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A note from the editor

Last year was a challenging year for the 
aviation industry and the tough conditions 
were felt by airline and ground handlers 
alike, and in 2019, the environment is not 
set to be any less turbulent, due to the 
global economic and political uncertainty 
that exists, and trade and protectionism 
wars.

This year has already sadly seen 
European airlines Germania and flybmi 
cease operations due to financial troubles, 
and the impact of their closure has been 
felt right across the industry.

However, on a positive note, air 
transport is buoyant as global passenger 
traffic continues to rise strongly and the 
industry expands, meaning demand for 
airlines and ground handling services will 
remain.

In this issue, we focus on route network 
development in the globe’s fastest 
expanding region Asia-Pacific (page 4) 
and get the thoughts from key players, 
including Singapore Changi Airport, 
and the International Air Transport 
Association (IATA).

Much of the passenger growth is down 
to the growth in the low-cost carrier 
(LCC) sector and we find out about Air 
Astana’s new low-cost arm FlyAyrstan 
(page 11) which will launch in the second 
quarter of this year. We also speak to 
one of the globe’s biggest and most 
established airlines - Emirates (page 14) - 
to hear their thoughts.

This issue also covers a range of ground 
handlers around the globe to hear their 
views on how business is including dnata 
(page 21), where we hear how the Dubai-
based company is conquering North 
America.

Also featured are Stobart Aviation 
Services (page 18), which has expanded its 
handling operations into Scotland, and we 
speak to Nordic and UK handler Aviator 
(page 26) about how it has grown its 
market presence.

Other features in this issue look at the 
continued growth and development of the 
airport lounge sector (page 33) including 
an interview with the globe’s biggest 
independent operator Plaza Premium 
Lounge and a feature looking at how the 
air transport industry is deploying the 
latest technology to strengthen physical 
and cyber security defences (page 42).

New to this and future issues are a look 
at industry appointments in Movers & 
Shakers (page 47) while the new Istanbul 
Airport is the first to be featured in 
Airport Focus (page 48).

Finally, to get a more detailed and 
comprehensive overview and insight into 
the airline and ground handling sectors, 
we have increased ARGS from two issues 
a year to four. Please get in touch if you 
want to feature in future issues.

I look forward to speaking to you in 
the future and thanks for your continued 
support. I hope you enjoy the issue.

Widespread global challenges but optimism for the 
year ahead

Justin Burns
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justin@evaint.com
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Air traffic growth in Asia-Pacific is set to soar but such a diverse 
region comes complete with a range of challenges, writes 
Graham Newton

A variety
performance

Aviation’s centre of gravity is moving 
inexorably eastward, pulled by the sheer 
weight of traffic in Asia-Pacific.

According to the International Air Transport 
Association’s (IATA) 20-year forecast, by 2037 2.35 
billion more passengers will fly annually on routes 
to, from and within Asia-Pacific. The total market 
size will reach 3.9 billion passengers per year, driven 
by a rapidly increasing population, strong economic 
growth in most countries and a burgeoning middle-
class.

China is the powerhouse of the region and will 
host one billion or so extra passengers annually by 
2037, becoming the world’s largest aviation market 
in the process. But it is not alone in its thirst for air 
connectivity. In the mid-2020s, as China surpasses 
the United States for top spot, India will overtake 
the United Kingdom to become the third largest 
market. And, by 2030, Indonesia will be just one 
place behind India, jumping six places up from its 
current position.

Thailand is another country embracing all the air 
transport industry has to offer and will also make 
the top 10 aviation markets by 2030.

Regional confidence
Both full service and low-cost carriers (LCC) are 
set to benefit from the surge in air traffic demand. 
IATA suggests that Asia-Pacific carriers will post a 
combined $10.4 billion net profit in 2019, up from 
$9.6 billion in 2018. The predicted lower cost of fuel 
is a key factor behind the positive figure together 
with outbound cargo from major manufacturing 
centres.

Recently announced new routes illustrate the 
confidence in the region’s aviation prospects. 
Singapore Changi Airport – one of Asia-Pacific’s 
world-class hubs – welcomed three new airlines 
(Guangxi Beibu Gulf Airlines, LOT Polish Airlines, 
and Shandong Airlines) and numerous new services 
despite already connecting the city state to more 
than 100 countries worldwide. 

Belitung (Indonesia), Berlin (Germany), Guwahati, 
Pune, Vijayawada (India), Nanchang (China) and 
Warsaw (Poland) were among the new routes.

The new Berlin and Warsaw services have 
pushed Singapore’s direct European connectivity 
to a 10-year high with 19 cities on the destination 
board. At the same time, the reach of new fuel-
efficient aircraft has made ultra-long-haul flights 
appealing. Singapore Airlines now flies to New York 
(Newark) on the world’s longest route and has also 
commenced non-stop services to Los Angeles. In 
fact, Singapore-US connectivity was up 21% in total 
in 2018, with 74 weekly services from a variety of 
airlines to Houston, Los Angeles, New York, San 
Francisco and Seattle. 

Like Europe and the Americas, the South Asian 
and African markets also performed well for 
Changi last year, both regions recording double-
digit growth. Among Changi’s top 10 country 
markets, India and Japan registered the strongest 
growth, rising 12% and 10% respectively. These 
were followed by China and Vietnam, which saw 
annual growth of 7%. Meanwhile, six of Changi’s top 
20 city routes grew at least 5%. Denpasar (Bali), 
London, Manila, Melbourne, Mumbai and Sydney all 
experienced robust demand.

A S I A  -  P A C I F I C

R O U T E  D E V E L O P M E N T
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“2018 was another strong year for Changi 
Airport,” says Lim Ching Kiat, Changi’s Managing 
Director, Air Hub Development. “We are pleased 
with the introduction of new city links, as well 
as the growth of long-haul routes from Changi 
Airport.”

“Our newest terminal T4 completed its 
first year of operations, and served 8.3 million 
passengers in 2018,” he adds. “Later this year, 
Jewel Changi Airport will open its doors to the 
world. With aviation facilities, retail offerings 
and play attractions, Jewel will augment Changi 
Airport’s status as an air hub. Terminal 1’s 
expansion will also be completed, increasing 
the airport’s handling capacity to 85 million 
passengers per annum.”

Further north, Hong Kong handled a record 
number of passengers and flights in 2018; 
74.7 million and 427,725 respectively. The key 
to maintaining the growth trend will be a 
third runway, expected to be operational in 
2024. But 2019 will also welcome significant 
development. The Terminal 1 Annex Building will 
feature over 40 check-in counters with self-bag 
drop facilities, two additional baggage reclaim 
carousels and shops and catering outlets in an 
expanded Arrivals Hall.

It’s not all about long-established players, 
however. Vietjet is an international low-cost 

airline in the fast-growing Vietnamese market 
and the first to be privately owned. Late last 
year it introduced a daily Osaka service from Ho 
Chi Minh, a month after it began services to the 
same Japanese city from Hanoi in the north of 
Vietnam. 
Gregory Jamet, Chief Commercial Officer at 
Kansai Airports, says: “We hope more locals 
and tourists from Japan and Vietnam will 
enjoy travelling and trading between these two 
countries thanks to Vietjet’s fun and affordable 
flights. We expect that the airline will continue 
to expand its flight network to Kansai Airport, 
delivering even more convenience and exciting 
experiences to their customers.”

Japan Airlines has recognised the value 
in the service and will codeshare the Hanoi 
flight. It also codeshares on Vietjet’s domestic 
routes and has itself just launched a new route 
connecting Hanoi and Tokyo (Narita).

Vietjet already serves more than 23 million 
passengers annually and flies to some 66 
international destinations. The airline has begun 
to receive and operate the Airbus A321neo, 
which the company believes will reduce fuel 
costs by 16%. Vietjet’s fleet has an average age 
of just 2.82 years, highlighting the youthful 
enthusiasm of the region.

- Lim Ching Kiat, Changi’s Managing Director

R O U T E  D E V E L O P M E N T

“
We are pleased with the introduction of new city 
links as well as the growth of long-haul routes from 
Changi Airport.”
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A bumpy road ahead? 
All this is not to say Asia-Pacific will enjoy 
unfettered growth in the decades ahead. 
There are varying levels of regulatory 
maturity in the region making for a 
complicated aviation outlook.

Conrad Clifford, Regional Vice 
President, Asia-Pacific, IATA, believes 
infrastructure capacity, the lack of 
aviation policy, government consultation 
and geopolitical tensions are some of 
the high-level challenges that airlines are 
facing in the region.

Take infrastructure capacity, an issue 
both in the air and on the ground. “The 
state of readiness across Asia varies,” says 
Clifford. “We have some who are ahead 
of the curve, such as Singapore, South 
Korea, Malaysia, which have already added 
infrastructure at their hubs. At the other 
end of the spectrum, we see Bangkok, 
Jakarta and Manila, which are still 
struggling to develop their infrastructure 
plans.

“If the infrastructure is not able to 
support the growth, the anticipated 
increase in demand and the social and 
economic benefits that comes along with 
it will not materialise,” he continues.

One positive development is multi-
nodal air traffic flow management 
(ATFM), which is already allowing the 
free flow of air traffic between some 
Asia-Pacific destinations. The better 
management of airspace capacity 
afforded by ATFM should point countries 
towards the value of convergence and 
harmonisation. 

But more must be done, according 
to Clifford. The lack of appropriate 
infrastructure is a result of a lack of 
regulatory framework, he says. Ensuring 
the requisite infrastructure requires a 
policy environment that will facilitate the 
anticipated demand for aviation services.

There are some hopeful signs. China 
has demonstrated forward thinking with 
its investment in infrastructure, especially 
with Daxing Airport opening this year. 
And in January 2019, India unveiled its 
Vision 2040 for the aviation sector, 
although the country is still struggling to 
expand capacity, especially at Mumbai 

Airport. Japan has loosened visa controls 
to attract more tourists while Seoul’s 
Incheon airport managed to keep its 
charges for airlines and passengers stable 
even though their runway and terminal 
capacity was increased. 

“Effective regulation, harmonisation 
of standards and interoperability are 
needed,” suggests Clifford. “That’s where 
ASEAN (The Association of Southeast 
Asian Nations) could potentially be an 
initial enabler for common licensing, 
operating standards and seamless air 
traffic management across the region. 
And IATA can be a conduit between 
ASEAN and the industry to harmonise the 
regulation.”

ASEAN has a Transport Strategic Plan 
for 2016–2025. Elements in the plan cover 
traffic rights, licensing, safety, security, 
and operating permits. 

Clifford concludes that if Asia-Pacific 
could develop a unified regulatory regime, 
like Europe or the United States, it would 
help to further unlock aviation growth 
by negating the cost and complexity of 
compliance with a number of national 
regimes.

This will not be easy to achieve given 
the region’s diversity, but the rewards 
would make the effort worthwhile. 3.9 
billion passengers every year is a sizeable 
prize.

The rise of LCCs

Low cost airlines arrived late 
to the Asia-Pacific aviation 

party but are making up for lost time. 
According to CAPA, at the turn of the 
century there were only two small LCCs 
operating in Asia-Pacific – Philippines-
based Cebu Pacific and New Zealand’s 
Freedom Air – whereas they now 
account for nearly 30% of overall 
capacity.

And there is still plenty of room for 
growth. China, in particular, is an 
underserved market in LCC terms. In 
2018, LCCs accounted for only 10% of 
seat capacity in the Chinese domestic 
market, largely due to regulatory 
constraints. Nevertheless, this is still a 
jump from the 2% penetration in 2008.

Another major Asia-Pacific market, 
Japan, also has a domestic penetration 
rate (17%) below the global average. 
But, like China, it has a notable 
international LCC presence; 26% versus 
China’s 14%.

Overall, reports CAPA, seven Asian 
markets now have domestic LCC 
penetration rates above 50%: India, 
Indonesia, Malaysia, the Philippines, 
South Korea, Thailand and Vietnam.

Conrad Clifford
Regional Vice President, 
Asia-Pacific, IATA

R O U T E  D E V E L O P M E N T
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The low-cost market in South East 
Asia is growing at pace and airlines 
continue to grow their domestic and 
international networks and establish 
new bases across the region.

AirAsia has been somewhat of a pioneer 
in the Asian low-cost carrier (LCC) and is 
adding and adjusting route schedules to 
tap into any opportunities it sees.

Indonesia has been the main focus 
recently and the island of Lombok is set 
to be the next new hub of AirAsia after 
the airline revealed plans to start routes 
this year from the West Nusa Tenggara 
province.

AirAsia’s Indonesian-affiliate expects 
it will base two Airbus A320 aircraft in 
Lombok, with plans to double existing 
frequency to Kuala Lumpur in Malaysia, 
as well as services to Perth (Australia), 
Yogyakarta (Java island) and Bali.
Tony Fernandes, Chief Executive Officer, 

AirAsia Group, says in the next few 
months, the carrier will be working with 
airports and government authorities 
to turn Lombok into its newest hub in 
Indonesia, making “this commitment a 
reality”.

AirAsia commenced international 
services from Kuala Lumpur to Lombok 
in October 2012, and currently operates 
seven return flights per week between 
Lombok and Malaysia’s capital.

Dendy Kurniawan, CEO, AirAsia 
Indonesia says Lombok has “so much 
potential. We know that when we 
combine our resources and work with the 
tourism industry on marketing and public 
relations initiatives, we’re able to expand 
the market and drive greater demand for 
destination Lombok,” he adds.

Meanwhile, AirAsia’s Thai arm - Thai 
AirAsia X – is to operate its first-ever 
Australian services a four-weekly 

East Asia continues 
to bloom
AirAsia, Malindo Air and Jetstar Asia are growing their footprints 
while Japan and China are targeted for new links, writes 
Justin Burns

R O U T E  D E V E L O P M E N T
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connection from Bangkok (Thailand) to 
Brisbane (Australia) from 25 June 2019.

The new service is set to bring around 
25,000 passengers per year to Brisbane. This 
route adds to the one AirAsia X has flown 
from Malaysia to the Gold Coast since 2007.

Indonesia AirAsia X stops scheduled 
flights
Meanwhile, AirAsia Group has announced 
that Indonesia AirAsia X is to stop operating 
scheduled operations in January this year and 
run as a non-scheduled commercial airline.

The airline only operated a seven-times 
weekly service between Bali’s Denpasar 
International Airport and Tokyo’s Narita 
International Airport using an Airbus A330 
which was suspended in January.

Nadda Buranasiri, Group CEO, AirAsia 
X, says: “With the challenging operational 
environment in Indonesia, primarily due to 
the series of natural disasters that occurred 
in proximity to Bali, the Company is underway 
to evaluate the available options for our 
Indonesian associate to ensure sustainability 

of the Company with the last scheduled flight 
from Bali to Narita will end in January 2019.”

In explaining the move, AirAsia X said in 
its Q3 financial results that increasing fuel 
prices affected figures while the provision for 
“doubtful debt” in relation to the Indonesian 
associate had weighed on the finances.

Network growth in Asia’s biggest markets
South East Asia based carriers like Vietjet 
(as discussed on page 6) are growing their 
networks and have recently been targeting 
Japan and China, the region’s two biggest 
aviation markets and home to strong 
economies and middle-class populations.

Full service carriers are also targeting Japan 
it seems and American Airlines has submitted 
an application to the U.S. Department of 
Transportation to operate additional services 
to Tokyo Haneda (HND) from Dallas/Fort 
Worth (DFW), Los Angeles (LAX) and Las 
Vegas (LAS) in 2020.

The US carrier’s application is a result of the 
US and Japan reaching a tentative agreement 
last month to expand access at HND, which 

“
We’re able to expand 
the market and drive 
greater demand for 
destination  Lombok 

R O U T E  D E V E L O P M E N T
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would open up to 12 additional daytime slot 
pairs for U.S. carrier operations.

American currently operates one daily 
flight between LAX and HND, which began in 
2016 and DFW to HND is also served once a 
day. LAS is a new route but was operated in 
January by the airline with Japan Airlines (JAL) 
when it operated a Boeing 787-8 from 4-14 
January.

Meanwhile, Singapore Airlines will add 
a third daily service to Osaka’s Kansai 
International Airport next month to meet 
growing demand for travel between Singapore 
and Japan.

SIA already operates two flights per day 
on the popular Singapore-Osaka route, and 
the third will be introduced with effect from 
27 April. Airbus A330-300 aircraft will be 
operated, adding nearly 2,000 seats per week 
in each direction. Joining the Vietnamese 
LCC also starting routes to Japan is Malaysian 
full-service carrier Malindo Air, owned by 
Indonesian Lion Air Group which will start a 
new route to Hokkaido on 23 March 2019.

The airline will operate three Boeing 

737-800 flights weekly from Kuala Lumpur 
International Airport (KLIA) to Sapporo 
Chitose Airport. This first route to Japan is the 
17th country that Malindo Air will service.

Meanwhile, Jetstar Asia is now the only 
international carrier to operate direct services 
from Singapore to Xuzhou located in the 
Northern China plain with the first charter 
service taking off on 30 January.

Operating three times a week with an 
Airbus A320 aircraft, the services are a joint 
agreement between Jetstar Asia and Nanjing 
Oriental International Travel Agency and the 
fourth destination for Jetstar Asia in Mainland 
China.

Jetstar currently operates more than 80 
weekly flights to six destinations in Greater 
China – Shantou, Haikou, Sanya, Hong Kong 
and Taiwan. Changi Airport is now connected 
to 34 cities in China with 16 carriers operating 
routes between the two countries.

R O U T E  D E V E L O P M E N T
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Air Astana has launched a dedicated low-
cost arm - FlyArystan - as it looks to increase 
traffic into Kazakhstan and tap into the fast-
expanding Central Asian market.

The low-cost carrier (LCC) will operate a classic 
LCC model, following the examples of successful 
airlines such as easyJet, Indigo, Cebu Pacific, and 
AirAsia and was started in response to aggressive 

market pressure from the likes of Pobeda Airlines, 
Wizz Air and Air Arabia.

Initial fares and destinations will be announced 
and go on sale this month (March) and the first 
flight is scheduled to take-off in the second quarter 
of 2019.

FlyArystan plans to primarily operate domestic 
flights across Kazakhstan before gradually covering 
some regional international routes to neighbouring 
countries with the first services to be started from 
its Almaty base, although it will eventually operate 
from multiple bases in the country.

The LCC will start by operating the Airbus A320 
aircraft on routes configured with 180 seats with 
the first four aircraft sourced from sister carrier Air 
Astana’s existing fleet. The plan is in the first phase 
of growth to grow FlyArystan’s fleet to 15 aircraft by 
2022 and orders have been placed for aircraft with 
both Boeing and Airbus.

Janar Jailauova, Director of Marketing & Sales, 
FlyArystan, says the launch was made after “much 
serious thought and internal business planning” 
and is in response to a rapidly changing local and 
regional airline business environment.

“It complements the mid to long-term aspirations 
of Air Astana, and we hope it will be very welcome 
to the Kazakhstan travelling public, who will be 
able to benefit from significantly lower air fares on 
domestic and regional routes,” she adds: “Its mission 
is to bring people closer together by providing an 
affordable and reliable mode of air travel for all 
citizens, regardless of income, social status or age.”

Air Astana launches new 
LCC arm – FlyArystan
The Kazakhstan and the Central Asian aviation market 
is expanding fast and will soon have a new player and 
a dedicated LCC, writes Justin Burns

L C C  I N T E R V I E W

F LY A R Y S T A N

Janar
Jailauova

Director of Marketing 
& Sales, FlyArystan

“
There are a 
number of 

international 
LCCs operating 
in Kazakhstan, 

such as Wizz 
Air, Air Arabia 
and FlyDubai. 

FlyArystan, 
however, is 

expected to be 
the first genuine 

Central Asian 
LCC
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Region of opportunity
The Kazakhstan and Central Asia marketplace 
represent a significant opportunity as connectivity is 
still limited across the region.

Jailauova says based on the geography of 
Kazakhstan, its density of population and the 
income of its citizens, establishing a low-cost airline 
is a significant strategic step in the continued 
development of aviation and domestic tourism in 
the country. “There are a number of international 
LCCs operating in Kazakhstan, such as Wizz Air, 
Air Arabia and FlyDubai. FlyArystan, however, is 
expected to be the first genuine Central Asian LCC,” 
she adds.

Competition is hotting up in the marketplace she 
says, and FlyArystan will have to battle in the LCC 
sector with BekAir, Scat and Qazaq Air who are 
among competitors but it also anticipates others to 
emerge in the following years.

Strategy and vision
The FlyArystan management team has deliberately 
been drawn from Air Astana’s senior local managers, 
whom the airline has been developing for the last 
16 years. It will be led by Tim Jordan, a British-
Australian national with more than 15 years’ senior 
LCC management experience at Cebu Pacific and 
Virgin Blue.

In a competitive industry, the airline is aiming 
to be distinct and set it apart from competition 
domestically and regionally and it was why the word 
‘Arystan’ was chosen as it means lion.

The lion was picked for the purpose of expressing 

courage and confidence Jailauova says - due to it 
being the first LCC based in Eurasia and confident in 
its abilities and capabilities to implement convenient, 
low-cost flights in Kazakhstan and the region. 

Other reasons are power, strength and victory 
– as it will provide a safe and high-quality service 
at affordable prices that will encourage those 
who have considered flying to be a luxury it is 
now accessible for everyone - a victory over the 
stereotype of inaccessibility of traveling across the 
sky.

The final reason is fairness and protection – as 
in creating its services for the benefit and needs of 
the passenger, the airline is on the customers’ side, 
presenting itself as a reliable companion and travel 
guide.

Air Astana synergies
The synergies gained from parent carrier Air Astana 
will no doubt help the development and growth of 
FlyArystan and the two will work closely.

All maintenance and engineering, safety and 
operational standards for FlyArystan will be the 
same as for Air Astana and Jailauova says in time, 
it expects FlyArystan to provide additional feeder 
traffic to the broader Air Astana international 
network, although she points out that this will not 
compromise the LCC fundamentals of FlyArystan 
operations.

Ground handling services is another area where it 
can reap benefits and Jailauova says FlyArystan will 
look to cross utilise services of Air Astana when it is 
“sensible and cost effective to do so”.

F LY A R Y S T A N

Air Astana 
Fleet
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However, she notes that this is likely to vary by 
location based on the proposed scale of operation 
of FlyArystan, and as for ramp handlers and baggage 
handers across its network, this is yet to be finalised 
but will not be a single handler across all stations. 

There are challenges for any new carrier and 
as many have collapsed across the globe due to 
spiralling costs, notably from fuel prices, FlyArystan 
is likely to face several headwinds.

“The major limitations and challenges will largely 
be those faced by the vast majority of airlines across 
the world currently with airport infrastructure, 
ongoing availability of pilots and fuel pricing 
concerns being critical to the success of FlyArystan,” 
Jailauova says.

Healthy parent
Parent carrier Air Astana is in stable financial health 
in challenging industry times and has navigated a 
tough 2018 when fuel prices impacted its business, 
along with many other airlines.

The carrier reported an unaudited net profit for 
2018 of $5.3 million driven by higher revenues but 
also affected by a more than 25 per cent increase 
in fuel prices. Total airline revenue rose by 10% 
to $840.8 million. Capacity as measured in ASKs 
rose by 5% and total passenger numbers by 3% to         
4.3 million.

Transit business via the airline’s Astana and Almaty 
hubs rose by 48%, and now represents close to 40% 
of total international traffic.

Air Astana itself operates flights to over 60 
domestic and international routes from hubs in 
Astana and Almaty utilising a fleet of Boeing 767/757, 
Airbus A320neo and A321neo and Embraer E190 / 
E190-E2 aircraft.

Peter Foster, President and Chief Executive 
Officer, Air Astana says: “2018 was a challenging 
year due to higher-priced fuel, and pressure on 
international yields and domestic market share due 
to competitive capacity increases on key routes.” 
He says the low-cost unit, FlyArystan is a “great 
business opportunity on domestic and shorter 
regional routes”.

Only time will tell if FlyArystan can be a success, 
but being backed by a prudently run parent carrier 
in Air Astana is sure to help, while the Kazakhstan 
market and Central Asian region as a whole still have 
much room to grow in terms of connectivity.

The LCC is also ideally located in terms of 
its geographic position to meet demand from 
neighbouring countries in the rest of Asia – the 
world’s fastest growing aviation market.

“
We hope, it will be 
very welcome to the 
Kazakhstan travelling 
public

F LY A R Y S T A N
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Emirates continues to 
grow global coverage
The UAE carrier is facing several challenges 
but keeps on growing, reports Justin Burns

F S C  I N T E R V I E W

E M I R A T E S

Emirates Airline has only ever been 
synonymous with strong growth over the last 
two decades but 2018 was a much tougher 
year for the Dubai-based airline.

The carrier reported in its half-year results in 
November a profit decline of a sizeable 86 per cent 
to AED 226 million ($61 million) despite revenue 
rising 10 per cent to AED 48.9 billion and warned 
of a tough second half of the year and will reveal its 
full-year results in May.

Emirates now ranks in the top 15 airlines around 
the globe for passengers flown and in the top five 
for scheduled passenger-kilometres flown and 
shows no signs of slowing down.

Despite a tougher financial climate, last year, the 
carrier flew more than 59 million passengers on 
over 3,700 passenger flights on average per week, 
another traffic record and up on the 58.5 million 
passengers it flew in 2017.

Richard Jewsbury, Divisional Vice President, 
Emirates UK, says it has faced several challenges 
and continues to face them now. “As we stated in 
our half year results for 2018-2019, increased oil 
prices, unfavourable currency movements in certain 
markets, economic and political uncertainty, are 
some of the current challenges we are facing,” he 
says.

“These challenges are not new, and we managed 
through it by deploying our capacity to best serve 
customer demand across our network, keeping a 
close watch on our costs and utilising technology to 
improve business performance.”

Jewsbury says the strategy is all about meeting 
the needs and demands of customers. “Our 
customers are at the heart of everything we do, and 
our continual investments in the business will be the 
foundation on which we will build our future growth 
and continue to deliver solid results.”

Network expansion
Emirates now operates flights from its Dubai hub 
to passenger destinations across six continents, 
including 16 freighter-only destinations. In 2018 
the airline launched services to Santiago de Chile, 
London Stansted and Edinburgh.

Jewsbury says demand for the latter is healthy, 
but it is one of the flights affected during the 
closure of Dubai International Airport’s Southern 
Runway for maintenance work from 16 April to 30 
May 2019 which will impact a number of scheduled 
Emirates flights and is set to disrupt operations.

“We started off with a daily service for the first 
month, and then reduced it to a five times weekly 
service due to seasonal adjustments and the 
planned Dubai Airports runway closure for upgrade. 
From 1 June we’ll resume with a daily service to 
Edinburgh for the summer,” he says.

“Given the limitations around operating flights 
using a single runway at its hub, many flights will be 
cancelled, re-timed or have the operating aircraft 
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changed in order to reduce impact on 
customers. This will result in a number of 
Emirates aircraft not being utilised, with 
a 25% reduction in the overall number of 
flights operated by the airline during the 
45-day period.”

This year will see the network grown 
further and Emirates has already launched 
a new four-weekly Boeing 777-300ER 
service to Portugal’s second largest city 
Porto from Dubai which it will start on 
2 July 2019. This adds to a twice-daily 
service it already runs to Lisbon. 

Sir Tim Clark, President, Emirates, says: 
“Porto is currently enjoying increased 
levels of tourism, which is also reflective 
of the growth in the number of visitors to 
Portugal as a whole.

“The introduction of this new flight, 
along with our twice daily Lisbon service, 
will help meet this growing demand from 
both leisure and business travellers, as 
well as provide them with more choice, 

flexibility and connectivity when travelling 
to and from Portugal.”

Emirates will also link Phnom Penh and 
Bangkok with its new 777 daily route set 
to launch on 1 June, 2019. The carrier has 
been serving Cambodia with its flights to 
Phnom Penh since July 2017, carrying over 
100,000 passengers on the route to date.

The new service between Dubai and 
Phnom Penh, via Bangkok, will also 
complement Emirates’ five direct daily 
services between Dubai and Bangkok.

Fleet development
Emirates operates an all-widebody fleet of 
more than 250 aircraft and in December 
2018, it celebrated the delivery of the final 
Boeing 777-300ER aircraft on its order 
books and has 164 B777 aircraft in its fleet.

The carrier has also made a huge 
announcement reducing its orderbook of 
the Airbus A380 aircraft by 39 from 162 
to 123 aircraft and which it operates 109, 

more than any other airline.
The move led Airbus to announce that 

it was to end production of the world’s 
largest commercial scheduled aircraft 
which it will cease deliveries of in 2021.

Emirates will take delivery of 14 further 
A380s over the next two years including 
six this year and has also decided to add 
more Airbus widebody aircraft, ordering 
40 A330-900 and 30 A350-900 aircraft.

In 2020, it will also commence taking 
deliveries of the next generation Boeing 
777Xs part of an order of 150 it has with 
the US aircraft manufacturer.

Flydubai partnership
Emirates is not part of an alliance 
but instead has a range of codeshare 
partnerships with airlines around the 
globe and one which is taking off closer to 
home is with flydubai.

Jewsbury says the partnership is doing 
very well since it was launched about 15 
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months ago and it is set to grow even 
further this year, as more codeshare 
destinations are added.

Between January and December 2018, 
the two airlines jointly carried 3.29 million 
customers on codeshare flights across 
84 destinations. Through the codeshare 
partnership, Emirates customers can 
access 67 additional destinations through 
flydubai’s network, while flydubai 
customers have 115 additional destinations 
they can travel to on Emirates network.

“The partnership has also delivered 
a number of benefits to both airlines’ 
customers, such as offering greater global 
connectivity through more destination 
choices, flexibility with flight options when 
planning trips, one integrated loyalty 
programme, and the convenience of 
travelling on a single ticket with seamless 
point to point baggage handling,” 
Jewsbury says.

As for lounges, Emirates recently 

reopened its lounge at Rome’s Leonardo 
da Vinci-Fiumicino Airport bringing the 
total it operates to 42 making it one of 
the largest airline networks of lounges 
across the world, and Jewsbury says it will 
continue to open new ones and refurbish 
others. 

Future outlook
The success of airlines in the future is no 
doubt linked to investing and embracing in 
innovation and technology and those that 
do are likely to come out on top.

Jewsbury says in his view the industry 
will be focusing on investments in these 
areas as it seeks to drive efficiency and 
better customer experiences. 

“This is an important area and key focus 
for us at Emirates as well,” he says. “For 
example, amongst others, we introduced 
immersive 3D seat models on emirates.
com, making it the first airline in the 
world to roll out web virtual reality (VR) 

technology on its digital platform.
“Customers can navigate the award-

winning 3D seat map of the interior of the 
Emirates A380 and the Emirates Boeing 
777; explore their seats, the spacious cabin 
and the Emirates on board product before 
they select their seats.

“We also unveiled, the world’s first 
integrated ‘biometric path’ at our hub 
at Dubai International Airport. It’s still 
currently in trial phase and will offer 
customers a smooth and seamless journey 
through the airport with less document 
checks and less queuing.”

There is no doubt that Emirates will 
keep on expanding its network and fleet 
and with one of the strongest airline 
brands globally, it is sure to be among the 
most successful in the years ahead.

E M I R A T E S
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The ground handling sector in 
Scotland will soon have a new 
operator after Stobart Aviation 
Services was awarded a passenger 
and ramp handling contract with 
Loganair for its flights at Edinburgh 
and Glasgow airports.

The expansion represents a big win for 
Stobart which is increasing its market 
presence across the UK and it has signed 
a five-year deal with the Scottish regional 
carrier.

Stobart will expand its operations 
into Scotland by taking on 70 new staff 
members as it establishes handling units 
for Loganair’s growing network at the two 
busiest airports in Scotland.

The handler takes over from Menzies 
Aviation at both airports for the airline 
and it will start handling flights for the 
carrier on 16 March. Loganair says the new 
partnership will support its growth plans 
as it continues to grow its route network.

As part of the agreement and move, 
Stobart will also invest in £1 million in 
ground handling equipment – including 
new Aviramp ramps which will be 
introduced at both airports to aid 
boarding and disembarkation, particularly 

Stobart Aviation 
Services enters 
ground handling 
market in Scotland

The UK-based aviation service provider has won a 
contract with Loganair and is looking to further 
expand its portfolio in the future, writes Justin Burns
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for customers with reduced mobility and 
those with small children and infants.

Stobart’s customer-facing staff will 
also wear Loganair uniforms as it gears 
up to handle more than 500 arrivals and 
departures each week at the two airports.

Graeme Undy, Managing Director, 
Stobart Aviation Services, who is 
responsible for the company’s ground 
handling business says: “We are following 
the strategy that we set out for the 
business two years ago and the strategy 
was to partner with airlines that we could 
explore growth with and to provide 
alternative solutions for ground handling.” 

Undy says Stobart is looking to provide 
and offer airlines with “something 
different” in ground handling through 
the use of cutting-edge technology, and 
innovative solutions.

He says it will focus on reducing any 
waste from Loganair aircraft turnarounds 
but it will be working on improving all 
airside areas in harmony with the carrier’s 
plans.

“We entered the ground handling 
market at Stansted in 2018 and are proud 
of how we’ve been able to demonstrate 
Stobart standards and use real-time 

technology and innovation to deliver 
quality services to our clients,” he says. 
“Our expansion into Scotland in this new 
arrangement with Loganair will bring these 
standards to more and more customers 
in 2019.”

Ryanair onboard and more targeted
The new ground handling contract with 
Loganair is not the only major win and 
development at Stobart, as it will soon 
start another big operation in April when 
it begins handling services for Ryanair at 
London Southend Airport. 

The Irish low-cost carrier (LCC) and 
Europe’s largest airline by passenger 
numbers is opening a new station and 
basing three Boeing 737 aircraft at the 
Essex gateway and will operate 13 new 
routes to eight countries on the European 
continent.

Stobart will provide handling for 
Ryanair’s 55 weekly flights to Spain, France, 
Greece, Ireland, Portugal and Italy and the 
LCC expects to fly one million passengers 
through the airport.
The Loganair win in Scotland and the 
Ryanair contract at London Southend 
add to Stobart’s growing ground handling 
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portfolio in the UK as it already handles for 
easyJet at London Stansted Airport and 
easyJet, Air Malta, Volotea and Flybe at 
London Southend.

Undy says the next few months will be 
busy as it transitions to operate both but 
Stobart is certainly not finished there 
and they are both just the start it seems, 
as Stobart is seeking to further grow its 
footprint in the UK ground handling market 
this year and beyond.

“We are talking to other airlines and hope 
we can announce a few more soon and 
hope we are successful in these tenders,” 
Undy says. “We are constantly talking to 
airlines about handling and are always 
participating in tenders with airlines. The 
plan is to continue growing our portfolio 
and to also grow at Edinburgh and Glasgow 
airports.”
Stobart Aviation Services is certainly 
well-positioned to expand as the Stobart 
Group of which it is a division of, owns 

ever-growing London Southend, where 
passenger traffic continues to grow 
strongly.

Figures for 2018 have yet to be revealed, 
but in the first half of 2018 traffic was 
up 37 per cent, while in 2017 the airport 
welcomed 1.1 million passengers and 
Stobart Group is targeting the five million 
mark by 2022 so more airlines are set to fly 
from the airport.

“It is exciting times and the team is 
energised and we have employed more 
people to the team and we continue to 
develop our stations in Edinburgh, Glasgow, 
Stansted and Southend,” Undy says.

The next few months and years look set 
to be both challenging and exciting for 
Stobart Aviation Services as it expands and 
develops its ground handling portfolio and 
services at stations across the UK.

G R O U N D  H A N D L E R S

“
It is exciting 
times and the 
team is energised 
and we have 
employed more 
people to the 
team and we 
continue to 
develop our 
stations in 
Edinburgh, 
Glasgow, 
Stansted and 
Southend

Graeme Undy
Managing Director, Stobart 
Aviation Services
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dnata has continued to spread its wings 
across the globe in the ground handling and 
cargo sectors by making various acquisitions 
and investing heavily.

2018 was a big year for the Dubai-based company 
as it expanded its operations in the USA and 
in other countries and by year-end, it grew its 
presence to 87 airports in 14 countries.

dnata though is certainly not finished yet and 
is targeting more growth in 2019, according to 
Stewart Angus, Divisional Senior Vice President, 
dnata International Airport Operations, who spoke 

to ARGS about how business is and plans for 2019 
and beyond.

“The last two years have largely been about the 
integration of our recent investments into dnata’s 
business model and about driving synergies,” Angus 
says. “It is important that you do not bite off more 
than you can chew. Buying companies is the easy 
part but integrating them is more complex.”

In the first six months of financial year 2018/19, 
the revenue of dnata’s international airport 
operations business was up nine per cent but it 
has been a challenging year as it integrated new 
acquisitions into the business. This was below the 
2017/18 revenue growth of 14 per cent and over 50 
per cent in 2016/17, when it grew substantially when 
it made acquisitions in the USA, Canada, Brazil, Italy 
and The Netherlands.

Expansion in the USA
The USA is major part of the strategy to grow 
business and since entering the ground handling 
market in 2016 by acquiring a local industry player, 
it has invested $35 million in facilities, equipment, 
training and technology, while continually 
expanding its operations.

In November last year, dnata continued to 
expand after launching operations at Los Angeles 
International Airport (LAX) and now provides 
ground handling and cargo services at 20 airports 
in the country.

The handler has invested $8 million in 
infrastructure and resources at LAX, creating more 
than 350 local jobs. Serving six airlines, including 
Austrian Airlines, Iberia, Japan Airlines, Lufthansa, 
Swiss International Air Lines and Qantas, dnata 
handles 4,600 flights a year.

“With these acquisitions, some of them have 
grown quickly,” Angus says. “In the USA we 
won over 40 contracts in 2018. That represents 

dnata targets further 
global growth

2018 was another busy year of international expansion for the 
Dubai-based ground handler but this year looks set to be a bit calmer, 

writes Justin Burns
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significant growth and includes two new stations 
in Nashville and Los Angeles.”

He says dnata could have secured more airlines 
at LAX but made a deliberate decision to focus 
on providing high quality for the six airlines that it 
signed up, but he notes when it has more stability 
it may take on one, or two more carriers.

In 2018, dnata also started passenger handling 
operations at New York’s JFK International Airport 
with launch customer Copa Airlines, and handles 
about 364,000 passengers between New York and 
Panama City that the airline flies via its four daily 
Boeing 737 services.

The handler also established operations at 
Nashville International Airport and commenced 
services at Concourse G at San Francisco 
International Airport with Lufthansa Group and 
now serves over 60 airlines in the USA via 20 
stations.

dnata looks like it is not finished yet in the USA. 
“I think there is scope to grow the stations and 
add more. Miami, Atlanta and Seattle are three 
big ones (airports) where we are not present. But 
there is also room for more organic growth in 
airports where we operate now too,” Angus says.

Market challenges
The ground handling sector is arguably the 
toughest aviation industry sector, due to intense 
competition and the continued battle to win and 
maintain airline and airport contracts.

Angus says the biggest challenge of all is that 
the sector is such a low margin business where 
spikes in costs have a big impact and can affect 
operations hugely.

In the USA, dnata has also faced challenges with 
recruitment. Angus says it is a tough market, due 
to the difficulty in hiring labour as there is such 
low unemployment in Los Angeles.

“Our staff are earning several dollars more than 
our competitors and have better pensions and 
we recruited 350 people. As a result, our labour 
costs base is higher which means we have had to 
charge slightly higher rates,” Angus says. “Rates 
have historically been unsustainably low in this 
market. If rates are too low, we cannot invest in 
the product and equipment (training, GSE and 
systems).”

The recruitment challenge is indeed something 
that dnata is facing across many of its USA 
stations where there is high employment. “This 
is a unique challenge in the USA. The challenges 
to recruit and retain good experienced staff is as 
challenging as it has ever been,” Angus says.
He cites one of the main reasons for this is many 
states have introduced a living wage ordinance. 

D N A T A

Stewart Angus
Divisional Senior Vice President for dnata 
International Airport Operations
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In some cities wage rates have risen as 
much as 60 per cent at some airports. 
“The margins in our industry are tight 
so we need to pass this on to our airline 
customers if we want a sustainable 
business,” Angus says.

In order to recruit and retain good 
quality staff in the USA, dnata has 
focused on being the “employer of 
choice” and looked to differentiate itself 
over competitors, offering employees 
medical and dental benefits and pension 
contribution and offering the opportunity 
for progression by introducing a first line 
supervisors program.

But Angus says it is “not just about the  
money”. dnata has invested and improved 
facilities for staff, like where they have 
their coffee and lunch breaks and has 
also upgraded ground service equipment 
(GSE). “We have invested a lot in new GSE 
which has had a big impact on our staff,” 
he says. “We see significant improvement 
in employee engagement as a result of our 
investment in technology and processes.”

More Canadian footprint
The USA is not the only North American 
market that dnata is expanding and 
focusing its energy on, as Canada is 
also building through its joint venture 

company GTA dnata which it owns 50 per 
cent of in partnership with GTA Aviation.

In November, it started a new long-term 
partnership with Air Transat at Toronto 
Pearson International Airport, providing 
ground and passenger services for 140 
flights a week for the airline. GTA dnata 
now serves 12 airlines in Toronto, assisting 
4,800 passengers and is moving 148 
tonnes of cargo every day.

Angus says it has “expanded very 
rapidly” and the next target is Vancouver 
where it is aiming to open a ramp handling 
station, which all depends on securing 
business. Angus sees more scope to 
grow in Toronto and other locations like 
Vancouver and it is also “tentatively” 
looking to add more stations. “For us, it is 
about balanced pragmatic growth, which 
is what it will be. Our strategy is based 
around providing good quality services 
and good quality carriers and if you grow, 
you grow,” he says.

2019 and ahead
As for what he sees into 2019 for dnata, 
Angus forecasts it will be another year 
of reasonable to moderate growth and it 
is all about integrating acquisitions and 
benefitting from any synergies.

The strategy he says though is to get 

away from the biggest challenge which 
operators are facing in the industry 
that in his view is “commoditisation”. 
“We saw there was an opportunity for 
someone that was prepared to invest 
in their market and provide a slightly 
differentiated product. It is about 
continually delivering that strategy and 
achieving reasonable growth,” Angus says.

dnata has made a large number of 
acquisitions over the last few years, but 
is this something on the radar again for 
this year and the years ahead, or have we 
seen the last of the Dubai-based company 
flexing its muscle.

“I hope we will be successful in growing 
our business through the acquisitions we 
have made and make,” Angus says. “I do 
not see any game-changing acquisitions 
in 2019, but maybe some smaller tactical 
investments. Every time we buy a business 
and when we integrate, we always learn 
something beneficial and it has taught us 
something new.”

It seems we have not seen the last of 
the growth of dnata and it is open to 
any new global opportunities when they 
are too good to turn down, but for now 
the main focus is clearly on integration, 
gaining synergies and growing organically.

D N A T A

Stewart Angus

Divisional Senior Vice President, dnata 
International Airport Operations
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We saw there was an opportunity for 
someone that was prepared to invest 
in their market and provide a slightly 
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Aviator increases presence 
across the Nordics and UK

G R O U N D  H A N D L E R  I N T E R V I E W

The ground handler has gone through huge restructuring in the last few 
years but is back on track and gradually growing business, writes 
Justin Burns

The last few years have been all 
about restructuring, cost-cutting 
and stabilisation for Nordic and 
UK ground handler Aviator after 
financial problems threatened 
its future, but it is now growing 
business and its footprint.

Aviator now has 16 stations 
in UK, Norway, Sweden, Finland 
and Denmark and has recently 
increased its presence and platform 
at Copenhagen Airport (CPH) by 
winning a contract with the Lufthansa 
Group – the first time it has worked 
with Lufthansa Airline to deliver full 
handling.

In Sweden, the handler has 
also recently won contracts with 
Eurowings and LOT in Gothenburg 
and Stockholm as well as adding 
passenger handling to the regional 
airline BRA in Gothenburg and 
Malmo, where Aviator previously 
already delivered ramp handling to 
BRA. In Finland, Aviator recently won 
contracts with Ukraine International 
Airlines and Aegean Airlines and is 
soon starting up with Chinese carrier 
Juneyao Airlines and Tibet Airlines - 
as their launch partner in Europe.

The ground handler has also grown 
its business at Manchester Airport 
and picked up a contract for ramp 
handling with Etihad Airways and 
extended several partnerships, such 
as Wizz Air, SAS, FedEx, DHL, UPS and 
TNT.

Jo Alex Tanem, Chief Executive 
Officer, Aviator, says every contract 

is important and helps the handler 
broaden its platform and makes it 
“less vulnerable” while there has been 
a strategic approach to customers it 
is targeting.

“We have succeeded in creating 
a solid platform operationally, 
financially and commercially, and 
are looking at expanding into new 
stations, new areas and growing our 
existing business,” he says.

Tanem says competition in the 
ground handling marketplace is 
“fierce” and Aviator not only has a 
focus on winning new contracts but 
maintaining existing ones. “We cannot 
let new customers jeopardise our 
existing customers’ performance,” he 
adds.

He says that Aviator is also 
potentially targeting growing the 
number of stations it operates 
from the current 16 and it has a few 
possible locations that it is looking 
into opening at. 

Restructuring and cost-cutting
Since 2016, Aviator has undergone 
a restructuring and cost-cutting 
programme that was implemented 
to build a foundation for future 
sustainable growth.

Tanem says in 2017 it stabilised 
operations with a new strategy 
as a decentralised organization, 
with focus on engaged personnel, 
sustainable customer relations, 
strong and proactive management, 
continuous efficiency improvement 

Jo Alex Tanem
Chief Executive Officer, Aviator
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and profitable organic growth.
“In our case, a decentralised 

organization has helped us create 
ownership and buy-in at every station 
and every level - to our strategy and our 
customer commitment,” he says. “When 
you start off with cutting costs at the 
magnitude we did, it’s all about building 
up from there and onwards, brick by brick. 
Our major tool in getting back in shape, 
has been all about honesty.

“Honest to our employees about where 
we were, are and want to be, honest to 
our customers about our flaws and what 
we intend to do about it and making 
promises we intend to keep – basically a 
no-nonsense communication.”

Tanem says 2018 has been used to 
bring Aviator to one step further and 
prepare it to further expand from just 
organic growth. “We have a dedicated 
workforce who understand that every 
passenger, every departure, every deice, 
etc, defines us in who we are, and the 
better safety and quality we deliver, 
the safer we stand as a company and 
workplace,” he says. “The very foundation 
for a healthy customer relationship, is 
sound performance, and with sound 
performance, we secured other aspects of 
our platform,” he adds.

“Aviator have gone through a major 
restructure the past two years and has 
taken a giant leap forward.”

Future expansion
Aside from its core ground handling 
business, Aviator has also set its sights on 
developing and expanding operations into 

other areas.
Tanem says the company is broadening 
its lounge presence and introducing new 
lounge concepts, growing its ground 
service equipment (GSE) workshops, 
developing new generation washing 
robots and creating new customer 
concepts with partners. “We already 
have a new washing robot on testing, 
we are developing new workshops and 
we are negotiating with airports for new 
lounges,” he adds.

Aviator like many ground handlers is 
battling wide-ranging challenges now and 
into the future, including an increasingly 
unstable airline industry which has seen 
carriers’ cease operations. The latest 
casualties were Germania and BMI 
Regional (flybmi) in the first quarter of 
2019, adding to the failures of Primera Air, 

VLM Airlines, Small Planet Airlines, Sky 
Works, and Cobalt Air in the final quarter 
of 2018.

Tanem does have concerns about the 
industry this year and moving forward. 
“We have been hit with a few bankruptcies 
the past year and a half. Some of them 
have had a relatively hard impact on us,” 
he says. “I am afraid we haven’t seen the 
end of those yet, so I am concerned about 
airline consolidation not happening fast 
enough hence we might see more carriers 
going into administration.”

After a tough few years, it seems that 
Aviator is now on a firm footing for the 
future, but there is no doubt it will not 
be resting on its laurels and is aiming for 
further market expansion and to grow its 
footprint.

“
We have succeeded in creating 
a solid platform operationally, 
financially and commercially, 
and are looking at expanding 
into new stations, new areas and 
growing our existing business

A V I A T O R
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Swissport International is further 
expanding its business in the Middle 
East with new ground handling 
contracts with Dutch airline KLM and 
the largest Indian carrier IndiGo.

The ground handler will provide KLM 
with services in Dammam. IndiGo will 
initially be handled by Swissport at 
Jeddah, followed by Dammam and Riyadh.

As of 1 February, Swissport started 
to provide the full range of ground 
services from passenger services to ramp 
operations to KLM for its 10 weekly flights 
at King-Fahd Airport in Dammam.

The handler will serve KLM’s Airbus 
A330 widebody aircraft during the 
stopovers of flights between Amsterdam 
and Muscat, the capital of Oman. With 
KLM, the first major European carrier has 
opted for the company’s Saudi affiliate.

As of 15 March 2019, Swissport will 
handle Indian carrier IndiGo’s daily 
Airbus A320 flights at Jeddah, followed 
by Dammam in April and Riyadh in 
September, supporting the carrier’s 
growth in the region.

In addition, the handler has started 
operations with flydubai, Jordan Aviation, 
Fly Baghdad and Sun Express for airport 
ground services in Jeddah. On 1 January 
2019, the handler also began serving 
SalamAir at Muscat International Airport 
in Oman.

Meanwhile in the UK, Swissport has 
been awarded a new five-year ground 
handling contract by low-cost carrier 
easyJet to continue delivering services 
at Liverpool John Lennon Airport, which 
it started in January. This sees it provide 
passenger and baggage handling services 

for over 2.4 million customers and ramp 
handling for over 8,000 easyJet flights a 
year.

Along with Liverpool, the company 
handles for easyJet at 19 airports in the 
UK, Germany, Switzerland, Finland, Spain, 
Morocco and Israel.

With an ever-expanding network of 
stations and contracts, Swissport is also 
looking to further boost performance 
and efficiencies after signing a five-year 
agreement with Honeywell to deploy the 
GoDirect Ground service across its global 
operation.

The technology created in partnership 
with global telematics company Pinnacle, 
enables users to connect ramp support 
services used for airport-based ground 
transportation vehicles giving ground 
handlers and airlines real-time insight 
into vehicle use and maintenance 

requirements.
Swissport says GoDirect Ground will 

enable it to connect the ramps it uses at 
airports, which will unlock efficiencies 
and provide real-time insight into the 
activity of ground-based equipment used 
at airports.

This includes vehicles undertaking 
aircraft loading and unloading, baggage 
sorting and passenger or crew 
transportation. Following a successful 
proof of concept demonstration at five 
of its ground handling stations earlier this 
year, the handler evaluated the benefits of 
GoDirect Ground and found it will provide 
an estimated 13 per cent reduction in 
repair and maintenance costs, a better 
understanding of driver behaviours and 
identification of the most commonly 
driven pathways at airports.

Swissport adds more contracts and 
looks to enhance efficiencies

G R O U N D  H A N D L E R  F O C U S

The ground handler has arguably the biggest global presence of any 
operator but is always looking to grow and improve operations, writes 
Justin Burns

S W I S S P O R T
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Delta Global Services (DGS) – a 
wholly owned subsidiary of Delta 
Air Lines – is to combine with 
Argenbright Holdings to form one 
ground handling service provider – 
under the DGS name.

Delta Air Lines now has a 49 per cent 
stake in DGS and Argenbright Holdings 
the remaining 51 per cent after selling up 
for $90million.

DGS says it will leverage strengths of 
both organizations to deliver “customer 
service excellence, continued employee 
opportunities” and there will be a 
continued focus on “elevating the 
customer service experience”.

Under management of the Argenbright 
team, DGS says the move will “create 
more career opportunities for employees 
and will be strongly positioned to 
provide unparalleled service to airline 
customers as a best-in-class provider of 

airline-related services, ground support 
equipment maintenance, security and 
more”.

The Argenbright team it adds has 
the experience, focus and industry 
relationships to advance DGS’ growth 
potential and level of service. DGS will 
continue to operate at the same airport 
locations it currently serves, and the 
transaction will not have any day-to-day 
impact on Delta customers.

The transaction was completed in 
February. Tom Marano of Argenbright 
Holdings is Chief Executive Officer of the 
new company, along with Karan Ishwar 
as Chief Financial Officer, Adam Taylor as 
President of Aviation and Don Ridgway as 
Chief Customer Officer.

DGS currently provides aviation services 
to Delta and other airlines in more than 
170 airport locations in the US, Alaska, 
Hawaii, Guam and the Bahamas.

President, Mark Gurney says: “Building a 
standalone business under the leadership 
of the Argenbright team better positions 
DGS to expand the breadth and quality 
of its service offerings and provide an 
elevated experience to the airlines that 
DGS services, including Delta.

“The new DGS will benefit from the 
Argenbright team’s industry experience, 
track record of enhancing aviation 
services businesses and focus on 
supporting employees. Delta will be an 
equity partner in the combined company 
and as one of DGS’ largest customers 
for aviation services, Delta will have a 
vested interest in the future of the new 
organization.

“With improved operations and 
performance, DGS will deliver enhanced 
value for our customers and employees 
and will be a more dedicated aviation 
services provider.”

Argenbright Holdings is a privately-
held, US-based parent company led by 
Chairman, Frank Argenbright, who says: 
“We are creating a global aviation services 
business that will leverage the combined 
strength of our talented teams.

“We are committed to continued 
investment in DGS to improve the tools, 
technology and equipment employees 
have to do their job well, and to provide 
the best possible experience for the airline 
customers we serve.

“We are dedicated to putting customers 
and our colleagues at the heart of 
everything we do, and that belief has 
guided us in building and growing each of 
the businesses we’ve developed.”

Delta Global Services combines with 
Argenbright Holdings to form one 

handling provider 

G R O U N D  H A N D L E R  F O C U S

Delta Air Lines subsidiary is aiming to raise the customer experience 
and elevate quality, writes Justin Burns

D E LT A
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AirAsia’s ground handling joint 
venture Ground Team Red (GTR) 
has opened a new facility at Kuala 
Lumpur International Airport’s KLIA2 
Terminal.

The control centre will track the 
handling of AirAsia aircraft using digital 
information on passenger boarding, 
baggage handling and ramp loading 
activities, with a target to turnaround 
aircraft within 25 minutes.

In digitalising the operations, guest 
services personnel will use a smartphone 
to execute the gate boarding process, 
allowing staff to board passengers 
conveniently while tracking the gate 
boarding process in real-time efficiently 
and accurately.

The same smartphones will be deployed 

at the baggage carousel for baggage 
reconciliation and also the e-readback 
ramp loading system to provide an 
organised view of all baggage and cargo 
loads for the flight.

AirAsia says this will improve safety by 
ensuring 100 per cent accurate aircraft 
weight and balance readings for flight 
planning purposes and eliminate paper-
based loading instructions, which are 
difficult to manage at night and in bad 
weather conditions.

GTR staff will also now use their 
handheld devices to automatically clock 
in when they report for work and receive 
their flight assignments. This saves time 
for staff to meet their flights without the 
need to report to the office.

Another key feature of the control 

centre is a virtual reality training chamber 
with six modules – cargo ramp, technical 
ramp (lavatory), technical ramp (water 
service), technical ramp (air-conditioning), 
technical ramp (ground power unit) 
and aircraft marshalling – that will allow 
ground personnel to simulate and safely 
conduct real world scenarios and training 
exercises without the need for aircraft 
availability.

Kevin Chin, Chief Executive Officer, GTR 
says: “This digital control centre is a first 
for Malaysia, and will revolutionise how 
ground operations services are delivered.

“The centre will allow us to serve our 
clients better while providing an improved 
travel experience for passengers and 
improving hub passenger connectivity 
through klia2, and it is our goal to 
establish more such centres across the 
region in the near future.”

Established on 1 November 2017, GTR 
is a joint venture between AirAsia and 
Singapore’s SATS. It is present in 18 
airports in Malaysia and Singapore and 
handles an average of 475 flights daily.

The low-cost carrier says it intends 
to establish more such centres across 
Malaysia in the years’ ahead.

H A N D L E R  N E W S

Air Asia ground handling 
unit GTR opens new 
digital facility 
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Soon to fly Canadian ultra low-cost 
carrier Canada Jetlines has signed 
an agreement with Global Aviation 
Services for ground handling services 
across North America.

The airline will launch services later this 
year and plans to operate flights across 
Canada and provide non-stop service 
from Canada to the United States, Mexico 
and the Caribbean using a fleet of Airbus 
A320.

Global Aviation Services is 
headquartered in Mississauga, Ontario, 
and offers a full suite of services including 
ground handling, aircraft detailing, flight 
supervision and management, mobility 
assistance, ticketing, and cabin cleaning.

With continued growth planned for 
2019, there are currently 45 airlines and 12 
airports in Canada and the US combined 
that are partnered with the handling 
provider for their passenger, baggage, and 
load-control services.

Canada Jetlines says Global Aviation 
is well-known for its “delivery of 
quality check-in and boarding services, 
centralized baggage tracing and, 
creating the jet bridge connection to the 
aircraft” and said the services that are 

“all important to Jetlines’ operational 
plans and will help ensure strong on-time 
performance”.

Carm Borg, President and Chief 
Executive Officer, Global Aviation Services, 
says: “Global Aviation Services will provide 

Canada Jetlines with ground handling 
services at locations across North 
America.

“It’s truly exciting to have two Canadian 
companies partnering together to serve 
the people of Canada.”

H A N D L E R  N E W S

Celebi has won a contract to take 
care of ground handling at Hyderabad 
Rajiv Gandhi International Airport 
after winning a competitive bidding 
process.

The Turkish handling firm is looking to 
invest about $5-6 million over the next 10 
years at the airport. It also recently won 
a tender for ground handling at Kannur 
International Airport in Kerala.

Celebi says it is a committed partner 

with the airport to offer modern and 
technological services to over 20 million 
passengers. Services provided will include 
aircraft cleaning and servicing, loading and 
unloading of food and beverages, besides 
cargo and luggage handling.

Murali Ramachandran, Chief Executive 
Officer, Celebi India, says: “Being well set 
for a major growth path in the aviation 
space, India is a key market for us.

“With our focused and strategic 
expansion plans, we stand committed to 
play a meaningful role in the growth story 
of the aviation sector in this country.”

Celebi also carries out handling at other 
airports in India in Mumbai, Kochi and 
Ahmedabad.

In India, airports with 10 million 
passengers or more per annum are 
required to have three ground handling 
companies offering services.

Canada Jetlines awards 
handling contract to 
Global Aviation Services 

Indian handling win for Celebi 
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Skyway Aviation Handling Company 
(SAHCO) has signed a memorandum 
of understanding with the Bayelsa 
Government to be the official ground 
handling provider at the newly-built 
Bayelsa International Airport.

The airport is located in Amassoma, 
Nigeria and it was inaugurated on 14 
February when the first commercial flight 
was operated by Air Peace.

SAHCO says it was chosen as the sole 
aviation ground handling company to cater 
for passenger handling services, ramp 
handling, cargo and warehousing in the new 
airport because of its “safe, speedy and 
efficient services”.

The Nigerian handling company has also 
recently expanded its operations at Ibadan 
Airport, and says it will continue to invest 

in manpower training and modern ground 
handling equipment.

Meanwhile, SAHCO has recently 
upgraded its operations with the acquisition 
of state-of-the-art ground services 
equipment (GSE) worth one billion Nigerian 
Naira ($2.7 million).

Some of the equipment commissioned by 
SAHCO included three ground power units 
(GPU), load bank, tow bars, tyre removal 
machines and 10 new engines for ground 
operations.

In all, three brand new GPU were 
procured, five tow bars, load bank and 
others. The tow bars can handle Airbus 
A320, Boeing 737, A330, A340-200/300, 
A350, B767, B777, B787 and IL96. Others 
were DC10/MD 11, L10 11, A340-500/600 and 
B747.

Oman Ground Handling kicked-
off 2019 by announcing that it 
had signed agreements to provide 
ground handling services to three 
international airlines.

The agreements have been penned 
with Swiss International Airlines, 
Turkish Cargo and GoAir further 
boosting the Gulf handler’s portfolio 
in Oman.

Swiss International Airlines 
operates seven flights a week from 
Zurich to Muscat and Turkish Cargo 

recently started operating air cargo 
flights twice a week from Istanbul to 
Muscat.

GoAir is a low-cost carrier based in 
Mumbai, India. Its operations begun in 
Muscat on 1 February. It will operate 
seven flights a week from Kannur 
International Airport in Kerala to 
Muscat International Airport.

Oman Ground Handling now 
provides ground services at airports 
in Oman for 35 airlines operating 
more than 120,000 flights.

SAHCO to be ground 
handler at new Bayelsa 
International Airport 

Flying start for Oman 
Ground Handling in 
2019 

H A N D L E R  N E W S
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The rise and growth 
of airport lounges
Hong Kong based Plaza Premium Group 
intends to remain at the front of the ever-
growing sector, writes Justin Burns

A I R P O R T  L O U N G E S

experiences, while it was named Skytrax’s 
World Best Independent Airport Lounge 
for the third year in a row.

2019 is set to be another year of 
expansion and growth, according to 
Jonathan Song, Business Development 
Director, Plaza Premium Group. “We have 
been working hard on rolling out some 
new locations and while 2019 has only just 
begun, I am excited to share that we will 
soon be opening Plaza Premium Lounge 
in Helsinki (Finland), Dubai (U.A.E) and 
Langkawi (Malaysia) within the first half 
of 2019. And there are still more in the 
pipeline,” he says.

“We also worked towards expanding our 
capacity on partner lounge management 
with two new additions - China Southern 
Airline lounge in Guangzhou and American 
Express lounge in Melbourne. We will 

As passenger traffic continues to 
grow at pace across the globe, more 
and more airport lounges are opening 
and the marketplace presents a 
wealth of opportunities.

The world’s biggest independent 
airport lounge operator is Hong Kong 
headquartered Plaza Premium Group and 
since its first two were opened in Hong 
Kong International Airport and Kuala 
Lumpur International Airport in 1998, it 
has now grown to 70 lounge locations in 
30 countries.

Last year, saw the opening of lounges 
in Rome, Jakarta, Dammam, Melbourne 
and Ahmedabad and the launch of a 
new brand Plaza Premium First with 
two locations, Hong Kong and Kuala 
Lumpur to meet a new demand for more 
refined, elevated and personalised lounge 

30
Countries

42 
International 
Airports

70+
Locations

A I R P O R T  L O U N G E S

Plaza Premium Lounge:
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three key markets we are working on to 
get more locations to expand our global 
airport hospitality services and facilities. 
In United States, there are many major 
airports with the top five busiest airports 
combined serving over 190 million 
passengers (enplanement) in 2017; that 
is no doubt a huge market for us,” Song 
says.

“China and India are key markets 
that are fuelled by the large growth 
in domestic and international airport 
passenger traffic, therefore, we are 
definitely looking to grow in both 
countries. Of course, we are not 
forgetting our existing markets, we will 
keep exploring opportunities and make 
sure we grow our foothold strategically.” 

continue our conversation and discussion 
with both potential and existing airlines, 
alliances and financial institution partners 
to explore opportunities.”

The years’ ahead look set to see 
continued growth at Plaza and the 
operator it seems is particularly targeting 
growing its footprint into the world’s 
biggest aviation markets.

Song says the key development focuses 
will be mainland China, United States, and 
India, as well as in select airport location 
within its existing regional coverage.

In Greater China, Plaza operates lounges 
in Hong Kong, Shanghai, Beijing, Taipei, 
and Macao, while in India it has facilities 
in Ahmedabad, Bangalore, New Delhi, and 
Hyderabad, but as yet, it does not have 
any in the huge US market.

“United States, China and India are the 

“
China and India 
are key markets 
that are fuelled by 
the large growth 
in both countries.

A I R P O R T  L O U N G E S

Jonathan Song

Business Development Director, 
Plaze Premium Group
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to tell their friends. Our mission is 
to make travel better for the airport 
passengers with our suite of airport 
hospitality services and facilities.”

He says with that in mind, Plaza always 
looks to keep evolving to make sure it 
stays ahead of the game and at each 
location it assesses travellers’ habits and 
their purposes of travel to ensure the 
lounge is a “tailor-made experience” for 
each airport.

A new trend that has emerged in recent 
years Song says, is that airports are no 
longer a place where travellers only 
come in and out of a destination, it is a 
“destination on its own”.

“We all know airport space is premium 
and in addition to enhancing the airport 
experience for travellers, we run airport 
lounges, effectively and efficiently, this 
includes managing this cost-centre for 
airlines where service quality is high and 
costs are managed well,” he says.

“We foresee the demand will be 
growing even more in coming years 
not only on airport lounges providing 
facilities and food services, but also health 
and wellness offerings, beauty services, 
personalised experiences and facilities 
that cater for families.”

Airports are destinations
Demand for airport lounges has never 
been higher before as passenger traffic in 
all sectors continues to grow every year in 
every region across the world.

The aviation industry has grown 
significantly over the past 20 years, 
from 1.467 billion in 1998 to 3.979 billion 
in 2017 according to International Civil 
Aviation Organisation (ICAO) while the 
Airports Council International predicts 
global passenger numbers will double 
to 14.6 billion by 2029 and treble to 22.3 
billion per annum by 2040 so demand 
for services will continue on its upward 
trajectory.

Song says: “With this growth, there 
will be more travellers, and everyone is a 
traveller. With such a wide age range, you 
can expect the needs will be different. 
Either you are travelling solo, for business 
or leisure, or with family and friends, you 
would want to travel in style including 
departing, transiting or arriving at an 
airport.

“One thing to bear in mind, this is an era 
of digital. Everyone especially when they 
are travelling likes to share experiences 
and moments on social and to be able 
to share an enjoyable moment at airport 
lounge is one of the many great memories 

“
With this growth, 

there will be 
more travellers, 

and everyone is a 
traveller

A I R P O R T  L O U N G E S
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The challenges of rapid expansion
Over the last two decades, the 
Plaza Premium Group has expanded 
exponentially, from one lounge to 
becoming a global airport hospitality 
services provider, but this rapid growth 
has presented challenges across the 
business.

Song says it started with a centralised 
system and as the company expanded, it 
had to decentralise its operations. “Having 
expanded in such a short period of time, 
it is always a process and a learning curve 
for us and our in-market teams. One of 
the biggest challenges is talent acquisition. 
We are in the people business and getting 
the right people with a right mindset is 
not easy,” he says.

Last year, Plaza appointed new 
executives to bolster its leadership 
team and the changes have boosted its 
global goal of improving the customer 
experience and service offerings across its 
expanding network. 

Song says it also has to work closely 
with airport authorities across the globe 
by understanding their needs in order 

to provide tailored airport hospitality 
solutions specific to their airport.

“In addition, each region has different 
rules when it comes to legality and 
procedures, so it does vary, but we have 
overcome a lot of challenges and have 
come out stronger as a result of this,” he 
adds.

The airport lounge market is huge 
and growing to satisfy demand from 
passengers but Plaza has diversified what 
it provides and it has also rolled out other 
airport hospitality facilities such as transit 
hotels, meet and greet services and dining 
to its portfolio.

In addition to its own brands Plaza 
Premium Lounge and Plaza Premium 
First, it also manages partner lounges for 
alliances, airlines and financial institutions.

Song says airports are always looking 
at enhancing its offerings and lounges 
are still one of the key features, and the 
market has plenty of room for a variety of 
players and it welcomes the competition 
from other operators.

“Even though there is competition, the 
competition inspires us to think out of 

the box, and by drawing from our global 
experience and we persevere and will 
always put together a proposal – be it 
airports, airlines or alliances to create a 
unique airport travel experience with the 
introduction of our suite of global airport 
hospitality solutions,” he notes.

Space at airports is a premium
Space at some airports around the world 
already in need of expansion can be 
premium but it seems lounges are high on 
the priority list for development.

There are many services that airports 
want to feature, but lounges tick a 
crucial box as they meet the thirst from 
travellers’ who are increasingly wanting 
a better experience as soon as they pass 
through security or arrive.

Song says in his experience, airports 
are always trying to upgrade and enhance 
offerings within the airport eco-system, 
and they want to include many features, 
but lounges are always key, as a sanctuary 
for travellers to recharge, relax and 
unwind when they depart, transit and 
arrive.

“Therefore, we still see the 
opportunities for us to further expand,” 
Song says. “Not to forget, we do not just 
offer airport lounges, we create airport 
experiences, whether it be in the lounges 
or across our airport hospitality brands to 
create a seamless airport journey to global 
travellers. This is a great differentiator for 
us to be able to win so many contracts 
in the past years and continue to grow in 
more markets.”

But what are Plaza’s goals and targets 
for 2019?

“Our goal is to make travel better by 
expanding our global airport hospitality 
solutions across all our business lines with 
both existing and new airport partners,” 
Song says. “Particularly in 2019, we will 
be exploring development opportunities 
especially in the United States, China and 
India. The group is already off to a strong 
start with new contracts granted. Once 
information is available, we will surely 
be announcing more news so watch this 
space.”

The Hong Kong based lounge operator 
is a firm bet to open more lounges in 2019 
and announce a string of new locations 
across the globe.

A I R P O R T  L O U N G E S
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Dubai-based aviation services provider 
dnata says it is looking to cash in on 
the growing lounge sector and is 
targeting a roll-out of its marhaba 
brand to more locations across the 
globe.

It now operates 12 departure airport 
lounges in five countries, the UAE, 
Singapore, Switzerland, Pakistan and 
Australia, but more are on the radar.

Stewart Angus, Divisional Senior Vice 
President, dnata International Airport 
Operations, says lounge expansion is a 
major focus for the company.

“We are looking to expand in more 
VIP lounges, and this is a focus area 
for us. We already have Dubai, and 
Switzerland and Singapore Changi and 
others, but there are opportunities. 
We are looking at a single product 
using the marhaba brand that we 

have in Dubai and to make them all 
consistent.

“There is a bit of a growing trend 
with lounges and an opportunity. 
Among economy passengers there 
is market that is prepared to pay for 
something different and there is a lot 
of growth in that sector,” he says.

Angus says there is a growing 
demand for a better experience from 
air travel consumers. “The other trend 
relating to that is in leisure travel and 
retail is much more to do with the 
experience, which is where lounges 
fit in,” he says. “We are looking at 
developing more lounges. We know 
many airports which are prepared to 
adjust facilities to create that product. 
Dubai has done very well and we 
want to take that model and grow it 
internationally.”

A growing private lounge operator in the UK 
is No1 Lounge which has opened two new 
lounges - one at Birmingham Airport and one 
at Gatwick Airport.

Clubrooms on the main concourse near 
to most of the departure gates is the second 
No1 Lounge at Birmingham, complementing 
the existing one opened in 2012 and it 
becomes the fifth lounge at the Midlands 
gateway – adding to an Emirates Lounge, and 
two Swissport operated Aspire lounges.

Phil Cameron, Founder and Chief Executive 
officer, No1 Lounges, says the new lounge 
provides passengers with an “even more 
refined and memorable experience”.

“This opening is part of a major expansion 

programme for No1, bringing more lounge 
choices and availability to airports across the 
UK and beyond,” he adds, suggesting No1 may 
soon open more lounges internationally.

The new No1 Lounge at Gatwick Airport 
is in the South Terminal and is free for 
Norwegian Premium passengers. My Lounge 
adds to one already in the North Terminal 
and Cameron said it has been opened to 
meet “the ever-increasing demand” and is 
targeting the premium economy and leisure 
markets.

The No1 brand operates five lounges across 
Heathrow, Edinburgh and Birmingham, and 
now has three in each terminal at Gatwick.

dnata looks to expand 
marhaba Lounge brand

No1 Lounge 
adds more 
lounges in 
the UK

A I R P O R T  L O U N G E S
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Following a 12-month redevelopment, Qantas has completed 
a major upgrade of its domestic lounges at Melbourne Airport 
providing customers with more seats, an Asian spice bar and 
premium designs inspired by Melbourne’s landscape.

The new Domestic Business Lounge and Qantas Club have 
been completely redesigned to use space more effectively, 
offering seats for nearly 900 customers. More than 130 
additional customers can be accommodated.

The Melbourne development is part of Qantas’ multi-million 
dollar global lounge improvement program upgrades to six 
lounges in Auckland, Brisbane, Hobart, Sydney, Tamworth and 
Tokyo.

The flagship Sydney International Airport First Lounge will 
be refreshed and expanded by 15 per cent while at Auckland 
International Airport the First and Business Lounges will be 
redesigned into a single lounge based on the format of Qantas’ 
international lounges in London and Hong Kong.

In Tokyo – the Tokyo Narita International Airport lounge will 
be refreshed with a new design and improved dining options and 
at Brisbane International Airport the lounge will be expanded to 
cater for an additional 100 guests and completed in early 2019, 
while in Hobart and Tamworth – both lounges will be completely 
redesigned with more space and seating.

Qantas operates 53 lounges worldwide. In the past five years, 
Qantas has built, upgraded or refreshed 85 per cent of its lounge 
network.

Alan Joyce, Chief Executive Officer, Qantas Group, says: “We 
know the lounge experience is a key part of people’s journey and 
it’s also how we reward our most frequent flyers. As the demand 
for premium travel increases, we’re responding with more space 
in our lounges, more dining options and designs that reflect the 
destination.”

AMEX to open first 
Centurion Lounge 
in Europe 

Qantas investing in 
its lounges to meet 
rising demand

A I R P O R T  L O U N G E S

American Express is to open its first 
Centurion Lounge in Europe post-
security at Heathrow Airport’s Terminal 3 
sometime in 2019.

The lounge will be the company’s 13th 
across the globe and second outside of 
the US – the other being at Hong Kong 
International Airport.

The new 7,000 square foot lounge 
will offer a range of facilities such as 
complimentary food and beverages and 
access to high speed wi-fi and private 
noise-buffering work stations.

Chris Cracchiolo, Senior Vice President 
of Global Loyalty and Benefits, American 
Express, says: “Both in business and 
their personal lives, our Premium 
Cardmembers are living more globally, and 
we are committed to meeting their needs 

wherever they go.”
American Express is also expanding the 

Centurion Lounge brand in the US and will 
open them at New York’s John F. Kennedy 
Airport, Denver International Airport and 
Los Angeles International Airport in 2019.

These add to lounges at New York’s 
LaGuardia Airport, Las Vegas’ McCarran 
International Airport, Dallas/Fort Worth 
International Airport, San Francisco 
International Airport, Miami International 
Airport, Seattle-Tacoma International 
Airport, Houston’s George Bush 
International Airport and Philadelphia 
International Airport.

Meanwhile, Star Alliance and Guangzhou 
Baiyun International Airport have agreed 
on space allocation to facilitate the 
establishment of a Star Alliance branded 

lounge at the airport.
Jeffrey Goh, Chief Executive Officer, 

Star Alliance says the facility will be built 
in Terminal 1 for use by the 10 member 
carriers of the alliance to serve the 
growing market.

Star Alliance First and Business Class 
passengers as well as Star Alliance Gold 
Card holders currently have access to 
more than 1,000 lounges across the 
alliance’s global airline network.

In addition to airlines’ own lounges 
and those operated by third parties, Star 
Alliance offers seven branded lounges 
located in Buenos Aires, Los Angeles, 
Nagoya, Paris, Rio de Janeiro, Rome and 
São Paulo.

SPRING 2019 | Airline Routes & Ground Services 39



Aviation gets 
cyber savvy
The air transport industry is deploying 
the latest technology to strengthen 
physical and cyber security defences, 
writes Martin Courtney

S E C U R I T Y 
D E V E L O P M E N T S

The implementation of fast, convenient 
security controls to smooth the passenger 
journey is a key element of competitive 
differentiation amongst airlines, airports and 
ground handling companies.

New approaches based on innovative hardware, 
software and data sharing processes that utilise the 
latest technology are starting to make a difference.

But the industry also must keep a close eye on the 
cyber security vulnerabilities created by mass digital 
transformation and stay one step ahead of hackers 
and regulators in ensuring sensitive information is 
properly protected.

Biometric identification on trial
Airports around the world are using sophisticated 
new IT systems - made up of high definition 
cameras, tracking and analytics software - to trial 
biometric identification systems for example.

Lufthansa became the first airline to use biometric 
exit cameras on flights from Miami International 
Airport (MIA), allowing passengers to access the 
aircraft without either a boarding pass or a passport. 
The system was jointly conceived and developed by 
a partnership that also included MIA, US Customs 
and Border Protection and SITA.

Cameras snap passengers at the boarding gate 
to confirm their identities and authorise them 
for travel, with each facial recognition process 
estimated to take less than two seconds with a 99% 
match rate success.

Los Angeles International Airport too is piloting 
similar biometric boarding technology from 
Gemalto to see if it complies with US Customers and 
Border Protection (CBP) requirements. Gemalto’s 
video-based Live Face Identification System (LFIS) 
analyses high resolution footage to match images 
against an existing personal document database and 
feeds the results into CBP’s Traveler Verification 
Services system. 

Other biometric systems being set up by Emirates 
and Aruba Airport go further by extending facial 
recognition to bag drop, border control and 
boarding. Emirates will shortly launch a biometric 
path system that uses a mixture of facial and 
iris recognition to check in for flights, complete 
immigration checks, enter the Emirates lounge and 
board the aircraft just by walking through Dubai 

T E C H N O L O G Y
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International Airport for example, with no 
human intervention whatsoever.

The Aruba Happy Flow – developed by 
the Government of Aruba, Aruba Airport 
Authority and KLM, in cooperation with 
developing partners Vision-Box, Schiphol 
Group and the Dutch Government 
– is an identity management system 
being applied to passengers visiting 
the Caribbean Island of Aruba. For the 
moment passengers show their passport 
once to enrol their biometric data at 
the check-in desk and are then free 
to move across all other stages of the 
airport process whilst being automatically 
identified at various touch points. It is 
envisaged the system could be extended 
to other airport stakeholders in the 
future and used for lounge access, hotel 
bookings and tax-free shopping for 
example.

Though most, if not all, of these 
biometric systems remain in the pilot 
phase for now, airlines and airports are 

already reporting significant benefits 
to operational efficiency that enable 
them to better handle passenger flows 
in peak periods, not least by eliminating 
long queues and providing real-time 
congestion management.

Cyber threats and data breaches
Airports, airlines and ground handling 
companies capturing sensitive passenger 
details through biometric enrolment 
systems, or any other form of data 
collection must be doubly careful 
about how they protect and store that 
information.

Failure to comply with either sovereign 
or international data protection regulation 
can lead to not only to hefty fines but 
also generate considerable reputational 
damage for companies found to be lax in 
their custody of that data.

The aviation sector was hit by a major 
data breach in October last year when 
hackers gained unauthorised access to 

the IT infrastructures of Cathay Pacific 
and stole the passport numbers, travel 
histories and contact details of an 
estimated 9.4 million customers.

The attack highlights the importance 
not just of protecting sensitive data 
against compromise, but also making 
sure any data breaches are notified to the 
relevant authorities irrespective of where 
they happen to occur.

Cathay Pacific handles the data of 
European Union (EU) nationals whose 
private data is subject to the terms of 
the General Data Protection Regulation 
(GDPR) introduced in May 2018, legislation 
that gives national data protection 
authorities in EU countries the power 
to impose fines of up to EUR20 million 
or 4% of a company’s annual turnover, 
whichever is the greater.

Other recent data breaches involving 
airlines include British Airways, Air 
Canada and Delta Air Lines, all of which 
lost sensitive customer details as a result 
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of an orchestrated cyber-attack. That has 
led to suggestions that cyber criminals are 
deliberately targeting the industry because 
it is vulnerable, with the European Aviation 
Safety Agency (EASA) estimating an average 
of 1,000 attacks occur per month on aviation 
systems.

Cyber security specialists addressing 
demand
Recurring cyber security incidents and new 
regulations like the GDPR have brought the 
need for investment in better protection 
into sharper focus over the last 12 months. 
Air transport industry IT services provider 
SITA calculates that aviation spend on 
cyber security products and services grew 
to $3.9 billion in 2018. According to the 
company’s 2018 Air Transport Cybersecurity 
Insights report, 89% of airline CIOs plan a 
major programme around cyber security 
initiatives between 2018 and 2021, up from 
71% in 2017. The figure was higher for 
airports – 95% are planning major programs 
by 2021, most commonly involving raising 
employee awareness and training of cyber 
threats; achieving regulatory compliance; 
and implementing better identity access 
management (IAM) systems and processes.

Those investment plans have led some 
cyber security product and service suppliers 
to set up specialist practices aimed specifically 
at customising their portfolio for the aviation 
industry. These include F-Secure which last 
year developed its Aviation CSS platform to 
better protect the hardware, software and 
communications systems typically used to 

share information between airlines, airports 
and ground handling companies. 

Elsewhere, Lufthansa is working with SAP 
to introduce IBM security solutions based on 
blockchain transactions designed to improve 
the passenger experience by protecting 
personal data being transferred between 
various aviation operations systems and their 
supply chains. Accenture too is targeting its 
blockchain platform squarely at an aviation 
industry that sees data being shared and 
transferred between multiple stakeholders 
and touchpoints – including airlines, online 
travel platforms, card providers, airports, 
immigration, government, hotels, car rental 
agencies and ground handling companies.

Forcepoint secures Pegasus Airlines data
Like other industries, the air transport 
industry has been adversely affected by a 
growing shortage of skilled cyber security 
professionals available to hire. Before falling 
prey to hackers last August (2018), BA had 
been negotiating the outsourcing of its 
security operations to IBM as it struggled 
to find sufficient numbers of skilled cyber 
security experts to implement, configure and 
manage the levels of threat protection in-
house, for example.

With experienced, knowledgeable staff 
difficult to find and expensive to hire, many 
companies in the aviation sector have started 
to put their trust in vendors that can deliver 
and maintain managed security services and 
software on their behalf. Turkey’s Pegasus 
Airlines is one, having appointed specialist 
cyber security firm Forcepoint to deliver 

“
Air transport 

industry 
IT services 

provider 
SITA 

calculates 
that aviation 

spend on 
cyber security 

products 
grew to $3.9 

billion in 2018
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range of solutions covering web and email 
security, data loss prevention, and a cloud 
access security broker (CASB) late last year.

Pegasus collects and stores vast amounts 
of customer data, many of which pertains 
to EU nationals covered by the GDPR, and 
the airline was keen to give its employees 
to that data without compromising data 
security. It also wanted a solution that was 
hosted in the cloud to allow flexible access 
for remote employees from wherever they 
happened to be, irrespective of the device 
they were using. 

After implementing Forcepoint’s Cloud 
Security and Cloud Protection platforms, 
Pegasus has noticed significant increases 
in staff productivity who now spend less 
time reporting malware such as phishing 
attempts and ransomware, leaving its 
dedicated cyber security teams free to 
focus on other tasks. The analytics engine 
also controls employee web browsing and 
email usage, keeping an audit trail of activity 
that allows the airline to quickly trace the 
source of a data breach.

Other companies – including Raytheon, 
FireEye and Kaspersky Labs – now offer 
security analytics and threat intelligence 
services designed to provide airlines, 
airports and ground handling companies 
with advanced warning of imminent 
cyber-attacks. No company can ever be 
completely secure, but there are effective 
measures that can be taken to protect 
every link in the data chain to minimise the 
chances of being successfully breached.

Luggage Scanning
New technology is also playing a 
key role in ensuring the security 

of customer baggage, with several 
airports experimenting with different 
types of scanners to screen carry-on 
luggage.
The Los Angeles World Airports 
(LAWA) and the Transportation Security 
Administration (TSA) are piloting a 
computed tomography (CT) scanner 
which is like those used in hospitals to 
investigate hand luggage by creating a 
3D image of the contents of each bag 
to identify suspicious objects, including 
liquids.
Current scanners use 2D images, whereas 
the 3D scanners (manufactured by 
Smiths Detection) give operators a 3D 
image that can be viewed and rotated 
360 degrees with back end software 
using algorithms to match objects 
against known threats in real time. With 
hundreds of images taken to create a 3D 
view in real time, operators can see much 
clearer pictures on their digital screens 
to make more accurate judgements on a 
bag’s contents. 
TSA expects to have more than 145 units 
installed at airports by the end of fiscal 
year 2019 with Australia’s Melbourne 
Airport also set to trial Smith Detection’s 
HI-SCAN 6040 CTiX 3D screening device.
In both cases, the new scanners are 
intended to improve the passenger 
experience and minimise queueing time 
by removing the need to separately 
screen liquids and gels, laptops and 
electronic items, which travellers 
currently must remove from luggage to 
scan individually.

T E C H N O L O G Y
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I N D U S T R Y  U P D A T E

Cash-strapped SriLankan Airlines’ 
restructuring committee has 
proposed the sale of the carrier’s 
catering and ground handling units.

The carrier has though decided against 
liquidating its national airline and will 
instead look for a foreign investor to 
pump in funds and help turn around its 
financial woes.

SriLankan Airlines’ has two profit-

making subsidiaries in catering and 
ground handling that it says could go 
some way to “enhancing the value of the 
company” through proper restructuring, 
the report says.

The airline is estimated to be saddled 
with loans and accumulated losses of 
nearly $2 billion.

Previous attempts to privatise the 
airline failed in May 2017 when San 

Francisco-based private equity firm TPG 
withdrew its bid for a 49 per cent stake. 
Since then, there has been no foreign 
or local investor interest in SriLankan 
Airlines.

SriLankan Airlines was profitable until 
2008 until the then president of Sri 
Lanka Mahinda Rajapakse cancelled the 
management agreement with minority 
stakeholder Emirates.

The Indian government has 
reportedly offered to sell cash-
strapped Air India’s ground handling 
subsidiary Air India Transport 
Services Ltd (AIATSL).

The government is seeking to offload a 
98 per cent stake through strategic sales 
and the remaining two per cent would be 
offered to employees of AIATSL.

Air India has huge debts although 
AIASTL is one of the shining lights and is 
profitable and posted a net profit of Rs 711 
crore in 2017/18, Rs 334 crore up on the 
previous year.

AIATSL has been providing services to 
46 airlines including the likes of Emirates, 
GoAir, Qatar Airways and Lufthansa.

SriLankan set to sell catering 
and GH units 

Air India to sell GH 
subsidiary AIATSL 

Cargojet buys GH and GSE 
company in Mirabel 
Canadian freighter carrier Cargojet 
has bought a ground handling and 
GSE company at Mirabel International 
Airport in Québec for approximately 
C$3million.

The agreement to purchase includes all 
company assets and assumes all current 
lease arrangements. No details of the 
name of the company it bought were 
given.

Cargojet chief executive officer, Ajay 

Virmani said: “The acquisition of this 
ground handling and GSE company is the 
continuation of our strategic initiative to 
insource all ground handling operations at 
airports across our Canadian network.

Cargojet carries over 1,300,000 pounds 
of cargo each business night. Cargojet 
operates its network across North 
America each business night, utilising a 
fleet of freighter aircraft.
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Gate Gourmet extends 
catering contracts with Delta 
and SWISS and opens in Bali
Gate Gourmet has solidified its long-
term partnership with the Atlanta-
based Delta Air Lines by extending a 
contract for a further five years.

The airline catering company said it will 
be servicing Delta as its exclusive service 
partner at 45 locations across North 
America, Latin America, Europe and Asia 
Pacific for the next five years.

The new global contract is the result 
of an ongoing transformation program 
the two partners have been working on 
together for several years. Gate Gourmet 
said its aim is to create a catering 
operation that matches Delta’s “industry-
leading operational performance and 
distinctive culinary offerings”.

Over the years, Gate Gourmet said it 
has consistently demonstrated the added-
value it brings to its partners through 
collaborative continuous improvement 
programs undertaken and it continues 
to collaborate with Delta to enhance 
the customer experience, operate more 
reliably, and reduce operating costs.

Gate Gourmet has also further 
strengthened its long-term relationship 

with Swiss International Air Lines (SWISS) 
with the signing of a new contract that 
extends to 2022.

Gate Gourmet and SWISS have been 
close partners at the airline and caterer’s 
home base at Kloten Airport in Zurich for 
many years.

Among the recent successes of the 
partnership was the introduction of the 
award-winning SWISS Taste of Switzerland 
concept where top chefs create seasonal 
dishes from across the Swiss regions for 
First and Business Class guests. Menus 
change every three months when the 
creations of selected guest chefs feature 
seasonal ingredients with a distinct Swiss 
heritage.

Operating from both Zurich and 
Geneva, Gate Gourmet will continue 
to design and develop fresh and varied 
meals across the airline’s first, business 
and economy classes on all its 100+ 
international routes from Switzerland.

Meanwhile, Gate Gourmet has further 
expanded its reach across Asia with 
the launch of services in Indonesia and 
will start catering services in Bali and 

says it will act as the “springboard” for 
establishing further in-flight services 
across the country.

The airline caterer has entered into a 
long-term partnership at Bali Denpasar 
International Airport with Angkasa Pura 
Hotels (APH), the subsidiary of Angkasa 
Pura Airport (AP1) that operates and 
manages 13 domestic and international 
airports in Indonesia.

Effective immediately, the collaboration 
provides Gate Gourmet with full 
management and operational autonomy 
of an existing APH operation at Denpasar 
International Airport, Bali, where Gate 
Gourmet will introduce its own best 
practices and technology in order to offer 
world-leading services to international 
airlines operating to and from the island.

“We are pleased to further strengthen 
our presence in South East Asia by 
entering the Indonesian market, which 
underscores our commitment to 
geographic expansion,” says Xavier 
Rossinyol, Chief Executive Officer, 
gategroup.

I N D U S T R Y  U P D A T E
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Movers & Shakers

Saudi Ground Services (SGS) board of 
directors approved the appointment 
of Attian Al-Hazmi as a managing 
director (MD) for the company at its 
last meeting.

Al-Hazmi has more than 30 years 
experience in the military sector and 
15 years in trading sector including 
leadership responsibilities in multiple 
sectors, including in aviation, ground 
handling, and aircraft maintenance for 
20 years.

The board also thanked previous 
MD Omar Najjar for his efforts and 
accomplishments during the period he 
spent in the company.  SGS provides 
ground handling services at 27 airports 
in Saudi Arabia to over 88 million 
passengers on 690,000 flights a year 
that visit Saudi Arabia.

Bruno Spada has been appointed as 
new Head of Airport IT at Amadeus – 
following the retirement of John Jarrell 
at the end of 2018.

Spada brings with him extensive 
experience from across the Amadeus 
business, with a strong focus on R&D 
in particular, gleaned from leading the 
R&D team for the Departure Control 
System (DCS) Flight Management 
product in London.

Amadeus has also appointed Stefan 
Ropers to lead its strategic growth 
businesses, effective from 1 February 
2019. He was most recently head of 
Adobe in Central Europe.

He is charged with driving growth 
across the company’s diverse strategic 
growth businesses portfolio, which 
includes its airport, rail, and payments 
customer units. 

Mark Campbell has been appointed as 
Managing Director of Menzies Macau 
- taking over from Raymond Lo who is 
emigrating to Canada.

Campbell has almost 40 years 
of aviation and ground handling 
experience, including nine years in 
Menzies Aviation as general manager 
roles across the Oceania region.

Campbell says: “I would like to say 
a massive thank you to Raymond; he 
has done a superb job developing the 
company and ensuring the safety and 
security of our staff.

“It’s an exciting time in Asia’s aviation 
industry, and I am delighted to have 
the opportunity to further develop 
Menzies Macau. Best of luck to 
Raymond in his future endeavours.”

American Airlines has announced 
that Kevin Brickner who currently 
serves as Vice President of Safety and 
Operations Integration as well as the 
airline’s certificated Director of Safety 
has been promoted to Senior Vice 
President of Technical Operations.

He takes over the role from David 
Seymour.

Brickner will be responsible for 
overseeing line and base maintenance; 
engineering, planning and production 
support for airframes, engines and 
components; and aircraft supply 
chain operations, among many other 
responsibilities.

Mika Stirkkinen is heading Finnair’s 
commercial unit on an interim basis 
after Chief Commercial Officer (CCO) 
Juha Järvinen left on 31 December, 2018 
to become Executive Vice President of 
Commercial, Virgin Atlantic.

Stirkkinen’s current role at Finnair is 

Vice President, Revenue Management 
and Pricing and he will take on the role 
temporarily and also be a member the 
carrier’s executive board during this 
interim period.

The airline has started the recruitment 
process for a new CCO.

Saudi Ground Services 
appoints new MD

Amadeus hires Spada to 
lead Airport IT

Menzies Aviation welcomes 
Mark Campbell 

Brickner lands American 
Airlines SVP Technical 
Operations role 

Mika Strikkinen temporarily heads Finnair’s 
commercial unit

M O V E R S  &  S H A K E R S
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Istanbul Airport is set to start full 
operations in March or April when 
the airport replaces the city’s main 
capacity-stretched hub Istanbul 
Atatürk Airport which will close for 
scheduled flights and only taking 
freighter traffic.

The new €7.4 billion gateway was opened 
“softly” on 29 October last year by Turkish 
President Recep Tayyip Erdogan and until 
now it has only been operated by Turkish 
Airlines who has been operating a few 
domestic and international routes.

Initially, Istanbul Airport can handle 90 
million passengers per annum (mppa) 
and 4.5 million tonnes of cargo, but will be 
developed further in phases with the aim of 
having capacity for 200mppa. Investment 
will continue and rise to €10.5 billion once 
all phases are completed.

All airlines operate in one terminal and 
two runways are open initially. The plan is to 
add a third runway in 16 months, taking the 
passenger capacity to 135mppa – double the 
capacity of Ataturk.

After other development phases take 
place it will eventually see another terminal 
added, with six runways possible and 
capacity for 150-200mppa sometime from 
2026-28.

In phase one, the airport is spread over 
41.5 million square metres, compared to 
capacity-stretched Ataturk which it has 
replaced and covers only 12 million square 
metres and handles 64mppa.

The area Istanbul Airport covers compares 
to 12 million square metres at Heathrow 
Airport, 21 million square metres at 
Frankfurt Airport, 20 million square metres  
at Amsterdam Airport Schiphol and 19 
million square metres at Hartsfield–Jackson 
Atlanta International Airport – the world’s 
busiest airport for passenger traffic.

There are 143 passenger boarding bridges 
in phase one, with 114 narrow-body aircraft 
able to operate at the terminal at any one 
time, and there is 15 dedicated Airbus A380 
stands.

A metro line into Istanbul city centre is 
under construction and will start operating 
from Istanbul Airport sometime in 2020, 
but for now a bus network will be run, 
shuttling 100,000 passengers a day to the 
airport.

The operator IGA believes it will not 
take long for it to break the 100 million 
passengers a year mark, predicted within 
five years and the target is 200 million 
within 10 years of opening as Turkey is 
aiming to be ninth biggest country for air 
passengers in 15 years.

IGA has the concession to run the airport 
for 25 years when it will be handed back to 
the Turkish Government. As part of the deal 
it will pay the government €1 billion a year.

Istanbul’s other airport is Sabiha-Gocken 
Airport which primarily handles the services 
of low-cost carriers like Pegasus Airlines and 
easyJet.
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