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President’s Message

N
ATA members who participated in the 2016 
Aviation Business Roundtable arrived in our 
nation’s capital the day after what was to many, 
one of the most unexpected general election 

results in history. As a result, the timing of the Roundtable 
couldn’t have been better as it served as the confluence 
of both the political and industry forces confronting avia-
tion businesses today. Being in the aviation sector for over 
three decades, I found the day to be both interesting and 
extremely useful.

In developing this year’s Roundtable, our staff collabo-
rated to create a top-tier format that provided attendees the 
opportunity to discuss issues with their peers. I am particu-
larly grateful for the response that we received from industry 
leaders to our call for panelists; it resulted in an excellent 
group to lead our discussions on the state of FBO compe-
tition, the evolving Part 135 business model and aviation 
business insurance. A long-overdue element was added to 
this year’s Roundtable agenda as senior representatives of 
the aircraft manufacturing community joined us to discuss 
their plans and the implications for aviation businesses. 
The NATA staff worked tirelessly to make the Roundtable a 
success and let me acknowledge the generous support of the 
event from member companies including; Atlantic Aviation, 
Bakersfield Jet Center by Loyd’s Aviation, Jet Aviation, 
Napa Jet Center, Pentastar Aviation, Priester Aviation, Ross 
Aviation, and TAC Air.

I urge you to take a few moments to review Megan 
Eisenstein’s recap of the Roundtable (page 38) to cap-
ture a sense of the comprehensive, far-ranging nature of 
our discussions. The appearances of FAA Administrator 
Michael Huerta, NTSB Chairman Christopher Hart, industry 

analyst Richard Aboulafia and CNN political commentator 
Matt Lewis, enhanced our industry panels. Administrator 
Huerta’s comments about potential changes in the FAA 
structure dovetailed nicely with Matt Lewis’ remarks about 
the election and what it portends for the future.

Bill Deere’s column dives deeper into this issue, exploring 
how the results of the 2016 election present both potential 
risks and rewards to aviation businesses. In a statement 
after the election, I noted President-elect Trump’s reg-
ulatory and tax reform agenda offers the opportunity to 
resolve—in a sensible manner—issues relevant to aviation 
businesses. We hope the new administration will move 
quickly to clarify that federal excise taxes should not be 
applied to aircraft management services and to ensure all 
aviation taxes are deposited into the aviation trust fund. His 
selection of Secretary Elaine Chao to lead the Department of 
Transportation signals that infrastructure issues will be an 
administration priority. The President-elect’s use of business 
aviation throughout his career is a good early indication of 
his understanding of the value of private aviation.

However, there are other views of the new political 
climate. Some who support the airline effort to corpora-
tize air traffic control have already attempted to portray 
the President-elect as a fellow proponent. A platform to 
renew the ATC corporatization debate will exist in 2017 as 
Congress must once again develop legislation reauthorizing 
the FAA. We hope that we can move past this divisive issue 
and instead develop laws to improve the consistency of FAA 
decisions across its offices and regions, continue to stream-
line the FAA certification process reflecting today’s pace of 
innovation and assist the agency in operating as efficiently as 

Continued on page 6 

Laying the Groundwork  
for 2017
By Martin H. Hiller
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President’s Message
Continued from page 5

possible. It reinforces why it’s more important than ever for 
aviation businesses to stay engaged with NATA. Your input 
with lawmakers at critical moments in the debate may well 
be all that stands between the airlines and their dream of 
operating the air traffic control system.

Finally, in my inaugural President’s Message, I discussed 
the importance of NATA moving beyond communicating 
through your email inbox to interacting with members at 
regional industry briefings and participating in aviation 
gatherings across the country. I urge you to take a moment 
to read Tim Obitts’ column discussing the implementation 
of that initiative. It’s through these interactions with you, 
our members, that we become more effective advocates on 
your behalf. So I encourage you to make time to visit with us 
when we are in your area in 2017. We work for you and this 
is your Association.  

Do you have clear vision into your  
compliance requirements?
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A Capitol View

Buckle Up For a 
Potentially Wild Ride
By Bill Deere

W e hope 2017 will be a year where the aviation com-
munity can work together toward making the FAA 
as effective an agency as possible. 

As we noted last quarter, the direction of future aviation 
legislation will be decided, in part, on the results of the 2016 
election. Rarely has an election generated so much subse-
quent uncertainty. While it is—for the moment at least—a 
Republican world, the margins of control are thin. And when 
it’s time to fill in the details, it’s unclear how aligned congres-
sional Republicans will be with the incoming Administration. 
For aviation, the biggest unanswered question is the Trump 
Administration’s position on ATC corporatization. The Trump 
campaign had comparatively little to say about aviation, 
instead focusing on a proposal to leverage public-private part-
nerships and private investments through tax incentives to 
spur $1 trillion in infrastructure investments over ten years.

Already, concerns are being expressed in Congress about 
how to pay for such an upgrade. The incoming Administration 
also has other priorities including tax reform, at least a partial 
repeal of the Affordable Care Act, and the rollback of regula-
tions perceived to impact American competitiveness. Where 
will aviation fit in that priority list and to what degree will the 
new Administration be willing to expend political capital? 

Early signs indicate general aviation will find itself locked in 
yet another struggle over management of our nation’s air traffic 
control system. Even before the general election, Airlines for 
America (A4A), the association representing all major carriers 
except Delta, announced its intention to renew efforts to per-
suade Congress to create an air traffic control corporation.

ATC corporatization proponents did not wait for 2017 
and resumed their advocacy during the post general election, 
“lame-duck” session of Congress, attempting to silence a 
major critic of corporatization—the Department of Defense 
(DoD). The proposed solution to the DoD’s concerns over ATC 
corporatization, legislative language directing the Department 
to “comply with all mandates related to the provision of 

air traffic control services.” Language, in the words of ATC 
corporatization opponent Senator Bill Nelson (D-FL), that was 
“inappropriately telling the Department of Defense to shelve 
its concerns.” This was classic backroom politics, a behind-the 
scenes effort by powerful, well-funded interests that, absent 
opposition from Senator Nelson and others, would have si-
lenced an important voice in the corporatization debate. 

As Marty indicated in his President’s Message, FAA 
Administrator Huerta went to the heart of the issue at our 
recent Aviation Business Roundtable when he noted that all 
stakeholders are searching for the best way to invest in aviation 
technology and infrastructure going forward. The breakdown in 
the federal budget process we have witnessed over the last eight 
years, including government shutdowns, certainly provides 
fodder to the airlines that support ATC corporatization.

In that context, NATA disagrees with the A4A policy pre-
scription. We do not believe the airline solution to a budget 
issue which challenges the entire federal budget, is appropri-
ate to our national aviation system. The airline solution could 
destabilize the world’s most complex - yet safest - air traffic 
control system. In addition, it would undermine investment in 
rural America and erode general aviation’s access to airspace 
and airports. We have a national aviation system, one that was 
deployed consistent with other national investment policies, 
such as, those related to the national highway system and ubiq-
uitous access to broadband. Corporatizing air traffic control 
puts at risk future development of a system that was intention-
ally designed to benefit all users, not just a chosen few. 

NATA will be in the mix, reminding policymakers of the 
important role you play in both the national economy and 
your communities as valuable job creators. In the end, you are 
still the industry’s best advocates and your outreach to law-
makers at critical moments in the upcoming debate may mean 
the difference between a national aviation system and one that 
will be by, for, and of the airlines.

So buckle up for what could be a wild ride. 
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Growing Forward: NATA 
Programs and Membership
By Timothy Obitts

A s National Air Transportation 
Association (NATA) looks 
back on 2016 we have 

much for which to be thankful: 
■■ The NATA membership in-

creased by nearly ten percent 
■■ Doubled attendance at both 

the NATA Aviation Business 
Conference and Aviation 
Business Roundtable including 
wonderful reviews from attendees 

■■ Doubled the number of live ed-
ucation programs and seminars 
and launched two new pro-
grams, NATA’s The Essentials 
of Hangar Subleasing 
and The NATA Certified 
CSR Training Program

■■ Rolled out the NATA Workers 
Compensation Insurance 
Program, underwritten by 
Allianz, which provides pro-
gram participants the potential 
for a Good Experience Return 

■■ Continued our strategic re-
lationship with IFBOA, al-
lowing NATA members to 
participate in the highly 
successful IFBOA Workers 
Compensation Safety Group 
Program, underwritten by QBE

■■ QBE’s 2016 program included 
a 27% Good Experience Return 
for participants, thereby 
putting money back in the 

pockets of IFBOA mem-
bers and NATA members

■■ Introduced a subscription 
program in Safety 1st Training 
and increased use of NATA’s 
Safety 1st industry leading safety 
training program by FBOs 

■■ Worked strategically with IBAC 
to promote IS-BAH, which saw 
a large growth in adoption, 
both in the U.S. and abroad

■■ Increased participation and 
efficacy of NATA’s various 
policy committees, helping 
shape the strategic direction 
of NATA and its mission

■■ Launched a student 
membership and col-
lege chapter program

■■ Introduced the NATA Loss 
of Medical License Disability 
Insurance Program, providing 
Part 135, Part 91, and Part 91k 
pilots the same type of loss 
of license disability and life 
insurance program provided to 
legacy carrier pilots, coupled 
with aeromedical services

As we look forward, our 2017 
Membership Campaign is already 
seeing additional growth in mem-
bers. The reasons cited by new 
members for joining NATA range 
from Safety 1st and the Workers 
Compensation Insurance Programs, 

to their appreciation for NATA’s hard 
work on Capitol Hill and with the 
FAA, TSA, Customs, and the IRS. 

In accordance with the NATA 
Board’s ongoing focus on demonstrat-
ing the value of NATA membership, 
in 2017 you will see a marked increase 
in educational programs, including 
the number of NATA Certified CSR 
Training programs and the launch of 
the all-new NATA Customer Service 
Workshop for Line Service Personnel. 
Additionally, there will be an in-
crease in town hall meetings hosted 
by NATA membership. In fact, the 
NATA Air Charter Committee will 
host a series of meetings through-
out the year for Part 135 operators 
where operators can discuss regional 
and national concerns. Likewise, 
the Maintenance & Technology 
Committee will host a forum to 
address issues impacting the MRO 
community. We are thrilled by the 
proactive steps the NATA Committees 
are taking to help NATA membership. 

As I have written before, we are here 
to serve you and we are only as good as 
our membership. The NATA staff cher-
ishes its interaction with members and 
we strive to better help your business 
with products and expert legislative 
and regulatory advocacy. We welcome 
your feedback and insights as we work 
hard to better serve you in 2017. 

Perspectives
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T he Catch 22 of marketing 
hasn’t changed since the first 
marketing major graduated 

college, failed to find a job in their 
chosen field of study, and instead 
became a barista to pay for the school 
loans. It goes something like this: 
Does your business employ a full-
time marketing manager? If not, has 
it retained a firm to assist with its 

marketing efforts? For most small 
businesses—not just FBOs—the 
answer is, “We can’t afford one.” And 
so, the chorus of the unemployed 
marketing managers across the coun-
try remains, “How can you afford not 
to market your business?” While the 
barista joke is just that—the need for 
a company to market itself versus its 
financial ability to do so—is very real. 

To address this topic, we first need 
to understand the need itself. Though 
some businesses proudly proclaim 
they don’t advertise (a subset of 
marketing), most would universally 
accept that marketing itself is a 
fundamental business imperative. 
Yet, we’re still not to the need. Why 
do businesses market themselves? 
What is the point of marketing? 

Continued on page 13

Marketing: THE RELENTLESS 
PURSUIT OF 
RELEVANCE

BY DOUGLAS WILSON



MAYO
A V  I A T  I  O  N

  

A D V A N C E D  A I R  



Aviation Business Journal  |  4th Quarter 2016 13

Marketing: The Relentless Pursuit of Relevance
Continued from page 11

When reading these questions aloud 
to a room full of department heads, 
the outside sales manager will likely 
answer that marketing “primes the 
pump of the sales engine” or some 
other such ridiculous metaphor. The 
reality is much simpler, and funda-
mental to us as humans. Just like 
people, businesses have a need and 
desire to remain relevant. And just 
like a child who has drawn a picture 
and seeks a parent’s recognition 
and approval, businesses likewise 
need to present the picture they 
have drawn, their unique narrative, 
and receive recognition in the form 
of patronage by their customers. 
Marketing, ergo, is that relentless 
feedback loop; the relentless pursuit 
of relevance. To lose relevance, is to 
no longer be needed, which is a very 
dangerous thing for a business. 

Establishing the need for mar-
keting for FBOs, marketing is an 
altogether-more-complex affair than 
just the affordability equation. First, 
in the FBO space, there are far fewer 
customers to whom FBOs market 
than a normal retail business, and 
those customers, are far more savvy 
consumers than most. While all of 
us need water to survive, we don’t 
have to visit an FBO to survive, even 
if many do offer free bottled water. 
Hence, if one is marketing bottled 
water to the general populous, that 
product appeals in some way to every 
human being alive today. For an FBO, 
marketing is limited to those who 
understand what an FBO is, or does, 
and who have a business or personal 
need to operate, own, or fly on a 
business or general aviation aircraft. 

Who is your FBO’s customer?
Furthering the complexity, 

potential customers onboard an 
aircraft tend to fall into distinct 
groups—either flight crew member 
or passenger—each with differing 
needs, interests, and responses to 
different marketing messages. It 
is these groups that lead to one of 
the longest running debates at the 
FBO level: Who exactly is the FBO’s 
customer? Is it the pilot or the pas-
senger? While data quantifying the 
number of business or GA passengers 
is unavailable, the statistics for “ac-
tive” pilots is a published figure. At 
the end of 2015, that number stood 
at 590,039 according to the FAA, a 
remarkably small group in market-
ing terms. An FBO mustn’t forget 
of course, there are other customer 
groups not on the plane, such as 
charter, management or fractional 
companies; and they are influenced 
by the marketing function differ-
ently than the pilot or passenger.

Finally, and largely recognized by 
the industry, the generational shift 
that began ten years ago is in now full 
swing. There are pilots today in their 
twenties and thirties flying passengers 
in their sixties and seventies. Captains 
of industry are flown by captains of 
the computer era. Plus, there are 
pilots in their sixties or seventies 
flying passengers in their twenties or 
thirties, the latter of whom may have 
made their fortunes online. In either 
case, the various mediums used for 
marketing, and the messaging itself 
will need to vary for a few years still 
to come. Loosely translated, and 
using advertising as the marketing 
example, FBOs today should con-
sider both print and online outlets. 

Brand Awareness
Notwithstanding the complexities 

of a small customer base, an ongoing 
customer identification debate, and a 
shifting demographic in the cockpit 
and cabin, marketing, in all its forms, 
can be categorized much more simply: 
Brand Awareness or Call to Action. 
And often, one must establish Brand 
Awareness prior to embarking on a 
Call to Action message or campaign.  

The first form of marketing is 
what it means—Brand Awareness. 
Be it an ad campaign, giveaways with 
an FBO’s name, or even an FBO’s 
website, Brand Awareness is simply to 
create recognition of who the FBO is, 
their marketplace position, location, 
and offering. Keep in mind the “who” 
is a loaded term, and an FBO’s nar-
rative should stem from its guiding 
principles, mission, and competitive 
edge. In other words, what makes 
the FBO relevant to the customer? 
Why should a customer choose your 
FBO over your competition? What 
is your FBO’s unique narrative?

For a moment, let’s reflect on the 
phrase “unique narrative.” Many 
FBOs are justifiably proud of their 
safety record, high service levels and 
great people. To be sure, our people 
make the difference is an oft-uttered 
marketing differentiator. But, at 
the FBO level, such lofty claims fall 
on deaf ears. Nor for that matter, 
is an impeccable safety record or 
exceptional service unique. It is an 
expectation that a high quality FBO 
has all three—safety, service and 
great people. This not-so-unique 
narrative is most manifest in FBO 
advertising. These ads feature the 
exact same imagery: A cabin class 

Continued on page 15
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Marketing: The Relentless Pursuit of Relevance
Continued from page 13

business aircraft—call it a Global or 
a Gulfstream—visibly chocked and 
coned, an expensive car planeside, 
and a phalanx of attractive women 
who just happen to be greeting de-
planing passengers. It is formulaic. 
More importantly, it’s not unique. 
Brand awareness marketing should 
position your FBO in a manner that 
is distinguishable from other FBOs. 
What is it that makes your FBO 
safer, your service distinguished, 
or your people unlike any other?

A Call to Action
The second form of marketing is 

the Call to Action, and is straight-
forward. A consumer is asked to 
respond to a marketing appeal by a 
business, for example, to receive a 
special price, discount, gift, or oth-
erwise. The easiest example of Call 
to Action marketing is one of its first 
forms—coupons. Though declining in 
print these days, most familiar is the 
grocery store coupon that implores, 
“Bring this coupon in and save X on 
your next purchase.” A once well-
known FBO whose doors shut in 2014 
after 45 years of service used the Call 
to Action form of marketing in the 
extreme, offering free Omaha Steaks, 
among other gimmicks, to lure poten-
tial customers. Further, while their 
narrative wasn’t all that unique, the 
manner in which they told it in their 
advertising was, featuring cartoons 
along with coupons. Although many 
cringe today when thinking of the 
once-overt nature of Flower Aviation 
and their Call to Action marketing, 
it was indisputably unique, memo-
rable, and worked for years. Over 
time however, the Call to Action lost 

relevance, and failed to evolve quickly 
enough to a changing demographic.

Today, the Call to Action for FBO 
marketing is much more subtle than 
in the past. It is executed through 
email marketing programs, such as 
MailChimp, Constant Contact, ban-
ner ads, and the like. It is measured 
in open and click-through rates. 
While an excellent and inexpensive 
tool, email marketing can have a 
major drawback to the uninitiated. 
Notwithstanding the known draw-
backs of spamming potential custom-
ers, consider the loss of credibility 
when a potential customer opens 
the email and clicks through to the 
FBO’s webpage, only to find a web-
page that hasn’t been updated for 
years, or has no information regard-
ing the offer. The law of unintended 
consequence applies, and FBOs are 
wise when considering electronic 
direct mail media to first vet their 
web presence, including the FBO 
website and social media pages.

Other forms of Call to Action 
marketing remain: pilot incentive 
programs, such as Avfuel’s AvTrip 
Program, World Fuels’ FlyBuys 
Rewards, or Atlantic’s Awards for 
example, are immensely popular. The 
latter of these is colloquially known 
as Captain’s Bucks to flight crews as 
the loyalty program literally results 
in preloaded American Express gift 
cards. The point being, these pro-
grams, along with advertisements 
that encourage a click through, or a 
registration in a rewards program, are 
examples of the Call to Action concept 
of FBO marketing. Finally, consumers 
generally need to have an established 
understanding of “who” is sending the 

message, so simply advertising an ex-
tremely low fuel price doesn’t always 
work as a Call to Action—especially 
if the FBO is relatively unknown.

These concepts are merely the tip 
of the iceberg, and don’t consider 
many forms of marketing such as 
industry event participation, spon-
sorship opportunities, community 
involvement initiatives, and chari-
table giving, among others. Moreover, 
this is merely a conceptual framework 
meant to spark an internal dialogue 
at the FBO level. What is your FBO’s 
unique narrative? What do you hope 
to achieve through your marketing 
efforts? And, what types of marketing 
mediums and messaging are appro-
priate? These questions are critical 
thinking exercises, best considered 
behind closed doors with multi-
generational FBO personnel in the 
room, led by a marketing specialist, 
preferably one that speaks aviation. 

How do I know all this? A well-
educated barista told me.  

Douglas Wilson is the 

President and founder 

of FBO Partners, LLC, 

an aviation consult-

ing firm specializing 

in hangar subleasing, 

marketing, mergers & acquisitions, 

and IS-BAH, among other FBO busi-

ness disciplines. He can be reached 

at douglas.wilson@fbopartners.com
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Design Thinking for  
Aviation Safety

T he safety industry sees its fair 
share of fad ideas come and 
go; and even today, there are 

scores of branded products that offer 
to solve aviation safety problems. 
Despite catchy names, a lot of today’s 
so-called solutions to safety and risk 
management still focus on old ideas 
about the way the aviation industry 
works, and the role an organiza-
tion plays in the work ecosystems 
within it. In practice, this often looks 
like an overemphasis on human 
error, on finding “root cause,” and 
on reacting to negative outcomes. 

Design thinking avoids this focus 
on backward-looking data and, 
instead, shifts to human behavior as 
a centerpiece for product and system 
development. Although design think-
ing has its own unique vocabulary, 
and the methods push a lot of us avia-
tion folks out of our comfort zone, the 
science behind designer-like thinking 
is paying off in big ways in education, 
policy, organizational and process 
design, customer service delivery, and 
product development. Design think-
ing provides a way of focusing on em-
ployees’ individual experiences and 
of creating processes that center on 

workers. The result: more compelling 
solutions and tools that directly con-
tribute to employee safety, satisfac-
tion, productivity, and involvement.

What is design thinking?
Design thinking emerged as a 

method for capturing capacities that 
might be overlooked by more conven-
tional methods of problem solving. In 
the early 1990s, design was primarily 
focused on traditional applications 
like creating the first computer mouse 
or reinventing the toothbrush. As the 
team behind design thinking began 

BY DR. BENJAMIN GOODHEART
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to branch out into problems like 
organizational restructuring or ana-
lyzing customer needs, they focused 
on experiences instead of product 
development. Experiences are inher-
ently human, and so design thinking 
uses a system of overlapping spaces 
to provide a creative, human-centered 
process and human-centered outputs. 
Design thinking is defined in part by 
its protocol for identifying better ways 
of finding and understanding a prob-
lem and then moving quickly to test a 
variety of solutions. Often, the prob-
lems design thinking is best at helping 
solve are what designers call “wicked 
problems;” the kinds of issues that 
are tough to tackle because informa-
tion is incomplete or contradictory, 
or because the requirements change. 
Thomas Lockwood, former president 
of the Design Management Institute, 
a non-profit whose mission is to 
demonstrate the strategic role design 
plays in business, offers a comprehen-
sive definition of the concept as: “a 
human-centered innovation process 
that emphasizes observation, collabo-
ration, fast learning, visualization of 
ideas, rapid concept prototyping, and 
concurrent business analysis.” Tim 
Brown, CEO of the design firm IDEO 
(widely considered to be the nexus of 
design thinking) describes the idea as 
“…a system that uses the designer’s 
sensibility and methods to match 
people’s needs with what is techno-
logically feasible and what a viable 
business can convert into consumer 
value and market opportunity.” 

Sound too ‘out there’ to have any 
application to aviation operations? 
Fair enough. Managing safety and 
risk purely based on intuition and cre-
ative impulses probably isn’t a terrific 

idea. Over-reliance on analytical, 
rational metrics can be just as danger-
ous. Safety is not a singular outcome; 
it is a process. Human behavior, emo-
tion, interaction with environment, 
and performance all figure promi-
nently into any attempt to create 
safer, more resilient organizations. 
Here’s where thinking like a designer 
can turn ordinary safety tools on their 
heads to achieve better outcomes. 

How to think like a designer 
In practice, it is useful to imag-

ine design thinking as a three-step 
process, referring to the elements 
as steps is a bit misleading, given 
that users might move freely from 
one phase to another. On paper, 
design thinking involves inspira-
tion, ideation, and implementation. 
Although the steps to thinking like a 
designer aren’t fixed in stone, in-
spiration is a natural beginning.

Inspiration
Inspiration in the context of design 

thinking is less about a flash of bril-
liance, and more about the hard work 
of gaining empathy for the stakehold-
ers for whom the process is intended. 
Empathy is the user-centered engine 
that makes design thinking work, 
and the kind of deep understanding 
required to gain empathy for an end 
user means that we have to break 
down barriers that separate work as it 
is intended, and work as it is actually 
performed. In a traditional design 
role, this means connecting with 
customers, but in the context of safety 
systems, it is more likely to indicate 
a need to focus introspectively by 
connecting with employees at every 
level. The inspiration phase is deeply 

collaborative, and while issues of 
organizational design are often con-
veniently approached from a singular 
perspective (think management), 
co-creating solutions according to 
user needs can help avoid the struggle 
of trying to make a one-dimensional 
solution fit where it doesn’t. Often, we 
tend toward assumptions about the 
beliefs and values of the people we 
work with, and we don’t question in 
depth the motivations and emotions 
that people bring to work. Empathy, 
the intended outcome of this phase of 
the design thinking process, provides 
us a pathway to understanding those 
deep insights, but it requires that we 
participate directly with people in 
meaningful observation and engage-
ment. This phase directly affects 
safety and communication by reduc-
ing the gap in understanding how 
work is actually done, as opposed to 
how we imagine it gets done. Doing 
that successfully means there is less 
likelihood that policies and proce-
dures—as a result of unintended 
design conflicts—create the need 
for users to invent a work-around 
or circumvent a rule altogether.

Ideation
In product design, ideation 

involves rapid, free-form prototyp-
ing, and volume is key. In an orga-
nizational sense, prototypes take on 
a different meaning, but the central 
ideas remain similar. Ideation is our 
opportunity to transition from un-
derstanding the problem from a user 
perspective to identifying potential 
solutions. Experienced design think-
ers sometimes describe the process as 

Continued on page 21
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‘going wide’ to develop a lot of mate-
rial to filter through, rather than one 
refined idea. Ideation thrives on the 
ability to defer judgment as designers 
sketch, mind-map, and collaborate 
toward the generation of ideas. For 
many in aviation, focusing on creativ-
ity while tabling our rational minds is 
a tough sell. By extension, we aren’t 
always used to experimenting as a 
method of delivering more intui-
tive and appropriate organizational 
controls. However, moving beyond 
obvious solutions to address the 
“wicked problems” that continue to 
persist in organizational safety and 
systems design requires that we pro-
vide a mechanism for getting those 
obvious answers out of the way and 
giving our imagination and creativity 
a voice. The design process isn’t about 
ignoring careful examination of ideas. 
In the ideation stage, we simply want 
quantity, diversity, and collaboration. 

Implementation
Implementing ideas can be sepa-

rated into prototyping and testing 
regarding product development; but, 
if creating organizational change is 
the goal, then things look slightly 
different. When policies or proce-
dures are designed, there’s often a 
lot of pressure to make sure things 
are perfect on the first go-round. But, 
design thinking is about changing 
the way we think, remember? One 
of the common mantras of designers 
is: Build to think. Test to learn. With 
that in mind, there is no reason why 
several, small-scale changes cannot 
be applied to the way we work, so 
the design team can evaluate ideas in 
real time and make more informed 
choices. In many industries, despite 

a stated interest in gathering ideas 
to improve organizational processes, 
many of those ideas are squashed by 
the weight of bureaucracy demanding 
that any idea be vetted by manage-
ment, and then only after it has been 
submitted according to a template, 
and by the proper reporting chan-
nels. Instead of creating roadblocks 
to idea testing, the implementation 
(sometimes called iteration) phase of 
design thinking is focused on proto-
typing for incremental improvement 
of the experience for end users. For 
traditional designers, this phase is 
all about showing, not telling, even if 
the final direction is still a bit unclear. 
That means users have a chance to in-
teract with early prototypes, provide 
valuable feedback, and then drive the 
rapid progression toward a solution 
that meets their particular needs. It 
may be useful in this phase to think 
about proto-experiences, rather than 
prototypes, given that the focus is on 
organizational design. Designers can 
spend almost as much time thinking 
about how a design can be best evalu-
ated as they do on the design, because 
priming the experience to create the 
best opportunities for feedback is im-
portant to the user-centered philoso-
phy. For organizational design, the 
process may not move as quickly, but 
many opportunities for testing imple-
mentation of new processes, proce-
dures, or ideas still exist. Whether 
seeking an improved product or a 
process, it is important that designers 
don’t fall in love with their prototypes. 
Keep in mind that rapid prototyping 
and testing is part of the innovation 
process, so a lot of “first” attempts 
will end up on the cutting room floor.

Design thinking for safety
Design thinking provides systems-

level solutions to systems-based 
problems. Because of that distinc-
tion, expecting that design thinking 
is a methodology – like Six Sigma or 
Total Quality Management – that can 
be applied rather than integrated is 
setting yourself up for disappoint-
ment. Design thinking, as the name 
suggests, is a shift in the way design-
ers create knowledge and solutions. 
Just as implementing safety manage-
ment systems continues to require a 
few radical thought changes, design 
thinking inspires by throwing our old 
systems off balance. Design think-
ing addresses one of the primary 
reasons many firms struggle mightily 
with implementing safety manage-
ment systems that actually work: 
systems are designed for work as 
managers think it is done, and not 
with the end user’s needs in mind. 
Let’s explore some examples of how 
design thinking might be used for 
improving organizational safety.

Example 1
Imagine we’d like to plan and 

implement a safety reporting system 
within a maintenance department. 
Traditionally, senior managers might 
simply identify budget constraints 
before adapting an existing idea from 
a similar organization (like borrow-
ing another company’s forms and 
replacing the logos), placing some 
reporting forms near a safety bulletin 
board, and then telling the mainte-
nance team to submit reports. A year 
later, we’ll all discuss why reports 
aren’t being filed, and we might 

Continued on page 23
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convene a small committee to talk 
through the problem, make recom-
mendations, and repeat the process.

Using design thinking as a tem-
plate for the way we approach 
the reporting program, the pro-
cess might look more like:

■■ Form an understanding of what 
users (employees) need and 
want from a reporting program 
by focusing on stories and em-
pathetic interviews of front-line 
users of the process. We might 
ask a mechanic to tell us about 
a day when they felt frustrated, 
and a day when things went 
really well. We would ask “why” 
often so that we can continue 
to explore the things that affect 
that person’s response to work. 
We might identify a time when 
management really “got it” and 
a time when they didn’t, from 
the mechanic’s perspective, 
and how that looks and feels. 
We would aggregate ideas from 
many stakeholders to better un-
derstand their work experience.

■■ Shadow employees through 
their day by dressing like them, 
talking like them, working with 
them, eating with them, and 
engaging in conversation. 

■■ Ask front-line employees to de-
sign the process; then co-create 
that process after learning about 
their experience empathetically. 
Discuss the differences in the 
designs, and how the process 
of being the design recipient 
changed the resulting ideas. 

■■ Create several possible solutions 
with a bias toward action, ask-
ing ourselves ‘and then’ instead 
of examining why an idea 

can’t or won’t work. We might 
identify some far-out solutions, 
like a button that records an 
audio hazard report and enters 
it into the system, or a machine 
that knows when informa-
tion from previous reports is 
about to be useful, and reads 
the information just before it 
is needed. We would focus on 
ideas quickly, with emphasis 
on generation, not evaluation.

■■ Rapidly prototype ideas, even 
the wild ones, address the is-
sues identified in the empathy 
phase for iterative improve-
ment toward a user-centered 
solution. Because some of the 
ideas are a little far-fetched, 
we might narrow them into 
categories of the most rational, 
the most unexpected, and the 
most likely to excite the user.

■■ Place ideas back in the user’s 
control, allow them to test 
ideas, and solicit feedback.

Example 2
Our fictional company is look-

ing to add more structure to our 
internal event investigations. We’ve 
identified a line supervisor with an 
interest in safety, and sent her to a 
course that included topics in root 
cause analysis. We’re spending a 
lot of time reviewing incidents and 
accidents in the company safety 
committee, but event rates don’t 
seem to be dropping. Management 
is considering some additional 
investigation training in a classifica-
tion system like the Human Factors 
Analysis and Classification System 
(HFACS), and the part-time safety 
manager is growing more frustrated.

If we were to address the issue of 
investigations through design think-
ing, the process may go more like:

■■ Work with front-line employees 
to determine the things that 
make them successful in their 
roles, and investigate what 
creates their roadblocks. Have 
employees “walk us through” 
a perfect shift, asking ques-
tions about specific processes 
they use to accomplish work 
safely. Discuss how informa-
tion from investigations is 
communicated to them. 

■■ Work alongside the part-time 
safety manager during an or-
dinary investigation to under-
stand their perceptions of the 
role and expectations of how 
they interact with managers and 
line personnel. Ask what barri-
ers prevent them from more ef-
fectively learning how to achieve 
improved safety outcomes. 
Question why they think those 
barriers exist, and whether they 
serve alternative purposes.

■■ Brainstorm with a group about 
ideas to enable better investi-
gations. We might arrive at an 
idea for conducting investiga-
tions of things that go perfectly 
right, instead of only trying to 
learn from things going wrong. 

■■ Prototype several ideas of what 
an audit of normal operations 
looks like. Perhaps we would 
focus on trying to extract ideas 
from employees doing the work 
we’re interested in investigat-
ing to find better resources or 
processes to support them, and 

Continued on page 25
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identify what might happen 
when those resources or pro-
cesses are not readily available. 

■■ Interactively improve the nor-
mal operations investigation 
to identify and track metrics 
that help determine success in 
operations, and incorporate 
those into our management 
tools as well as into training.

■■ Follow up with front-line 
employees to evaluate how 
effective the investigations are 
at identifying and communicat-
ing the things that are working 
well, and return to the ideation 
phase or modify prototypes as 
necessary to address user needs.

Five steps to designing safety
These examples are far from the 

only applications of design thinking, 
but they represent some basic chal-
lenges that most of us in the aviation 
industry face, and give some con-
crete examples of what incorporat-
ing design thinking might look like. 
Even though designer-like thinking 
is a paradigm shift, it doesn’t have 
to be applied to every situation. The 
best way to approach changing your 
thinking is to start by realizing that 
you can tightly control operational 

variations, or you can provide op-
portunities for innovation, but you 
cannot do both. Choose those ac-
tivities or operations where you can 
afford a little latitude and you might 
find the approach increases the ef-
fectiveness of those areas. Here are 
some things you can do right now 
to help incorporate design thinking 
strategy into your organization:

■■ Identify “wicked problems.”
■■ Remove strict control—even 

if just temporarily—to allow 
more freedom for innovation.

■■ Be purposeful about seek-
ing an empathetic perspec-
tive. Ask users, “why” and 
listen to their emotional 
responses to the question.

■■ Iterate. Safety relies on 
continuous improvement, 
and design thinking can 
be a great incubator.

■■ Look at design thinking as a 
fundamental shift, one that 
drives better alignment of 
employees, allows us to think 
predictively, and creates op-
portunities for creativity.

With these practical tools, design-
ing for safety is something all of us 
can use to infuse safety manage-
ment with a user-centered focus and 

a spirit for innovation. Most of all, 
thinking like a designer can help to 
remind us that systems, whether for 
managing safety or otherwise, are 
reliant on humans for design and 
purpose. Keeping humans at the 
center of systems design ensures that 
we work and communicate more 
effectively, with greater employee 
engagement, and with a better under-
standing of what creates safety.  

Dr. Benjamin Goodheart 

manages aviation claims 

and safety strategies 

for AirSure Limited, the 

country’s largest general 

aviation insurance broker, 

with offices in Golden, 

CO and Plano, TX. Benjamin has 
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and flight instructor, and he holds a 

Ph.D. with a research focus on general 

aviation safety. To learn more about 

how AirSure can help you manage 

risk, call 303-526-5300 or visit AirSure 

Limited on the web at airsure.com.
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American Jet Charter

Atlantic Aviation

Bakersfield Jet Center 
by Loyd’s Aviation

Fargo Jet Center

Gary Jet Center, Inc. 

Harbour Air Services

Hill Aircraft

Jet Aviation

Keystone FBO Services

Marathon General 
Aviation

Marathon Jet Center

Margaret Giugliano 
(McBreen & Kopko, NYC)

Montgomery 
Aviation, Inc.

Napa Jet Center

North American Air Charter

Pentastar Aviation

Signature Flight Support

Stephen E. Maloney/
Golden Orion Trust

Sun Air Jets

NATA Flag Pins  
for Veterans Project

American veterans have been 
deployed to the far reaches of the 
Earth in defense of our nation. 
This project was developed to 
help support vital organizations 
that give back to our veterans.

2014–2016

$75,000
Flag Pins for Veterans 
Project donations 
to veterans charity 
organizations

The National Air Transportation Association (NATA) is pleased to announce the donation 
of more than $17,000 to veterans organizations raised through the 2016 NATA Flag Pins 

for Veterans Project. NATA and its members began the project in 2014 to support our nation’s 
veterans and raised over $75,000 in three years. Donations from this year’s project will once again 
support the Veterans Airlift Command and the Congressional Medal of Honor Foundation.

Nineteen NATA member organizations of all sizes joined NATA staff to participate 
in this year’s NATA Flag Pins for Veterans Project. Signature Flight Support, Atlantic 
Aviation, and Jet Aviation were significant donors to this year’s program.
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‘Tis the Season
Best Practices on Winter Preparation and Deicing

N ow that winter’s in full swing, 
Aviation Business Journal 
caught up with some of the 

snowiest, coldest, and iciest East 
Coast FBOs among NATA’s mem-
bership to look at best practices in 
deicing and winter preparations. 

Heritage Aviation’s home in 
South Burlington, Vermont, is so 
synonymous with winter that Burton 
Snowboards’ founder Jake Burton 
Carpenter and his wife, current 
CEO Donna Carpenter, are among 
the regulars. The FBO serves as 
home base for the Cessna Citation 
Sovereign that the Carpenters use 
to help shuttle VIP team members 
like Shaun White, as they follow 
the best snow around the world.

But the FBO is as known for its 
ice as its snow, and while Vermont 
may be a snow sports capital, 
winter in South Burlington does 
present certain challenges. 

“Deicing is a year-round sport 
here,” said Benjamin Myer, Heritage 
Aviation’s Director of Sales & 
Marketing. “We like to say that we 
only spray eight months out of the 
year—only!—then we take a week-
end off in May before spending the 
remaining four months preparing for 
the next winter season. By June we’re 
already deep into training, retrain-
ing, updating all of our checklists, 
and doing preventative maintenance 
on all our trucks. Because of the 
sheer volume of ice we see here, 
it’s truly a year-long struggle.”

“One of the most important things 
we’ve done is to standardize all our 

equipment,” Myer said. “We’ve gone 
to a completely standardized fleet in 
recent years, and it’s already saved 
us a ton of headaches. That’s my first 
piece of advice: just buy the whole 
fleet, because you get the benefits of 
economies of scale upfront and as 
you order parts and maintain your 
fleet; and it simplifies everything 
from maintenance to training to 
safety. The last thing you want is 
someone out there getting confused 
because one truck, or set of equip-
ment, is different from the next.”

Even more important, Myer said, 
is investing in his team. He boasts 
that the average deicing techni-
cian on the line at Heritage Aviation 
has 15 years of experience; each of 
them goes through the same annual 
in-house training, airline supple-
mental training, and NATA Safety 
1st training as his newest recruits. 

“The people make the job for you, 
and that’s the first place to make 
investments when you want your 
winter to go right,” he said. “I’d say 
our improvements in winter prep 
have all been incremental: rethinking 
personnel placement, getting the right 
teams together, expanding our train-
ing programs... things like the NATA 
Safety 1st training have been essential 
for us. We’d be nowhere without it! 
And what we’ve learned, over and 
over again, is that, if you’re willing to 
spend the money to recruit, train, and 
keep good people, then they’ll take 
care of the business for you. We have 
people who’ve worked 20 to 30 years 
with us, every winter, whom we trust 

implicitly. Deicing is inherently dan-
gerous. It’s cold, obviously. A lot of 
the time you’re out there in the dark. 
It’s noisy. You can’t see anything. 
And there’s zero margin for error, 
so you have to get the training right, 
the safety right, the people right.”

In January 2016, Heritage took 
that philosophy a step further, 
transitioning to an employee owner-
ship arrangement. Myer said he can 
already see the difference: “Now 
that everyone has some real skin in 
the game, an actual stake in it, it’s 
added an extra half-step hustle all 
around because, at the end of the 
day, we’re all beholden to the com-
pany and its success, and you notice 
it especially on the coldest of morn-
ings. These guys are out there in -20 
degrees at 4:30 in the morning, but 
they know the profits we make off 
this operation; and that they’ll be 
sharing in those profits... it makes 
the guys warmer, for lack of a better 
word, in terrible conditions. They 
know they’re getting paid for the 
extra hustle and extra hassle, and 
it makes everybody work harder.”

The team at Heritage Aviation 
doesn’t like to make a lot of proce-
dural changes during the winter. 
Instead, employee input on system 
improvements is collected throughout 
the season and reviewed in May.

“It’s never big changes—we like 
to think we have a lot of the big 
problems figured out by now—but, 
when we ask our team how we can 
do better, it almost always leads 

Continued on page 28
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to incremental improvements, 
little tweaks here and there, that 
can make a big difference in the 
long run,” Myer said. “We’ll make 
those kinds of changes to our plan 
over the summer, train everybody 
on them, and implement them for 
the following winter season.”

Winters are just as long and hard 
for George Bacigalupo, General 
Manager of Atlantic Aviation, 
near Pittsburgh, Pennsylvania. 

“A normal winter here can be 
seven or eight months of the year, 
from roughly November through 
May,” Bagicalupo said. “When the 
lake effect is going on over the Great 
Lakes, we’ll get some of that; and it 
can go on for days. The low pressure 
system just churns it in there; and it 
can drop from 25 to 30 degrees one 
day to, well below zero overnight 
and into the next, which makes fluid 
management critical. We go through 
all the standard sampling of fluids 
before the winter season, including 

samples from the trucks’ tanks and 
from the nozzles, to make sure noth-
ing has been contaminated. I’ve been 
using Ascent Technologies (now 
World Fuel) for all my years, and 
they’ve given me service like nobody 
else in the country could. You come to 
rely on those kinds of partnerships.”

Bacigalupo also takes special 
pride in his team’s speed, ef-
ficiency, and safety record.

The Atlantic Aviation team uses 
NATA’s Safety 1st training and fol-
lows the full United Airlines train-
ing program as well as an in-house, 
hands-on training program developed 
with special emphasis on deicing.

Bacigalupo said: “That training 
combination is pretty intense, but 
I think it makes a difference. We 
have both computer-based training 
and, in September, our own train-
ing where we’ll bring in samples of 
fluid, talk about the properties of 
the fluids and how they react on the 
airplane in different temperatures, 
go over proper use of all the tools, 
drill on each of our safety protocols, 
run a safety check on all the har-
nesses...we get really in-depth with 
it, get the whole group in there, and 
really get into some good stuff.”

Bacigalupo is a propo-
nent of open-bucket trucks 
for his deicing operation.

“One of the things I think is 
important is the kind of trucks we 
use, with the open buckets, because 
I really think it’s a much faster and 
safer operation than with the en-
closed buckets,” he said. “I’d guess it’s 
probably three times quicker for us to 
deice an airplane with an open bucket 

than with an enclosed bucket, simply 
because you can remove snow and 
ice so much quicker. In an enclosed 
bucket you’ve got your feet going, 
you’ve got your hands going...it’s 
just so much slower to maneuver the 
whole cab to get the shot. I believe it’s 
also safer in a couple of ways, because 
you have improved visibility. A lot 
of deicing is done in the dark, and 
when that wind is blowing and the 
glycol blows back on the windshield 
you can have real visibility issues. 
It’s looking out a window that has 
some smear on it versus a guy right 
there with a bucket who can actu-
ally see the contamination and get it 
off. You know you’ve done a better 
job because you can actually see it.”

Efficiency is another top prior-
ity for the team at Atlantic Aviation. 
Bacigalupo doesn’t like to waste time 
or fluids during the deicing process.

“In our business, time is money, 
and our fluids are money,” he said. 
“I’ve seen other FBOs deice airplanes 
and it’s a shame how much fluid is 
wasted and sent into the wind. The 
customer ultimately ends up getting 
that charge. Here, we want to make 
sure they get a fair shake on it. I’ve 
been doing this for a lot of years and 
I still go out in the morning and help 
deice. We’ve had pilots take off, be en-
route, and call me back in the truck 
to say, ‘That was the most incredible 
deicing I’ve ever experienced.’ We’re 
pretty proud when that happens.”

In Portland, Maine, Northeast 
Airmotive Vice President Mark 
Goodwin takes a moment to think 
about how his team preps for winter 
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and says the better question might 
be how his team preps for summer. 

“It can sometimes feel like we’re 
always in winter mode around here, 
and now that we’re pushing 48 years 
here with close to 20 years of deicing 
under our belts, we’ve come a long 
way,” Goodwin said. “I suppose, if we 
hadn’t figured out how to deal with 
some cold by now, then we’d be in 
real trouble. This is routine for us. 
It’s muscle memory at this point.”

Northeast Airmotive sees an 
average of 100 inches of snow annu-
ally, but it’s the cold—as low as -20 
degrees—and the condensation that 
are Goodwin’s true adversaries. 

“We can get our first frost in mid-
September and our last in mid-April, 
but it’s November through February 
when it gets awfully cold around here, 
and it’s compounded because we’re 
right on the ocean,” Goodwin said. 
“A foot of snow in a six-hour period 
will basically stop operations here, 
because the airport shuts down, but 
that’s rare—I can only remember 
one or two times in the last sev-
eral years. For anything less, we’re 
on and expected to be on time.”

Goodwin is a guy who doesn’t 
like to make excuses. He prides 
himself on not letting winter 
weather slow his team down.

Said Goodwin: “There’s a heavy 
emphasis on delay times for deicing 
because, if your airplane is late, it 
causes problems all the way down for 
the rest of the day; so we have a pretty 
good system going. In an actual snow 
storm, the team likes to use air trucks 
to blow the majority of the snow off 
the airplanes before they push for the 
gate, to get a jump start on the deicing 

process as sort of a pre-service. We’re 
a relatively small and condensed air-
port, so our gates are all in line. That 
gives us the benefit to just go down 
the line, shoot the tail, and shoot the 
wings, so we can limit the time when 
they go in for deicing. From there we 
have a pad commander orchestrating 
the flow of the airliners coming off 
the queue, sort of like a first-come, 
first-serve car wash, and we’ll have up 
to three pads going simultaneously, 
with an average deice time of three 
minutes once a plane is on the pad. In 
the winter, our whole world is making 
sure we run a safe operation, num-
ber one, and an efficient operation, 
number two. We live in this region, 
we know snow, so we shouldn’t be 
using snow as an excuse for de-
lays even on the coldest of days.”

To get ready for those kinds of 
days, putting his team in place tops 
Goodwin’s priority list. Northeast 
Airmotive begins its winter recruit-
ing efforts in June and July.

“We start to recruit early for our 
seasonal deicing help because we 
need everyone to go through the 
whole hiring process and because 
each person goes through background 
checks, pre-employment physicals, 
and a combination of in-house train-
ing, airline training, and general avia-
tion training,” he explained. “We have 
seven major airlines we work with, so 
our teams really get the Cadillac ver-
sion of all the best training syllabi out 
there; and everybody here gets exactly 
the same training. We keep a full-
time complement of four to six people 
from the deicing team year-round 
so we’re not always starting from 
scratch, then really ramp it up for 
the winter when we’re running nine 
trucks with two people in each truck 
and typically need 20 to 22 additional 
people for the season. For us this job 
is seven days a week and 20 or more 
hours a day in winter. We really only 
have June and July to take a pause. 

Continued on page 31
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By August, we’re back inspecting our 
equipment and getting down to it.”

After staffing up and training 
his people, equipment is next on 
Goodwin’s winter checklist. His team 
begins systematically inspecting each 
of its nine deicing units in August.

“From there we’ll take the list, 
start on the most serious projects, 
and work our way down so that when 
September 15th, our average first 
frost date, rolls around we’re fully 
engaged and ready to go,” he said.

Items on Goodwin’s winter 
equipment checklist include ev-
erything from checking the tires 
on his fleet’s vehicles to running 
load tests on all the batteries to 
make sure they’ll hold a charge. 

Goodwin is obsessive about 
regularly replacing and topping off 
all fluids, including antifreeze and 
windshield washer fluid rated to at 
least -20, working air dryers and 
air heaters aimed at all pneumatic 
systems and vents in his facility. 
His team completely flushes and 
replenishes the fluids in the fleet’s 
plow and snow removal equip-
ment annually, just to be safe. 

For its de-icing operation, 
Northeast Airmotive runs a 
fleet of six enclosed cabs and 
three open bucket units.

“Each has its strengths in dif-
ferent circumstances and weather 
conditions,” he said. “The goal is 
to always be atomizing the glycol, 
rather than drowning the airplane, 
so you’re applying less gallons to 
the customer and have less waste to 
reclaim later. Accurately blending to 
temperature also helps reduce waste.”

“On the FBO side, all of the equip-
ment also has to have the right fuel 

and diesel conditioner, because, 
around here, you could have 40 
degree weather and then 12 hours 
later be at -20, so you have to keep 
ahead of any condensation in the 
tanks,” he explained. “We’re right on 
the ocean, so you have to make sure 
your fuel additives are there so you 
don’t get any condensation; and, you 
have to make sure all your tanks are 
full so you don’t get condensation. 
We’re always blending to tempera-
ture to get that mix just right for 
those big temperature swings. You 
can blend up with glycol or blend 
down with water. We use Clariant as 
our sole source provider for glycol 
because it’s a great product, with 
great supply and customer service.”

Northeast Airmotive has also 
been a leader in reclaiming spent 
glycol, and now works with Inland 
Technologies on-site to reclaim 
and recycle it into new fluid. 

“We’re a 100 percent reclaim air-
port, so nothing goes in the ground,” 
Goodwin said. “Accurately blending 
fluids to temperature helps reduce 
waste in the first place, and then, for 
the last five years by airport policy, 
everything from our groundwater, 
sewers, and drains is captured and 
reclaimed. Now we’re really eager to 
be able to complete the full cycle for 
the reclaim right here at the airport. 
Inland Technologies made a multi-
million dollar expansion to their facil-
ity here this summer to help get there. 
They’re bringing in spent glycol from 
other locations and gearing up to be 
able to return pure product to us.”

Another item on Goodwin’s 
winter prep checklist seems obvi-
ous: outfitting all employees who 

work outside with appropriate cold 
winter gear, including ice creepers.

“We’ve learned the hard way, like 
everyone else, that you can do all the 
winter prep in the world and then 
still have someone go out and slip 
and fall, trying to do something in a 
hurry,” Goodwin revealed. “We try 
to keep that on everybody’s minds: 
slow down out there on the ice! If 
you fall and injure yourself, you’re 
not doing anybody any good.”

“As much as we take pride in 
our preparations, we also acknowl-
edge that no two snow storms or 
weather events are alike and that 
we always have room to improve. 
We like to run a pre-storm meet-
ing and a post-storm meeting, to 
make sure all the best practices were 
followed, talk about what worked 
and what didn’t work, and try to 
make adjustments accordingly. And, 
perhaps most importantly, we’re 
always watching the weather, always 
anticipating, always planning, so 
nobody gets caught by surprise.”   
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I n the heart of Lancaster County’s 
Pennsylvania Dutch country, 
still noted for its bucolic ambi-

ance and the 19th Century lifestyle of 
the Amish faithful, is a 21st Century 
aircraft maintenance operation, 
with a focus on one of the world’s 
most popular owner-flown aircraft 
families. The company is Advanced 
Lancaster, LLP, doing business under 

its flyADVANCED parent’s brand. 
The aircraft series on which it built 
its reputation is Cirrus, the product 
of the Duluth-based builder of light, 
single-piston-engine models, as well 
as the Vision Jet, the world’s first 
single engine personal jet, certified 
by the FAA on October 31, 2016.

Located at Lancaster Airport 
(LNS), the flyADVANCED facility 

was established in the late 1990s as 
Advanced Aircraft LLP to provide 
flight instruction and maintenance 
for general aviation reciprocating 
engine aircraft. In 2002, the com-
pany became the first Northeastern 
U.S. factory service center for Cirrus, 
according to Joel Glover, flyAD-
VANCED’s Director of Maintenance. 
Since then, the company went 

Serious About Cirrus
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through a succession of owners until 
2009, when it was purchased by Regis 
de Ramel, an entrepreneur, pilot, and 
one-time Cirrus sales representative, 
who rebranded it as flyADVANCED.

Interestingly, the Lancaster 
maintenance operation was to 
become the mother of two other 
de Ramel enterprises. In 2011, de 
Ramel was awarded the operational 

and management contract for Wings 
Field (LOM), a small general aviation 
airport just outside of Philadelphia, 
which offers maintenance, flight 
training, charter, and FBO services. 
In 2014, Aero Ways, a jet and tur-
boprop management, maintenance, 
charter, and FBO operation based 
at Wilmington, Delaware, Airport 
(ILG) came into the fold. All of 

the company’s components are 
now flyADVANCED branded, with 
corporate headquarters at ILG.

As Glover pointed out, flyAD-
VANCED has become the largest 
U.S.-based Cirrus factory service 
center. “I think what makes us 
unique is that we concentrate almost 

flyADVANCED Lancaster is a  
Top U.S. Cirrus Service Center BY PAUL SEIDENMAN & 

DAVID J. SPANOVICH

Continued on page 34
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exclusively on Cirrus, which accounts 
for about 98 percent of our business,” 
he reported. “The fact that we are a 
Cirrus specialist, and do not service 
a lot of other aircraft types, is what 
has made us successful in the Cirrus 
product line.” Cirrus’ current pro-
duction single engine piston models 
are the SR20, SR22 and SR22T.

The Lancaster location services 
over 350 customer aircraft per year. 
Of that, about one percent are a 
combination of Piper, Beechcraft 
and Cessna singles and twins. The 
remaining one percent of the business 
derives from the Diamond Aircraft 
family. In fact, flyADVANCED is a 
factory authorized service center-
-specifically for the single-engine 
DA40, and twin piston DA42.

“Diamond business is obviously 
not very large, and we are not ex-
pecting significant growth, simply 
because there are not as many 
operators out there,” Glover said. 
“However, we will continue to work 
with Diamond Aircraft, providing 
airframe and engine work.” Most of 
flyADVANCED Diamond customers 
come from Maryland, New Jersey, 
Pennsylvania and New York.

The majority of the company’s 
Cirrus customers are based in the 
mid-Atlantic states. But Glover 
remarked that Lancaster is serv-
ing a growing number of op-
erators from as far as Maine and 
Florida. “We also have a Cirrus 
customer in Missouri who flies his 
SR22 here for his airplane’s an-
nual inspection,” said Glover.

The Lancaster facility, which holds 
a FAR Part 145 repair station certifi-
cate, is housed within a single 14,000 
square-foot hangar, encompassing 

12,000 square feet of shop floor space 
and 2,000 square feet of back office. 
The staff includes eight full-time 
airframe and powerplant (A&P) 
mechanics, one manager for parts 
and warranty work, one full-time 
painter, a part-time administrator, 
and a part-time employee tasked with 
general cleanup and aircraft washing.

While flyADVANCED carries 
out most airframe and powerplant 
maintenance for its customers onsite, 
all propeller work is outsourced. 
“Most of the Cirrus aircraft are 
equipped with Hartzell propellers, 
but some early production mod-
els are equipped with either MT or 
McCauley propellers,” Glover said. 
“The SR22 and SR22T use four-
bladed propellers, while the SR20 is 
equipped with three bladed props.”

The Cirrus SR20, SR22, and 
SR22T are powered by Continental 
IO-360-ES, IO-550-N, and TSIO-
550-K engines, respectively. For 
them, as well as all engines it ser-
vices, flyADVANCED performs 
line level through “top overhauls,” 
which as Glover said, can be done 
on-wing without the removal and 
opening of the engine case. A good 
example, he explained, is the re-
placement of those engines’ six 
cylinders. “A major overhaul, re-
quiring an engine teardown, will be 
sent out of house,” Glover added.

The company’s repair station 
certificate also includes Cirrus aircraft 
avionics system work, including 
software upgrades and swap-outs 
of line replaceable units (LRU). 
In that regard, flyADVANCED is 
working with Cirrus owners to 
bring their aircraft into compli-
ance with ADS-B Out, mandated 

for the NextGen air traffic manage-
ment system as of January 2020.

“All Cirrus aircraft produced 
since 2015 are ADS-B Out compli-
ant off the assembly line,” Glover 
pointed out. “We have the capability 
to bring the older members of the 
family into compliance—in some 
cases. Specifically, if the aircraft 
comes in with a Mode S transponder, 
equipped with an extended squit-
ter, we will be able to do a software 
upgrade. But, if it’s a basic Mode 
S transponder, the work would be 
contracted out for the necessary 
hardware and software changes.”

The facility is also certified to 
do structural composite repairs, an 
invaluable asset, given that the Cirrus 
airframe is built mainly of fiber-
glass and carbon fiber materials.

One of the most interesting fea-
tures of the Cirrus aircraft family is 
that each aircraft is equipped with a 
parachute which can be deployed in 
the event of an engine failure to help 
assure a safe landing. As a factory ser-
vice center, flyADVANCED is Cirrus 
Airframe Parachute System (CAPS) 
certified. As Glover explained, the 
parachute, and rocket that deploys it, 
must be replaced at 10-year intervals. 
And, for an aircraft that has had to 
deploy its parachute, flyADVANCED 
offers a special aircraft recovery ser-
vice, available within 1,500 miles of 
Lancaster, although, Glover reported, 
longer distances could be entertained.

“Our aircraft recovery system, 
which is designed for heavy duty 
lifting and transport, consists of a 
Dodge diesel truck, pulling a trailer 
with an installed crane.” Glover 
said. “We have already made several 
Cirrus aircraft recoveries using our 
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system.” Citing factory statistics, he 
reported that as of October 10, 2016, 
there were 69 total parachute deploy-
ment events, which saved 142 lives.

With certification of the Vision 
Jet granted, Glover was asked if 
flyADVANCED is preparing to service 
the newest Cirrus family member. 
While no decisions have been made 
by the manufacturer as to who will 
maintain the six-place jet, Glover 
is optimistic he will be adding it 
to his repair station certificate.

“Because we have had a very good 
and positive relationship with Cirrus, 
I like to think we’re on the top of 
the list of those to be designated a 
service center for the Vision Jet—at 
such time as a selection is made,” 
he said. “I can tell you that we have 
done all of the required paperwork 

in preparation for certification as 
a Williams International Service 
Center for the jet’s (1,800-pounds 
thrust) FJ33-5A engine.”

As for expansion plans at 
Lancaster, Glover said the company 
“is looking at the possibility of add-
ing a new hangar and full line paint 
booth,” but he stressed that, for now, 
this is only in the conversation stage.

“At this time, the only painting we 
are doing is touchup and detailing 
work,” he explained. “The paint booth 
and hangar are something we’re just 

talking about, and we haven’t even se-
lected a decision date. There are han-
gars at the Lancaster airport which 
are available for lease, and if any 
expansion plans proceed, we would 
probably hire additional technicians.”

For now, flyADVANCED has 
the maintenance capacity to serve 
all of its customers’ needs. The 
company also supports aircraft 
repairs at Wings Field, in a 6,500 
square foot hangar, employing 
four licensed A&P mechanics. As 

Continued on page 36
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Serious About Cirrus
Continued from page 35

with Lancaster, the emphasis is on 
Cirrus, which accounts for about 
50 percent of the work at LOM.

“Most of the repair and service 
business at LOM derives from tenant 
aircraft on the field,” said Glover. 
“With the exception of composite 
work, we have all the same capabili-
ties at Wings Field that we have at 
Lancaster. In addition to Cirrus, 

we service Cessna, Beechcraft 
and Piper aircraft—and we added 
Bellanca to our repair station 
certificate at that location.”

According to Glover, flyAD-
VANCED’s owner, de Ramel, sought 
the management and operations 
contract for LOM because of its 
suburban Philadelphia location which 
he felt presented an opportunity to 

operate a flight school, and a base 
for charter services. Currently, the 
charter fleet at LOM is comprised of 
five Cirrus aircraft—three SR22s and 
two SR22T models. One aircraft, an 
SR22, is owned by flyADVANCED, 
while the other four are leased from 
their owners for the charter work.

The flight school currently employs 
six instructors. “flyADVANCED is a 

At flyADVANCED, Charter Leads
When Regis de Ramel purchased Aero Ways, 

Inc., he saw an opportunity to build upon a 

well-established aviation business with solid 

roots at the Wilmington, Delaware Airport.

“Aero Ways had been in business for about 15 

years, and had an established aircraft manage-

ment and charter business, along with a mainte-

nance facility, and an FBO,” de Ramel explained. “It 

presented a vertically integrated company that was 

very much in line with what I wanted to do.”

The flyADVANCED charter operation continues to be based 

at the Wilmington Airport, providing aircraft manage-

ment and on-demand charter. Currently, the managed/

charter fleet consists of 36 aircraft, 11 of which are 

turbine powered; ranging in size from a Gulfstream IV-SP 

to a Cirrus SR22. The plan is to bring additional aircraft 

under management and onto the charter certificate.

As de Ramel pointed out, flyADVANCED has North Atlantic 

Track authority, which authorizes U.S.-Europe operations.

In October 2016, flyADVANCED was granted Wyvern 

Wingman certification, which means that it complies 

with all IS-BAO (International Standards—Business 

Aircraft Operation) Stage II standards. “That is 

about the highest safety audit in charter,” said de 

Ramel. “In fact, I understand that only 101 on-de-

mand charter operators, worldwide, have Wingman 

certification.” He added that flyADVANCED also 

holds an ARG/US Gold rating, and expects to receive 

the ARG/US Platinum rating, sometime in 2017.

Part of flyADVANCED’s success, de Ramel stressed, 

is that it offers the same level of service to its man-

agement and charter customers, regardless of the 

aircraft type. At the same time, it is highly custom-

ized. “No two of our managed clients are alike, 

and neither, of course, are their aircraft,” he said. 

“Because of this, we develop and carry out a manage-

ment plan that each client wants. It’s a custom fit.” 

At ILG, flyADVANCED’s full service FBO is NATA Safety 

1st certified, and FAR Part 139 compliant, which gives 

it commercial airline into-plane fueling authority. 

The FBO, one of three at ILG, is part of a complex 

which includes four hangars of 23,000 square feet, 

each. One is totally dedicated to maintenance.

“Mainly, what we do there is line level work on our 

managed fleet, as well as transient aircraft, since we 

are not a FAR Part 145 certified facility at this time,” 

said de Ramel. “However, we are working on adding an 

avionics shop, which will require Part 145 repair sta-

tion certification. Our plan is to accomplish this in the 

second quarter of 2017.” He added that the long-term 

plan is to expand hangar space at ILG by an addi-

tional 50,000 square feet, but no date has been set. 
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Platinum Training Center for Cirrus 
Aircraft,” Glover said. “That means 
that the flight instructors have gone 
through the Cirrus Standardized 
Instructor Pilots course, which 
involves factory training. Also, all of 
our mechanics—including myself--are 
Cirrus factory trained, or successfully 
completed the Cirrus online course.”

flyADVANCED has built a suc-
cessful maintenance service business 
on the wings of a popular general 
aircraft. However, the popularity 
of the airframe is only one part of 
the equation, as Glover explained.

“Complete honesty with custom-
ers is a must, at every level of the 
business,” he stressed. “And while 
honesty is the number one consider-
ation, communication with customers 
runs a very close second. You should 
never feel that you are bugging your 
customer by taking the initiative 
to call and provide updates on the 
status of his aircraft. If a customer 
is calling me to ask me about his 
airplane, I haven’t done my job.”

Since May of this year, Glover 
has been a member of the NATA 
Maintenance Committee, which 
he said “has been a tremendous 

advocate” for the general avia-
tion maintenance business.

“They have really done a great 
job working with the FAA to get the 
local Flight Standards District Offices 
(FSDOs) to interpret the regulations 
and treat maintenance stations in a 
more evenhanded manner, by getting 
away from what has been different 
interpretations of the FARs,” said 
Glover. “NATA has brought this to 
light very well with the FAA, and 
as a result, we are seeing more of 
a standard approach to the inter-
pretation of the regulations.”  
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BY MEGAN EISENSTEIN

N ATA’s annual Aviation 
Business Roundtable, held 
in November, provided a 

forum for senior leadership in the 
aviation industry to explore the 
political, economic, and industry 
issues impacting their respective 
businesses. The event was tailored 
to the issues affecting the many 
segments of aviation-related busi-
nesses, including private aircraft 
services, aircraft manufacturing, 
aviation business insurance, and 
FBOs and offered valuable insights 
from key business aviation leaders. 
Analyst Richard Aboulafia pro-
vided an overview of the aviation 
industry and a market forecast 
for business aircraft production. 
Attendees also heard from FAA 
Administrator Michael Huerta, 
NTSB Chairman Christopher Hart 
and Matt Lewis, CNN political 
commentator, author and editor. 

INTRODUCTORY 
REMARKS
The Honorable Michael P. Huerta 
Administrator 
Federal Aviation Administration 

Introduced by:  
Marty Hiller, President 
National Air Transportation 
Association

The Roundtable opened with a 
breakfast keynote address by FAA 
Administrator Michael Huerta. 
The Administrator’s remarks were 
very well received and covered a 
wide-range of issues important to 
aviation businesses, including the 
agency’s initiatives on Aviation 
Safety Information Analysis and 
Sharing (ASIAS), Compliance 
Philosophy, consistency of 

regulatory interpretation, small 
unmanned aircraft regulations 
(Part 107), and ADS-B equipage. 
Administrator Huerta noted that, 
while great strides in equipage 
are happening, a key part of the 
transformation to satellite-based 
navigation is dependent upon this 
new technology. He urged NATA 
members to encourage users to 
schedule time for the upgrade 
as some avionics shops are now 
booked several years in advance. 

The initiatives discussed by 
Administrator Huerta illustrate the 
“constant state of change” of our 
industry and our innate “ability to 
innovate and collaborate” to con-
tinue succeeding in our “dynamic 
and changing industry.” The cur-
rent changes in aviation, according 
to Huerta, “are occurring more 
rapidly than in the jet age;” and 
the FAA is “working hard to create 
a culture that can respond quickly 
to these rapid changes.” To meet 
these challenges, the FAA is chang-
ing the way it regulates. Huerta 
referenced the example of the 

2016 NATA AVIATION  
BUSINESS ROUNDTABLE
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overhaul of 14 CFR Part 23, where 
the agency set aside the prescrip-
tive framework and moved toward 
performance-based standards.

PRIVATE AIRCRAFT 
SERVICES AND THE 
SHRINKING AIRLINE 
FOOTPRINT
Dennis Fox, Senior Vice President 
Flight Operations/ 
Director of Training 
Executive Jet Management, Inc. 

Donald Haloburdo, Vice President/
General Manager JAFS 
Jet Aviation Holdings USA, Inc.

Per Marthinsson, Co-Founder &  
US Managing Director 
Avinode

Alex Wilcox, CEO 
Jetsuite

Moderator: Andy Priester,  
NATA Board Chairman 
Priester Aviation,  
President and CEO

In the first Roundtable session, 
representatives from the private 
aircraft services industry shared 
their perspectives on the evolv-
ing air charter business, how their 
companies look at technology from 

an internal efficiency standpoint, 
how private aircraft custom-
ers use technology to connect 
and book charters, and what 
aircraft specifications custom-
ers look for in a private aircraft. 

The use of technology has 
played a profound role in shaping 
the private aircraft charter in-
dustry into what it is today. From 
an internal efficiency standpoint, 
technology assists in providing 
consistent information, streamlin-
ing and improving communica-
tions. When asked what are the top 
three client requests when booking 
a flight, all four panelists stated 
that Wi-Fi is absolutely essen-
tial, followed by seating capacity, 
aircraft age and refurbish date and 
photos of the aircraft. The ses-
sion concluded with a discussion 
on how the charter and airline 
industries are becoming more and 
more similar through private air-
craft service companies mimicking 
the per-seat model and technol-
ogy, such as apps, now allowing 
customers to receive instantaneous 
pricing for private charter flights. 

WHAT’S NEXT 
IN AIRCRAFT 
MANUFACTURE?
Steve Cass, Vice President, 
Technical Marketing and 
Communications 
Gulfstream Aerospace

Ernest (Ernie) Edwards,  
Senior Vice President and  
Chief Commercial Officer 
Aerion Corporation

Scott Kalister,  
Senior Vice President,  
Customer Support and Services 
Embraer Executive Jets

John Rosanvallon,  
President and CEO 
Dassault Falcon Jet Corporation 

Moderator: Gary Dempsey,  
NATA Board Member 
Jet Aviation Holdings USA, Inc., 
Senior Vice President – Global 
Customer Care

Four representatives from the 
aircraft manufacturing industry 
addressed issues impacting their 
businesses, including forecasting 
aircraft sales, workforce demand, 
meeting aircraft owner expecta-
tions and demands, and airport 
infrastructure impacts. Several 
panelists commented on how 
traditional methods of forecasting 
aircraft sales, such as the market 
index, GDP, profits, wealth cre-
ation and user plane availability, 
have failed to accurately forecast 
sales. Ernie Edwards noted that 
the OEM industry has been sur-
prised by the “phenomenal wealth 
generation” and the fact that 
“OEMs are puzzled why more peo-
ple are not purchasing aircraft.” 
The panelists stressed that new 

Continued on page 40
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purchasers now 
demand con-

nectivity on their 
aircraft to stream 

data or videos; and 
private aircraft custom-

ers also look for these same 
amenities. As more companies 

conduct business globally, heavy 
aircraft are more in demand. Steve 
Cass commented that Gulfstream 
has “seen tremendous demand 
for the G650—a shift to move to 
bigger airplanes—longer, wider 
and heavier aircraft…and the need 
for range and space capability.” 

INDUSTRY OVERVIEW 
AND MARKET FORECAST 
Richard Aboulafia,  
Vice President, Analysis  
Teal Group Corporation

Introduced by: Jeff Ross,  
NATA Board Member 
Ross Aviation, President and CEO

Richard Aboulafia, Vice President, 
Analysis at the Teal Group 

Corporation, discussed a number 
of topics, including aircraft mar-
kets, business jet market perfor-
mance trends, business aircraft 
deliveries and corporate profits, 
GDP year/year growth rates, U.S. 
business jet operations per year, 
business jet activity in world re-
gions, and business jet forecasts.

Aboulafia shared his projections 
for the upcoming year, noting, 
“This is going to be a disappoint-
ing year. Next year will be too. 
But we are not in free-fall, like 
2008.” He added that the in-
dustry is “cautiously confident 
that things don’t get worse.” 

He also discussed business 
aircraft deliveries and their cor-
relation to corporate profits, 
stating: “The last couple of years, 
corporate profits are doing fine, 
but the range of people buying 
jets seems to be narrowing.” The 
consistent theme throughout his 
presentation of statistics and data 
analysis focused on his belief that 
the future appears to be in bigger 
aircraft, and aircraft manufactur-
ers are facing a market where 
barriers to entry are still very high, 
and barriers to exit are lowering.  

LUNCHEON KEYNOTE
Matt K. Lewis 
CNN Political Commentator, 
Author and Editor 

Introduced by: Bill Deere, 
Executive Vice President of 
Government and External Affairs 
National Air Transportation 
Association

Over the lunch break, conference 
attendees heard from political 
commentator Matt Lewis. Lewis 
discussed the 2016 presidential 
election results and the impact a 
Trump presidency will have on 
the country. He noted, “We are in 
the midst of a reordering…Trump 
won Pennsylvania and Wisconsin…
this is phenomenal…you could 
bank they are Democratic states.” 
According to Lewis, the Trump 
victory shocked the world, includ-
ing political pundits and expert 
pollsters that inaccurately pre-
dicted the election results in favor 
of Hillary Clinton. Lewis attributed 
President-elect Trump’s victory to 
demographic challenges, polling, 
the impact of rising healthcare 
costs, and the generally divisive 
tone of the 2016 election cycle. 
Lewis suggested Trump could 20
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govern differently than how he 
campaigned, and expects to see 
a significant investment in infra-
structure and tax reform from 
the Trump Administration. 

AVIATION BUSINESS 
INSURANCE, STATE OF 
THE INDUSTRY ADDRESS
Steve Alexandris, Regional 
Executive, Americas – Aerospace 
American International Group 
(AIG), Inc.

Steven D. Allen, Senior Vice 
President, Head of Aviation 
QBE Investments (North America) 
Inc.

John T. Brogan, President and 
COO 
United States Aviation 
Underwriters, Inc.

Kyle A. Sparks,  
Chief Underwriting Officer 
Starr Aviation Agency, Inc.

Moderator: Tim Obitts,  
Executive Vice President of 
Operations and Business 
National Air Transportation 
Association

The aviation insurance session 
focused on the importance of busi-
nesses building strong working 
relationships with their insurance 

providers. The panelists urged 
attendees to communicate exactly 
how they operate their business 
to develop an effective relation-
ship with their underwriters. Kyle 
Sparks noted, underwriters look 
for a culture of safety from aviation 
related businesses that focus on 
“top down safety management pro-
grams to avoid risk.” John Brogan 
noted, aviation businesses can use 
their insurance companies as a 
resource when it comes to negoti-
ating contracts. He urged clients 
to provide the insurance company 
with draft lease contracts to help 
assist in negotiations. John Brogan 
gave the following advice: “Know 
your claims; know your under-
writer; know what you are getting 
with your insurance package.” 

MOST WANTED:  
THE NTSB’S AVIATION 
SAFETY AGENDA
The Honorable Christopher A. Hart 
Chairman 
National Transportation Safety 
Board

Introduced by: John McGraw, 
Director of Regulatory Affairs 
National Air Transportation 
Association

NTSB Chairman Christopher Hart 
discussed two issues of concern 
to the Board, automation and the 
decline in pilot professionalism. 
As automation is becoming more 
complex, airmen have become 
more likely to rely on aircraft 
systems. Chairman Hart spoke on 
the interface between automation 
and professionalism, explaining: 
“When automation does so much, 
what does it do to professionalism? 
Automation is becoming so com-
plete…reducing humans to zero, 
the human is doing less and less, 
causing the human to show up for 
the paycheck.” The Chairman pro-
vided real-life flight operation ex-
amples (Asiana Airlines Flight 214) 
and unanticipated situation exam-
ples (Air France Flight 447) as in-
stances of the tragic consequences 
of over-reliance on automation.

The Chairman touched on 
how the United States has ben-
efited from the world-class train-
ing of military-trained pilots. 
Unfortunately, there has been a 
steady decline in the number of 
military-trained pilots in the civil-
ian industry. While professional-
ism is a key focus in military pilot 
training, civilian pilot training 
seems to focus on knowledge and 
skill. Chairman Hart sees the need 
to make professionalism a focus in 
civilian pilot training. He warned, 
pilot professionalism will continue 
to be a significant issue in the in-
dustry if we fail to focus on profes-
sionalism as part of pilot training.

Continued on page 42
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FBO COMPETITION IN A 
CONSOLIDATING WORLD
Bill Koch, Chairman 
Hawthorne Global Aviation 
Services

Clive Lowe, Senior Vice President 
of Business Development 
Atlantic Aviation FBO Holdings, 
LLC

Steve Loyd, CEO 
Bakersfield Jet Center by Loyd’s 
Aviation

Scott McMahon, A.A.E., Senior 
Director of Facilities and Planning 
Morristown Municipal Airport 

Moderator: Mark C. Willey, CEO 
and Managing Partner 
Napa Jet Center

The final session of the Roundtable 
featured representatives from FBO 
businesses. The panelists spoke on 
the importance of minimum stan-
dards and the impact of FBO con-
solidation on the industry. While 

commenting on the important role 
airport minimum standards play, 
Clive Lowe noted, “They provide a 
standard for the FBOs, the airport 
and the industry…they vary how 
seriously the airport takes them.” 
The panelists also discussed the 
tremendous need and demand for 
larger hangars to accommodate the 
new aircraft being manufactured. 
FBOs will require longer lease 
terms to build an $8-10 million 
hangar. These increased costs will 
likely cause issues with business 
decisions for FBOs. The develop-
ment of new revenue streams, 
other than fuel, and striving to 
provide exceptional service are 
keys to survival for some FBOs, 
while consolidation is the answer 
for survival at other airports. 

Please contact Shannon 
Chambers at schambers@nata.aero 
for more information.   
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The NATA Shipping 
Program – a free 
member benefit!

The NATA Shipping Program, managed by PartnerShip®, helps you save 
on every shipment you send or receive. From envelopes up to large 
truckload shipments, PartnerShip allows you to save on your shipping 
with the most trusted carriers in the country.

Enroll today at PartnerShip.com/NATA

and many more ...
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Pre-Buy Inspections:
Essential Protections for Repair Stations

BY SHELLEY EWALT

W hen repair stations pro-
vide inspection services 
as part of an aircraft sales 

transaction, they are in a unique and 
possibly precarious position. The 
purpose and scope of a pre-purchase 
inspection, often called a pre-buy, can 
vary tremendously. There is no such 
thing as a standard pre-buy—the term 
itself is over used and poorly de-
fined. Whatever the name—condition 

report, inspection report, or pre-
purchase inspection—it can lead to 
miscommunication and an unhappy 
customer, or at worst, a legal dis-
pute if the documentation is poorly 
understood and drafted. The process 
can range from kicking the tires to 
a complete ‘A’ check and everything 
in between. Repair stations should 
carefully understand their role as 
well as the risks in the pre-purchase 

inspection process, so they can ade-
quately protect themselves. The repair 
station’s documentation must contain 
certain minimum elements in order 
to preserve essential protections.

Create a Binding and 
Effective Contract 

Once the buyer and seller agree 
on the aircraft price and terms and 
conditions of the Aircraft Purchase 
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Agreement (APA), they proceed to 
select a repair station and the scope 
of inspection. Although the repair sta-
tion itself and the scope of the inspec-
tion may be stated in the aircraft sales 
agreement, it is important to under-
stand that the repair station is not a 
party to the sales agreement. A repair 
station must have its own written 
agreement in place before proceeding 
to perform any services. This agree-
ment functions as a legal contract 
between the parties. It may take vari-
ous forms, but whatever the form, it 
should incorporate essential elements 
to create an effective and legally bind-
ing contract and to protect the repair 
station. Unless there is a properly 
drafted and enforceable contract, 
repair stations risk nonpayment for 
their services, being liable for ambig-
uous or unmet customer expectations, 
or worse, lawsuits over myriad issues.

Identify the Customer 
and Who is Authorized to 
Sign for the Customer

It may be obvious, but the first task 
is to clearly identify the customer. It 
may be the buyer or seller (or both), 
but the repair station must be clear 
as to whom it takes its directions 
from and from whom it will be paid. 
The agreement should clearly indi-
cate the company’s name (correctly 
spelled and fully named), its state 
of corporate formation (or foreign 
country, if applicable), and complete 
address. For companies formed in 
the United States, a quick check 
of the state’s business registration 
listings will confirm the existence of 
the company and its full and correct 
name. If the company name can-
not be confirmed through a check 

of the state’s corporate registry, this 
should raise a red flag and a follow-
up discussion with the customer.

To make a contract binding, an 
authorized representative of the 
company must sign the contract. 
When the customer is a corpora-
tion, the company’s officers generally 
have authority to sign on behalf of 
the company. When the customer is 
a limited liability company (LLC), 
the LLC’s members (or in some cases 
an appointed manager or appointed 
third parties) have authority to sign 
contracts. If the company is any 
other kind of entity, such as a general 
partnership or limited partnership, 
the repair station should take extra 
care to ensure that the company’s 
representative has actual authority 
to bind the company because there 
are special requirements. If there 
is any question, the repair station 
may consider requesting the com-
pany provide verification that the 
individual in question has actual 
authority to bind the company. 

Execute Separate 
Customer Contracts

Often, both the buyer and the 
seller in a pre-purchase agreement 
are the repair station’s customers. For 
instance, the buyer pays for the flat-
rate, pre-purchase inspection and the 
seller pays for repair of discrepancies. 
This may be handled as a three-party 
agreement, between the repair sta-
tion, and the buyer and the seller. 
Depending on the specific scenario, it 
may be best handled as two separate 
contracts, one each with the buyer 
and seller. As a general rule, when-
ever different parties authorize dif-
ferent work scopes and have separate 

responsibility to pay, there should be 
separate contracts. The agreement(s) 
between the repair station and 
the buyer and seller should clearly 
set forth the separate work scopes 
(flat-rate inspection versus repair of 
discrepancies). Furthermore, if the 
buyer plans to have the aircraft refur-
bished and upgraded after the aircraft 
changes hands, a separate agreement 
between the repair station and the 
buyer should be drafted to cover the 
post-sale work. All of the elements 
discussed here apply to each contract. 

Clearly Identify the Work Scope
The aircraft purchase agreement 

between the buyer and the seller 
may include a contractual definition 
of the aircraft’s expected condition. 
The repair station can and should 
be provided with a copy of any such 
language and should analyze it to 
see how it aligns with the services 
it is being contracted to provide.

It is essential to clearly identify 
what is included in each work scope. 
The extent of the records review 
should be fully described. The full 
description of the particular inspec-
tion, or individual inspection tasks, 
should be set forth in detail. In 
particular, point out anything that 
is not included. There should be no 
unwritten assumptions about what 
is or is not included. Based on the 
aircraft’s maintenance history and 
age, the buyer and seller may agree 
that specific areas should receive ad-
ditional review above and beyond the 
standard make and model inspection. 
The repair station’s agreement should 

Continued on page 46
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Pre-Buy Inspections
Continued from page 45

reflect the buyer and seller’s agree-
ment on specific inspection items.

It is also important to clearly 
identify the number of calendar days 
any pre-purchase inspection is likely 
to take, as well as customer decision 
deadlines that must be kept to stay 
on schedule. Generally, the repair of 
discrepancies is not included in the 
quoted timeframe and this should be 
explicit. Further, if an inspection were 
to generate a large quantity of a par-
ticular type of work, corrosion repairs 
for example, the limits of manpower 
and resources available to resolve the 
discrepancy should be explained. 

Set the Price and Get Paid
For a typical pre-buy, it is usual 

practice for a repair station to provide 
a fixed-price quote with a separate 
hourly rate for repairs of discrepan-
cies or later add-on work. It must 
be clearly noted what is and is not 
included in the flat-rate and hourly 
rates. The handling of taxes (if ap-
plicable), shop supplies, shipping 
of parts, and other miscellaneous 
charges should be clearly indicated. 
Not only must these different price el-
ements be clearly distinguished, there 
should also be a clear understanding 
when each segment of the bill must be 
paid. It is not unreasonable to require 
a deposit or mid-stream payments 
when the inspection begins, because 
the repair station must acquire and 
pay for parts, supplies, and potentially 
specialized tooling before the aircraft 
even arrives. As long as the payment 
requirements are clearly set forth in 
the signed agreement, they are fully 
enforceable in the event of a dispute.

Understand the Choice 
of Law and Venue

Often overlooked in repair sta-
tion agreements are the choice 
of law and choice of venue provi-
sions. Without a stated choice of 
law and choice of venue provision 
in its agreements, a repair station 
can be forced to defend itself under 
laws with which it is not familiar 
and do so in a far-away location.

By agreeing on the choice of law, 
the parties agree that a particular 
state’s laws will govern over any 
dispute. For instance, if the repair 
station operates in Syracuse, New 
York, it likely would prefer the law of 
the state of New York to govern over 
disputes. Parties can choose any state 
for the choice of law; it is not required 
that one of them does business in that 
state. This may occur for instance 
where a chain of repair stations oper-
ates across the U.S., but the company 
is headquartered in Texas. In that 
case, the repair station’s agreements 
may state that Texas law is selected 
as the choice of law, regardless of 
where the work was actually done. 
By selecting a consistent choice 
of law state, the corporate parent 
company can better understand, 
predict, and implement the laws 
and standards of the chosen state.

The choice of venue is a separate 
provision that refers to the actual 
court in the actual county or state 
which any lawsuit must be brought 
in. The benefit to the repair station 
is obvious – a repair station based in 
Pennsylvania does not want to defend 
itself in New Mexico where it will 
have to hire a local counsel and spend 

time traveling to and from. Most 
often the choice of law and choice of 
venue provision is the same state, but 
it doesn’t have to be the same. The 
parties may choose New York law, 
but the courts of New Jersey as the 
actual location for handling disputes. 
When the choice of venue and choice 
of law states differ, the repair station 
should obtain the advice of expe-
rienced local counsel to review the 
exact choices to verify that the courts 
will abide by the parties’ selection. 

These choices can profoundly 
impact the repair station’s rights 
and, importantly, the cost and 
complexity of resolving disputes. 
The bottom line is a repair sta-
tion should evaluate its own busi-
ness model and locations and make 
smart law and venue choices based 
on its’ unique business criteria.

Liability, Indemnification 
and Insurance 

At a minimum, the repair station 
should consider a waiver clause limit-
ing liability to the amount charged for 
the pre-buy inspection and limiting 
it to only the scope of the specific 
item or items covered in the inspec-
tion. Such a clause would prevent 
the repair station from being liable 
for the later failure of components or 
systems of the aircraft that it did not 
inspect. Some repair stations have 
indemnification clauses that reject 
liability for negligence in performing 
inspection or repair services, mak-
ing the buyer or seller liable for any 
resulting damages, even if the repair 

Continued on page 47
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station was at fault. While this posi-
tion is heavily in favor of the repair 
station, it has been upheld in courts. 

The agreement must make clear 
that the repair station has no li-
ability for consequential or special 
damages under any circumstance. 
Such a clause limits liability only to 
direct damages. Say, for example, 
that a hangar roof collapses due to 
a severe snow storm, resulting in 
damage to a customer’s aircraft that 
will take several additional weeks to 
fix. Without such a clause, a repair 
station could be liable for cover-
ing the cost of replacement char-
ter flights and crew, as well as lost 
profits relating to use of the aircraft.

Knowledgeable buyers and sell-
ers must make sure that one of the 

parties (usually the seller) maintains 
insurance over the aircraft during 
the pre-buy inspection and until the 
aircraft changes hands. However, the 
repair station can and should inquire 
which party is responsible for insur-
ance over the aircraft, and should 
especially ensure that insurance is 
in place for the post-inspection test 
flight and re-positioning flights.

Putting It All Together
Whether the repair station uses 

a work order, a purchase order, 
a written quote, or any other al-
ternative document, there are 
essential elements that should 
be included in order to properly 
protect the repair station.  
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NATA Maintenance Perspective

For ABJ’s regular readers, the 
subject of “consistent application 

of FAA regulation” is nothing new. 
Certificate holders often get one 
answer from one Federal Aviation 
Authority (FAA) office and a different 
answer from another office. This can 
create regional advantages in cer-
tain markets where the FAA can be 
seen as “more cooperative” or “less 
obstructionist.”

What may be news to readers, or 
at least not as well known, is how 
long NATA’s Aircraft Maintenance 
and Systems Technology Committee 
has been working with the FAA 
on this and how deeply concerned 
the committee is about regulatory 
consistency.

In 2003, when the FAA began its 
Customer Service Initiative (CSI), 
NATA’s Maintenance Committee met 
with Jim Ballough, then Director of 
Flight Standards. The objective: work 
with the FAA to establish a method 
for tracking submitted CSI com-
plaints with a focus on identifying the 
FAA region and office where each CSI 
complaint originated. The tracking 
helped the FAA understand where 
inconsistencies existed and enabled 
both NATA and the FAA to address 
the root cause of the CSI complaint. 

NATA was the only industry group 
that approached the FAA with a plan 
and followed through with regular 
meetings to address issues as they 

arose. Later, the FAA established 
its own system to track CSI com-
plaints. It also renamed the program 
“Consistency and Standardization 
Initiative.”

NATA’s Maintenance Committee 
was the impetus for a 2009 survey 
NATA conducted to gather data 
on significant and predominantly 
inconsistent FAA regulatory interpre-
tation. The survey was in response to 
numerous member reports of varying 
interpretations of FAA regulations by 
the agency’s regional offices, Aircraft 
Certification Offices (ACO), and Flight 
Standards District Offices (FSDO). 
The survey results clearly showed the 
high and unnecessary costs, as well as 
the delays and obstacles, that aviation 
businesses suffer due to the FAA’s 
inconsistent interpretation of the 
regulations.

At that time, NATA submitted a 
letter to Representatives John Mica 
(R-FL) and Pete Sessions (R-TX), re-
questing Congress initiate a review by 
the Government Accountability Office 
(GAO) into the lack of standardiza-
tion of FAA regulatory interpretations 
at the regional and local levels. NATA 
provided the survey results to the 
GAO to assist with its review.

NATA’s prodding helped spur the 
GAO report, which, in turn, led to 
congressional language in the FAA 
Modernization and Reform Act of 
2012, H.R. 658. Section 313 of the Act 

specifically required the FAA to estab-
lish an advisory panel to determine 
the causes of inconsistent interpreta-
tion of regulations by the FAA's Flight 
Standards Service (AFS) and Aircraft 
Certification Service (AIR). 

The advisory panel, an Aviation 
Rulemaking Committee (ARC) known 
as the Consistency of Regulatory 
Interpretation (CRI), was co-chaired 
by the NATA Maintenance Committee 
liaison and included representatives 
from the FAA, NATA, Aeronautical 
Repair Station Association (ARSA), 
Aerospace Industries Association 
(AIA), Airlines for America (A4A), 
General Aviation Manufacturers 
Association (GAMA), National Air 
Carrier Association (NACA), and 
Regional Airline Association (RAA).

The ARC developed recommen-
dations to improve consistency 
of interpreting regulations and to 
improve communication between the 
government and both applicants and 
certificate/approval holders. The ARC 
report, submitted on November 28, 
2012, included a call for clear regu-
latory requirements, and noted that, 
when regulations are unclear, the 
application of regulations and policy 
can vary from inspector to inspector 
and compliance can also differ among 
certificate holders. 

The report pointed to the FAA 
culture as a main contributor to 
inconsistency and also commented 
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on a general reluctance and/or failure 
by both industry and the FAA to work 
issues of inconsistent regulatory ap-
plication through to a final resolution. 
The report also noted that timeliness 
of decisions and the “fear of retribu-
tion” contribute to accepting inconsis-
tent regulatory application.

The ARC’s major recommenda-
tions were that the FAA: (1) consoli-
date all of its policy and guidance into 
a single master electronic database 
resource, (2) use standardized 
decision-making methodology, (3) 
establish a Regulatory Consistency 
Communications Board (RCCB), and 
(4) standardize regulatory training. 

Since the report’s submission, the 
FAA has provided updates to NATA’s 
Maintenance Committee and other 
ARC members on what it is doing to 
satisfy the ARC recommendations. 
One recent FAA action was its draft 
FAA Order FS 8000.RCCB, Regulatory 
Consistency Communication Board 
(RCCB), published for comment 
earlier this year, projected for final 
publication by early 2017. 

As outlined in the draft order, the 
RCCB will be comprised of FAA rep-
resentatives from AFS, AIR, and the 
Office of the Chief Counsel. The RCCB 
will provide clarification to internal 
and external stakeholders on ques-
tions related to inconsistent interpre-
tation and application of regulations. 

The RCCB will review all issues 
submitted. However, issues of in-
consistency that do not require input 
from multiple policy offices will not 
be addressed through the full RCCB 
process. For example, if a question 

brought to the RCCB can be answered 
by a single policy division, e.g., the 
Aircraft Maintenance Division (AFS-
300), the RCCB may direct the issue 
to that office for a response.

At the same time, the RCCB does 
not replace other processes currently 
available to both internal and exter-
nal stakeholders. According to the 
draft order, the RCCB will not accept 
submissions that should be directed 
to other FAA programs, processes, 
or initiatives, such as petitions for 
exemptions, petitions for rulemak-
ing, request for legal interpretation, 
safety hotline complaints, or sub-
missions under the Consistency and 
Standardization Initiative.

According to the RCCB Order, in-
dustry can expect resolution of issues 
brought to the RCCB. The RCCB chair 
and the FAA personnel working on 
RCCB issues are accountable to pro-
vide clear and consistent answers in 
an appropriate amount of time. The 
response timeframe will be based on 
several factors, including complexity 
and safety risk. The results can come 
in many forms, e.g., revising internal 
policy documents and/or external 
advisory material. Of course, there is 
always a possibility that a regulation 
could be changed as a result of the 
RCCB’s work.

Anyone can submit an issue from 
industry as well as internal FAA 
submissions.

Issues submitted to the RCCB 
should be:

1. Inconsistencies in and be-
tween regulations, policy, and 
related documents primarily 

in and across FAA’s Flight 
Standards Service (AFS) and 
Aircraft Certification Service 
(AIR). 

2. Complex inconsistencies, 
which require input from more 
than one policy office, service, 
or line of business within the 
FAA.

3. Inconsistencies resulting 
from personal or regional 
interpretations and applica-
tion of a rule, that is, “rule 
creep” or rulemaking by policy 
application.

As mentioned, the response time 
can vary. However, according to the 
draft order, the RCCB will provide an 
acknowledgment of receipt within five 
working days of submission. 

A memo documenting the final 
resolution of RCCB issues will be 
posted in the FAA’s Flight Standards 
Information Management System 
(FSIMS). 

RCCB memos are not policy docu-
ments, they only document the actions 
taken by the RCCB to address an issue. 
For example, if Order 8900.1 changed 
due to an RCCB issue, the RCCB memo 
will discuss that change. However, 
stakeholders must still refer to current 
guidance for decision-making support, 
and not to the RCCB memo.

In 2015, the FAA asked the avi-
ation associations that participated 
in the Consistency of Regulatory 
Interpretation ARC to provide current 
examples of regulatory application 
inconsistencies. The intent of this 
call for issues was to allow the FAA to 



What 2016 Aviation Business Conference 
Attendees had to say: 

"The NATA Business Aviation Conference provided a 
great opportunity to connect with industry colleagues in 
a nice, quaint environment. Having the conference in 
Washington, D.C. provided a great backdrop and 
exposed us to some of the challenges and opportunities 
our elected officials are working on for us!" - Jon Boyle, 
Avfuel, Director of Contract Fuel 

"Very informative." - Chuck Lawson, Jacksonville Jetport, 
President 

"NATA's conference truly provided value through their 
excellent sessions on a variety of topics." - John Hill, 
EasyFBO, Founder 

"Industry networking and being close to our legislators 
is invaluable."
- Andi Montgomery, Montgomery Aviation, Former Owner

"Excellent sessions." - Steve Loyd, Bakersfield Jet Center 
by Loyd's Aviation, CEO 

"The wealth of information from knowledgeable sources 
was excellent." - Josh Jones, EasyFBO, CTO 

"Unmatched opportunity to discuss, clarify, and provide 
solutions to industry concerns." 

"The Congressional Fly-In was fabulous." 

"The value of the high level FAA representatives is 
fantastic." 

"Good interaction between speakers and audience." 
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• 3D Aviation Inc
Don Vogel
Farmingdale, NY
donv@flynfi.com
(631) 454-0626

• Above All Aviation
Shawn Sullivan
Santa Barbara, CA
ssullivan@aboveallsba.com
(805) 683-7575

• AEG Fuels
Greg Cox
Miami, FL
gcox@aegfuels.com
(305) 913-5253

• Air 7, LLC
Sean Archer
Camarillo, CA
sean.archer@flyair7.com
(805) 383-1100

• Air Flight, Inc.
Chris Allen
Fort Lauderdale, FL
chris@airflightcharters.com
(954) 494-5096

• Air Impressions, Inc.
Tricia Garrett
Waco, TX
tricia@airimpressions.com
(254) 753-2212

• Anson Air, LLC
Dana Atkinson
Sugarland, TX
dana@ansonair.com
(281) 242-2555

• ATAGO USA Inc.
Miyuki Clauer
Bellevue, WA
customerservice@atago-usa.com
(425) 637-2107

• Atlantic Aircraft Services, LLC
William Eason
Danvers, MA
bill.atlanticaircraft@gmail.com
(978) 774-7727

• Aviation Adventures
Stacey Deal
Manassas, VA
stacey@aviationadventures.com
(703) 593-3023

• Butler County Airport 
Authority
Richard Kelly
Butler, PA
btp@zoominternet.net
(724) 586-6665

• Causey Aviation Service Inc.
Jeff Causey
Liberty, NC
jeff.causey@causeyaviation.com
(336) 685-4423

• Charter Fleet  
International, LLC
Roscoe Armstrong
Fort Worth, TX
aillc@embarqmail.com
(817) 888-6664

• Chester Airplane Factory
Richard Batchelder
Chester, CT
rick@chesteraf.com
(860) 526-1614

• Chester Charter Inc.
Jean Dow
Chester, CT
chestercharter@hotmail.com
(860) 526-4321

• City of Santa Monica
Stelio Makrides
Santa Monica, CA
airport@smgov.net
(310) 458-8591

• Clovis Airport
Kyle Berkshire
Texico, NM
Kberkshire@cityofclovis.org
(575) 769-7890

• Cove Aviation
Jason Berg
Los Angeles, CA
jason@coveaviation.com
(310) 479-1890

• Delaware River &  
Bay Authority
Stephen Williams
New Castle, DE
stephen.williams@drba.net
(302) 325-5576

• Ethan Youngblood
Ethan Youngblood
Prospech, KY
ethanyoungblood1@gmail.com
(502) 297-3402

• Executive Air Express
Raymond Salton
Nashville, TN
info@executiveairexpress.net
(615) 834-3577

• Flying Tigers Flight  
School, LTD
Helene McCorvey
Houston, TX
helene.m@sbcglobal.net
(281) 484-8000

• Front Range Airport - 
Adams County
David Yates
Watkins, CO
dyates@ftg-airport.com
(303) 261-9100

• Golden Eagle Aviation, LLC
Melody Winston
Tuskegee, AL
mwinston@goldeneagleaviation.
com
(334) 727-6485

• Greenville Air Inc.
Robert Goldt
Greenville, SC
rgoldt@greenvilleair.com
(864) 641-7776

• Gryphon Aircraft
Glan Kratz
Murrieta, CA
glen@gryphonaircraft.com
(951) 698-4260

• Heritage Flight Academy
Neil Visse
Ronkonkoma, NY
neil@heritageflightacademy.com
(800) 786-9060

• International Flight  
Center (IFC)
Wilfredo Valle
Miami, FL
will@ifcmiami.com
(305) 238-8122

• JB Avation
Jefferson Bramble
Purchase, NY
info@jbaviation.com
(917) 495-9119

• JB Aviation  
Management, Inc
Justin Cleland
Wonder Lake, IL
fbo@galtairport.com
(815) 648-2433

• Lawton Aviation Services
Barbara McNally
Lawton, OK
barbara@flylawton.org
(580) 353-4869 x301

• Lockheed Martin Corporate 
Aircraft
Thomas Jacob
Baltimore, MD
thomas.e.jacob.jr@lmco.com
(410) 238-8200

• Mach 5 Aviation
Andrew Moon
Auburn, CA
mach5aviation@gmail.com
(530) 889-2000

• Martha's Vineyard Airport
Geoff Freeman
Vineyard Haven, MA
gfreeman@mvyairport.com
(508) 693-7022 X202

• Maverick Helicopters, Inc.
Rebecca Colbert
Henderson, NV
bcolbert@flymaverick.com
702405437

• Midwest Aero  
Restoration Ltd.
Michael Vadeboncoeur
Danville, IL
t6flier@aol.com
(217) 431-1998

• Monadnock Aviation
Elizabeth Bendel
Keene, NH
beth@monadnockaviation.com
(603) 357-7600

• Peregrine Air Charters LLC
Edward Asplundh
Huntington Valley, PA
elpuebloaviation@gmail.com
(561) 417-6300

• Perry Flying Center
Ken Perry
Patterson, LA
k.perry.pfc@glacoxmail.com
(985) 395-4501

New NATA Members
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New NATA Members

• RexAir Flight School
Lisa Gasteiger
Naples, FL
lgasteiger@rexair.net
(239) 649-8822

• Robert Kraft, LLC
Robert Kraft
West Palm Beach, FL
kraft.robert@gmail.com
(561) 707-7567

• SkySouth Aviation
Katharine Frazier
Burlington, NC
katharine@skysouth.com
(336) 226-3330

• Sparta Aero Services Inc.
Scott Marquardt
Sparta, IL
saraero@frontier.com
(618) 443-5321

• Stuart Kilgus
Stuart Kilgus
Strawn, IL
sckilgus@gmail.com
(815) 419-4746

• SunQuest Executive  
Air Charter, LLC. .
Ryan Frost
Honolulu, HI
operations@transpacjets.com
(808) 377-6240 Ext. 1

• Sunset Aviation Insurance 
Services, Inc.
Benjamin Peterson
Santa Monica, CA
ben@sunsetais.com
(760) 331-8166

• Tiffin Aviation Services, Inc.
Lawrence Tiffin
Nogales, AZ
ltiffin@tiffinaviation.com
(520) 287-9120

• Tyler Hammett
Tyler Hammett
Washington, DC
32Hammett@cua.edu
(240) 405-8582

• Winner Aviation
Donald Bernier
Vienna, OH
dbernier@winner-aviation.com
(330) 856-5000

NATA: Working for You and Regulatory Consistency
Continued from page 49

develop standard operating proce-
dures for the RCCB while addressing 
current issues of inconsistency. 

NATA’s Maintenance Committee 
submitted multiple examples of 
inconsistencies. FAA addressed two 
and they are posted on the commit-
tee’s web page at www.nata.aero/
Committees/Aircraft-Maintenance-
and-Systems-Technology.

The NATA Aircraft Maintenance 
Committee will continue to stay 

abreast of developments and remain 
deeply involved with the FAA as it im-
plements the ARC recommendations 
on regulatory consistency. As more of 
the committee’s issues are resolved, 
we will make sure they are posted on 
the committee web page. 

Stay tuned to NATA News and the 
Association’s social media sites for 
information on other work of this 
committee. If you are interested in 
effecting policy and its consistent 

application, please consider becoming 
an active member of NATA and join-
ing the Maintenance Committee.

It’s been said that a journey of a 
thousand miles begins with a single 
step. When it comes to consistent 
interpretation and application of reg-
ulations, well, it’s a long and compli-
cated journey with many steps—and 
NATA is here to help light the way. 
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Safety 1st Update

Safety 1st Update

2016 was an exciting year for NATA Safety 1st. 
Our expanded lineup of in-person train-

ing events was a smashing success, reaching well over 300 
individuals. We launched several new programs including 
the Advanced Deicing Workshop and the CSR Certification 
Program. Long-time favorites, such as the Advanced Line 
Service Regional Workshop and FBO Success Seminar, con-
tinue to provide engaging educational experiences to NATA 
member company personnel. In 2017, we will introduce 
more training opportunities to an ever-broader audience.

Customer Service for Line Service Workshop
It is often said that the line service professionals are the 

first and last people your customers see when they visit your 
FBO. Safety 1st has long provided quality operational, safety 
and service training for line service professionals; but 2017 
brings an opportunity to focus on the service skills of your 
line staff with our new Customer Service for Line Service 
Workshop. While this workshop provides a refresher on core 
customer service skills, its aim is to take your line staff to the 
next level in providing service to your customers. Built upon 
an experiential learning model, the Customer Service for 
Line Service Workshop includes interactive role playing sce-
narios as well as group and individual learning experiences. 
This workshop is a great way to continue to build upon the 
excellent service your team already provides!

Safety 1st Certified Trainer Workshop
Provided over the last two years as an online program, 

the Safety 1st Certified Trainer Workshop is returning to 
an in-person format. Your trainers are the backbone of the 
services that your FBO provides. Most FBO trainers reach 
that position by demonstrating expertise in operations, 
safety and service. The Safety 1st Certified Trainer Workshop 
is designed to ensure that your trainers have the coaching, 
teaching and motivational skills required to build a great 
team. This is a two-day event that includes training on adult 
learning styles, the Structured On-The-Job Training Model, 
motivation and more.

As 2017 gets underway, now is the time to visit www.nata.
aero/events and take a look at the superb line-up of in-per-
son training events scheduled throughout the year.

The Future of Safety
NATA is excited to be on the cutting edge of ground 

handling safety with our leading training program, support 
of IS-BAH (International Standard for Business Aircraft 
Handlers) and in-person learning experiences. We are 
pleased to announce the next step in supporting safe ground 
handling operations with the first annual Ground Handling 
Symposium scheduled for September 2017. The two-day 
symposium is designed for safety personnel that focus on 
ground handling operations; and will provide an opportunity 
to explore the latest trends and tools for maintaining a safe 
operation. The symposium will also include break-out ses-
sions that allow attendees to explore future safety programs 
in data collection and analysis, safety management systems 
and more. A one-of-a-kind experience, the Ground Handling 
Safety Symposium will become a key component in NATA’s 
effort to empower our members to be safe and successful 
aviation businesses. 

The FBO Status Map
Have you checked your status on the FBO Status 

Map? www.fbostatus.com is a tool that highlights 
FBOs and ground handlers around the world that 
have achieved Safety 1st Qualified Status and IS-BAH 
registration. If you are not on the map, it is NOT too 
late. Contact us at Safeyt1st@nata.aero and our team 
can assist you in achieving Safety 1st Qualified Status 
or IS-BAH registration.



NATA FAA Medical 
Certification Services

Group services available for a flat monthly fee.
• Receive expedited Certification reviews, notices and approvals.

• Work directly with the FAA Medical Certification Institute in Oklahoma City, 
Federal Flight Surgeon in Washington DC, and Regional Flight Surgeons.

• Proactive AeroMedical guidance reduces time away from the cockpit.

• Respond quickly to FAA requests on behalf of pilots.

Harvey Watt & Co. is uniquely qualified to advise pilots & leaders, reduce 
liability, help airmen avoid certification groundings, and get pilots cleared 
to return to work as quickly as possible. Since 1951, we have represented 
pilots, unions, and airline/corporate flight departments. Every year, 15% of 
pilots who have access to our group certification services call us for help 
with the FAA. Today, we represent over 65,000 pilots.

P.O.Box 20787  |  Atlanta, GA 30320  |  (800) 241-6103 Toll Free  |  (404) 767-7501 Main  |  (404) 761-8326 Fax  |  harveywatt.com

Contact us today to enroll!

info@harveywatt.com
(800) 241-6103

The Aviation Medical Bulletin 

is provided electronically to 

all members of the airline or 

association and delivers brief 

summaries of the latest health 

research and studies.

Don’t hesitate to call or email. 

Our doctors can help pilots and 

their treating physicians evaluate 

treatment options approved by  

the FAA.

We know FAA requirements, 

when to take action, and how to 

avoid unnecessary grounding and 

certification delays.

Confidential assistance from 

our doctors and nurses led by 

Dr. Fred Tilton, former Federal 

Flight Surgeon. We submit cases, 

expedite approval, interface with 

the FAA on the pilot’s behalf, 

handle appeals, and confidentially 

advocate for airmen.

SPECIAL EDITION
DOS AND DON’TS OF GETTING YOUR 
FAA MEDICAL EXAM 

We suggest you print and file this with your 
medical file to review before every physical.

We frequently get questions regarding how to 
prepare for the FAA Flight Physical.  These 
questions typically address common concerns 
that we would like to address in a DO and 
DON’T format to assist in your next visit your 
Aviation Medical Examiner (AME).

DO go for your Flight Physical when you are 
in good health.  This seems obvious, but 
usually because of scheduling factors, many a 
Pilot have reported for their medical exam in 
the midst of suffering a cold, or worse (with a 
cast on their arm, walking with a cane 
following back or leg surgery, etc.).   Such 
issues can compromise the Pilot’s ability to 
meet medical standards.  Further the AME is 
completely within their right to deny or defer 
your exam to the FAA Office of Aerospace 
medicine.  Go for you exam when you are at 
your best.

DO take medical records.  If, since your last 
exam, you’ve been treated for a medical or 
dental condition, bring records to verify it.  For
a majority of medical conditions ask your 
treating healthcare provider to compose a 
concise summary letter (signed, dated, and on 
letterhead – not prescription pad notes) that 
addresses the following:

• Diagnosis (diagnoses), (Example: Left Rotator cuff
tear; GI reflux disease),

• Treatment with any ongoing therapy, (Ex. Surgical 
repair on 2/1/2011, followed with 14 weeks 
Physical therapy; dietary modifications and Prilosec 
20mg a day),

• Response to treatment and full release statement 
(“Fully recovered and released without restrictions 
on 6/15/2011).

For conditions that are more complicated and/or may 
require a Special Issuance Authorization (SIA or 
“waiver”) from the FAA, contact your AME or other 
aeromedical consultants ahead of your flight physical.

DO bring the “Applicant Copy” of your previous FAA 
flight physical exam as well as any correspondences 
from the FAA (ex. SIA).  Never assume that your AME 
will readily provide a copy of this for you.  You should 
always ask for a copy of the “Applicant Copy”, along 
with your new medical certificate from your AME, at 
the conclusion of your exam.  This is your copy of this 
regulated exam and can be helpful in completing future 
exams or responding to inquires from the FAA about 
past medical exams.  Keep them in a file with other 
important records.

DO carefully read your new medical certificate before 
your sign it. Even minor typos can cause problems for 
you down line, and the use of white-out on medical 
certificates is not appreciated by the FAA.  If there is an
error problem on the certificate, ask the AME to correct 
it.  It is a legal document and needs to be treated as 
such.
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FAA Certification Experts represent and advocate for you during every step.  
Do not risk your career or company by not properly disclosing a medical issue.






