DEDICATED TO HELPING BUSINESS ACHIEVE ITS HIGHEST GOALS.

Smarter Charter

Friday February 10, 2017 | 10:15 a.m. — 11:30 a.m.

PRESENTED BY:

Mike Moore (Meridian), Kyle Hanson (Solairus Aviation) and Bran
(Glazer’s Flight Operations)

o SCHEDULERS &
DISPATCHERS CONFERENCE

Febroary 7-10, 3017 | Fort Worth, TX



Aircraft
Owners

Working
as a Team

Final Trip
Check

Booking

Process

Trip
Analysis

Sales Cycle

Clients




= NBAA

Understanding Owners

« Balancing the wants and needs of the owner vs. Charter Sales

— Most Owners Charter to Offset Costs NOT to Make Money

— Safe operation of the aircraft

— Preservation of the asset’s value

— Selling the trip twice...First the Client and then the Owner
» Understanding Sales

— Tremendous Resources to into Securing a New Client
— Competition is Fierce

— Time is critical

— No Second Chances
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Vetting the Client

« Affordability — Ask Questions

« Trip Type (International/Domestic), Number of Passengers, Times
« Aircraft Type

» Pets/Special Needs

» Internal or External Aircraft to Source

* Does the Trip Meet Owner Criteria
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Communicating with Ops — During the Quoting Process

Permits, Duty Times

Crew Rest Requirements

Stop or Non-Stop — Where to Stop on the Great Circle Route
Airport Selection - Runway Lengths, Altitude, Approaches, Curfew
Time to Accomplish Necessary Requirements

Crew Availability, Crew Requirements, Pricing

Safety is the Ultimate Decision Factor



= NBAA

Communicating with Flight Operation/Dispatch

« Schedule Trip When Quote is Signed
« Have Payment Terms in Place

» Gather all Passenger Information

— Names

— Passport Information

— 24 Hour Contact Information
— Transportation
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Prior to Departure

« Verbal recap of all Trip Details with both Client and Operations

» Coordinate with Ops regarding weather, NOTAMS, rest issues (if changed)
« Flight Follow all legs

* Ensure Ancillary Services are in place/delivered

» Look at upcoming legs for changes



Understanding the Challenges of Both Groups

« Sales Keeps Client Happy and Responsible for Selling

» Operations Responsible for Safe Operation of the Trip

* Both are Responsible for the Aircraft Owner’s Interests

* Cross Training Employees

« Daily Meeting with Sales & Ops to Review the Schedule

* Incentivize Operations — Participate in the Commission Pool

 Debrief with Crew — Address issues, formulate solutions

= NBAA



Flight Operations

«  Communication
 Lead Times

* Crew Scheduling

« Aircraft Scheduling

« Passenger Details

= NBAA
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«  Open communication (Charter Sales — Flight Ops)
— Flight Crews (Pilots, MX, FA)
— Aircraft Owner

* Challenges

— Remote working locations
— Understanding of position/department goals and responsibilities

“The Single biggest problem with communication is the illusion that is has taken place.” — George
Bernard Shaw 10



Landing permits
Crew/pax Visas

Owner approval

— Setting realistic expectations

 Likely different for every managed aircraft
— Ensuring everyone involved understands the process
— Communicating any status updates

Crew scheduling

— Confirming qualified crew for the aircraft
— Contract Pilots and FA Availability

= NBAA
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Crew Scheduling

* Qualified Crew for 135 Charter Flights

— Training done under the Operator’s certificate
— 135.299 line check to be PIC qualified

e Contract Crew

— Positioning considerations for non based crew
« Time and cost
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135 Crew limitations

* Flight Time

— 10 hours (2 pilot crew)
» No more than 10 hours in a 24 hour period
— 12 hours (3 pilot crew)

 Duty Time

— 14 hours (2 pilot crew)
— 18 hours (3 pilot crew)
* Rest

— 10 hours minimum rest

— Be mindful of the 10/24 regulation when scheduling/quoting minimum rest trips 13
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Aircraft Scheduling

* Parking limited at some airports

— May require repositioning to/from
» Adds time
» Adds cost

« Potential security risks to consider

— Aircraft security at the airport
— Crew security
— No Go situations
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Document copies are always best if possible

— Lessens chance of input error
» Errors risk possible fines or worse
— Copy on file in case of issue while on trip

APIS/eAPIS Requirements

— 135v. 91
« Main differences to note: pax home address and US border crossing needed for 91
* Must be accurate

15



= NBAA

Roger Murdock: We have clearance,
Clarence.

Captain Oveur: Roger, Roger. What'’s
our vector, Victor?

Tower voice: Tower’s radio clearance,
over!

Captain Oveur: That’s Clarence
Oveur. Over.

Tower voice: Over.

Captain Oveur: Roger.

Roger Murdock: Huh?

Tower voice: Roger, over!

Roger Murdock: What?

Captain Oveur: Huh?

Victor Basta: \Who?

16
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Flight Department Resources

Trusted vendors

Other flight departments
FBOs

Air Charter Guide

S & D Conference

17
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Selecting Charter Operator

e Vetted

— ARGUS (Gold, Gold Plus and Platinum)

— Wyvern (Registered Operator and Wingman Standard)
— IS-BAO (Stages 1,2 and 3)

— Air Charter Safety Foundation audit registration

18
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Charter Operator Review Form

Charter Operator Review Form Operational Questions.
Date: Immmm L | Brief description, including dates, of any modifications or refurbichments for aircraft listed above:
Note: Completion of this form may be repeated overy 24-calend hs or as deemed necessary.
Name of Operator:
Point of Contact: |m
2. | What is the sber of Mlight ibers currently employed?
num! crewmem cul em
City: State: |z
3. | Have there been any enforcement actions against the operator or any currently employed crewmembers?
Tek: Fax: 1f 30, please explain:
Vears as an Approved Charter Operator: Certificate #:
Alreraft Make/Model:
Date of Manufacture:
The following d have b d 4, | Trhacls the current safety ecord | o cipept: Reportable Incidents:
» Operating Certificate OYes ONo e
5. | What is the current customer satisfaction rating?
* Insurance Certificate DOYes ONo aTa
« Independent Third Party Audit By: OYes ONo
» Training Records OYes ONo
1. | 15-BAD Certified/ for System) OYes ONo
A | Traiming Program OYes ONo
8. | Fatigue Program OYes ONa
C | Security Program OYes ONo
0. | Maintenance Control Program OYes ONo 1 certify that the above statements are true { responsible person for this charter operator signs):
2. | International Operations Experience OYes ONo N Sigrature e
3 | Use of Substitute Chartar Operators DY DM I esult of the Charter Operator Compliance Audit
4. | Flightcrew Qualifications:
TT | Time in Type Medical O The abave Charter Operator is qualified and certified for O International, and O Domestic substitute
Pic ATP OYes ONo Type Rating O Yes ONo charter operations.
Dist O2nd
TT | Timein
sic ime in Type ATP OYes ONo | TypeRating OYes ONo I:::d:l';m O The above Charter Operator is NOT qualified and certified to do the substitute charter operations.
5. | Flight Attendants {Current and qualified) DOYes ONo Nelna, # B
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Aircraft Charter Pre-Screening Questions

Appendix A: Aircraft Charter Pre-Screening Questions

Charter consumers are best served when the pre-screening of several charter aperators andfor charter
brakers is conducted in advance of a charter flight. Use the following questions as a bas:s to determine which
charter aparator or charter broker might be tha best match for your needs.

Background and Experience

Who is the FAd-canificated chartar oparator that will
condust our charter fights? What expenience does the op-
erator hawe? How long has the operatar been in business:
In aviation? As an air chaiter operator?

Whiat type of aircraft is on the charter centificate? What
year|s) wearne the arcralt manufactured? What, if sy, major
refurbishments (interior, flight eguipment, paint. eic.)
wera complated on the aircralt, and when?

* How many areraft and crew does the charter operator
have? Has the FAA evar taken enfarcement action against
the opesatos or one of its fightorew members?

Whiat expafience doas the crew have? How may Tight
hours tofal tsme? How many hours in make/model of each
aireraht?

If special pperations (e.g.. mountain airports, extended
over wate(] will be conducted, what experience (initial and
returrent] doas the crew have with 1hese aperations?

Aircraft Maintenance

Who mamtans the aircrafi? If it is not maintained by a
factory service center, how often igfase the mantenance
technician(si sent for trasing specific 1o that make/modal
arcraft?

How does the operator handie maintenance siations
that, on a rare occasaen, might anse dunng a tnp you heve
booked?

International Operations

I you are planning an international flight, what experience
does the operator have fhng tattrampwithin the countries
s wish to visit?

What spacific safety and security measuras does the
opergine implement when condecting opedations in that
region?

Will the chaster operator or authonized ground handiar as-

sis] with immigration and customs logistics, such as visas
end customs forms?

Source: Aircraft Charter Consumer Guide

https://www.nbaa.org/member/admin/options/charter/aircraft-charter-consumer-guide.pdf

Safety and Security

* What Is the operstor’s salety record? Has the charer
operator had any aircraft accidents of incidents? If so,
what measures has the aperator mplemented to ensure
ncreased safaty?

Has the charter operator been audited by an indepandent
thirg-party crganization? What wede the audit findings. and
how doas the charter opétator compare o other charter
companies?

* What secunty scresning plocadures are inglacs (8.0, 10
wpentily passengers)? (Note: Apgropriatety, charter opera-
tars will be hegitant to describe thair security procedures!
pans; your quesons should Tocus on what passengers.
need to da 1o comply with 1he operatir's sacurity propram.}

How often is traming provided to the crew and what is
covered inthe traming? (e.g., does the chartar operator
provide training above and beyond the minimum training
requiremants established by the FAR)?

‘Where s the fraining conducted? Is the mitial and recur-
rent training provided in a simulator o the arcraft?

+ What is the charter aperator's policy on craw flight time
and duty fmats? I a possible customer trip goes beyand
the crew flightiduty times, how would the charter opem-
tor conduct the mission and maintain their polices?

Wil theere be a thght attendant on board the flight? 1 the
fiight attendant assigned to your flight egress trained for
the specific makedmodel of airczaft you are flying on?

Is the arcraft equipped with a defibrillator and are the
crew trainad in its usa? Does 1he aircraft hava & subscrip-
tion 10 an in-flight medical assistance program in case of
medical emergancy?

Customer Service

» Do ihe pllets, flight attendanis and other emplovess
TBCEIVE CUSIOMEr Service fraining? Are service standands
in place; what ate they and how are thay measurad?

* What is the customer satisfachon rating: low, average,
pood, excelant? Whit dotumentation does this aperator
have to suppart that?

» How soon prioe to the: schedulad flight will the aircrat be
&l the airport, ready for departure?

« To whom should concemsicomplaints regarding flight
inegularities, safety, or customer service be directed?
I thire somacne avallable 24/7 i case you have any of
these concerns?

Aviation Insurance
» What company issuas the aviation insurance policy? Whal
are the charter operator's insuance coverage and limins?.

» Will the chanar oparaton name you &5 an additional insunad?

* Will the charter operator provide you with 8 waiver of
subrogation and 2 cermficate of nsurance confirming tha
coverage and aircraft that will be used for the fiight?

Prablem Resolution

o Howy will the cherter company accommaodate you if thems
s & protiem encountesed with the fight arangements?
(E.q.. charter oparator's aircratt is unavailable either prior
to hooking the trip of the aircrafl becomes unavailabla
after thie trip is booked } Will the operator find another
charter oparator to conduct the flight?

» I & problem s encountered and a substilute charter oper-
ator is 10 ba used, who is 1hat operator and what ars the
substiula’s snewers to these ne-streanng ouestions?

20



Number of people

Distance traveled

Airports requested

Where is aircraft originating from?
Aircraft Size, Age and Condition
Cost

Baggage / Cargo space

Necessities / Amenities

= NBAA
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Aircraft Comparison

SMALL CABIN JETS

MIDSIZE CABIN LARGE CABIN JETS
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Request for Proposals

Appendix B: Request for Proposals — Aircraft Charter Part 8: Genaral About {for Chartar or Broker ta Campletel:

Usa this form to obtain quoes for specific aircraft charter trips, Complete answers for Pasts B and C
on separate sheet. Retumn chisrer quotes to:

What is the name that appeers on the chaner company’s air casrier of commeareial operatng FAA certificate?

What is the charter company's ai camer & cormmancial gparating certicats rurmber?

2
3 Which Fa FSDO, and which principal oparatons inspector (PO owarsees. yaur charter cortificate?
4

e
VWhat, if any, limitatians has the FaA placed on the charter aparatoe’s operations specilications? le.g., no imemational
ADDRESS Pights, mo flights undar instrument Fght niles)
5. Which secrafl (make, micded and, if svateie, 1ail numian will be ussd for the fight?
CT¥STATER
o ) & Who are the crew members whe will ba eonducting the fight and what s their experience level? fe.g., total rumber
FHONETE- WAL of fight hours exparince, memibar of howrs i maka/maodal aircraft, mecent taining provided)
7 Under what condtions would you substitute crew mambers and what are your peliches with regand fo wsng subsiitite

Part A; Information About Your Trip (for Charter Custemer te Complatel:

crat
fList cabering requéimmants, cusinmar poferences and any other brp notes on a sepanmte shaed, os nesdoed §

B I you substinite crew marmbers, when will | be notified of tha change 8nd recatve miormation sbaut the crew
_ Remmdeiei Ueﬂmq’
S 1 youare an air chartar brakar
Leg 1 * g you rocaving compensation from the chartor oporator 1o amange this Hight? [ so. ploase state sopanataty
LegZ on the NVOICH YOUT COMMISLon )
—i“' 3 * At you scting as An agert of the customar? An sgent of the air samier? An apant of Both the customer and

e s carmier? A8 B0 iNGroct o camar?

[iees

Leas Part C: Abrcraft Logistics and Pricing (for Charter ¥ or Broker to G
Leg 6

{This infarmation [y be provided in tha 1o of 8 charter quese BTChod 10 the Fan B 40sporns.|

1 WWhatis the houtly sae far the secalt?

2. What adestional costs willimght be chasged? What are the cosre?

= Cataring? = Cwarnight fees?
= Crow charges? = Ongway surcharge?
* Landing foes? * Othor?

3. A discounts provided for biock chaner? What hour ingrerments are required and what is the discount?
4. \What is your eancellation pelicy? What, i any. fees are charged?

5. What are your refund terms if the irip =s.not condusted s agreed upan?
What is tha iotal estimated price for the trip, inclusi of all fases and fees?

Source: Aircraft

https://www.nbaa.org/member/admin/options/charter/aircraft-charter-consumer-guide.pdf
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Be sure to get the information from the representative that you know
your passengers will want

A picture says a thousand words
Manage expectations

More than one option

24
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Short and sweet

The 2 below flights would depart from Addison
— 2004 Sovereign Citation $23k (cabin height 5.7’), with wi-fi
— 2009 Lear 45XR $17k (cabin height 4.9°), with wi-fi, NOT available to depart
before 1200

The 2 below flights would depart from Dallas Love Field
— 2004 Falcon 900EX $29k (cabin height 6.2°), NO wi-fi
— 2000 Hawker 800XP $16k (cabin height 5.7°), with wi-fi

Please see the attached flyers for each aircraft

25



Convey expectations
— Who handles which items?
Communicate needs to the charter company representative

— Advise them of any passenger dietary restrictions and/or medical conditions
— Ensure they are aware of passenger expectations
— Keep them updated with trip changes

= NBAA
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Post-Trip

* Recap what went right and what needs improvement

 Compare quote and invoice
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