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Blocked

but optimistic

P
enning this editorial with a little over 20 days to go to NBAA, I have to 
say that, unfortunately, it looks like it is going to take a small miracle 
for NBAA to be open to those of us who reside in the UK or in Europe. 

Covid considerations have caused the USA to close its borders, and the 
all-essential ESTAs that allow us non-US citizens to fl y into the States, 
are not being issued at present. Nor are they likely to be issued anytime 

in the next few weeks, though the current word is that President Biden will open 
the border to UK citizens in November – which is still too late for us. 

To say this is disappointing would be putting it oh so mildly. Like everyone 
in the industry, we at BAM have been hugely encouraged by the NBAA’s 
decision to press ahead with this year’s Conference and Exhibition. And we’re 
gutted to discover that it is going to have to be held without us. It will also be 
missing so many delegates who would have wanted to participate in what is 
the biggest annual exhibition and event for our industry. 

However, we are pleased to say that we will have representation at NBAA. 
Two colleagues, Lynn Jones and Bridget Graham, will be calling on many of 
our clients and friends, presenting them with the latest copies of BAM. We 
would ask you to please make them feel welcome. 

There remains much to be thankful for in the way our industry is bouncing 
back from the global pandemic. To the lucky few in business aviation who 
were able to report record 2020 to 2021 year-end results, we offer our 
hearty congratulations. 

There were also many companies who did almost as well, or at least as well, 
through the pandemic, as they did in 2019. That is a fantastic tribute to the 
resilience and drive, and the passion to succeed and to deliver the highest 
quality services to clients, that characterises our industry. 

I am delighted to be able to report that thanks to the unstinting support of 
so many of our loyal customers and friends in the industry, 2021 is shaping 
up to be an excellent year for BAM. It goes without saying that we are really 
looking forward to getting things back to normal in the coming year, and 
resuming our parties and events. At this stage EBACE in May and even MEBA 
in December are looking solid, so we hope to see all our friends again soon.

  

ANTHONY HARRINGTON
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REDEFINING

Aircraft Registration
David R. Colindres, President of the San Marino Aircraft Registry, talks to 

Anthony Harrington about a unique public-private partnership
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AH: David, let’s begin by looking at just how special 
San Marino is as a state, surrounded as it is on all sides 
by Italy. 

DC: San Marino is a wonderful place with a fascinating 
history. It was founded by a stonemason, Marinus of Arbe, 
who became a saint and who set up a monastic community 
on Mount Titan (Monte Titano) on 3rd September 301 AD. 
In so doing, he founded the Serenissima Repubblica di San 
Marino, which is the official title of this tiny Republic.

San Marino, which is located on the northeastern side of 
the Apennine Mountains, is acknowledged as the world’s 
oldest surviving sovereign state and constitutional republic. 
It occupies just 24 square miles. This makes it the third 
smallest state in Europe, after the Vatican and Monaco. 

AH: When did you and your father, Jorge Colindres, 
fi rst begin negotiating with the San Marino authorities 
and the San Marino CAA, with the idea of establishing 
a public-private partnership to run the San Marino 
Aircraft  Registry?

DC: My father, who is the Founder and Chairman of the 
Aviation Registry Group, had already proved how strong 
such a partnership can be through our partnership with the 
authorities on the Island of Aruba, where we run the Aircraft 
Registry of Aruba, along with the Aruba CAA. 

On 14th September 2012, aft er a series of meetings between 
ourselves, as ARG, and senior San Marino government offi  cials, 
a contract was agreed and we became one half of the public-
private partnership that is today the Registry of San Marino. 
Th e San Marino CAA is the other half of the partnership. 

From that time on we have enjoyed an excellent relationship 
with the San Marino CAA executives, Ing. Marco Conti, 
Director General of the CAA, along with his colleague, 
Captain Dennis Michelotti, the Chief Operating Officer. 

As Marco Conti himself has said, the agreement between ARG 
and the San Marino CAA has allowed the Republic to develop 
and extend its aviation activities and to grow the Aircraft  Registry. 
Th is has been done while maintaining the highest standards of 
customer service and in full compliance with ICAO standards. 

AH: I understand that San Marino has a very attractive 
history and location, but what made you choose it as the 
next step in ARG’s growth, aft er Aruba?

DC: When we set out with the idea of developing a second 
public-private partnership to grow an international aircraft 
registry, we focused on finding a State that enjoyed an 
impeccable reputation. The Republic of San Marino, with its 
eye-catching history, scenic location, and exciting traditions, 
more than fulfilled this requirement. We were delighted that 
the authorities were so receptive to our proposals.

AH: What is it that ARG has brought to the party that 
has enabled the San Marino Aircraft  Registry to be so 
successful?

DC: Th e chief advantages of the business model that my 
father fi rst developed with the Aruba Regulatory Framework 
and that enabled the Registry of Aruba, and now the Registry 
of San Marino to grow successfully, are the elevated levels of 
service and fl exibility that we can bring as a private organisation. 

The proof of this is that since we launched the San Marino 
Aircraft Registry at MEBAA in Dubai, in December 2012, 
we have attracted some 20 commercial operators to take out 
AOCs and to register their aircraft with us. These are all 
reputable and sizeable operators, with anything from three 
to twelve aircraft and they are based all around the world, 
including the Middle East, Asia and Europe. 

Whenever I am talking to one of our registered operators 
and ask them what they think the major attractions are 
concerning the San Marino Aircraft Registry, it always comes 
down to the same things: the speed and high standards of the 
regulatory service that we provide.

We do not win business by competing in some kind of race 
to the bottom as far as standards are concerned. Our safety 
standards and the scrutiny and oversight that we deploy across 
our client base are amongst the best to be found anywhere. 

What is very different with us, as opposed to state-run aircraft 
registries, is the vast resource we have in-house that enables 
us to deliver on-time solutions to our operators’ necessities. 
Obviously, when a new owner or an experienced operator, 



“ After a series of meetings 
between ourselves, as ARG, and 
senior San Marino government 

offi  cials, a contract was agreed and 
we became one half of the public-

private partnership that is today 
the Registry of San Marino.”
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“ San Marino, which is located on the northeastern 
side of the Apennine Mountains, is acknowledged 
as the world’s oldest surviving sovereign state and 
constitutional republic. It occupies just 24 square 
miles. This makes it the third smallest state in 
Europe, after the Vatican and Monaco.”
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takes delivery of a new aircraft, they want to get that 
aircraft flying as fast as possible. If they are registering 
that aircraft with a state-run registry, time and again 
they find they have to wait until the registry concerned 
can get around to dealing with their request. 

Th e state registry will oft en be constrained by staff  
limitations such as a shortage of inspectors and there may 
be a disproportionate waiting time for the client to get 
their aircraft  approved and registered. Being made to wait 
months is actually a common experience in some regions. 

With us, by way of contrast, we can call on our global 
network of highly qualifi ed inspectors and we can have 
an inspector at the client’s site, examining and approving 
the aircraft  within 72 hours or less. Th e chances are that 
we will have one of our inspectors based within a 1–3 
hours fl ight time range of the client, so there would be 
minimal delay in getting the approval process underway. 

It is important to note that none of our inspectors has 
less than 10 years’ regulatory experience in the industry 
and many have worked as inspectors with the world’s top 
CAAs for two or more decades before joining us. Th e 
work they do both in examining candidate aircraft  for the 
registry and in conducting regular audits of our clients is 
at the highest level. We make absolutely no compromises 
where safety is concerned. 
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This is so important. Our clients are running a business. 
Imagine their position if they need to get a new aircraft 
authorised and registered and they have to wait months for 
that process to complete. That amounts to a serious loss of 
revenue. So, when I say that we attract clients by offering the 
highest levels of service and flexibility, you can see why that 
would be attractive to prospective customers. 

What is often amusing is that a prospective client will 
sometimes think, “Who are these people in this tiny state in 
the centre of Italy?” They come to see us, expecting the worst 
and they discover that we are super-professional, with one of 
the most highly experienced teams of inspectors to be found 
anywhere. 

AH: You have your global network of inspectors, but 
what else enables you to off er a superior service?

DC: On a continuous basis, we invest to ensure that our 
procedures are standardised across our operations, regardless 
if the client is in Montreal, Savannah, London, Dubai, or 
Singapore. This is part of what allows us to react so quickly 
to our clients’ necessities. You do not want an inspector in 
Asia to be doing different things to a different standard than 
an inspector on the west coast of America. We have worked 
hard to ensure that the quality of service we provide is the 
same wherever your aircraft is located.

When we first launched, back in 2012, we were a zero tax 
jurisdiction for private operators and a low tax jurisdiction 

for our commercial operators. This was a considerable 
attractionfor our customers and those benefits remain. 
However, new benefits have also been added. What I would 
say is that the benefit we offer that stands out and excels 
above all the rest is that we provide the best service you will 
find anywhere. 

AH: One of your requirements to register an aircraft  
with the San Marino registry is that an operator seeking 
a San Marino AOC has to have their principal place of 
business in San Marino, is it not?

DC: Absolutely. That is not just a San Marino CAA 
requirement. It is mandated by ICAO. This is not a particular 
hardship. A client who nominates San Marino as their 
principal place of business may have multiple other offices 
around the world. 
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“ It is in the best interests of 
our public-private partnership to 
see that we regulate operators 
properly and monitor them 
efficiently. We have surveillance 
programmes in place to ensure 
that the safety aspect is never 
compromised.”

16

PROFILE … SAN MARINO AIRCRAFT REGISTRY

With today’s technology, one can do so much remotely. In 
fact, one of the positives to come out of the global pandemic, 
if one can say this of something that has caused so much 
devastation, is that it has taught us all about working from 
anywhere efficiently. 

From our standpoint, what is important is the safety oversight 
that we provide. Once you issue an AOC, what gives life and 
meaning to that for the operator is that we ensure that they 
are following the correct procedures regardless of where 
their aircraft might be based. We absolutely do not want to 
see San Marino aircraft falling out the sky. It is in the best 
interests of our public-private partnership to see that we 
regulate operators properly and monitor them efficiently. 

We have surveillance programmes in place to ensure that the 
safety aspect is never compromised. 

AH: Now that you have both the Registry of Aruba and 
the Registry of San Marino growing successfully, do you 
expect to extend your business model to other potential 
candidate countries? 

DC: We are having some very interesting conversations and 
may well be in a position to make an announcement in early 
2022, but I cannot say more now. Th ere is no magic about what 
we do, no secret formula. It is all about bringing the best possible 
human resources to bear so that you can deliver an exceptional 
service. Our people are passionate about aviation and are deeply 
knowledgeable. Th at is what enables us to succeed. |BAM



There’s a level of authenticity here at NICHOLAS AIR— we know who we are, and we’ve been 
committed to our Members’ missions since day one and complete those missions with aircraft that 
are Owned and Operated by NICHOLAS AIR. No identity crisis, no changing business plans every 
six months, no relying on another’s brand to help build ours. We’ve kept private travel simple— 
skipping the 30 page contracts and spending more time doing what you wanted- enjoying the best 
of private aviation experiences. After 24 years, our mission is still the same: provide the world’s 
most refined set of private flyers with the best aircraft the industry has to offer.
Our Members come to us because they want authenticity and reliability, and for over two decades, 
they’ve found it right here, at NICHOLAS AIR.

NicholasAir.com • 866.935.7771 • #NicholasAir
All aircraft are owned and operated by NICHOLAS AIR . NICHOLAS AIR and INNOVATIVE PRIVATE AIR TRAVEL are registered trademarks  ®2021 NICHOLAS AIR. All rights reserved.

WATCH

https://www.nicholasair.com
https://www.nicholasair.com


Brett Forrester, Founder, President 
and CEO of Jet Sense Aviation, 
talks to Anthony Harrington about 
the challenges in buying and 
selling aircraft 

High risk,
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AH: Brett, you have a business model that 
differs from the traditional aircraft broker’s 
model in that you specialise in buying aircraft 

and selling them on, as opposed to focusing 
on bringing like-minded buyers and sellers 
together. That’s much more of a high risk, 
high reward approach and requires a lot of 
expertise. I’d like to start by asking you how 
you got into this industry in the first place? 

BF: I went to Stellenbosch University in South 
Africa, but I’ve really always been in aviation. 
My Dad had a Beechcraft distributorship, as 
well as distributorships for several other types 
of aircraft. I got my pilot’s license when I was 
seventeen, on a Cherokee 140. I loved flying 
and I loved aviation. We flew everywhere we 

went on holiday. It was tremendous. 
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-
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Th en I went across to the USA on what they like to call an 
internship, which my Dad arranged for me with a friend of his. 
Th is was Dan Dickinson, the co-founder of NARA, the National 
Aircraft  Resale Association, who ran General Aviation Services. 
Th is was in 1994. It was meant to be for a few years and I’m still 
here. Th e company’s offi  ces were in the Greater Chicago area, 

and aft er South Africa, I couldn’t believe how cold the winters 
were. I’d come over in the Spring and it was still freezing. 

For the first few years, I worked in research, learning the 
industry, getting more knowledgeable about aircraft pricing, 
model availability, and the maintenance and other issues that 

https://www.aersolution.com
https://www.aersolution.com/
mailto:info@aersolution.com
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surround selling and buying aircraft. I didn’t get to do much 
on the sales side at first because that takes a lot of experience 
and specialist knowledge, plus you need to have mastered a 
lot more out-the-box thinking to do the job properly. Then 
I started to get the hang of sales and moved into a sales 
position full time. 

By 2013 I’d been involved in over 300 transactions, including 
aircraft sales, acquisitions, brokerage, and consulting. I was 
really feeling like it was time to get out on my own and start 
my own business buying and selling aircraft. 

While I was grateful for the experience that I’d gained, I knew 
I was bringing in the majority of the company’s revenue and I 
was getting frustrated by the opportunities we were missing. 
I had realised that the way to really be successful with aircraft 
transactions was by buying aircraft, taking them onto your 
books and then selling them. This creates far better revenue 
opportunities than simply middle-manning a transaction as 
a broker for a commission.  

Of course, it is also a much higher risk approach and it 
requires a willingness to accept risk and, at the same time, 
to accept that you are not going to get it right one hundred 
percent of the time. If you find you are never getting burned 
by a transaction it doesn’t mean you’re great. It means you are 
being way too cautious and that you are very likely turning 
away good opportunities. 

AH: So, in 2013 you left  General Aviation Services aft er 
19 years with them and set up Jet Sense Aviation. Was it 
tough to start out on your own? 

BF: Not really. I was confident that I had enough 
experience and enough of a network in the industry to do my 
own thing. I was quite prepared, from the start, to accept the 
risks that go along with buying aircraft for resale.  

I’m not going to pretend that it is always easy, or that you 
don’t get any sleepless nights. At one stage, we had 13 or 14 
aircraft on our books and I’d lie in bed just thinking about 
how the interest payments on those aircraft were ticking up 
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“ I know all or most of the major brokers around the world. I play golf with many 
of them. We work much more like cooperative players than competitors. We get 

a lot of brokers calling us to talk through possibilities and I call a lot of them. 
There are so many ways in which we help each other.”
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day by day. However, it all worked out really well and that is 
just something that you accept as part of the deal. 

AH: What is your relationship like with other brokers?
BF: I know all or most of the major brokers around 

the world. I play golf with many of them. We work much 
more like cooperative players than competitors. We get 
a lot of brokers calling us to talk through possibilities and 
I call a lot of them. There are so many ways in which we 
help each other. 

For example, I had a call from a broker recently who had 
been offered two aircraft, a smaller one and a larger one. He 

said: I can’t take both, do you want to take the larger one? 
That turned out to be a great deal for us, and I will willingly 
pass on similar opportunities to the folks I know. 

AH: What kinds of numbers are you doing now as far as 
transactions are concerned?

BF: When we started back in 2013, our credit lines were 
small by comparison with what we wanted to do. They 
improved pretty quickly. By year two we were doing around 
20 transactions a year. Now we are probably looking at 
something like 25 owned aircraft a year. That is a lot of work 
as we are responsible for everything concerning the aircraft 
once it comes onto our books. 
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“ AIC’s Aircraft Closing Room is a fantastic 
tracking tool. It lets us have full visibility over 
all the key parts of the sales process, so we 
can nudge the client when they are falling 
behind on something.”
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While they are in our care, they are ours. But that gives us 
an advantage over other brokering firms in that we are well 
accustomed to doing the whole thing, from start to finish. 
We use AIC Title Services for a lot of our transactions and 
especially for escrow services. 

They have a tremendous technology platform with a 
virtual document closing room that lets you see exactly 
where you are in the sales process. I often say that we 
are in the daycare business when it comes to aircraft 
transactions, in that the buyer often does not have a full 
grasp of all the elements that need to be covered and we 
have to help them along. 

AIC’s Aircraft Closing Room is a fantastic tracking tool. It 
lets us have full visibility over all the key parts of the sales 
process, so we can nudge the client when they are falling 
behind on something. Heather Wolff Griffin, our COO and 
General Counsel, is really good at this side of things. 

I have known Stephan Asper, Senior VP at AIC Title, for 
many years and I get along super well with him. I know the 
owner, Clay Healey well and have played a lot of golf with 

him. They’re great guys and their technology is way ahead of 
what other players are offering. 

AH: How important is escrow to you?
BF: I don’t always use AIC’s escrow services but it is very 

convenient. Without escrow you have one guy having to 
send a bill of sale and the other having to send money and 
no one wants to go first and find the other side’s holding out 
on them. Escrow keeps things honest for all parties and AIC 
provides a great service on this front as well.

AH: What is the size of your team now?
BF: There are six of us. To me, that is the right size and we 

are doing what I regard as the right number of transactions 
a year. That said, demand is going crazy out there right now. 
There is a lot of money chasing aircraft purchases. 

However, that in and of itself tends to make me cautious. I’m 
starting to get a similar feel from the market to what there was 
in 2007 and 2008 when things were defi nitely overheating. You 
have to wonder if the market is getting too pumped and bubbly. 
Th ere is technically a shortage of pre-owned aircraft  right now 
and prices on some older aircraft  have started to rise again. |BAM
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Better

together  
Citadel Completions Managing Director, Joe Bonita, 
talks to Anthony Harrington about the company’s 
current successes and forging new relationships

AH: Joe, when we spoke a year ago, you and the Citadel team 
were dealing with several issues, including continuing to 
navigate the COVID pandemic while growing the customer 
base and the operation. We are now seeing a resurgence of 
COVID. How are things going?

JB: Well, you will remember that when we were founded 
in 2017 by Mr. Sheldon Adelson and the Adelson family, our 
mission back then, and it is still very much is today, was to 
transform the completions industry. We aim to bring superior 
technology and skills to generate shorter lead times while 
delivering excellence for our clients. 

We were all greatly saddened by Mr. Adelson’s passing 
at the start of the year. However, the Adelson family has 
reiterated its support for Citadel and for carrying out Mr. 
Adelson’s vision to be the best in our industry. 

I am delighted to be able to say that we ended last year 
strong, and are continuing to build on those successes. We 
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“ We believe there are 
great opportunities out 

there whereby combining 
business with aligned 

objectives strengthens 
both sides and offers 
strong options to our 

customers.”
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are operating as normal, but of course are taking significant 
measures to provide a safe environment, protecting our 
customers and our team the best we can. Many of the team 
have taken the vaccine, and more are opting in each day, 
which is encouraging. We remain optimistic that the impacts 
of the pandemic will continue to diminish. 

AH: You recently hosted a very successful private event 
for a selective group of individuals. What can you tell 
me about it?

JB: Well, this was truly a unique event! We positioned 
our owner’s Airbus ACJ 340 aircraft at Miami’s International 
Airport and hosted a dinner on the aircraft for several 
prominent individuals. The dinner was co-hosted with 
Airbus, Haute Living Magazine, and Louis XIII Cognac. It 
lasted some five hours and was hailed as a great success by all 
the guests, who came from across the USA to attend. 

This event, and others that we are planning, will definitely 
go a long way to establish our premium brand as the 
completions house of choice for owners of large commercial-
sized jets. 

AH: It looks like the National Business Aviation 
Association Convention and Exhibit will go on as 
scheduled in Las Vegas this October. What does 
Citadel have planned?

JB: We will of course be exhibiting at the main Convention 
Center, and are looking for a great crowd! This event in 2019 
was the last major event we exhibited at before the pandemic, 
so we are glad to see it on track for this year.

On the evening of Tuesday October 12th, which is the opening 
day of the event, we will be hosting a networking event at the 
Sands Aviation hangar in Las Vegas. It will feature several 
current and future private jet owners, as guests, along with 
leaders from the business aviation community. 

AH: What key initiatives are you and the Citadel team 
working on at the moment?

JB: In addition to our marketing efforts at the Monaco 
Yacht Show, and NBAA, we are planning to attend the Dubai 
Air Show in November, and we are actively working on several 
partnering deals that will have far-reaching implications for 
us as a premiere completions house and MRO facility. 

We’ve recently had discussions with a large company, 
experienced in aircraft modifications of varied types 
including VIP interiors. While we’re not ready for 
announcement in this edition, we are anticipating a joint 
press release at the NBAA! We’ve also had other partnering 
ideas, which will continue to evolve. In essence, we believe 
there are great opportunities out there whereby combining 
business with aligned objectives strengthens both sides and 
offers strong options to our customers. 

AH: Do you see plenty of opportunity for developing 
further strategic relationships of this sort?

JB: Absolutely. We have been holding several discussions 
to foster partnership and growth where opportunities present 
themselves. Our belief is to combine strengths where appropriate, 
thereby off ering our customers the very best… and ultimately 
posturing us to realise our mission and vision. We will be looking 
to make some additional announcements on this front shortly. 

As we look to those key circles of infl uence, the design 
community really holds signifi cant importance. One of our major 
initiatives on the design side has been the creation of Citadel’s 
Design Connect eff ort. Th is is a project to connect the design 
community across the industry through a series of initiatives, 
including a quarterly newsletter. Th e idea is to get Citadel more 
closely connected with the design community, whereby we are 
working closely together with common goal of delivering the 
aircraft  under aggressive schedules with the highest degree of 
quality. We already have a dedicated website for the project and 
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“ One of our major initiatives on the design 
side has been the creation of Citadel’s 
Design Connect effort. This is a project to 
connect the design community across the 
industry through a series of initiatives.”

it is getting a fair bit of recognition and traction. Designers can 
register themselves on the site and show their interest.

We plan to do a designer networking event on the second 
evening of NBAA, on our booth, to add momentum to the 
Design Connect initiative. I’d encourage designers who plan 
to be in attendance to stop by!

AH: What are you seeing by way of demand in the large 
aircraft  completions market? I understand that it was 
fairly tight through the pandemic.

JB: Part of the reason why we are so interested in developing 
long term, mutually benefi cial relationships with strategic partners 
is that both we and the industry are anticipating a strong rebound 
in the VIP and VVIP completions markets in the coming years. 

We are already seeing a very encouraging spike in the conversations 
that we are having with prospective clients. At the same time, the 
design community is getting very energised and is working up 
large scale interior concepts. We are defi nitely anticipating growth 
in this sector through the end of this year and into 2022.  

I would say that the completions landscape right across 
the US is difficult at present. We have seen competitors 
struggle recently, with some exiting the space, and we have 
in fact picked up some displaced customers and ensured no 
disruption in service to them. We certainly look forward 
to continuing to serve those customers, and are actively 
pursuing new opportunities as well. While everyone hates 
to see struggles in any form, Citadel is well postured to 
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rebound from the 2020 pandemic and lingering effects 
continuing this year. 

We are positioned pretty well right now to respond to tenders 
as they come out. We have to recognise, however, that we 
are still in the early stages of winning brand recognition and 
we have to work hard to ensure that we are visible to all the 
opportunities that are out there. And of course, when we 
do get opportunities we must deliver the extreme customer 
service our founder envisioned, and we’ve become known for.

AH: How are things progressing on the MRO front?
JB: We took a conscious decision when we launched 

Citadel to have a robust MRO facility and the refurbishment 
side of that operation is very much on an upswing.

Early this year, due in part to the low volume of green completions, 
we worked hard to expand the MRO and refurbishment segments 
of the business. Our owners reiterated their full support for Citadel, 
and as completions rebound down the road we are diligently 
working to grow the MRO business. We have done this well, and 
it has kept everyone busy and secured us a run of excellent MRO 
contracts while we pursue VVIP completion opportunities. Th ese 
are now really starting to come to maturity. |BAM
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P W 8 0 0  B l a d e s

E N G I N E  O F  T H E

Maria Della Posta, President of Pratt & Whitney 
Canada, talks to Anthony Harrington about the 
engine maker’s plans and latest successes 
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AH: Maria, can we start with a brief look at your own entry 
into business aviation and your career in P&WC?

MDP: I was fortunate in that my family strongly encouraged 
me to pursue education and to push my limits. I have a passion 
for continuous learning, which I view as a critical part of 
leadership in our constantly changing world. 

I joined Pratt & Whitney Canada in 1985 because I 
was attracted to a dynamic and growing aerospace 
industry. I took opportunities based on new and 
sometimes undefined roles. These came with 
responsibilities that took me out of my comfort zone 
and provided an opportunity to collaborate and to 
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We have a track record of continuous transformation that pulls 
in teams of every makeup, with a strong culture of inclusion 
and collective success. Everything we do, day in and day out, is 
in the best interests of our customers. Th is has taken us from a 
1 product to a 12 product family and into a global leader with 
65,000 engines globally - a major competitive advantage. 

We entered various markets over time, including business 
aviation, and each new market introduced us to new sets of 
customers and more expectations. It also brought the beauty of 

apply different thinking in order to succeed and for whatever 
project I was involved with to thrive. 

Throughout my career, and especially now I am constantly 
energized and inspired by my experienced colleagues 
and new hires. As proud as I am of my successes, it’s 
most rewarding to work with up-and-coming talent and 
encourage them on their way. I am often in awe of the 
people I get to work with and that’s what has kept me at the 
company for 35 years. 
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“  P&WC is working with De Havilland 
Canada to integrate a hybrid-electric 
propulsion system into a De Havilland 
Dash-8 regional aircraft.”
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diversifi cation and enabled us to leverage learnings from one 
market to the next, bringing solutions to all our customers.

AH: What is happening with P&WC’s sustainable 
hybrid-electric propulsion initiatives and the 
partnering work with De Havilland and Collins?

MDP: The rising urgency to address climate change 
has created greater demand for sustainable technology 
and solutions from airlines, customers and passengers. 
We are seeing ever-increasing social pressure for greener 
technology. Governments are responding to this with greater 
funding for the research and development of sustainable 
technologies, in order to support a “green recovery” coming 
out of the pandemic. 

P&WC has a long-standing commitment towards sustainability 
in aviation, especially through its continual investments in 
advanced propulsion technologies, enabling more effi  cient, 
lower-emissions fl ight, across multiple markets and applications. 
We can make a real and sustained diff erence in emission 
reduction as we drive more and more effi  ciency improvements. 

In fact, this has always been a focus for us. For example, 
the PT6 is now 15% more efficient than it was 10 years 
ago. This will continue to be a trend and an important part 
of the business. As we evolve and look at the next series 
of technologies, we are focusing on technologies such as 
hybrid-electric, full electric, hydrogen, and more SAF. 

We also believe in electrification as Raytheon Technologies 
has a complete suite of solutions, complemented by the 
broad portfolios of P&WC and Collins. P&WC has complete 
propulsion solutions in this segment and we have already 
started to develop multiple demo programs to find the 
optimal solution in this segment. 

Most recently, on the hybrid-electric front P&WC is working 
with De Havilland Canada to integrate a hybrid-electric 
propulsion system into a De Havilland Dash-8 regional aircraft . 
Th is demonstrator will include an advanced electric motor and 
controller from Collins Aerospace. Th e hybrid-electric propulsion 
system is expected to achieve a 30% reduction in fuel burn and 
CO2 emissions on a regional airliner (Dash-8) application. 

Th e hybrid confi guration will allow us to optimise the engine’s 
performance throughout the diff erent phases of fl ight. During 
take-off  and climb, the electric motor will provide a power 
boost, which will taper down to zero at cruise. Th is will 
provide operational fuel savings of around 30% compared to 
today’s most advanced turboprop engines, which are still the 
most effi  cient way to travel small distances by air. 

The project will target testing a demo engine in 2022, and we 
will have a flying hybrid-electric demonstrator by 2024. We 
believe the hybrid-electric production aircraft will come into 
service sometime in the 2030 timeframe. 

Th is hybrid-electric propulsion technology demonstrator is a 
sign of Canada and Quebec’s willingness to invest in P&WC. We 
are aligned with government goals to foster a more sustainable 
aviation ecosystem along with promoting Canadian leadership 
in decarbonising air travel as we collaborate with OEMs, 
SMEs, national laboratories, and academic institutions.

AH: How much did the pandemic impact P&WC? How 
did you manage through it and is that now largely 
fading into the past or is it still a problem?

MDP: So, let’s talk about COVID-19 and the biggest pivot/
impact to our business in its history. I really look at the last 18 
months in phases. And everyone gets through these phases at their 
own pace. First, we rallied around safety whether at home or on-site. 
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“  We are thrilled with the engine’s performance and proud to have 
it powering the Dassault Falcon 6X. This builds on our successful 

relationship with Dassault over the past 20 years of active programs.”
M a r i a  D e l l a  Po s t a o n  t h e  P W 8 0 0  f a m i l y  o f  e n g i n e s
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All the years of focus on Environment, Health & Safety played 
a role in allowing us to implement rapid mitigation strategies to 
protect our employees from the spread of COVID-19, while also 
looking aft er their mental health. Th en we entered a phase of 
realising this is a marathon, not a sprint, and we took governance 
actions and the leadership team had to replan for 2020 and 2021. 

The phase we are in now I call “filling the tank” – realising 
we have a great business and foundation, focusing on vectors 
of growth and reaffirming that customers are our purpose.

AH: How demanding is it to keep up a strong R&D presence 
and how has that played into P&WC’s successes over time?

MDP: We were fortunate to have been named the Number 
1 investor in aerospace in Canada earlier this year. Research 
and development investment has been a driving force in 
our company’s growth and we are proud that our continued 
investments help to push innovation forward while supporting 
the Canadian aerospace ecosystem from industry to academia. 

We are constantly integrating the latest technologies into our 
engines and services and we are playing a leading role in the 
development of sustainable propulsion solutions for the future. 
All of this is made possible by our employees and the billions of 
dollars we have invested in Canada over recent decades to develop 
new technologies and put them to work for our customers. 

While 2020 and 2021 have certainly been challenging years, we 
have not wavered from our commitment to wise and judicious 

R&D investment. We understand that our future success and 
that of our customers and employees depends on it. 

We also remain ever mindful of the importance of aerospace 
to the Canadian economy. Our investments in R&D are in 
the best interests of our company and our customers, our 
investments also benefit the nation as a whole and contribute 
towards solidifying its global reputation. So, we remain 
focused on balancing short-term and long-term investment 
decisions, sharpening our strategic planning and making 
good decisions, backed by government support.

AH: How big a deal is the fi rst fl ight of the Dassault 
Falcon F6, which showcases the PW800 family of engines?

MDP: Indeed, the first flight of the PW812D-powered 
Falcon 6X, back in March, was a proud moment for P&WC 
and Dassault. Since that important event, we have continued 
to push the program forward, hitting our milestones and 
working with Dassault to support their Falcon 6X needs.

We are thrilled with the engine’s performance and proud to 
have it powering the Dassault Falcon 6X. This builds on our 
successful relationship with Dassault over the past 20 years 
of active programs. We have now completed the critical 
certification tests and we have submitted the necessary 
information to Transport Canada. We are now waiting on the 
engine certification, which, again, will be a huge moment for 
us. We will continue to work with Dassault to support their 
aircraft certification as well. |BAM
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Caring for

customers
Dave Glenn, Senior Vice President of 

Customer Operations at Gogo Business 
Aviation, on maximising support

38

PROFILE … GOGO BUSINESS AVIATION

G
ogo Business Aviation delivers high-speed 
broadband internet to customers in North 
America via a proprietary air-to-ground (ATG) 
network, which it owns and operates. Th e network 
has been in place for years, with several upgrades 
along the way, as have the onboard systems Gogo 
puts onboard aircraft . Managing the network and 

customer operations is a massive job, one entrusted to Dave 
Glenn, Senior Vice President of Customer Operations.

BAM editor Anthony Harrington spoke with Glenn to learn 
more about what it takes to oversee such vital pieces of 
Gogo’s operations.
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AH: Based on various customer surveys, Gogo has been 
widely recognised as the leader in customer support for 
business aviation the past several years. What’s needed 
to be able to provide that level of care and support?  

DG: In customer operations, the most important thing is 
having responsible, talented people with the expertise to be 
able to solve complex problems. Th at is paramount, and it can 
be diffi  cult to fi nd the right people. We have consistently been 
rated number one in customer support and it’s because of our 
people. Th e people make all the diff erence. It’s also important 
to design products that are reliable and maintainable, with 
self-help tools that are easy to use and understand.  

AH: Virtually every organisation likes to talk about 
their people and having a personal touch, but few are 
actually able to put that into practice. Why is that?

DG: Personal care is one of the tenets of our vision. 
We have the technology, good equipment, and reliability, 
but how we respond when something breaks – that’s a key 
differentiator – and it determines how we’re perceived in 
the marketplace. When we get a call, the customer wants 
to talk to someone, not an automated system and although 
we have the tools in place to support the team, ultimately 
it always comes back to having the right people for the 
customer to talk with. 

We also never stop fi ne-tuning our artifi cial intelligence to 
provide meaningful and actionable data both for Gogo and 
the fl ight departments. It’s crucial because we can proactively 
address problems before they become AOGs. Th at means we’re 
proactively opening tickets, calling the customer and telling 
them we see their box isn’t working as well as it could be. Today, 
we can pick the phone up and say, ‘you had a problem, but we 
fi xed it’, or ‘you have a problem let’s work together to fi x it’. To me, 
that’s when we’re at our best as a customer support organization.

AH: When something goes wrong though, that must 
require some diffi  cult conversations. It’s one thing when 
a customer calls with a problem, but when a company 
calls to tell the customer the equipment they supplied 
is about to fail, that must be a delicate conversation to 
have, right? 

DG: Actually, it’s not. It’s the opposite, and we’ve seen that 
maintenance departments really appreciate it when we call 
proactively because it turns an unscheduled maintenance 
event into a scheduled event, thus avoiding an AOG situation. 
A director of maintenance (DOM) told me his principal once 
pointed to one of the jet’s engines and said, ‘I want that to 
fail before my Wi-Fi fails’. Connectivity has become such an 
important part of the flight experience – so it’s important for 
us to be proactive.

www.avfab.com
mailto:hlowe@avfab.com


“ We’ve seen that maintenance departments 
really appreciate it when we call proactively 
because it turns an unscheduled maintenance 
event into a scheduled event, thus avoiding 
an AOG situation.”
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For me, customer service is about meeting expectations, 
and being easy to do business with. What I mean by that is 
making products that are reliable, simple and intuitive to 
use, and not shying away from issues when they arise. Being 
proactive with customers is something they appreciate, and 
we are constantly working to better understand the changing 
needs of our customers.

AH: Can you talk about some of the changes Gogo has 
made to help support the customer?

DG: The fastest way to fix something is by avoiding an 
issue before it happens. We’ve been working on being able 
to update the LRU software remotely which will allow us to 
add features and fix software issues much faster and easier, 
especially for flight departments and larger fleet operators. 
When people call us, we have a team of aviation, wireless 
communications and internet experts who resolve issues, 
98% of which are done remotely. It’s the quickest and cheapest 
way to do it and it makes the customer happy. There’s a small 

percentage who do require someone to be there in-person, 
so we invested in our field services support team, which gets 
mechanics on site at the busiest US business aviation airports 
much more quickly than before.

AH: I’ve read recently about Gogo DASH which is an 
application the customer can use to get information 
about their Gogo system. Can you elaborate?

DG: For maintenance and reliability we developed the 
DASH app and web portal, which allows aircraft operators 
to see exactly what their systems are doing. It means that a 
DOM, for example, can see how the Gogo system onboard is 
performing. This gives the DOM insight into how the system 
is operating. That’s critical because allowing a DOM to work 
on an action plan of correction, with insight into a problem 
before the aircraft lands, is vitally important.

We’ve had people call and say something wasn’t working 
when maybe four people had their devices connected 
properly and one wasn’t, and it was how they had attempted 
to connect that was causing the issue not the system itself. 
That type of information is shown in DASH and it helps us 
understand the issue and helps the DOMs explain to their 
principals how to avoid them. 
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“ Gogo has a network of more than 250 towers, and many of those 
towers are in difficult-to-reach locations. Some are on mountaintops 
where they get several feet of snow per year, others are in the desert 

– the conditions can be extreme and really harsh.”
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AH: You’re also responsible for managing Gogo’s 
air-to-ground (ATG) network. That has to be a major 
undertaking. 

DG: Managing an ATG network is not easy, and it only gets 
more diffi  cult as more aircraft  are fl ying and connected. We’re 
building a 5G network – it will be the fourth network we’ve built 
– and what I’ve learned is that it’s one thing to design a network, 
and it’s quite another to deploy it and keep it operating at peak 
levels, especially when thousands of aircraft  are connected. 

Gogo has a network of more than 250 towers, and many of 
those towers are in diffi  cult-to-reach locations. Some are on 
mountaintops where they get several feet of snow per year, 
others are in the desert – the conditions can be extreme and 
really harsh. Our fi eld techs send us photos showing snow 
caves in the mountains and rattlesnakes in the desert. Th ey 
go through survival training because some of those towers 
can be quite an adventure to reach. Sometimes we take 
the network for granted, but it’s hard work out in the fi eld, 
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managing antennas and towers that have to bear the weight 
of the equipment and still withstand hurricanes and blizzards.

AH: You mentioned 5G – how is that coming along?
DG: We’re currently working our ground infrastructure 

in preparation for 5G technology, which we’ll launch in the 
second half of 2022. The analysis, testing, and construction 
on towers have begun – in fact, we hung our first 5G antennas 
on a tower in Nebraska in July. What’s nice is Gogo 5G will 
work in concert with our current technology to provide the 
best possible service. As the appetite for bandwidth continues 
to grow, 5G will be able to accommodate it.

AH: On another note, how are things going now that you’re 
a company that is solely focused on business aviation?

DG: In December 2020, we completed the sale of the 
Commercial Aviation business to Intelsat. We are now 
singularly focused on serving business aviation, and we are 

much stronger fi nancially which greatly enhances our ability 
to invest in the development of innovative products and invest 
in new growth opportunities, such as Gogo 5G. It’s been a win 
for all parties involved. Business aviation is a small industry 
in which word of mouth still matters and being able to invest 
singularly on business aviation helps ensure that we’ll deliver 
the best experience possible for our customers.

One of the things that makes Gogo unique is that we not only 
build our connectivity systems, but we also built and operate our 
ATG network. Everything is vertically integrated. Our people 
have aviation expertise to support fl ight departments and fl eet 
operators, but we also have network operations expertise and 
support a wireless network with equipment at 250-plus locations, 
and two data centers. It’s a complex business because we not only 
have to support the products we build, but we are also a network 
operator with engineers who are constantly maintaining and 
optimising the network and infrastructure. |BAM
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AH: Rick, what is ATP and where did it all begin?
RN: ATP, as it exists today, is the result of three acquisitions 

that our owners have made in recent years. In September of 
2015 we acquired ATP, and in that part of the company our 
basic business model is that we are a technical and digital 
publishing house. We gather technical publications from 
business and general aviation OEMs, such as Pratt & Whitney, 
Honeywell, and others, and we add value by incorporating 
regulatory information into those publications from the likes 
of the FAA and EASA. 

Th at part of our business goes back almost 50 years and has 
gone through the classic information company evolution, from 
paper to microfi che and on to CD-ROM and, more recently, 
the Cloud. Th at has been our core bread and butter, as it were.

Flightdocs has been on our wish list right from the beginning. 
In 2015, our private equity owner ParkerGale put together a 
list of companies that we regarded as potential acquisitions 
that we thought would be a great fit with our product range. 
ATP was ParkerGale’s first acquisition, back in September 
2015, and the company has continued to operate as ATP even 
as we acquired other companies. 

In December 2016 ATP acquired CaseBank, which brought two 
very successful products into our portfolio. Th e fi rst is ChronicX, 
which is a soft ware package designed to help our customers, 
who are largely commercial airlines, identify recurring defects. 

To understand this better, you probably need to know 
that the average commercial aircraft generates around 140 
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maintenance reports every month. For an operator to try 
to spot recurring patterns across a large fleet with so many 
reports to sift through is extremely challenging. In an airline 
with 250 aircraft, for example, you could be wading through 
up to 35,000 such reports a month. 

We ingest all of the reports and run them through ChronicX. 
It figures out the recurring faults, using natural language 
analysis and processing, regardless of whether the reports are 
coded, coded incorrectly, or not coded at all. The customer 
then has access to an online dashboard that shows recurring 
issues by aircraft, aircraft type, etc. 

The CaseBank acquisition also gave us a diagnostic tool 
called SpotLight. We work with our new SpotLight customers 
to create a diagnostic database of faults and symptoms, so 
when certain things happen or certain warning lights come 
on, or whatever the technical issue is, the SpotLight database 
can identify the probable underlying cause and help the user 
more quickly identify problems and improve first time fix 
rates. This database will be unique to specific aircraft types 
and customers and we build one for each client. 

The Flightdocs acquisition is very recent, having taken 
place in June 2020. For that acquisition, ParkerGale joined 
together with the private equity firm Accel-KKR.  

AH: When did you fi rst start the process of acquiring 
Flightdocs? 

RN: Initially they came to our attention because they were 
looking to raise funds for growth. We got talking to them 
in March 2020, and after some discussion, those talks soon 
turned into a full-blown acquisition discussion. We were not 
the only ones interested. Other companies were also bidding 
to buy Flightdocs but, happily, ATP prevailed. 

www.jetcounsel.law
www.jetcounsel.law
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There were several key points of interest for us. We have been 
serving the business aviation market for years. They were in 
this same market and their product set is adjacent to what 
we were offering in the ATP Aviation Hub. It offered a clear 
way for us to expand and to add to our product portfolio and 
provide customers with additional functionality. 

We were also highly impressed with the product. It is number 
two in the software maintenance market, with a very modern 
interface that is very intuitive to use. We also liked the fact 
that they were passionate about customer service and had an 
‘answer-in-two-rings’ philosophy with their help desk, which 
they monitored and regarded as a key benchmark. We have, 
of course, maintained this same approach. 

We also saw a lot of opportunities for product integration. We 
acquired Flightdocs in June 2020 and we have already integrated 
the product with our ATP Aviation Hub. Th is means that if you 
are a Flightdocs customer and you fi nd you need to consult a 
technical publication on the aircraft  you are working on, you can 
click right through from Flightdocs to the relevant publication. 
We have a number of other joint product opportunities in mind 
as well. Th e whole idea is to let the customer focus on what they 
are doing with the aircraft , versus having to stop and search for 
technical information or regulatory content. 

AH: What do you have in mind by way of further 
enhancements?

RN: We have two major project enhancements on the go 
right now, the first being Flightdocs Operations. We have a 

good, but fairly basic, operations module today and we plan 
to augment that with new features and functionality so that 
it can compete at the top level in the market. 

The ATP Aviation Hub and Libraries serves many MROs in 
general aviation while Flightdocs is targeted more specifically 
at owner/operators. We think there is a big market out there 
among the larger MROs for Flightdocs, but it needs to have 
some additional features and functionality to fully serve the 
MRO market. For example, MROs often need to issue quotes 
when they are bidding for business and we need to add that 
and other capabilities to the existing Flightdocs Maintenance 
offering, which was really designed for owner/operators 
conducting their own maintenance.

MROs are also managing other people’s aircraft  and that 
requires a diff erent approach as well. We’ll have all of this new 
functionality begin to appear in 2022. Both these projects amount 
to multi-million dollar investments that we will be making over 
the course of the remainder of this year and much of 2022. 

AH: How has the integration with the Flightdocs team gone?
RN: It has gone very well. Th e team we inherited was excellent 

and both they and the ATP team share a very similar culture, 
dedication to customer service and passion for the aviation 
industry. We are now fully integrated across all departments. Of 
course, it was kind of strange doing an acquisition at the height of 
the pandemic, with most of both teams working remotely. We never 
physically met up until recently, which made it somewhat unusual. 
But it has gone very well in spite of those unique challenges.
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I
started with Flightdocs back in 2004. At that time, we did not 
have much in the way of technology and had a staff of only four 
employees. But, we were on a mission to offer the business aviation 
community a choice. With our simple-to-navigate system and our 
passion for customer service, we developed a niche for ourselves. 
The industry demanded software that enhanced, not impeded, 
the ability to provide safe, reliable aircraft for flight operations. 

Flightdocs filled the void.  

For me, every day offered another opportunity to differentiate ourselves to 
our customers and win new business. In 2009, I left the company to work on 
the MRO side of the industry, but in 2017 was offered the position of Director 
of Client Relations by Flightdocs. Naturally, I jumped at the opportunity. 
The same passion was still there, the same entrepreneurial spirit remained 
but what blew me away was how far the technology had come! It was evident 
that Flightdocs was committed to its customers, creating new functionality 
without ever compromising simplicity. In my current role, I maintain a 
vigil over my customers and enjoy helping them reap the benefits of the 
Flightdocs method of transforming flight departments.

Being part of the ATP family of products put Flightdocs in a unique 
position to imbed ourselves in the Bizav community further. The 
integration with the ATP hub has been a huge win in furthering our 
cause, which is to simplify the lives of our customers. In addition, having 
a private equity firm back us indicates our vision has been recognized, 
and our plan for the future is clear.                 

I
’ve been with the company for over seven years and have performed 
various functions on the technology side of the house. This has included 
everything from Mobile Development Manager to CTO to now 
Director of Product with ATP. I am very excited in my new role to be 
more customer and partner-facing than in the past. I’ve seen Flightdocs 
set a high bar for both technology and service. We answer the phone in 
2 rings, and our software solution has achieved 99.99%+ uptime with 

only scheduled downtime periods once a year at most. We’ve provided a 
solution to customers who want more control and visibility into their data. 
While we always back it up with service, we make it easy for customers to use 
our product on their own to perform updates and run crucial reports. We do 
not charge for API integration and we make it easy for customers to export 
all their data for any reason they see fit.  

While in the past airworthiness status of aircraft in MX Tracking solutions 
often lagged behind the real world, the Flightdocs solution has seen a shift 
where our MX tracking solution is the first thing to get updated and is relied 
on operationally. As part of ATP, we see a significant investment in expanding 
our current capabilities while adding big new ones in parallel. These include 
billable work execution via our Work Center initiative and the continuing 
development of our Flight Operations initiative. Bringing technical publication 
‘single source of truth’ into the MX Tracking solution via our Hub integration 
saves users time and satisfies all ‘current revision’ regulatory requirements. 
We are looking forward to bringing business aviation the capabilities that 
commercial 121 operators benefit from. Specifically, we see opportunities to 
leverage the current strengths of Chronic X and Spotlight to business aviation.              

Greg Diognardi 

Director Client Services

Kent Pickard

Sr. Director Flightdocs Product
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I
started at Flightdocs in January 2018 as a Product Specialist. I had 
a lot of experience with the system as a prior customer and user of 
Flightdocs, which made it a seamless transition when I joined the 
team. Since then, my role has evolved, and I am now the Senior 
Client Services Manager. Every role I’ve had with Flightdocs has 
been heavily involved with customer interaction and training, both 
online and in-person.  

I am continually advising customers on process improvements to get 
the most out of Flightdocs and working on product enhancements 
based on customer feedback. My task, overall, is to be a customer 
advocate. 

As a company, we are consistently striving to make our customer’s 
operations more efficient, provide a means of saving time, and 
ultimately saving money. I’m a firm believer that the paperwork 
should never take longer than the actual task, and Flightdocs ensures 
that isn’t the case. 

I think we are impacting the industry by continually evolving and 
delivering innovative features. For example, being able to access your 
entire publications library from a right-click is something no one else 
offers and is genuinely game-changing!

John Koci 

Senior Client Services Manager

I
have been with Flightdocs for almost eight years. As I grew into the 
organisation, I’ve been fortunate to occupy many different roles, 
from support and training to marketing and business development. 
This includes product management and oversight of the entire 
operations team.  

Through it all, I’ve seen three unwavering core principles propel 
this organisation. These are a laser focus on customer service, a 

relentless, around the clock commitment to our customers when they 
need us, and a steadfast commitment to technical dominance.  

I would point out that the electronic workflows available within the 
Flightdocs platform have truly electrified the industry. The vast majority 
of our customers are now leveraging e-sign and digital data management 
processes to drive significant efficiencies into their flight departments.  

Faster data management processes and a reduction in the number of 
hands touching a record have significantly reduced the opportunity 
for bad data. This, in turn, leads to more reliable and actionable 
information.  

ATP is full of very talented people across all departments within the 
organisation. The ideas and concepts being formulated and executed 
will continue to refine how data is managed, processed, and evaluated 
across Flight Departments of all types. The aviation industry better get 
on notice... We’re just getting started!              

Steve Tubbs  

Vice President Client Services
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I
came to Flightdocs in 2017 after a chance conversation with 
Greg Heine. I was intrigued by the company and its modern 
approach to software and the automation of processes. I liked that 
it wasn’t just automation for the sake of automation. It gave DOMs 
and maintenance technicians a robust set of tools that gave them 
greater control and insight over the work performed and a view of 
an aircraft’s overall airworthiness and value. I began working with 

customer solutions, and that morphed into product marketing. Both 
were invaluable opportunities to use my background in aviation while 
working directly with our customers and the industry.

Th e Flightdocs approach has always embraced technology. Our tools are 
developed to bring all the cloud and mobile technology advantages directly 
to the technicians and crew when and where they need it. Th e ability to make 
decisions away from the hangar is a real diff erentiator for our users. You are 
no longer tied to the hangar, you can accomplish tasks faster, and you can do 
it while enjoying your personal time. Aviation is a 24x7x365 industry, but 
our tools allow you to optimise your time both in and away from the hangar.

When Flightdocs became part of ATP we instantly multiplied our 
resources and expertise. Th e breadth of knowledge across the organisation 
encompasses every aspect of the business, including expanded aviation 
maintenance expertise. I get excited when I see companies actively 
developing solutions that can truly take both qualitative and quantitative 
data to the next level for clear and concise decision-making. Th at is where 
ATP is going, and we have the people and the expertise to get there. |BAM           

Lee Brewster

Vice President Marketing 

& Engagement
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Nils Janßen, Managing Director of 
ACC COLUMBIA Jet Service, and 
Glyn Tookey, Head of Sales, on 
building an international MRO

Customer focused

TEAMWORK

: Nils, how did ACC COLUMBIA Jet Service 
get started in the MRO space?

NJ: Th e company was established in 2009, and 
stems from two roots. COLUMBIA Jet Service 
was launched in that same year. Its focus was on 
the smaller Gulfstreams, such as the G100 and 
it had a limited capacity. Th e other arm of the 

company was an independent operation called Aviation Centre 
Cologne, which was founded back in 2003 at Cologne Airport. 
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Originally ACC started off life as TÜV Rheinland 
Luftfahrttechnik, in the 1970s, focusing on fixed-wing 
turboprop aircraft. But by the time it morphed into ACC, 
it was servicing Bombardier Learjet and Challenger aircraft 
and was a well-established MRO.

Interestingly, our shareholder and owner, who founded 
COLUMBIA Jet Service, heard about ACC by chance when he 

landed his aircraft  one day. He got talking to a couple of pilots 
who told him that they always took their aircraft  to ACC, and 
praised it as being one of the best MRO shops around. 

Traditionally pilots are any MRO shop’s sharpest critics. 
You are either dealing with them because their aircraft 
has a problem, in which case they are out of sorts anyway, 
or they have to bring their aircraft to you for scheduled 

www.jetsetservices.gr
www.jetsetservices.gr
mailto:info@jetsetservices.gr


“ We found that the pandemic turned from a big unknown into an opportunity. 
Companies could not fly their aircraft so it made sense for them to bring forward 

any maintenance or refurbishment they were planning.”
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its capabilities greatly and now caters for Gulfstream, 
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maintenance. That means the jet is grounded, so they have 
some resentment there as well. So, our shareholder was really 
impressed that these pilots recommended ACC.

It turned out that it was for sale and so we took over 
forming the new company ACC COLUMBIA Jet Service 
as it is today. 

Q: What was the immediate eff ect of the acquisition?
NJ: They were already doing very good business 

maintaining Learjets and Bombardier Challengers and they 
had a larger MRO capability than COLUMBIA Jet Service. 
Plus, they brought an additional site with them. COLUMBIA’s 
head office is in Hanover. The old ACC hangars are at 
Cologne Airport and are still very much in play. 

In the last few years, we have refreshed the management 
team there and they are doing very well. Furthermore, we 
have extended their capability in aircraft makes and models 
to provide a wider flexibility to our customer.

The acquisition of ACC, in other words, has helped both sides 
of the company to win additional business and to extend our 
capabilities. Had we not gone in for the acquisition one has 
to think that the smaller, COLUMBIA Jet Service, would 
have been in a very difficult position through the pandemic, 
with just G100s to maintain.

Since the acquisition, the company has expanded its 
capabilities greatly and now caters for Gulfstream, Embraer, 
Cessna, Dassault, and Bombardier aircraft. 

In 2012 we acquired another company that has been very 
important to us, a sheet metal and composites specialist that 
is now a part of ACC COLUMBIA. The company is located 
in an industrial area near Mönchengladbach. It also has 
approval to work for other Part 145 houses so it is a great 
source of revenue for the company. 

Q: How has the company managed through the pandemic?
GT: COVID was a big unknown when it hit. No one 
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“ What makes us different from other MROs 
is that we are very much a family business. 
We listen well and every customer is unique.” 
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knew how it would impact business aviation. I joined in 
early 2020, along with our sales manager, Johan Gangel, 
just in time for the real lockdown. Then we found that 
the pandemic turned from a big unknown into an 
opportunity. Companies could not fly their aircraft so it 
made sense for them to bring forward any maintenance 
or refurbishment they were planning. 

At the same time, we have had a really strong focus 
on the health and safety of our employees, along 
with regular testing. As a result, we have been able to 
minimise any disruption on the MRO side, and where 
people can work from home they do so. Johan and I 
both work from home. It has been very productive for 
us. The only thing it has impacted has been regular face-
to-face contact with customers.  

NJ: We are still facing the onslaught of COVID 
worldwide but our footprint has increased month by 
month. The boom in business aviation, as people who 
can afford it have turned away from the crowds and 
uncertainties associated with commercial air travel, has 
been a huge benefit for us. 

What makes us different from other MROs is that we are 
very much a family business. We listen well and every 
customer is unique. We have the flexibility to adapt to 
their needs. With us, it is not about winning a single 
project, but about building a lifetime relationship with 
the customer. |BAM
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AH: Th e US and Europe appear to be shaking free from 
the pandemic. What has demand for new jets been 
like since the pandemic hit, and is Gulfstream seeing 
demand rising again?

MB: The COVID-19 crisis really strengthens the already 
solid case for business aviation and the passenger benefits 
it provides. Business-jet operators have much more control 
over schedules and routes as well as health and safety when 
traveling on a private jet. We are seeing strong interest 
across the board from first-time buyers and high-net-worth 
individuals as well as corporate customers with a desire to 
grow their fleets.

AH: With a career spanning more than 30 years with 
Gulfstream, you have seen business jets go through 
a tremendous developmental history. Let’s talk a bit 

about the G500 and G600 now in service and how they 
compare to some of Gulfstream’s classic aircraft .

MB: When I fi rst joined Gulfstream, we were manufacturing 
one aircraft , the GIII. Today, we’re simultaneously producing 
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“  The Gulfstream G700 flight-test program is 
going very well. In April, the aircraft dedicated to 
testing the cabin experience made its first flight 
and joined the five other test aircraft already in 

the maturing certification program.”
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fi ve aircraft , the G280, G500, G600, G650 and G650ER, and 
undergoing a rigorous fl ight-test program for the all-new 
G700. What has remained the same for Gulfstream, really since 
the inception of the Gulfstream I, is a strong commitment to 
our customers, a continuous pursuit of innovation and an 
unwavering commitment to safety. With every new aircraft  
introduction, Gulfstream has brought new innovations to the 
industry, whether that was with the GII, the fi rst business jet 
to cross the Atlantic, the GIV, with the fi rst fl ight deck in civil 
aviation to feature digital fl ight management computers, or the 
G650, which debuted as the world’s fastest business jet. 

Our newest generation aircraft, the G500 and G600 took 
Gulfstream’s tradition of innovation even further, with the 
all-new, advanced Symmetry Flight Deck. Designed by 
Gulfstream, the Symmetry Flight Deck features the first 
electronically linked active control sidesticks in civil aviation, 
the most extensive use of touch-screen technology on a flight 
deck, the next generation of Gulfstream’s Enhanced Flight 
Vision System, and a robust and highly redundant data 
concentration network. We have seen widespread customer 
enthusiasm for the Symmetry Flight Deck, as evidenced by 
the more than 100 of these aircraft already delivered. 
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From the GI through the G700, Gulfstream customers 
have said they want safety, speed and range combined with 
advanced technology and cabin comfort, and Gulfstream 
has remained true to our commitment to exceed those 
expectations with every new aircraft generation.

AH: Th ere are reports of a worldwide shortage in pre-
owned inventory, how does that play for an OEM like 
Gulfstream?

MB: Low inventories of pre-owned aircraft benefit 
new aircraft sales. 

AH: What of the G700, scheduled for first deliveries 
in 2022?

MB: Th e Gulfstream G700 fl ight-test program is going 
very well. In April, the aircraft  dedicated to testing the cabin 
experience made its fi rst fl ight and joined the fi ve other 
test aircraft  already in the maturing certifi cation program. 
Gulfstream also recently announced a lower cabin altitude 
for the G700, making it the lowest in the industry. Originally 
announced with a cabin altitude of 3,290 feet/1,003 meters 
when fl ying at 41,000 ft /12,497 m, the G700 cabin altitude at 
the same fl ight level has been improved to 2,916 ft /889 m.

Th e G700 off ers the most spacious and comfortable cabin in the 
business-jet industry, the longest range at the highest speeds and 
the most advanced technology. In the G700’s Symmetry Flight 
Deck, we’ve advanced further with Gulfstream’s Enhanced Flight 
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Vision System and Synthetic Vision on dual head-up displays and 
our own Predictive Landing Performance System, a great safety 
advancement that gives pilots advanced warning of potential 
runway excursions so they can adjust approaches or go around.

Th e G700 cabin can be confi gured in up to fi ve living areas 
and features the industry’s only ultragalley with 10 feet of 
counterspace, six-place dining, and the option for a grand suite 
with shower. It also features Gulfstream’s all-new, high-defi nition 
lighting system and a new, award-winning seat design.

AH: How are things going with the G280 and the super-
midsize market?

MB: We are pleased with demand for the G280 and its 
mission capabilities and continue to invest in the aircraft. 
Enhancements we’ve made to the G280 include steep 
approach certification, certification to use enhanced flight 
vision system to land, official approval to the stringent 
Stage 5 noise standards and continued avionics upgrades. 
Customers continue to show interest in this agile aircraft for 
shorter trips and accessing hard-to-reach airports.

AH: How have you improved the in-cabin experience? 
MB: Staying healthy while traveling around the world is 

much easier when fl ying privately, and since the outbreak of 
the pandemic, customers have become even more interested 
in features of the cabin environment that enhance health and 
wellness. Th is bodes well for our signature Gulfstream Cabin 
Experience which leads the industry in providing a healthy 
cabin experience with 100% fresh, never recirculated air, low 
cabin altitudes, whisper-quiet noise levels and an abundance of 
natural light thanks to Gulfstream’s large, panoramic windows.

Our 100% fresh air system is a major benefi t for passengers 
versus recirculated air, as passenger protection improves when 
more fresh air is provided. In our large-cabin aircraft , air 
throughout the cabin is continuously replenished every two to 
three minutes. Gulfstream has recently added even more cabin 
enhancements with an air ionization system. Gulfstream’s 
plasma ionization system, which operates whenever the aircraft  
environmental control system is active, works by emitting 
positive and negative oxygen ions that actively seek out and 
inactivate harmful molecules in the air and on surfaces. 
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“  We believe that a strong service 
and support network is integral to 
the ownership experience. 
Our extensive factory-owned 
and operated service center 
network allows us to engage 
directly with our customers 
and their aircraft.” 
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of both new and existing aircraft designs. As a result, no one 
knows the aircraft better than we do.

To ensure we continue to meet the evolving needs of our 
customers as our fl eet grows, we have been busy on the 
expansion front. Since August 2019, we have expanded 
facilities in Appleton, Wisconsin, Palm Beach, Florida; and 
Savannah, Georgia; and added new service centers in Van 
Nuys, California; and Farnborough, England. In 2020, we 
also announced that we will build a new service center at Fort 
Worth Alliance Airport in Texas, which is under construction 
now. To sum it up, these Customer Support expansions total 
nearly 1 million square feet/92,903 square meters. |BAM

AH: What of the global support network for the 
worldwide Gulfstream fl eet?

MB: Our service capability has always been part of who we 
are, and we’ve built this into a major strength over the past 60 
years. We believe that a strong service and support network 
is integral to the ownership experience. Our extensive 
factory-owned and operated service center network allows 
us to engage directly with our customers and their aircraft. 
This means we do not rely solely on a third-party network 
of service providers. Instead, we listen to and learn from our 
customers, and we know what their end-service experiences 
are first-hand. We can take this information and transform it 
into programs and projects that help improve the availability 



Out Of This World Service!

WESTSTARAVIATION.COM

Maintenance  |   Avionics  |   Paint  |   Interiors 

FALCON  |  CITATION  |  GULFSTREAM  |  LEARJET  |  HAWKER  |  CHALLENGER  |  GLOBAL EXPRESS  |  EMBRAER   |  KING AIR  |  CONQUEST   |  PIAGGIO

www.weststaraviation.com


Time to

e x pa n d
Jim Hansen, Founder and CEO of 
Western Jet Aviation, looks at the 
prospects for the recovery 
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Q
: How optimistic are you, Jim, that the 
market is now in full recovery mode?

JH: We are definitely seeing the US economy 
roaring ahead. However, you have to be a bit 
careful. The Delta variant of COVID continues 
to cut a swathe through a number of States. It is 
definitely still with us. At the same time, business 

aviation is booming and COVID definitely has had a role 
to play in that. 



“ Business aviation is booming and COVID 
definitely has had a role to play in that. 

Your above-average earner is fed up. He 
or she doesn’t want to be cooped up at 

home any longer. Be it for business or for 
pleasure, they want to be free to travel.”
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Your above-average earner is fed up. He or she doesn’t want 
to be cooped up at home any longer. Be it for business or for 
pleasure, they want to be free to travel, but commercial airlines 
are failing to win their trust back for a number of reasons. 

Th ere is the obvious point that no one likes to travel in a crowd 
these days. Second, you are not certain to be able to make 
whatever schedule you are on. You can’t trust airlines not to 
move a fl ight time or to cancel a fl ight altogether. Plus, most 
of them are running reduced schedules anyway. So, there is 
a massive incentive for anyone who can aff ord it to look at 
private aviation as a really comfortable and viable alternative. 

You are paying extra, but you know you are going to depart 
and arrive on time, with much fewer touchpoints, and that 

www.htf.net
www.htf.net


72

PROFILE … WESTERN JET AVIATION

is a very attractive prospect. There is no doubt that business 
aviation is already a big winner out of this.

Q: You mention that COVID is still ongoing. Have you 
and your team had any problems?

JH: We’ve had one or two out with COVID, but not 
from some internal breach. They became infected visiting 
friends or relatives, and you can’t really do much as a 
company to prevent that. What you can do is ensure that 
your internal procedures are strong and able to keep people 
safe, and this we have done well. We’ve always caught any 
COVID positive tests early enough to keep everyone safe. 
One of the big dangers as everyone thinks we are coming 
out of COVID is that people get too complacent. The Delta 
variant is very much with us. 

Q: How have this summer’s extraordinarily high 
temperatures aff ected you guys? 

JH. Here in the Valley, the temperature is very frequently 
in the high 90s, so we are used to the heat. What we are 
seeing, as we approach the end of summer, is that folks are 
much more reluctant right now to put their aircraft into an 
MRO. No one wants to have their plane grounded. They all 
want to make the most of the last days of summer. 

Fortunately, we are seeing our autumn and winter bookings 
starting to come in, and we have a good deal of long-range 
maintenance scheduling on the books. 

Q: Are you expanding the business?
JH: Definitely. We are looking to offer an expanded 

portfolio of services along with increased benefits for 
customers. In particular, we are already some ways 
down the road to being able to do extensive internal 
refurbishments of aircraft. 

There is a lot of synergy for us in expanding in this direction. 
Often, when you are doing maintenance on any scale, you 
are removing internal panels and monuments. So, we are in 
the process of dedicating space to this expanded side of our 
business, along with the construction of workshops. 

Q: Are you hiring on this front?
JH: We were very fortunate in that a certain facility that 

was into aircraft refurbishments, closed its doors a few 
months ago. We were able to hire some excellent people out 
of that, picking up enough staff to get us well down the road 
to having a third shift in our MRO shop. On the interior 
side, we have probably hired around an extra 20 folks and 
we are still recruiting.

Q: What size are your facilities now?
JH: We have some 60,000 square feet of hangar space 

and another 60,000 square feet of office space for our 
support staff. We also have a couple of tenants who have 
their aircraft in our hangar and we manage those aircraft 
completely for them. 
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“ We are looking at space to expand into. 
There is a space of around 3.5 acres behind 
us that we are renting, and we are thinking 

of maybe procuring that and using it for 
expansion further down the road.” 

74

PROFILE … WESTERN JET AVIATION

We are looking at space to expand into. Th ere is a space of around 3.5 
acres behind us that we are renting, and we are thinking of maybe 
procuring that and using it for expansion further down the road. 

Q: How satisfi ed are you with your current team?
JH: Honestly, in this business, you have to depend a great 

deal on good people who are so much smarter in their areas 

of expertise than you are. There are so many aspects to our 
business and one person cannot possibly know it all or do 
it all. You need a real team and I have been really blessed in 
having a wonderful set of people in all the key positions in 
this company, as well as a tremendous staff. 

This business is not just about coming to work for them. 
They put their hearts into it and into taking care of 
our customers. 

Q: Final question, do you think NBAA is going to 
happen this year?

JH: I absolutely hope it does. The whole industry needs it 
badly. It really matters to us to be able to see and be seen at 
NBAA. The chance to speak face to face with folks from all 
over is hugely important. |BAM
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“  We are building out an ATG network and 
ecosystem that will bring high bandwidth 
broadband connectivity to the full spectrum 
of data communications needs across all 
aircraft types, from fixed-wing turboprops 
to the largest business jets and regional-jet 
commercial airlines.”

Changing 

the game
David Helfgott, CEO of SmartSky 
Networks, talks to BAM about the 
company’s mission to launch a 
superior Air-to-Ground (ATG) network 
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D
avid Helfgott became CEO of SmartSky 
Networks in October 2020, taking over from 
Haynes Griffin, who continues as Executive 
Chairman. He has a stellar record in satellite 
and wireless telecommunications and brings a 
wealth of experience to the role.

Q: David, can you give us a quick recap of 
your experience in this fi eld?

DH: Sure. I have spent a lot of time working on broadband 
connectivity and mobility, and especially aircraft-based data 
communications over the last decade, which is one of the 
reasons why I felt confident I could bring something to 
the table here at SmartSky Networks. I started this path 
with a leading satellite operator, originally with GE which 
then became SES. I have served as President and CEO 
of Inmarsat Government, President of Tactical Wireless 
Communications at Cobham, and President and CEO 
of SES Government. My most recent position was 
President and CEO of the phased-array antenna 
developer Phasor. 

So my background includes SATCOM 
bandwidth, integrated services networks, as 
well as the terminal and RF equipment on the 
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aircraft and the ground stations. When it comes to getting 
data to and from an aircraft inflight, I have seen all sides 
of the problem.

Q: What attracted you to SmartSky Networks and what 
made you confi dent that there would be a place for it 
in the market given that there is already a heavyweight 
ATG incumbent player, with a well-established 
customer base?

DH: What is very clear to me is that SmartSky Networks 
is bringing something entirely different to the Business 
Aviation industry. SmartSky Networks today is the 
culmination of a significant technology development effort, 
years in the making. The company has already registered 
over 220 patents and we have over 135 patents pending. This 
is a very different technology to anything that is out there 
today, combining a high performance, low latency network 
with innovative shipset equipment and an interoperable 
applications and services layer. In broad terms, we are 
building out an ATG network and ecosystem that will bring 
high bandwidth broadband connectivity to the full spectrum 
of data communications needs across all aircraft types, 
from fixed-wing turboprops to the largest business jets and 
regional-jet commercial airlines. 

Q: What can you tell us of SmartSky Networks’ history?
DH: SmartSky Networks is now nine years old. The first 

four-plus years of the company’s life focused on developing 
our innovative IP and technology, getting the regulatory 
approvals necessary to operate our unique network, and 
working on the processes needed to deliver data in aviation as 
it was meant to be – just like it is on the ground; immediate, 
secure, and dependable. You have to get all that right before 
you can really start to work on things like building out your 
terrestrial infrastructure, which includes towers, fiber-
backhaul, RF equipment, and ground stations. 

The basic aim was to ensure that we build a highly 
differentiated capability, and our history of patent filings is 
visible testimony to our success. One thing you cannot get 
away from is that this is a highly regulated industry, not just 
by the telecommunications regulatory authorities but also 
by the FAA and ICAO. So you have to do things in a very 
thoughtful, intentional way. 

It is critical that you create innovation that is optimal for the 
aviation use-case, you cannot just decide to latch on to the 
latest and greatest technologies because it makes for good 
marketing. This is so much harder than doing it for any 

www.sealth.com
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other market or use-case. I have worked with getting data 
to ships at sea, securely to government sites and to remote 
locations all over the world. Aviation is by far the toughest of 
these challenges when it comes to transmitting and receiving 
reliable, high-gain, high-quality communications. 

Q: Th ose opening four years with no revenue must have 
been tough?

DH: There is the lower cash-burn phase, where you 
are working with regulators and on the basic concepts and 
technology development. Then you come to the deployment, 
commercialisation and build-out phase and that is much 
more capital-intensive. We have been at this phase for the 
last several years. 

Things slowed down somewhat in 2020 because of COVID. 
But business aviation has completely recovered now and all 
the signs are that we are now in better shape as an industry 
than we were in 2019. 

Since I joined 10 months ago, we’ve been testing and deploying 
the physical infrastructure and completing the manufacture of 
the aircraft  radios and antennae. We now have FAA and FCC 
certifi cation of both the radios and antennae, and that was 
a signifi cant step forward for us. We are operational in our 
South East Corridor, which runs from South Florida to South 
Carolina, which is one of the heaviest traffi  c routes for business 
aviation. We are also building out parts of the Southwest today, 
including Arizona, California, Nevada, which means we are 
now fl ying demo fl ights virtually on a daily basis. We’ve been 
running three fl ights a day for the last four months or so. 

All in all, we are now well past the development phase. 
Our ground infrastructure is largely built-out, and we have 
achieved the necessary certifications. We are now in the 
testing, site validation, optimisation and operations phases. 
We will have completed enough of our ATG network by the 
end of this year to cover around 80 to 90 percent of business 
jet flight traffic across the Continental United States. 
The remaining coverage will be completed in early 2022. 

Q: How are you going to market? Via resellers and 
distributors?

DH: Yes. We have very strong channel partnerships with 
VARs and MROs, and continue to expand our relationships 
with a number of additional partners, including OEMs. We 
have many STCs completed for a whole range of business 
aviation aircraft types. By the end of the fourth quarter of 
this year, our team of channel partners should have us firing 
on all cylinders. 
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“ We are very strong in moving data to 
and from the aircraft, symmetrically and 
bi-directionally. This means we can give 
aircraft operators, passengers, and suppliers 
an ‘enterprise-in-the-air’ experience.”
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Q: What kind of subscription model are you going for?
DH: We will deliver two types of service-bundles, with a 

couple of options within each, to meet the demands of the 
poorly-served business aviation and regional jet markets. 

1. The first offering, our Flagship product, is a shipset 
and services bundle that will address the needs of 
business aircraft from midsize to large cabin, and up 
to regional commercial jets. 

2. The second offering, our Lite product, will cater to the 
unmet needs of smaller jets and turboprop aircraft. 

We have always been transparent with our partners and 
prospective end-users about our subscription plans, which 
are published on our website and in promotions. 

Q: What do you think you have that will enable you to 
win market share?

DH: What gives us a real edge is that we are very strong 
in moving data to and from the aircraft, symmetrically and 

bi-directionally. This means we can give aircraft operators, 
passengers, and suppliers an “enterprise-in-the-air” 
experience. If you want to do real-time video conferencing 
from your aircraft, or cloud-based computing or real-
time monitoring for cybersecurity, then you need a lot of 
bandwidth in both directions, on and off the aircraft. We will 
be offering something that is at least a factor of 10 better than 
anything out there today. That gives us a real edge. 

The second point is that there is a large unaddressed 
segment at the smaller aircraft end of the market - small 
jets and turboprops. This segment is largely ignored by 
the incumbent provider, and when those aircraft do have 
connectivity services, they pay a lot of money to get an 
unreliable communications product that has a bandwidth 
measured in kilobits. We will be giving them gigabit service 
packages. That is a very exciting market for us.

There is a lot of greenfield opportunity for us out there, as 
well as the opportunity to win market share from existing 
under-performing providers. |BAM
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Mark Baier, CEO of AviationManuals and ARC Safety 
International, on a digital revolution for MROs

Knowledge is key 

Q
: Mark, how did you get involved with 
AviationManuals? 

MB: Anita Trotter-Cox founded the 
company. She had been a corporate pilot 
and then an instructor with FlightSafety 
International. It all started when one of her 
contacts asked her if she could produce an 

international procedures manual for their corporate flight 
department. 

Th e client liked it so much he told others about 
her, and referrals followed. Th at is how it 
all started. Anita turned her work into 
a company in 1996, and we took 
over the reins in 2011. I was told 
about Anita by a former boss of 
mine, Roger McMullin, the then 
Chairman of TAG Aviation. 
TAG had used her services and 
he had become aware that she 
was looking for someone to 
take AviationManuals into the 
future. In short, it was a little bit 
of serendipity. 

We quickly updated and 
improved the Safety Management 
System software and we made the 
production of manuals much less 
labor-intensive by employing more 
automation. We have continued to 
modernise the business since then, 
and we have grown while doing so. 
We now serve more than 4,000 
clients worldwide. 
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Q: To what do you attribute AviationManuals’ success?
MB: Incredible convenience paired with the highest quality. No busy flight 

department or organisation enjoys the prospect of writing their own manuals 
nor would they be able to do so as well as AviationManuals. They could try, 
but why should they when they can leverage our exceptional team?

A lot of operators underestimate just how 
demanding it is to prepare, and more 
importantly maintain, quality manuals. 
Our clients want to fly aircraft or provide 
a service; they don’t want to spend all their 
time keeping up with best practices or 
researching, compiling, and writing about 
regulatory matters. 

We have a dedicated team of experts who are 
immersed full time in staying on top of the 
latest changes made by regulatory authorities 
and standards organisations around the 
world. We have the systems expertise to 
have our manuals updated with the latest 
information far faster than anyone. Our 
clients get that service delivered to them 
by knowledgeable staff on demand via our 
management and distribution software which 
is included with every manual purchased. We 
also combine our safety management system 
software (ARC) with our manuals so that the 
information available to our clients is better 
and more wholistic designed specifically to 
help them stay in a constant improvement 
loop. That’s why they use us.

www.DavinciTrainingInstitute.com
www.DavinciTrainingInstitute.com
info@traindavinci.com
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Our clients have come to rely on the things we do for them 
as a result. For example, our system will automatically track 
the people the manuals have been sent to and who has 
opened them. This Read and Initial functionality allows a 
systems manager or head of operations to see at a glance that 
everyone is using the most up to date versions.

On top of this, we can tailor quizzes to each manual so the 
head of operations can see that the relevant staff have read 
the manuals and have the required grasp of the content as 
well! Clients love this feature, and we can tailor quizzes to 
their exact requirements. 

We also have SMS metrics, news feeds, and automated updates 
that are pushed out in real-time to clients. Update notifi cations 
are also sent via email so users don’t have to worry about 
always being logged in.

When leveraging all the manual update and SMS features of our 
soft ware, it becomes a powerful way to manage comprehensive safety 
aspects of a fl ight department. It allows operators to identify risks 
quickly and to then roll out operational improvements accordingly. 

Q: How important is automation to your business?
MB: We take the paper out of paperwork so automation is 
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the key to what we do. Automation and online delivery 
make it possible for us to support as many clients as we 
do. Making sure that clients stay up to date is critical 
and automation makes it possible for our specialists to 
stay focused on research, since delivery, distribution, 
and development are automated.

Q: How do you put the knowledge together to 
create the manuals?

MB: We have a process we go through that’s the result 
of over 25 years of experience. We start with an ICAO 
foundation, add regulatory content, industry best practices, 
and oft en standards and protocols from independent 
platforms like IS-BAO. We also leverage what we learn from 
working with operators worldwide. You learn a thing or two 
from thousands upon thousands of manual deliveries.

The knowledge and experience our team has put 
together over time give us a one-of-a-kind advantage. It 
allows us to create a quality solution that works for each 
client and ensures that clients all meet the standards 
that regulatory bodies expect from operators. 

Q: Do the regulatory authorities have to approve 
the bulk of the manuals that you produce?

MB: It depends on where they operate. There are 

www.krimson.aero
www.krimson.aero
mailto:contact@krimson.aero
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certain manuals that require approvals for all operators, 
private or commercial. Many other manuals approvals are 
dependent upon whether the operators are commercial or 
not and on which registry they operate. Regardless, we focus 
on creating the manuals or procedures to demonstrate that 
our clients operate according to the required standards. 

Q: Do you produce manuals in a range of languages or 
is it primarily English?

MB: English is the common language of aviation, so we 
focus on English. In addition, since North America has the 

largest business aviation fl eet, the majority of our business is 
in North America. However, our business really has become 
global. We are very prominent in the Middle East, Southeast 
Asia, Hong Kong, Australia, parts of Africa, and Europe, for 
instance. We are also now expanding rapidly in Latin America.

As of right now, most clients are happy with manuals in English, but 
as our clients’ needs change, we’ll be ready to meet them as necessary.

Q: What is your own experience of business aviation?
MB: I am second-generation business aviation. I was born in 



“ The knowledge and experience our 
team has put together over time give us 
a one-of-a-kind advantage. It allows us 
to create a quality solution that works 
for each client.”
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Wichita and my father was a demonstration pilot for the original 
Citation aircraft . I started fl ying gliders at 13 and then obtained 
my commercial pilot’s license right aft er college. I started fl ying 
delivery fl ights for private jets before I got into aircraft  sales. I then 
became regional sales manager for FlightSafety International, 
working out of their Paris training center, before moving to TAG 
Aviation in Geneva, and thereaft er NetJets in London. Finally, I 
left  NetJets to build a fractional start-up in Singapore and India. 

I moved back to the US following the financial crisis and 
was introduced to Anita when we acquired the business in 

2011. While in India, I had done just about every imaginable 
task, including helping to write our operations manual. 
That gave me a natural appreciation for the value of what 
AviationManuals does. 

I lived through what a challenge it is to try to manage 
manuals on the side while trying to operate a company. That 
experience drew me to what Anita had built and why I am 
passionate about our mission. It’s why I love what we do and 
why we’re committed to serving flight departments around 
the world. |BAM



Engineered for

perfection
Roger Buenter, CEO of Aersolution Interior, 
talks to Anthony Harrington on the 
engineering skills that lie behind 
everything that slides, opens or 
closes in a VIP cabin interior
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AH: Roger, what was the inspiration for founding 
Aersolution Interior? 

RB: I founded the company in 2007, just before the 
global financial crash. Immediately before this, I was an 
engineering manager at a company that specialised in 
doing aircraft interiors for medivac rotor aircraft. In 
addition, I was in charge of creating the VIP interiors 
for these aircraft. 

I had some deep engineering skills and wanted to 
put these to work in my own company. So, after 
I founded Aersolution, some of the customers 
from my previous employment approached 
me for assistance on some of the more 
difficult parts of their interior work. 
I was well connected in the sector, 
with a good network among 
potential customers, and that 
helped greatly. 



“ Our basic field of 
applications is specialised 
mechanics and electronic 
systems for aircraft interiors. 
This includes everything from 
the electrical motors and 
mechanics in aircraft seating, 
to double beds in a luxury 
cabin, and tables that fold out 
or rise up. It includes doors 
and drawers, and galley pieces, 
anything that people open, 
close or pull out.”
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AH: What were the specifi c competencies that you were 
off ering at that time?

RB: Our basic fi eld of applications is specialised mechanics and 
electronic systems for aircraft  interiors. Th is includes everything 
from the electrical motors and mechanics in aircraft  seating, to 
double beds in a luxury cabin, and tables that fold out or rise up. 

It includes doors and drawers, and galley pieces, anything that 
people open, close or pull out. We literally do anything that 
has a mechanical-electrical component to it. We specialise in 
wide-body VVIP aircraft  but we also do the bigger business 
jets like Bombardier Globals and Embraer Legacy. A lot of our 
components though, go into green aircraft . 

Contact us: +49-2151-65083-82 · www.mototok.com · info@mototok.com · US and Mexico: +1 916-580-4977 · paul.acri@mototok.com ·  fb.com/MototokTugs

1 CLICK - AND IT LOADS
THE NOSE GEAR
FULLY AUTOMATICALLY.

Mototok has revolutionised the world of hangar towing:

■ Fully electric drive
■ Remote controlled
■ Extremely handy

■ Fully automatic nose gear 
loading with one click

■ Robust frame made of 
high-quality steels

Make the most of your space in the hangar!

Mototok loads and lifts the nose gear 
of your aircraft within a few seconds – 
fully automatically.

2019 
PRODUCT LEADER
OF THEYEAR www.aviationspro.com

AVION REVUE
Excellence Award 2019
Handling of the Year

Innovative remote controlled
electric driven tugs

www.mototok.com
www.mototok.com
mailto:info@mototok.com
mailto:paul.acri@mototok.com
www.fb.com/MototokTugs


“ It is true that so much of what we do works 
behind the scenes, out of view. You can feel and 
hear it, but you generally don’t see it. But it is 
hugely important.”
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AH: You did not exactly start at an auspicious moment 
as the world would shortly slide into a massive global 
recession. How did that impact you as a start-up?

RB: Fortunately, as far as big recessions go, the impact on 
the VVIP cabin interiors business tends to lag two or three 
years behind the onset of an economic crisis. So, the problems 
from the global meltdown of 2007 to 2008 really only made 
themselves felt in our space around 2011. By that stage, we 
were already making a name for ourselves in VIP galleys and 
we had a lot of work in this line, so the dip in our business 
was not that dramatic. But it was still pretty troublesome. 
However, we have gone from strength to strength since then.

AH: Is it a problem for you that much of what you 
make, so many of your products, are hidden from 
the eye? It’s not like you have the opportunity to even 
display your brand or logo. 

RB: It is true that so much of what we do works behind the 
scenes, out of view. You can feel and hear it, but you generally 
don’t see it. But it is hugely important. How do you think the 
owner of a VVIP jet who has spent two or three hundred 
million dollars on the interior of their aircraft would feel if 
the table in the aircraft started to vibrate in harmony with the 
engines? As the owner of a $300 million aircraft, the things 
that you tend to touch the most are the seats and the tables. 
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If they are not perfect, where is the value? So, even though 
we are behind the scenes, the value of what we do is a critical 
part of the whole. The people who design and craft aircraft 
interiors know this and they know they can rely on us. That 
is where the strength of our branding mostly lies. We make 
things happen that otherwise could not happen. 

AH: Which of your early projects most comes to  
your mind?

RB: One of my very first projects involved a patient 
medical lift to bring a person from the upper deck of a Boeing 
to the lower deck, smoothly and efficiently. The owner had a 
luxury bedroom on the upper deck so we had to enable the 
floor of the upper deck to open and to deploy a platform to 
bring the medical lift down to the lower main cabin. That 
was a great project.  

We had a phase after we started the company, where we did 
a lot of engineering, focusing on medical-use evac interiors 
from an engineering and product management perspective. 
However, after 2011, we started to do cabin interior 
components or interior engineering solutions as we call 
them. Now we are really focused on these products.

Today, one of our more interesting projects involves 
automating the double bed in a VVIP aircraft. Our automated 
bed mechanism allows the user to raise or lower a portion of 
the bed as a backrest, while another portion can be raised 
or lowered as a footrest so that people can adjust the bed to 
the most comfortable position for them through the flight. 
We also offer an automated yaw and pitch compensation 
mechanism that keeps the bed steady in flight. 

AH: Who are your primary customers? The 
completions houses? 

RB: We do work for several completions houses. However, our 
primary customers are the Tier One manufacturers who provide kit 
to the OEMs and the completions houses. We don’t do woodwork 
or painting. We specialise in engineering and production. Most of 
our products are built to the specifications provided by our clients. 
We receive the specs, and they get a consolidated product back. 
On the business jet side, we have a range of products that go to the 
Tier One suppliers and they assemble the final monument or unit.

AH: How much of what you do is a one-off piece of 
engineering and how much are repeat products?

RB: In the VVIP space, we tend to engineer one-off products 
and the design of that product, with some modifications, 
will be used maybe on one or two other VVIP aircraft. The 
functionality and the software and hardware tends to change 
a lot from interior to interior. Over the years, however, we 
have built up a portfolio of ideas that are proven solutions to 
a whole range of situations. It must be said too, that the one-
off products enrich our experience and expertise which then 
flows on to the multiple unit solutions for business jets. 

We do all the assembly, testing and qualifying of our products in-
house. The production side of things we have dedicated partners for. 
One of our concerns is that we have such a wide range of products 
that we sometimes get into the position where a particular Tier 
One supplier will know us well for a subset of our product range 
and not realise that we do a lot of other products that they are 
commissioning elsewhere. Our goal is to get our potential client 
base to have a much more rounded sense of ourselves and of all the 
things we can do. That is still very much a work in progress. |BAM
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BAM talked to C.R. Sincock, II, Executive Vice President of Avfuel, and several of 
the Avfuel team, about the company’s expansion and sustainability initiatives

E x pa n d i n g
sustainably

J o e l  H i r s t

Q
: Avfuel has been expanding its footprint across 
newly Avfuel branded FBOs for some years 
now. Can you give us a sense of how the growth 
has progressed over the last few years?

JOEL HIRST – Senior Vice President Sales:
Avfuel continues to focus on expanding the depth, 
breadth, and strength of the Avfuel Network, making 

for a more compelling option for operators to fl y and fuel within. 
To this end, we’ve focused on partnering with key locations 
throughout the United States and beyond. Since 2019 (as of early 
September), we’ve added 85 new branded locations across the 
globe, from LAATS FBO (MGGT) in Guatemala City, Stobart Jet 
Centre (EGMC) in London, Blue Heron Aviation (MBPV) in the 
Turks and Caicos, and Avfl ight Winnipeg (CYWG) in Manitoba, 
to DFW Corporate Aviation (KDFW) in Dallas, Texas, Richmond 
Executive Aviation (KFCI) in Richmond, Virginia, and Sheltair 
(KBJC) in Denver, Colorado. Th is is, of course, in addition to more 
than 3,000 global fueling locations where operators benefi t from 
competitive prices and transaction ease with Avfuel Contract Fuel. 

We are incredibly proud to partner with some of the best FBOs in 
the business to fuel our flying customers’ needs, no matter where 
their journey takes them. 
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Part 145 Repair Station       •        765-378-7700        •        262 Airport Road, Anderson, IN 46017

Unmatched Quality Downtime Optimization Precision Results

Specializing in: 
 Seat and Divider Designs
 Shell Panels and PSU’s
 Drink Rails and Window Shades
 LED Lighting Solutions
 Interior Soft Goods  
  (Seat Upholstery,  
  Leather Panels, Carpeting,  
  Baggage Compartments)
 Veneer Cabinetry
 Acoustic Sound Dampening

Where Imagination and Pure Craftsmanship Land

www.mjaircraft.com


“ We look forward to announcing 
further SAF locations coming online 

in the months ahead.”

Ke i t h  S aw y e r

Q: Where are we now with sustainable fuel and the 
extend of its uptake in business aviation?

KEITH SAWYER – Manager of Alternative Fuels:
Business aviation has made astounding progress on the 
sustainable aviation fuel front in the past few years. It 
wasn’t long ago—January 2019—that Avfuel, along with 
the Business Aviation Coalition for Sustainable Aviation 
Fuel and its supporting organizations, was introducing 
SAF to the business aviation community with the first 

organised demonstration day at Van Nuys. We’ve gone from 
offering limited runs for demonstrative purposes in 2019 to 
establishing locations with consistent SAF supply in 2021. 

Avfuel has supply relationships with both Gevo, Inc., and 
Neste. We currently source Avfuel’s SAF from Neste out 
of Selby, California, and, at times, Houston. Avfuel began 
supplying this fuel—branded as Neste MY Sustainable 
Aviation FuelTM—in 2021 and, as of the beginning of 
September, has setup consistent SAF supply at six FBOs, 
including: Million Air Burbank (KBUR), Monterey Jet Center 
(KMRY), Sonoma Jet Center (KSTS), Telluride Regional 
Airport (KTEX), Truckee Tahoe Airport District (KTRK) 
and Atlantic Aviation in Aspen (KASE). This is in addition to 
limited inventory at Koury Aviation (KGSO), which became 
the first FBO on the Eastern Seaboard to provide SAF for 
resale to the general aviation consumer. 

These locations are in addition to consistent supply to 
OEMs, including Textron, Bell Textron and Embraer, as well 
as deliveries to Bombardier. 

We look forward to announcing further SAF locations 
coming online in the months ahead.

Furthermore, with our book and claim program, Avfuel’s SAF 
can reach beyond the confi nes of production location on an 
international basis. In terms of physical molecules, the bulk of 
Avfuel’s SAF continues to be in the western portion of the United 
States, but we expect that reach to expand over the coming years 
as more supply points come online. We are also in discussions 
with Neste on expanding SAF reach in Europe and the UK. 
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B u f fe y  M u t h

“ Over the years, we’ve listened to the needs 
of our customers and identified back-end 

solutions to further support their operations.”
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Q: We have seen an uptick in Avfuel's push to embed 
safety and fi re prevention procedures strongly in 
branded sites. What can you tell us about this?

BUFFEY MUTH – Program and Marketing Manager:
Avfuel has always been a strong proponent of fueling safety 
with an expert in-house quality assurance team available to 
troubleshoot and provide assistance 24/7/365. 

Over the years, we’ve listened to the needs of our customers 
and identified back-end solutions to further support their 
operations. One of those solutions was the online Avfuel 
Training System (ATS), which includes FAA-Approved Line 
Service Fuel Safety Training and Supervisory Fuel Safety 
Training to satisfy 14 CFR 139.321. One annual fee covers 
every employee at the operation for the industry’s most cost-
effective and efficient training solution. 

Designed with the user in mind, the ATS features learn-at-
your-own-pace video lessons and quizzes for the flexibility 
FBOs require along with the in-depth resources they need. 
Upon completion, employees receive a Line Service Fuel 
Safety Training Certification or Supervisory Certification. To 
further incentivize employees to engage with the program, 
Avfuel offers them rewards points—much like the AVTRIP 
program for pilots. 

Th is is in addition to off ering all branded FBO customers 
a free, non-certifi cated, comprehensive program for fuel 
handling and fi re safety training that meets Part 139 standards 
through the online ATS no matter what the operation’s budget. 
Additionally, Avfuel provides free customer service, front 
counter and ramp safety training programs through the ATS, 
helping our customers fulfi ll new and recurrent training needs. 

This solution and level of back-end support is just one more 
way we’re helping our branded FBOs provide a safe, seamless 

customer experience, despite any challenges they face with 
time, economics or turnover. 

In addition to the online ATS, Avfuel also conducts regional 
14 CFR FAA-approved Part 139 Fire Safety and Fuel Quality 
Assurance Training Seminars for Supervisors throughout the 
country a few times a year. This 16-hour training class is free 
to attend. 

Avfuel-branded FBOs who choose to participate in the ATS 
can designate their operation as ATS certified on Avfuel’s fuel 
finder at Avfuel.com, as well as through widgets on online 
directories, like AirNav. 
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Engines are roaring, the skies are clearing and we are firing 
up for the most epic event in NBAA history. The 2021 NBAA 
Business Aviation Convention & Exhibition (NBAA-BACE), taking 
place from October 12 to 14 in Las Vegas, is guaranteed to 
be a transformational event that provides you an unmatched 
opportunity to get connected and power your business forward. 
Visit the website to learn more and register today.
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“ We’ve added or are working to advance a 
slew of sustainability programs—SAF, carbon 
offsetting, book and claim, and unleaded 
avgas—as well as adding a new price risk 
management program, and placing a greater 
concentration on the government and 
commercial customer segments.”

C . R .  S i n co ck ,  I I

Q: Fuel, as they say, is just fuel. Let's go through the 
value add that Avfuel brings to the table.

C.R. SINCOCK, II – Executive Vice President: At Avfuel 
we like to say we provide, “Fuel… and so much more.” 
That “so much more” aspect is ever evolving and adapting 
to suit the needs of our customers. Most recently, toward 
this end, we’ve added or are working to advance a slew of 
sustainability programs—SAF, carbon offsetting, book and 
claim, and unleaded avgas—as well as adding a new price risk 
management program, and placing a greater concentration 
on the government and commercial customer segments. 

Fuel is at the heart of what we do—but we’re so much more than 
that. We’re a people-fi rst company that drives global connections 
with end-to-end solutions. We connect people, countries, 
governments, and businesses. Focusing on those connections and 
taking the human approach to business is what helped us grow 
from a regional fuel company to a global supplier of aviation fuel 
and services. We listen to our customers. We identify solutions to 
their needs. We adapt and grow with them and for them. Th at’s 
what has built a strong network and a solid business foundation. 

Q: Do you have one eye on the coming 'electrifi cation' 
of fl ight, which can't be great news for a fuel supplier? 
What are your thoughts?

CRS: Avfuel is committed to investing in new technologies 
that move our industry forward. Th at’s why we created Avfuel 
Technology Initiatives Corporation. Founded in January of 2012, 
the company’s mission is to further industry advancements, 
including bio and renewable fuels on several fronts, and no-lead 
avgas replacements, domestically and internationally. 

In addition to the development of these products, Avfuel 
Technology Initiatives Corporation thinks through the logistics of 
market introduction to help ensure any new product is sustainable, 
reliable, competitively priced, and fairly accessible. So while we 
don’t have a crystal ball, we do have a dedicated team working 
with researchers on the latest technologies; just as we support 
and lead initiatives on SAF and unleaded avgas, you can be sure 
we’re keeping our pulse on further technological advancements, 
like electrifi cation of fl ight, to better support the needs of our 
customers, our industry, our communities, and our world. |BAM
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