading and unloading, push-back, de-icing,
business aviation, operations
Passage Service: Passenger handling, ticketing, lost and found, ﬂight operation services
Airport Service: Aircraft cabin cleaning, aircraft pantry restocking, technical
services, supply services, transportation services
Cargo Service: Air cargo handling import/export, consignment, warehousing,
night airmail handling, trucking service, handling of special freight, secured
cargo inspection, dangerous goods training, reporting and statistics
Airport Personnel Services: Provision of qualiﬁed staff on your demand Your specialist partner with experience for airports and airlines
Our service bases: Frankfurt International, Cologne/Bonn, Hamburg,
Berlin-Schonefeld, Berlin-Tegel, Munster-Osnabruck
Distinct structures, passionate engagement, real commitment, constant motion
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Turnaround Management

Punctual turnarounds have
become a critical success factor
for airline operations

functionality enables immediate
exchange of information between all
parties. The use of text templates for
recurrent topics boosts the efficiency
of communication and therefore
reduces wasted time.
Workﬂow support: The daily business
of the turnaround manager is to request
services from different service providers.
Digital workﬂows offering ‘request–
approve/deny’ mechanisms give all parties
involved the option for fast exchange of
decisions with just one ﬁngertip.
Resource allocation: Real-time
information about all involved
turnaround management participants
and turnaround tasks will improve
task force assignments (for instance,
an ‘enhanced cleaning crew’) in case of
deviations.
TURNAROUND PROCESS
IMPROVEMENT STRATEGIES

(De-)boarding: Some airlines have
implemented measures to close the
boarding process up to 10 minutes
before the scheduled departure time.
This allows sufficient buffers for
dealing with irregularities (such as
the need to offload luggage, or belated
hand-luggage check-in) that might
occur after boarding closure.
In order to avoid wasting those
10 minutes, two-door boarding
announcements and boarding while
fuelling are common strategies. Delays
can also be prevented if interim cabin
crews temporarily take over boarding
until the crew on duty arrives. The seat
plan can be retrieved immediately by
the ramp agent on a mobile device in
case of double seating.
Often, punctuality breakers are the
laborious standby passenger handling,
excessive hand luggage on board, and
passengers with special care needs.
New and more flexible concepts are
therefore a solution.
Servicing: The use of enlarged
cleaning or catering crews, a defined
‘quick cleaning’ procedure, and
interim cabin crews for service
preparation (similar to the cabin crew
substitution during boarding outlined
above) save precious time.
(De-)Loading: Typical accelerators
are the use of both cargo doors,
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Turnaround Management
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Turnaround Management

Turnaround time can be as little as 25 minutes

an enlarged loading crew and the
display of real-time booking, checkin and boarding figures and baggage
connections. The use of a load control
mobile solution showing the status of
the physical loading process (‘XY%
loaded’) and allowing paperless
updates of load control information
results in better time management.
Punctuality breakers are usually
last-minute cargo or baggage as well
as offload baggage handling, which
need revised approaches.

and performance management is
therefore the prerequisite for optimising
turnarounds mid-term.
OUTLOOK

The punctuality and profitability
of airlines, airports and ground
handlers depend to a great extent
on turnaround management
efficiency. IT, mobile devices, and
accompanying strategies can all

Security: A mandatory cabin security
check might be executed by an
interim cabin crew, in cases where
the inbound on-duty crew is delayed.
This strategy also helps if external
companies have to do security checks,
but need a cabin crew to be on board.

An optimised turnaround is a
TFBNMFTTJOUFSQMBZCFUXFFOBJSMJOF 
airport and ground handlers

!# 

Pushback: Different angles during
pushback have turned out to reduce
pushback times and improve taxiouts. Wireless remote-controlled tug
vehicles provide quicker pushbacks
than conventional tugs.
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Monitoring aircraft turnarounds on the
day of operations is not enough. What
if the same bunch of ﬂights always
causes problems? The root cause has
to be identiﬁed: Is cleaning or catering
always late? Or does the delay affect
only one certain sub-ﬂeet? Quality

improve turnaround performance.
The current development of the
ground operations-related high-tech
industry, based on biometrics, virtual
and augmented reality, autonomous
vehicles and artificial intelligence
also provide great potential for
improvements in ground handling
– and we are only just beginning.
Future ground operations will see
tremendous changes. |

21 ! 
'!&
! 2!

 )#!) 

)$
!2!

WINTER 2018 | Airline Routes & Ground Services 37

22/11/2018 20:51

Worldwide Flight Services

WFS: determined
not be to bound
by tradition

There is something very
straightforward and
logical about Worldwide
Flight Services’ (WFS)
new approach to ground
handling for narrowbodied, high-volume
passenger operations in
Europe, the Middle East,
Africa and Asia – but it
could herald the start of a
revolution in airline-handler
relationships, beginning in
Edinburgh

W

FS is ﬁrmly established
as the world’s largest air
cargo handler, serving
more than 270 airlines globally
across a network spanning 198 major
airports in 22 countries. But when it
comes to ground handling, it is still –
relatively speaking – the new kid on
the block, and that’s a situation WFS
plans to use to its advantage.
The handler says it is thinking
like an airline and offering a fresh
alternative to traditional ground
handling contracts, which tend
to focus largely on driving down
costs, often causing handlers – and,
arguably, airlines too – to lose sight
of what is most important, notably
operational resilience and passenger
satisfaction.
When Craig Smyth took the helm as
CEO of WFS in the summer of 2016,
he brought with him the experience
of building a successful ground
handling network within a major
handling organisation. One of his
first tasks was to put the necessary
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building blocks in place to replicate
that success at WFS, leveraging its
strong airline relationships and
reputation for quality handling
gained over more than 45 years in the
cargo business.
In the Europe, Middle East, Africa
and Asia (EMEAA) region, the person
tasked with leading this handling
revolution is Will Facey, executive
vice president EMEAA ground
handling.
An airline man who had spent
his previous nine years as head of
network operations for one of the
world’s leading passenger carriers,
helping to ensure the best possible
travel experience for some 80 million
passengers a year, Facey was not
about to be bound by tradition.
“We always intended to come to
the market with a fresh approach
to improve the quality of ground
handling that airlines and passengers
receive,” he says.
“Traditional ground handling
contracts are based on aircraft turns,
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Worldwide Flight Services

handling arriving and departing
flights, but there’s a much bigger
picture for both handlers and airlines.
We saw a situation where airlines
had drained down the price of their
ground handling and, effectively,
many carriers got what they paid for.
“Ground handling is quite a low
margin business, so you’re seeing
people trying to optimise all the
time, but if you drive handling costs
down to rock bottom, although you
may think you’re saving money, what
you’re really doing is removing the
resilience you need to sustain your
operation, and the penalties for that
can be huge,” he points out.
WFS’ ground handling business
model is designed to deliver a reality
check, to focus on quality, safety
and security, and to remove the
commercial tension from airlinehandler relationships which stems
from handlers “scrambling around to
improve their margins and airlines
always seeking more than they’re
paying for”.
This fresh approach is aimed
firmly at narrow-bodied airlines
with high volume operations. It
delivers a straightforward cost-plus
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proposition in which, as Facey puts
it, “everyone knows what they’re
getting, what they’re making and
what they have to lose”.
He explains: “Our contracts are
flexible, realistic and commercially
balanced. If an airline customer
wants more, we put more in and they
pay for it. If they want less, we take it
out and the cost goes with it. At every
point, we’ll tell them what the cost is
and what we’re making out of it.
“It’s about having a balanced
relationship. We’d rather be up front
and have an honest conversation with
a customer because, ultimately, you
end up with a solution that is resilient,
open and transparent,” he adds.
BIGGER PICTURE

‘Resilience’ is a word Facey uses a lot,
and it stems from his experience and
clear understanding of what it takes to
deliver a robust airline operation.
He admits that WFS’ new approach
may not come easy for some carriers –
but he is starting to see a step change
in airline thinking, so the timing may
actually be perfect.
One of the things helping carriers
to see the bigger picture is the EU’s

a
If you drive handling
costs down to rock bottom,
although you may think
you’re saving money, what
you’re really doing
is removing the resilience
you need to sustain
your operation
Will Facey, WFS executive vice
president EMEAA ground handling
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Worldwide Flight Services

easyJet in Edinburgh
In November, WFS rolled out
its fresh, new approach with
easyJet as its launch customer at
&EJOCVSHI"JSQPSUJOBlWFZFBS
contract that gives WFS ground
handling responsibility for 13,000
mJHIUTBOEGPVSNJMMJPOQBTTFOHFST
per annum.
This involves check-in, bag drop,
boarding, loading baggage, aircraft
SFDPOlHVSBUJPOBOEQVTICBDL BOE
WJDFWFSTBGPSBSSJWJOHmJHIUTBOE
customers.
It is a chance to put WFS’ new
approach to the test with a major
airline customer.
“Our operation at Edinburgh
is focused on easyJet; our staff
don’t serve any other airlines and
we want them to have a sense of
belonging to the customer,” Facey
DPOlSNT
“We’ve put a lot of time and
investment into making sure the
attitude is right, the culture is
fair and respectful and we have
UIFmFYJCJMJUZXFOFFE8FXBOU
everyone to be thinking from the
airline perspective because we care
about how the airline performs.
“We want to be a part of what
makes both the airport company
and easyJet in Edinburgh
successful,” he adds. Q
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Flight Compensation Regulation
261/2004, the law establishing
common rules on compensation
and assistance to passengers in the
event of denied boarding, flight
cancellations, or long delays of
flights.
Facey remarks: “At last, we can
see some of the more progressive
airlines looking beyond pure ground
handling costs and thinking about
global airport operations costs.
There is a growing realisation
that if you only focus on the cost
of handling, as soon as you have
a challenge to fix your operation
almost certainly won’t have the
resilience to deal with it.
“Then there’s a serious knockon-effect to the performance of
the airline and also the airport
concerned. It leads to delays, issues
with crew duty hours, and disruption
in the form of flight delays and
cancellations. And, because of EU261
legislation, the associated costs
can be huge for airlines in terms of
compensation.”
The potential compensation
of €30-40,000 when a full 200seat passenger flight is delayed or
cancelled, plus in some cases added
overnight accommodation costs,
certainly focuses the mind when it
comes to making sure your handler
is able to do their job effectively and

consistently. In any case, Facey says,
a well-run operation can find cost
efficiencies elsewhere.
“When you look at total airport
costs, if you’ve got good resilience
in your operation, you can probably
reduce your overall operational costs
because you have less delays and
cancellations. In some cases, your
ground handling costs might have
gone up, but when you look at the
bigger picture – and consider the
penalties of getting it wrong – it just
makes good commercial sense.”
WFS recently began serving easyJet
at Edinburgh Airport (see panel). As
for the future, the handler is looking
for other airline customers at other
airports that match its business
model and buy into its new way of
engagement.
“Our ambition is to grow
profitably so we’re not going to take
any gambles in terms of setting
up speculative ground handling
operations. Every new airport has to
have an anchor customer and it has
to have a profitable relationship. We
have a clear vision for our business
and believe it is also the best way
forward for the airlines we aim to
work with.
“If you consistently give airline
passengers the quality of service they
expect, they will want to experience it
again and again,” Facey concludes. |
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PRM

Fulfilling a
duty of care
Passengers with restricted
mobility (PRM) require
particular attention to make
their travel experience
hassle-free and enjoyable.
We spoke to Ajay Agarwal,
president of New Delhi-based
"WJBYQFSU UPlOEPVUNPSF

A

viaxpert has 10 years of
experience in providing
meet and assist services for
PRMs at Indira Gandhi International
Airport in New Delhi, as well as
performing a range of other ground
handling services. Established in
2006, it has provided PRM services
to Air India through the airline’s
subsidiary, AI SATS, since 2009.
The handler’s network covers
Amritsar, Ahmedabad, Delhi, Indore,
Jammu, Mumbai, Ranchi and
Chennai.
Looking back, Agarwal considers:
“The number of differentlyabled passengers has increased
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tenfold during the past decade. All
governments internationally, being
concerned about the differentlyabled, have come up with regulations
which have to be adhered to by the
airlines and airport operators.
“With the growth of the airports
worldwide and the airports becoming
bigger and bigger, senior citizens or
elderly people who otherwise could
walk a short distance, today are not
able to cope up with the long distance
that they have to cover and hence
need PRM assistance,” he adds.
Those increased distances mean
that pregnant women, asthma
sufferers or passengers with joint
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PRM

Getting it right
pain, for example, are increasingly
using PRM services. A wheelchair
service enables them to avoid long
queues or having to carry hand
luggage.
Agarwal also points out that
changing travel patterns are having
an effect. For instance: “A lot of
Asians who are residents of Europe
and USA also request wheelchairs
for their parents who are old or firsttime travelers, as their children feel
relieved that their parents will be
escorted as and when they fly.”
There are many challenges that PRM
staff face in the course of their normal
working day as they provide assistance
to the passengers in their care.
“Many passengers have a lot of
expectations from PRM assistants,”
Agarwal says. “They travel with heavy
hand baggage, at times two to three
bags, and expect the PRM assistants
to carry these while pushing the
wheelchair.”
Plus, as airports increase in size,
the PRM assistant is “virtually on
his toes throughout the working
hours” and is pushing passengers for
extended periods. Often, PRM staff
struggle to take sufficient breaks
during their working day. As a result,

a

back injuries are becoming more
common, particularly among staff
who have been employed as PRM
assistants for several years.
Another challenge relates to the
sharing of information. Agarwal notes
that airlines and airport operators
do not supply details of the degree of
mobility of a given passenger. PRM
assistants must often, therefore, cope
with unexpected challenges on the fly.
“For arriving passengers no detail
is available about the number of
checked in bags. The wheelchair
assistant is expected to carry the
check-in baggage and push the
wheelchair – which is not possible.
The passenger does not book the
porter, and neither the airline nor the
airport operator pay for extra help,”
he points out.
TECHNOLOGY

But things are changing for the better
in some respects. Alongside that
tremendous increase in demand for
PRM services, technology is being
used to improve operational efﬁciency.
Electric wheelchairs are replacing
manual wheelchairs, for instance, and
RFID or GPS technology is in use to
locate wheelchairs within the airport.

Many passengers have
a lot of expectations from
PRM assistants
Aviaxpert president Ajay Agarwal

PRM is a blanket term that
covers a range of possibilities.
One passenger requiring ‘meet
and assist’ services may be able
to walk short distances but not
manage stairs, while another
may be unable to walk at all
unassisted. Some may require
assistance in the rest room. Other
passengers in need of assistance
may be perfectly mobile, but deaf,
blind, or mentally disabled.
5IFTQFDJlDOFFETPGFBDI
individual customer must be met
sensitively as well as competently.
A recent article on the UK’s BBC
3BEJPSFDBMMFEUIFFYQFSJFODFPGB
visually impaired passenger arriving
at Manchester Airport. Despite
stating that she simply required a
guide to accompany her to baggage
reclaim and out to the arrivals
area, the passenger in question was
told on disembarking that her only
option was to be pushed through
the terminal in a wheelchair.
5IJTMFEUPDPOGVTJPOBOE
FNCBSSBTTNFOUGPSUIFQBTTFOHFS 
as well as anxiety: she was
DPODFSOFEUIBUIFSGBNJMZ XIP
XFSFQJDLJOHIFSVQGSPNUIFBJSQPSU
and would not be expecting to
see her in a wheelchair, would be
unnecessarily worried.
According to the BBC programme,
UIFIBOEMFSJOWPMWFETBJEJUTTUBGG
should have been able to provide
UIFTPSUPGBTTJTUBODFUIBUUIJT
passenger had requested and
blamed the mix-up on an individual
mistake. Q

Manchester Airport
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New UK guidelines
In October, The UK Civil Aviation Authority (CAA) published new industry
guidance on assisting passengers with hidden disabilities. Acknowledging
existing good practice by some carriers, the CAA said it expects
passengers with hidden disabilities to be treated with an appropriate level
of care by all airlines.
Hidden disabilities can include autism, dementia and epilepsy – a wide range
PGJOWJTJCMFNFEJDBMDPOEJUJPOT
The CAA guidance states that airlines should:
s )BWFBDMFBSBOEBDDFTTJCMFQSFOPUJlDBUJPOTZTUFNJOQMBDFBMMPXJOH
QBTTFOHFSTUPSFRVFTUTQFDJBMBTTJTUBODFBUUIFQPJOUPGCPPLJOH
s 4IBSFJOGPSNBUJPOBCPVUBQBTTFOHFSTBTTJTUBODFOFFETXJUIJOUIFJSPXO
organisation and with the airport and ground handling agents.
s &OTVSFBQBTTFOHFSXJUIBIJEEFOEJTBCJMJUZJTTFBUFEXJUIBUSBWFMMJOH
companion at no extra cost.
s *OWFTUJORVBMJUZUSBJOJOHGPSTUBGGTPIJEEFOEJTBCJMJUJFTDBOCFJEFOUJlFEBOE
passengers assisted accordingly.
s &OTVSFQBTTFOHFSTXJUIIJEEFOEJTBCJMJUJFTBSFMPPLFEBGUFSJOUIFFWFOUPG
mJHIUEFMBZTBOEDBODFMMBUJPOT
s 1BVM4NJUI $""EJSFDUPSPGDPOTVNFSTBOENBSLFUT TBJEUIFBVUIPSJUZJT
committed to ensuring everyone has equal access to air travel.
h1BTTFOHFSTXJUIIJEEFOEJTBCJMJUJFTDBOlOEBJSQPSUTBOEBFSPQMBOFT
DPOGVTJOHBOEDIBMMFOHJOHFOWJSPONFOUT XIJDIJTXIZXFXBOUUPXPSL
XJUIUIFJOEVTUSZUPFOTVSFUIFKPVSOFZGSPNDIFDLJOUPBSSJWBMBUBlOBM
EFTUJOBUJPOJTNBEFBTDPNGPSUBCMFBTQPTTJCMF
h0VSXPSLXJUIBJSQPSUTUPJNQSPWFBTTJTUBODFGPSQBTTFOHFSTXJUIIJEEFO
disabilities is now being extended to include airlines. Together we can ensure
UIBUUIFBQQSPQSJBUFMFWFMPGBTTJTUBODFBOEDBSFJTQSPWJEFEXIFSFWFSBOE
XIFOFWFSJUJTSFRVJSFE v4NJUIBGlSNTQ

Heathrow revamped its services
for passengers with hidden and
visible disabilities last year, when it
signed a new contract with special
assistance provider OmniServ
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Aviaxpert’s Airport Kruz motorised
wheelchair service is just one example
of this trend for automation.
Other developments include the
use of buggies within the terminal to
transfer passengers; the designation
of a special handling area for PRM
passengers; and the introduction of
standard operating procedures and
trainings for PRM assistants to help
them understand the psychology of
differently-abled passengers. This
enables staff to have the right attitude
to cater to PRMs’ needs, Agarwal
says.
At New Delhi and Mumbai airports,
Aviaxpert uses Rsmart web-based
software to monitor and control the
entire operation, from planning to
delivery, from its PRM desk. Staff
are equipped with GPS-enabled
smartphones that they can use to
scan a passenger’s boarding pass,
scan their location for real-time data
that is relevant to the task in hand, or
add updates manually.
Rsmart Meet Assist “ensures
the assist activities are planned in
advance, executed well with the
utmost satisfaction of the passenger
and the carrier”, according to the
company (which has offices in
Mumbai and Helsinki). It adds
that the software logs “facts, not
anecdotes” so that any complaints can
be resolved quickly.
Looking to the future, Agarwal
believes: “With the increase in the
demand, PRM operations will see
a dramatic change in the next few
years.”
Automation – the use of buggies
and motorised wheelchairs – will no
longer be an option as the distances
within airports are likely to continue
to increase, placing an unreasonable
strain on PRM staff if manual
wheelchairs remain in place.
Another development that will
be necessary is the setup of more
‘meet and assist’ designated points in
different parts of the airport. RFID
and GPS technology is another must.
“With the increase in demand and
more and more low-cost carriers (LCC)
coming in, the day is not far when
the LCC may have to charge a fee for
providing wheelchair services, similar
to what is being done by Air Arabia
presently,” Agarwal concludes. |
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Airport Management

L-R: Anyimu, Aziz,
Bolger, Lord and session
moderator John Boggs

All in the
same boat
The shared challenges and
responsibilities of airport
NBOBHFNFOUBSFTJHOJlDBOU
and diverse – and they
affect airports, airlines and
handlers alike

A

session at the 31st IATA
Ground Handling Conference
(IGHC) held in Doha
earlier this year considered how,
with air trafﬁc set to increase over
the next decade, there will be a
growing demand for efﬁciently
managed airports. There is a need
to ease congestion, comply with
environmental regulations and ensure
the safety of passengers and staff,
while minimising hassle for travellers.
What can the various stakeholders in
the airport community do to meet these
challenges? Panellists from across the
industry shared their views.
Liam Bolger, head of airside,
London Luton Airport Operations
“The main challenges today and
tomorrow can only be resolved if we
learn from His Excellency, Akbar Al
Baker (Qatar Airways Group CEO).
Here at IGHC, he called for tight
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partnerships united by a clear vision.
This is both simple and complicated...
A three-year contract with tight SLAs
and not enough money to execute
it can’t work. Putting the minimum
in for maximum out is not working.
So, we need to look at how we can
become true partners. Things need to
move a lot quicker if we are to cope
with 8 billion passengers by 2036.
“We need to get everyone on the
same journey. The airport should lead
the action. For instance we have a
ground handling app in development
that will make things more efficient.
And in January 2017 we looked at
the alignment of cultures to develop
the Luton Safety Stack and initiatives
like the adoption of the IATA Ground
Operations Manual (with adaptations
for Luton) to harmonise ground
handling procedures across the Stack
partnership.
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Airport Management

The airport should
lead the action
Liam Bolger

“We need to cooperate as airports
to improve performance. People
know what makes sense; there’s a lot
of good stuff out there but no one is
trying it together. Are there silos?
Handlers like Menzies, for instance,
are perfectly entitled to run things
how they see fit. What’s important is
the interface between their business,
the airport, the airlines and everyone
else. We need data sharing and a
platform to enable that.
“It’s worth remembering that you
won’t be in business long if you kill
everyone around you. We all have
privileges and obligations.”
Andy Lord, executive vice
president Europe, Middle East,
Africa and India, Menzies Aviation
“There are hierarchies in the
industry but we are all trying to
deliver the same service, with quality,
safety and security. We all need to be
seen to be equals and work together.
In many airports, handlers are the
sole representatives of airlines on
the ground, but they are still seen
as the third leg of the stool, and not
involved in key decisions. We’re all
under cost pressure and trying to
deliver a return for shareholders –
but everyone needs to recognise the
value of the whole package that’s
being provided.
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“Standardisation has to be the way
forward. Variation creates complexity
and risk. We are yet to be approached
by two airlines wanting to do bag
tracking in the same way – but we
have to comply with their procedures
to comply with IATA Resolution 753
– plus work with the airport… So, the
risk is that we are adding cost and
complexity while not achieving what
we’re trying to do! Standardisation
is key.

“As an industry, we’re good at
applying new regulations but not so
good at reviewing old ones that may
not be relevant anymore. For instance
in terms of security: the threat has
changed, as has the technology. We
may need to remove or review some
legacy regulations that are no longer
relevant or necessary.
“40 years ago, the ground handling
didn’t exist as such. Now, we have
the opportunity to decide how to do

We may need to
remove or review some
legacy regulations
Andy Lord
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If we don’t agree on how to do
things, we will keep wasting
money, time and capacity
Mohammed Aziz

things and take that to airports, then
develop service level agreements for
each customer within the capabilities
of the airport, etc. Currently, contract
negotiations are stopping us from
having conversations about more
strategic points. We all have to make
a commercial return or we won’t
survive; at the moment, there is
still too much of a perception that
handlers are not doing enough to
drive cost, efficiency or innovation,
but in fact we have to be doing this
because we are at the bottom of the
food chain in the way the industry is
currently structured. We need to close
the loop – reinvest for continuous
improvements, future technologies
etc. It’s the same for all of us – we
have the same objective.
“Identifying common problems is
a great starting point; then we can
work towards common solutions. For

example, GSE pooling at Luton has
increased. Top management signs
off on the concept and it gets done
using the right people – the guys who
are doing the job day in, day out.
It’s easier with a small community,
but still pockets can be done even
at a large international airport. You
can start it in a zone to demonstrate
it works and then roll it out, for
instance. Success breeds success.
People at the front line see that, and
come up with more ideas.”
Mohammed Aziz, advisor to the
chairman, Middle East Airlines
“First, we need to decide common
objectives so we can build service
level agreements based on those. This
is where standardisation comes in.
It makes life easier for all; having
everyone doing things the same way
is the best way to keep costs down.

“Airlines are the common
denominators, then business model
differentiators. We need to focus on
the airlines. If we don’t agree on how
to do things, we will keep wasting
money, time and capacity. Ways
to increase capacity when space is
limited include, for example, using
quieter GSE to make night operations
possible.
“We need to make passenger
processing faster so that passengers
can spend more time in duty free.
There is nothing the handler or the
airport can do about that – it’s up to
the authorities.”
Gordon Anyimu, acting director,
ground services, Kenya Airways
“There are challenges in
infrastructure, safety and security.
Above all that, we must consider the
customer’s experience, and how to
meet their expectations sustainably.
Technology is key. We have to align
ourselves so we are efficient in all
we do.
“Airports could help handlers by
locating aircraft types in the same
area so GSE is nearer. This would
save time and fuel, and it would be
safer. Gate segregation is often by
airline – it depends on the airport’s
design.
“Training is a burden without
standardisation. We also have to
employ so much resource (because
not all staff are able to work within
all standard operating procedures),
which raises running costs. We
almost have to have a dedicated team
for each airline, rather than risk
penalties for not fulfilling service
level agreements. Standardisation
across airports will help airlines – it’s
a win-win. |

If you think there’s space –
Technology is key
Gordon Anyimu
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Speeding
the flow

ITS director
Chris Gilliland

As passenger numbers increase and border security tightens, space-constrained airports
are investing in new technology to cope with the strain on their resources

O

ne example of that investment such as e-gates. But Gilliland
is the installation in July of 74 contends: “What’s unique about
BorderXpress kiosks at Pafos
the kiosks is that they have a much
International Airport and Larnaka
higher throughput than e-gates. They
International Airport in Cyprus.
can process all types of passenger,
This was the ﬁrst implementation
including families; they are accessible
of permanent kiosks for entry and
to all; they can accept all types
exit border control anywhere in
of passports and government ID
Europe, although the technology
documents; and this is all at a third
has proven successful in around 40
of the cost of an e-gate.”
other airports and seaports in other
In addition, the kiosks do not
regions.
require the allocation of additional
space.
In a nutshell, the kiosks enable
ITS is an independent business unit
airports to increase passenger traffic
and reduce wait times – without
of Vancouver Airport Authority. It
having to dedicate more space or staff considers processes and technology
to help solve problems at Vancouver
to border control.
International Airport first, taking its
Chris Gilliland, director of
Vancouver International Airport’s
solutions to the wider market if there
Innovative Travel Solutions (ITS),
is demand for them.
which developed BorderXpress,
The development of BorderXpress
explains: “We launched the kiosks in
came about during the late 2000s,
Canada in 2009 (at Vancouver) and
when the airport was unable to
since then our commercial arm sold
them to 44 airports and sea ports
across North America, the Caribbean Passengers departing the
UK through Heathrow are set
and the Pacific. Over 160 million
for a ‘biometric revolution’
passengers have used our solution –
so they’ve been tried and tested.
“In Europe, changes in regulations
have prompted and accelerated the
need to look at alternative ways
of automating border control. EU
citizens travelling between EU
countries and Schengen states will
need to go through border control
and this places huge demands on
border officers. Plus, airports don’t
have space to expand.”
Of course, there is other technology
that can automate border control,
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expand its terminal fast enough to
cope with the increasing volumes
of passengers – and nor was the
Canada Border Services Agency able
to provide any extra resources to
manage the task.
So, says Gilliland, “we developed a
kiosk to complete the administrative
functions of border control. By the
time a passenger reaches the border
control officer, the biometric checks
and so on are all done, so all the
officer needs to do is verify them and
ask any additional questions that
might arise.”
The traditional border officer,
trained in such skills as profiling,
is still the final authority – and
governments like that, he observes.
BorderXpress kiosks are easily
configured to meet the needs of
individual governments. They can
discuss with ITS which citizens
should use the kiosks, which
biometrics they want to check, which
questions they want to ask and any
other requirements they have.
“For instance, in Cyprus, the
departure control kiosks handle
all citizens (EU and non-EU) but
for arrivals, they’re limited to just
EU citizens. We can change the
setup within 24 hours if necessary,”
Gilliland points out.
Since the launch of BorderXpress in
Cyprus, interest from other European
airports has been “fantastic” as they
prepare for the new Schengen entryexit legislation that will come into
force in 2020.
There is also, of course, the
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question of border control for those
travelling between the UK and the
EU post-Brexit. Gilliland says ITS
is open for discussions with British
airports and the UK Border Force
and would welcome the opportunity
to demonstrate its border control
kiosks.
EPASSPORT GATES

Just recently, the UK Budget released
in October included plans to enable
eligible travellers from Australia,
Canada, Japan, New Zealand and the
US to use ePassport gates at 14 ports
in the UK and at Eurostar terminals in
Brussels and Paris, starting in Summer
2019.
This expansion is part of the UK
government’s continuing investment
in digital technology and is expected
to improve the flow of passengers
at busy airports such as London’s
Heathrow gateway, automating the
processing of as many as 6 million
additional passengers arriving in the
US every year.
All passengers passing through
ePassport gates are automatically
checked against Border Force systems

Biometrics
A report by Frost & Sullivan,
entitled Digital Transformation in
Airports, notes that biometrics
technology is being introduced
for identity management at selfTFSWJDFLJPTLT*OUIFGVUVSF 
passengers will submit biometric
EBUBBUUIFlSTUBJSQPSUUPVDIQPJOU 
simply verifying it at subsequent
points in their journey, as the
aviation industry seeks to create a
TFBNMFTTQBTTFOHFSFYQFSJFODF
According to Renjit Benjamin,
senior industry analyst at Frost
& Sullivan: “Capacity constraints
coupled with unprecedented growth
JOBJSDSBGUBOEQBTTFOHFSUSBGlD 
as well as competition and the
promise of new non-aeronautical
revenue streams, necessitate a
transformation in airports’ value
proposition, by leveraging emerging
technologies and transitioning from
a process-centric to a passengercentric business model.”
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and watchlists, freeing up Border
Force officers to concentrate their
energy and attention on other areas
such as identifying potential victims
of trafficking.
Any passenger rejected by the gates’
facial recognition technology and
other checks is diverted to have their
passport verified by an officer. The
whole system is monitored by Border
Force staff.
Immigration Minister Caroline
Nokes said: “We want to encourage
people who boost our economy
through tourism and business to
travel to the UK, while at the same
time maintaining border security.
“Expanding the number of
nationalities eligible to use ePassport
gates supports this aim. Increasing
the use of digital technology is part of
our ambitious programme to improve
the passenger experience and meet
the challenge of increased passenger
numbers.”
REVOLUTION

Meanwhile, Heathrow said passengers
departing the UK are “set for a
biometric revolution as the airport
announces plans for a full-scale roll
out of new biometric services from the
summer of 2019. The new technology
will be a ﬁrst for the UK’s only hub
airport and will streamline the
passenger journey through Heathrow
from check-in to take-off – which could
reduce the average passenger’s journey
time by up to a third.”
The £50 million project covers
new technology that uses facial
recognition at check-in, bag drops,
security lanes and boarding gates
to create a seamless experience for
passengers travelling through the
airport.
“Passengers have already been
trialling the new services in the
live operation throughout 2018 and
feedback has been tremendously
positive,” Heathrow said.
Heathrow customer relations and
service director Jonathan Coen added:
“As our passenger numbers continue to
grow, we must look for innovative ways
to make it easier and quicker for them
to travel through Heathrow with choice,
whilst keeping our airport secure.
Biometrics are key to helping us do
that,” he summed up. |

Deception detection
With the Schengen borders in
mind, the EU is funding a project
UIBUVTFTBSUJlDJBMJOUFMMJHFODF
technology to ease the pressure
POCPSEFSDPOUSPMPGlDFST
iBorderCtrl goes beyond
biometrics to what project
coordinator George Boultadakis of
European Dynamics in Luxembourg
calls “biomarkers of deceit”.
Travellers upload images of their
passport, visa and proof of funds,
then use a webcam to answer
questions from a computergenerated border guard. Microexpressions on the traveller’s face
are analysed to determine the
veracity of his or her responses.
This pre-screening step is the
lSTUPGUXPTUBHFT UIF&VSPQFBO
Commission says. Before arrival at
the border, the system also informs
travellers of their rights and travel
procedures, and provides advice
and alerts to discourage illegal
activity.
The second stage of the process
takes place at the border itself.
5SBWFMMFSTJEFOUJlFEBTAMPXSJTL
during pre-screening undergo
BTIPSUWFSJlDBUJPOPGUIF
information they provided – while
those deemed to pose a higher
potential risk are required to
submit to a more detailed check.
Cross-checks are carried out
CZCPSEFSPGlDJBMTVTJOHBIBOE
held device. Comparisons of
information, documentation and
facial images may be accompanied
CZlOHFSQSJOUJOHBOEQBMNWFJO
scanning in order to recalculate
the potential risk posed by an
individual traveller. Only once
those checks have been completed
EPFTBCPSEFSPGlDJBMUBLFPWFS
from the automated system.
Trials are set to start next year
in Greece, Hungary and Latvia,
initially in a lab setting and then
JOUIFlFME$ZQSVT (FSNBOZ 
Poland, Spain and the UK are also
participating in the project. Q
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Global Networking
Summit off to a
stimulating start

The inaugural AGS Global
Networking Summit, held
at the London Heathrow
Marriott Hotel on 1921 September, brought
together delegates from
airlines, ground handlers
and other stakeholders
in what proved to be a
relaxed, yet productive
environment in which to
do business

T

he Summit included a welcome
reception, networking dinner
and plenty of opportunities
to catch up over coffee – but the
mainstay of this new event in the
ground handling calendar is targeted,
face-to-face meetings.
Setting the scene for the rest of
the event, moderator Des Vertannes
(who retired in 2014 after over 45
years in aviation – including six
years with ground handler Menzies
and a stint as global head of cargo
at the International Air Transport
Association) kicked off the Summit
with a debate on the topic of mutual
profitability.
The panel included representatives
of both handlers and airlines: Ingrid
Braeuninger, vice president sales
and business development at Airport
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Terminal Services; Dieter Bruneel,
head of ground operations for TUI
Aviation; Mike Garland, director
airport and corporate purchasing
at American Airlines; and Jo Alex
Tanem, CEO of Aviator Airport
Alliance.
Starting the conversation,
Vertannes outlined: “As the first two
decades of this century have evolved
we have been challenged by events
like no other century before, from
9/11 to SARS to tsunamis to the
global financial crisis.”
As the various segments of the
industry have been squeezed, the
challenge has been to continue
not only meeting the expectations
of clients, but also improving and
enhancing services. Vertannes
highlighted the role of aviation in
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fostering economic prosperity – and,
indeed, in sustaining human life –
around the world.
Integrating all of the services a
handler provides with those of its
partners, while ensuring each party
makes money and has enough left to
invest in equipment and facilities –
this is the circle that must be squared.
But what are some of the specific
challenges involved?
Bruneel said infrastructure is a
major issue, with congestion only
growing worse as time goes on. On
top of that, delays caused by air
traffic control strikes in Europe have
“never been as high as in 2018”, and
are affecting the entire industry.
“It makes our infrastructure
even more congested,” he pointed
out, adding that a handler that is
already operating at the limits of its
capacity will struggle to ensure its
client airlines meet their on-timeperformance targets.
According to Braeuninger, there are
two principal – and interconnected
– challenges for handlers today:
growing profitably in order to
continue investing in the business;
and the hire and training of staff, who
are vital in achieving that aim.
Tanem spoke further on the issue of
staff and skills. In regions such as the
Nordics, where unemployment is as
low as 3%, it can be difficult to attract
new recruits and equally difficult to
succeed in retaining them for any
length of time – especially given that
ground handling is at the lower end
of the market and pay is close to the
minimum wage.
In some locations, he said a
significant proportion of Aviator’s
workforce is drawn from outside
locations, which can lead to a culture
clash.
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One voice
According to Tanem, handlers still often feel like they are at the bottom
of the food chain. “Airports don’t listen to us,” he said, “so we need our
airline partners to speak up for us. It takes someone with a bit more
power to get things done.”
It certainly seems that similar conversations are taking place across the
industry, but there is no single voice representing the handling community.
One element contributing to this situation may be the fact that each airline
has its own unique needs and it is therefore not easy to keep them aligned;
handlers are, naturally, a victim of this, Bruneel remarked.
Braeuninger agreed. The lack of proper alignment across the service level
agreements (SLAs) of various airlines has a direct negative impact on a
IBOEMFSTFGlDJFODZ5IFDSPTTVUJMJTBUJPOPGSFTPVSDFTUPJNQSPWFFGlDJFODZ 
meanwhile, can pose a risk to compliance with those SLAs.
*TUIFMBDLPGBTUSPOHBOEVOJlFENPVUIQJFDFGPSUIFHSPVOEIBOEMJOH
community partly its own fault? The industry has not set up its own
association with power equivalent to the International Air Transport
Association (IATA), for instance; and IATA’s Standard Ground Handling
Agreement was initially dictated by airlines, not handlers, Tanem pointed out.
4QFBLJOHGSPNUIFmPPS "UJMMB,PSLNB[PHMV QSFTJEFOUHSPVOEIBOEMJOHBOE
cargo (EMEA) at Turkey’s Celebi Aviation) said that ASA (the Airport Services
Association – the global trade association for the independent ground and air
cargo handling industry) is working on creating better relationships between
IATA and ground handling agents.
He noted, though, that alignment between handlers themselves is not easy
UPBDIJFWF FJUIFS BOEPODFBHBJOUIFRVFTUJPOPGlOBODJBMDPNNJUNFOUSBJTFE
its head.
ASA needs the support of handlers in the form of funding (through
membership) if it is to make progress, he said. After all: “If we don’t come
UPHFUIFSPVSTFMWFT JUTEJGlDVMUUPFYQFDUTPNFPOFFMTFUPEPJUGPSVTv
8JUISFHBSEUPBVOJlFEWPJDF #SBFVOJOHFSDPOTJEFSFEUIFWBMVFPGSFHJPOBM
HSPVQTJOUBDLMJOHDIBMMFOHFTTQFDJlDUPUIFJSBSFBlSTU BOEUIFOhSPMMJOHVQv
to a global body like ASA. Q
The company has a very specific
approach when it comes to
recruitment: “We like to recruit from
places like McDonalds, where people
are used to a strict regime and to
working shifts. We also like to recruit
people aged 40-50, because they
know what they want, what they’re
doing and where they’re going,” he
added.
The panel discussion seemed to
conclude that the root of the problem
lies in the fact that today’s potential
recruits have a different mindset to
previous generations, who have been
willing to work hard at the same job
for decades.
Nowadays: “Young people have
a life and they want to enjoy it!”
Bruneel summed up. “They are not so
interested in working extra hours, or
being part of the airport community.”

Nonetheless, there is a need for
bright young talent, and a motivated
workforce, and Bruneel believes
that it is necessary to “do things
differently” in order to capture the
imagination of today’s jobseekers.
That means a greater focus on
innovation, which in the aviation
handling industry still lags behind
other modes of transport, at least
below the wing.
Braeuninger said the recruitment
issue is no different for handlers than
for any other type of business. It is
necessary to identify what passion
means to the new generation in order
to understand how to motivate them.
In her view: “We have to understand
that people don’t stay in a job for 45
years anymore so we have to hit on
something we can give them to take
on their onward journey.
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“Where do we fit in a person’s
career path? What value – that is,
skills – are we offering them? Are
we interesting enough to keep new
recruits for a few years, and then
retain maybe 10% for longer [as they
move up the ladder]?” she asked.
Tanem echoed Braeuninger’s
opinion, suggesting that the aim
should be to get the best out of
employees during their natural tenure
rather than try to hold on to them for
an unrealistic length of time.
Taking the conversation in a
different direction, Garland flipped
the concept of a challenge and
highlighted the opportunities instead.
He said: “Post-9/11, we at American
Airlines never recovered until we
entered Chapter 11 bankruptcy and
restructured. For a while it was
all about cost, but there was no
consideration of the cost of failure.”
Since the carrier’s merger with US
Airways a few years ago, however,
things have settled down and the
focus has shifted towards customer
loyalty based on a consistently high
service level, even if that means
paying a little more for ground
handling. Seen from that perspective,
the difficulties of the last couple of
decades have led to opportunities for
carriers to improve.
Tanem agreed that more airlines
are now “getting out of survival
mode”, where everything had centred
on price. In light of that: “We need
partnership thinking now.”
As Vertannes put it, “If you’re
trying to squeeze every pip, you get
to a point where you can’t enjoy
the fruit… So it seems to me that
collaborative working, alliances and
better understanding are pivotal.”
DIALOGUE

The panel also discussed the
importance of communication in
achieving mutual beneﬁts. Braeuninger
observed that carriers are engaging
much more with handlers than they
once did, partly because procurement
has become a more formalised
process that requires more discussion
and partly also because airlines are
recognising the integral role that
handlers play in their business.
As a result, she said: “We need to
work together to jointly decide how
to get the best value at the lowest
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cost point within the performance
metrics that we have all set – how
best to leverage each other’s ‘stuff ’,
essentially.”
And there’s a much more proactive
attitude, it seems. Tanem noted
that in years gone by, clients might
have got in touch when something
went wrong, whereas nowadays the
company keeps customers informed
every step of the way. Thus: “We
set expectations for our employees
and for our clients,” he said. “We are
honest about our shortfalls – and that
creates a climate of trust.”
Garland commented that American
Airlines “respects partners who
say they can’t do something at a
particular cost and explain why. We
don’t want someone trying to be a
hero” in order to win a tender, and
then having to cut corners or failing
to meet agreed targets later on.
He considered: “It’s not about
fighting fires: we are getting into the
business of preventing fires to begin
with.”
Bruneel pointed out that in the
event of a problem, quite often
the airline might have blamed the
handler, who in turn might have
blamed airport constraints. Airports
might then pass that responsibility
on to the government that manages
them – hence, the move to privatise
many airports, which has resulted in
greater efficiencies but also higher
costs as the margins of a private
enterprise are rather different to
those of a state authority.
There is also a “gap”, he continued,
between operational and commercial
aspects of the business. For example,
if handlers ask for changes to
infrastructure to help them meet
their client airlines’ requirements,
this tends to result in rates and
charges being hiked up – and the
commercial executives at those very
airlines are quite often unwilling to
pay those higher fees.
“You can’t blame the airport for
not having good infrastructure if you
are not willing to make the financial
commitment to that yourself,” he
contended. It’s a question of taking
responsibility for one’s role in what
is very much an interdependent
system, he said, adding: “If one of
us is not performing well, that has
consequences for the rest of us.” |
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Ground.net Services

Sharing
experience

&SJL4USBOEHSFO

Dieter Streuli

(SPVOEOFU BOBMMJBODFPGlWFJOUFSOBUJPOBMHSPVOEIBOEMFSTJO&VSPQF XIJDIUPHFUIFS
PQFSBUFBUNPSFUIBOBJSQPSUT MBJEUIFGPVOEBUJPOTGPSBOFX TQJOPGGDPNQBOZJO
"QSJMHSPVOEOFUTFSWJDFT

G

round.net services (GNS)
offers various consulting and
operational support services
for ground handling companies in
the international market. Services
include efﬁciency improvement,
digitisation, business intelligence and
operational excellence. These topics
are discussed closely with the client
and tailor-made solutions are found
for the client’s company.
GNS draws its experts from the five
members of the ground.net alliance.
“We do not consider ourselves as a
classical consulting company – we are
all actually not consultants but active
ground handlers, each of us running
a ground handling company,” says
Dieter Streuli, chairman of the board.
The company is able to source a
wide range of industry experts, from
ramp agents to CEOs, and provide
their expert knowledge to customers.
So, Streuli explains: “What we have
done internally among our partner
companies, helping each other out
in different challenging situations,
we now also offer to other ground
handling companies around the
world.”
,/08)08

Projects mostly start with a visit to the
customer, carried out by a manager of
one of the ground.net partners. This
results in an extensive peer review as
well as enabling GNS to learn how

the customer has tackled particular
challenges in the past.
“So it’s not just PowerPoint
slides and then we’re off, but real
experience and know-how transfer
by accompanying customers until
the problem is solved,” says Erik
Strandgren, managing director and
partner of GNS.
He continues: “Until now the best
product we were bringing to the
market was the CEO Peer Review.
Who else can deliver three to five
active CEOs of ground handling
companies to assess the actual
situation of a customer company
for several days? This not only gives
a unique insight to the respective
management but also a great
opportunity to have experienced

4VDDFTT
"MUIPVHIUIFTQJOPGGEJEOPUTUBSUVOUJM"QSJMPGUIJTZFBS TFWFSBM
FOHBHFNFOUTIBWFBMSFBEZCFFODBSSJFEPVUJOUIF(VMGSFHJPO'PSFYBNQMF 
(/4TVQQPSUFEPOFPGUIFMBSHFTUMPHJTUJDTDPNQBOJFTBTJUFOUFSFEUIF
HSPVOEIBOEMJOHCVTJOFTT
In addition to such short-term obligations, GNS was able to successfully
obtain a consulting mandate, also in the Gulf region. GNS supports one of the
largest ground handling companies in the region, providing assistance in the
improvement of operational and administrative services.
5IJTQSPKFDUIBTHSPXOWFSZSBQJEMZBOElWFFYQFSUTIBWFOPXUBLFOVQB
permanent interim position in the client’s organisation. This concerns the areas
PGSBNQTFSWJDFT HVFTUTFSWJDFT DPNNFSDJBMFYDFMMFODF DPNQMJBODF USBJOJOH
and IT. Q
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sparring partners at your location.”
Streuli adds: “We all know that in
Europe we were and still are under
huge pressure to have the most
efficient and productive operation
as possible. Simply put, tight flight
schedules and immense cost pressure
have forced us to do so. We saw at a
lot of places around the globe that
this process has just started now and
will also get more and more intense.
“We are happy to see that we can
help our customers in this regard,
and accompany them in not making
the same mistakes we made in the
past. Especially when you are not part
of one of the (too) large global ground
handling companies, ground.net
services can also give you access to an
expert network.” |
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