
The National Air Transporta-
tion Association (NATA) lauded
as a success its revamped annual
meeting, now called the FBO
Leadership Conference and part of
the Aviation Industry Expo held
March 20 to 22 in Orlando, Fla.
The new conference is intended to
serve NATA’s large FBO member-
ship and is the first step in separat-
ing the annual meeting into two
conferences, one for FBOs and
one for charter operators. (That
event, the Air Charter Summit, is
scheduled for June 27-29.) 

NATA president James Coyne
and his staff were happy with the
results of the first FBO Leadership
Conference. “I think it was a great
decision for the membership,” said
outgoing NATA chairman Bill
Koch, who is president and COO
of SevenBar Enterprises. 

FBO owners and managers
told AIN that they appreciated
the conference’s focus on the
FBO industry and applauded
NATA’s move to split the annual

event between its two constituen-
cies. “It’s put some business back
into the show,” said Keith Sawyer,
Chevron Global Aviation’s gen-
eral manager of general aviation.

The FBO attendees gave the
highest praise to the conference
sessions, all of which addressed is-
sues of concern to FBO operators.
Sessions on customer service, ef-
fective management, the economic
forecast and margin management
generated a good deal of interest.
The legislative wrap-up wasn’t as
well attended, but the audience did
ask a lot of questions that indicated
continued strong interest in the
user fee issue. 

The FBO industry is changing,
and operators need to change with
it, noted Coyne. “The old model
of the FBO is not the same,” he
said. One of the primary changes
is the segmentation of the indus-
try as American business increas-
ingly moves to smaller markets. 

“Last year was the best year in
our industry’s history,” Coyne said.
“Today we live in a very different
world where the environment is
changing hourly. We have new
competition; you can hardly pick
up an aviation magazine without
seeing some new company that’s
acquired somebody else or
changed its name or has new pri-
vate equity owners. At the same
time, our customers have changed
more and more every day, with
new expectations, new demands
for time and [competition] for their
hard-earned dollars.”

FBO leaders set the tone for

the customer service their employ-
ees provide. To that end, Coyne in-
troduced two speakers from the
Disney Institute, Tom Elmhurst
and Rob Morton, who reassured
the audience that they weren’t here
“to tell you to do anything.” What
the Disney Institute tries to teach
is how Disney leaders focus on

customer service issues and how
“castmembers” (employees) treat
“guests” (customers). The idea is
that by learning from Disney, FBO
operators might be able to try
something different in serving
their own customers.

Elmhurst and Morton pointed
out the importance of company
leadership’s building a collabora-
tive culture where every em-
ployee is part of the company’s
mission. A core strength for Dis-
ney, they said, is maintaining a
culture that is well defined, clear

to everyone and well thought out. 
Guest satisfaction “all boils

down to two things,” they said.
“Exceed guest expectations and
pay attention to detail.” Elmhurst
visited Showalter Flying Service
at Orlando Executive Airport and
noticed that the person who greets
the airplane places the Showalter

carpet so the company logo is
readable by the people getting off
the airplane. When people return
to the airplane, the carpet faces
the other way so the Showalter
logo is again right-side up. 

Bob and Kim Showalter, who
were in the audience, were re-
warded with a set of gloves in
the shape of Mickey Mouse
hands, which Elmhurst sug-
gested they use for marshaling
airplanes at their FBO. 

The duo explained how Disney
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NATA Industry 
Excellence Awards

The following awards were 
presented at the FBO Leadership
Conference on March 21.

Excellence in 
Pilot Training Award
Michael G. Gaffney, 
president, Skyline Aeronautics

Aircraft Technical
Publishers/NATA General Avia-
tion Service Technician Award
Dale Meiler, lead maintenance 
inspector, Banyan Air Service 

Airport Executive 
Partnership Award
Robert L. McDaniel, 
airport director, 
St. Louis Downtown Airport

Distinguished Service Award
Dr. Bruce J. Holmes, 
associate director for airspace
and vehicle systems integration,
Airspace Systems 
Programs Office, NASA Langley 
Research Center 

William A. “Bill” 
Ong Memorial Award
Bob and Kim Showalter 
and family, 
Showalter Flying Service

The emergence of new aircraft
will create demand for more
highly trained mechanics, and one
of the major goals of the Profes-
sional Aviation Maintenance As-
sociation (PAMA) is ensuring that
the industry can meet that de-
mand and churn out technicians
trained under a standardized sys-
tem. That was the message at this
year’s PAMA Sympo-
sium, where the asso-
ciation offered 24
technical seminar ses-
sions and almost 100
hours of technical
training and aircraft
maintenance informa-
tion. It also offered its
Professional Develop-
ment Workshops in
the days leading up 
to and following the
event. They are approved for
training credits towards IA re-
newal and AMT award credits. 

While it appeared that atten-
dance was down from last year’s
meeting, at press time official
attendance figures were not
available, and most of the ex-
hibitors seemed satisfied. David
Williams, senior technical repre-
sentative for corporate aviation
at Winslow LifeRaft, said, “It’s
been another great opportunity
this year to meet with customers,
factory representatives and other
people in our industry. I’ve seen
a lot of people here that I might
not otherwise have had the
chance to meet. I’ve made quite
a number of contacts.” 

Amid scuttlebutt about NATA
withdrawing from or at least 
reducing its involvement at 
Aviation Industry Expo, Brian
Finnegan, PAMA’s president,
said the organization is commit-
ted to the event for at least an-
other year. The future beyond
that point seems a bit murky and
apparently mum’s the word. 

Finnegan said, “I can say our
organization is in a good state of
affairs today. We’re not just try-
ing to keep our stakes in the
ground; we’re putting in new
stakes,” adding that the associa-
tion’s affiliation with SAE has
brought  much needed structure

and stability to the organization.
“Our chapter membership rose
from 30 last year to 32 this year
and there are six new chapters
currently in the process,” he said. 

The keynote address, “Way-
point 2025: Maintaining Aviation
in the Year 2025,” was given by
Jack Demeis, founder and presi-
dent of Corridor Aviation Service
Software. “The number of air-
craft in operation will signifi-
cantly increase and there will be
many new types operating by
2025,” he said. The end result, he
emphasized, is that there is a
growing need for highly trained
maintenance technicians.

Demeis added, “UAVs [un-
manned aerial vehicles] will move
from almost exclusive military
use to become common in civil-
ian use.” He said they are particu-

larly suited to such
roles as law enforce-
ment, fire fighting and
hurricane penetration,
to name a few. He es-
timated there will be
9,000 UAVs in civil-
ian use by 2014, cre-
ating a $13 billion
market. “They will re-
quire a different kind
of maintenance from
what we currently see

on shop floors, and it is crucial
that aviation maintenance person-
nel be prepared to deal with the
new technologies they will be see-
ing or aviation will simply pass us
by,” he said.

Demeis also talked about the
growing activity in the civilian
orbital and suborbital spaceflight
industry. “It’s happening now,
with civilian-use spaceports al-
ready in the planning such as the
one in Singapore and others
around the world.” 

Demeis also emphasized the
significant impact the very light
jet will have on the aviation in-
dustry. “Overall, there will be far
more aircraft operators by 2025,
flying out of signifi-
cantly more municipal
airports, which means
there will be an in-
crease in demand for
reliable, cost-effective
maintenance while
maximizing safety in
an ever denser air traf-
fic system,” he said. 

“It all adds up to
an ever increasing de-
mand for technicians.
To keep up with the changing na-
ture of the work, the industry will
have to increase the core require-
ments for mechanics and stan-
dardize maintenance processes,
training, the flow of information

and regulations,” he said. “The
future will bring changes to air-
craft maintenance diagnostics,
such as artificial intelligence and
neural networking within an air-
craft that sees itself as a whole
rather than a collection of parts. “

Addressing the role of the
FAA, Demeis said it is imperative
that all FAA personnel agree on
the interpretation of regulations
and FAA advisory material. 

Training 
Standardization

The annual chapter leadership
meeting and the membership
meeting were combined this year
and began with Finnegan an-
nouncing there will no longer be
chapter dues. All members will
pay a $49 annual membership fee
and PAMA national will annually
give every chapter $750 plus
$3.50 per chapter member. He
also said that for the time being
dues will be billed annually,
though the association might re-
visit multiple-year renewals in the
future. Finnegan said it is antici-
pated that the standard SAE $90
annual membership fee will be
implemented, but that is still at
least three to four years away.

Finnegan reviewed PAMA’s
Aviation Maintenance and Pro-
duction Safety and Quality Certi-
fication Program. According to
Finnegan, SAE International,
through its affiliation with
PAMA, and the Performance Re-
view Institute  have undertaken
to establish industry safety and
quality consensus standards for
basic and advanced certification
of aviation maintenance and pro-
duction professionals. 

The accreditation process iden-
tifies a system of comprehensive
learning and certification tracks
along which professionals can fol-
low personalized individual career
paths. Administered within the
structure of the independent SAE
Institute, the voluntary certifica-

tions are coordinated
by SAE International
and PAMA. The cer-
tification standards
themselves are being
developed by indus-
try stakeholders from
within the aviation
maintenance com-
munity. 

Finnegan said the
broad system of tech-
nical career paths

quantifies knowledge at many lev-
els, ranging from essential core
competencies necessary for both
FAA certified and non-certified
technicians, through highly
skilled professional specialties.

The program is not limited to air-
craft mechanics. It has an equal,
separate provision for corporate
leaders and business professionals
who are not certified mechanics,
yet it is sufficiently flexible that
an individual can move back and
forth from one path to the other as
his needs, experience and educa-
tion change. 

“By introducing and quantify-
ing essential aviation maintenance
knowledge and core skills, pilots,
managers, owners and operators,
sales and marketing professionals
and many other industry contribu-
tors will now have basic aviation
maintenance certification avail-
able to them, as well. In so doing,
we will track the training and edu-
cation technicians receive and
make FAA certification possible,
as desired.” 

The elephant in the living
room everyone politely ignored
was the presence of the AMT So-
ciety. Key members are ex-direc-
tors from PAMA who “felt it was
time for a change.” Tom Hender-
shot, executive director and a
past PAMA board member, told
AIN, “The purpose for the devel-
opment of the Aviation Mainte-
nance Technician Society is to
enhance safety and opportunities
for personal learning.” 

Hendershot said he’d like to
see everyone rally around a sin-
gle training program. “That’s
why we’re supporting NCATT
[National Center for Aircraft
Technician Training] and Opera-
tion Bootstrap,” he said. “PAMA
is following the SAE model but
we’re doing training with the
OEMs and with contractors both
online and live on location.” 

One of the programs being of-
fered is IA renewal. “The IA por-
tion of it is going to be beneficial
and we’re quite optimistic about
it,” Hendershot said. 

He added the group plans to
conduct about two dozen pro-
grams over the next year. He said

PAMA
Standardization
of training
tops agenda
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Annual PAMA Awards

Association of Women 
in Aviation Maintenance
Richard C. Wellman Award
Mary Alice Rice 

Award of Special Merit
Donna Bricker, Tdata 

Chapter of the Year
Long Island Chapter, 
Tom Baird, president 

Company Appreciation Awards
Hartford Service Center 
(Bombardier Aerospace)

Pratt & Whitney 
Customer Training Center 

PAMA/Aircraft Technical 
Publishers Award
John Moyn, 
Private Jet Consultants

Award of Excellence
Craig Fowler, 
Executive Jet Management

PAMA/Flight Safety Foundation
Joe Chase Award
Sandra Gordon, Whirlpool
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by Matt Thurber

by David A. Lombardo

| REPORT

Aviation Industry
Expo 2007 hosted
attendees from
across the nation
and around the
globe, including 
a 30-person 
contingent from
Russia. Nearly 500
companies exhibited
this year, including
more than 120 
first-timers. NATA’s 
new-format event
focusing on the 
FBO industry was 
a resounding 
success, and PAMA’s
Maintenance
Olympics was once
again a big draw.

Disney honors Kim and Bob Showalter
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Jack Demeis, Corridor

Brian Finnegan, PAMA

PAMA Chili Cookoff

Long considered one of
the high points every year,
this year’s PAMA chili cookoff
was again successful, bring-
ing in $4,378. The proceeds
of the $1 “money votes” 
required to buy a cup of 
chili from the competitors
fund educational scholarships
through the Professional Avia-
tion Maintenance Foundation.
For the eighth year in a row,
Gulfstream received the most
votes–raking in $3,115 this
year–and received the Taste
Award prize. –D.A.L. 

Chili cookoff competition heats up.
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has developed a service theme
and standards that it communi-
cates to all employees. FBOs
should have their own service
themes and standards, too. Stan-
dards help employees deliver the
theme, and Disney splits standards
into four areas: safety, courtesy,

efficiency and show. Safety, as at
FBOs, is non-negotiable and al-
ways at the top of the list.

A recurring theme at the FBO
Leadership Conference and the
concurrent Aviation Industry
Expo was how hard it is for com-
panies to find employees. The ses-

sion titled “Where Do Tomor-
row’s Leaders Come From?”
probably helped, as Jim Harris,
founder and CEO of the Achieve
Great Results Institute and the
Marcus Point Leadership Insti-
tute,  delivered useful information
about how to retain employees.
“You have to get inside their
heads,” he urged. “Not everyone
is as joyous about working in
your facility as you are.”

Harris also focused on stan-
dards as a key element of work-
place harmony, noting that 50
percent or more of non-perform-
ance is due to unclear standards,
poor communication of stan-
dards and employees not being
held accountable to standards. 

The most important factor for
employee retention is motivation.
A leader’s job is to create an en-
vironment with incentives that
automatically deepen employees’
commitment to the organization.
These include eliminating fear,
simplifying processes, tearing
down speed bumps to productiv-
ity, listening to employees, al-
lowing employees to rearrange
the workplace environment to
meet their needs, recognizing
and rewarding teamwork, serv-
ing the front-line employees first
and giving fast feedback.

“What does all this mean for
the near-term and long-term
prospects for FBOs?” asked
NATA president Coyne at the
economic forecast panel session. 

Jim Christiansen, president
of NetJets, said that he expects
growth of fractional-share and
jet card programs to continue. 

The NetJets fleet flew more
than 380,000 hours last year and
should exceed 400,000 this
year. This year, 70 new air-
planes will be added to the com-
pany’s fleet, he said. NetJets
burned 120 million gallons of
jet-A last year, and that should
reach 135 million this year and
150 million next year. 

However, there are hurdles.

Infrastructure, user fees and air-
port access, he said, are “factors
we are going to have to deal
with. We all know that things
can change quickly.”

Bill Brown, director of cus-
tomer service for air-taxi start-
up DayJet, which has 300
Eclipse 500 VLJs on order, said
that during its first year of opera-
tions the company expects to
buy 25 million gallons of jet-A
“in small sips.” 

DayJet’s concern is that FBOs
will focus on serving customers
in larger airplanes that take on
more fuel in one stop and not on
delivering the 20-minute turns
that DayJet will need. What Day-
Jet needs from FBOs, in addition
to quick service, is parking
space near the terminal and help
with getting passengers in and
out of the facility. 

John Kilduff, v-p of the
Fimat Group’s Energy Risk
Management Group, sounded a
note of caution on oil and fuel
issues. “The Achilles heel is our
refinery situation,” he said. Op-
erating capacity at U.S. refiner-
ies is averaging 85 percent, and
no new refineries are being built
in the U.S. “There is plenty of
oil,” he said, “and we are seeing
refineries being built overseas.”

World oil demand is strong
and, Kilduff added, “oil markets
turn on the smallest of moves.”
Crude oil prices should average
about $58 per barrel this year,
Kilduff predicted, and jet-A
prices will likely spike a little
higher until the market re-
sponds, likely this summer, by
delivering more product to meet
high demand.

VLJs remained a topic of in-
terest during various sessions,
and the consensus is that the
ramp-up of deliveries won’t be
as fast as expected, at least this
year. Eclipse delivered its second
airplane last month with zero
fanfare, while Cessna had not yet
delivered the second Mustang.
The Adam A700 is still pursuing
certification, and Embraer’s Phe-
nom 100 isn’t expected to enter
service until next year. 

Nevertheless, said Michael
Hodges, president and CEO of
Tampa, Fla.-based Airport Busi-
ness Solutions, FBOs need to
prepare for VLJs. For FBOs,
VLJs offer the potential for
more based customers, new ac-
tivity from air-taxi companies
and the generation of new inter-
est in aviation by people who
haven’t thus far traveled in gen-
eral aviation aircraft. n

NATA
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A number of fuel trucks made an appearance on the show floor.

AMT Society members would be
able to take the program for free
and non-members would be
charged $20. 

Hendershot pointed out an
issue about the new two-year IA
renewal program that many me-
chanics don’t realize. All that has
changed is that the mechanic will
now get a new certificate every
other year; however,
mechanics are still re-
quired to complete
eight hours of train-
ing annually. 

He added that the
organization will be
working to enhance
safety and training
for the mechanic in
every facet of avia-
tion. It also wants to
put together a pro-
gram that will help it work with
the FAA to get military people
certified as A&Ps when they fin-
ish their service commitment. 

The AMT Society provided a
venue for Brad Townsend to 
discuss Project Bootstrap. “The
idea is to inspire a worldwide ef-
fort, raising the educational and

professional bar for all aviation
technicians through the creation
of a new and higher certified cat-
egory,” he said. 

The AMTE (for aviation
maintenance technical engineer)
designation would be a combi-
nation of the A&P and avionics
skill sets with a required 
10-year contiguous experience 
history composed of any combi-
nation of years of service in any
rated capacity, following the
award of all certificates, licenses

and ratings deter-
mined necessary by
the Aviation Steering
Group overseeing
the project. Though
fostered by NBAA,
the steering group is
a broad-based indus-
try-wide coalition of
experts external to
the organization. The
career advancement
of technicians is the

primary goal of the effort. 
Also presenting at the AMT

Society meeting was Floyd Cur-
tis, executive director of the 
National Center for Aircraft
Technician Training (NCATT),
headquartered in Fort Worth,
Texas. The center was established
through a grant from the National

Science Foundation (NSF) to cre-
ate an aircraft electronics techni-
cian (AET) certification. NCATT
and its partners are establishing
industry standards for training
and certifying aircraft and aero-
space technicians. 

Curtis explained that over
the past six years NCATT
brought avionics experts to-
gether in an evaluation process
that looked at the entire aircraft
electronics and avionics field.
From the NCATT workshops,
and the follow-up AET stan-
dards validation process, AET
navigation, communication and
installation/integration stan-
dards were adopted. These are
the building blocks upon which
all future electronics and avion-
ics training, education and ca-
reer growth will be based.
NCATT is continuing the in-
structional development process
to develop more avionics- and
aviation maintenance-related
educational standards.

Reflecting upon the several,
apparently competing, efforts to
bring career path development to
aircraft technicians, Finnegan
said, “There is certainly historical
precedence for competitive ideas
in the industry. The fact that we’re
all arriving at the same place rela-

tive to certifying mechanics is not
a surprise. It’s a positive sign and
I think you’ll find that we all do
want to come together. I think the
time has come for us to add some
real infrastructure, depth and pro-
fessional guidance to the aviation

maintenance world. I think com-
peting programs are fine, but in
the long run the industry isn’t
going to want it. Eventually I be-
lieve the industry will demand
that there be a single certifica-
tion system.” n
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Tom Hendershot, AMT

Southwest Airlines took first place.

Once again, maintenance techs
had the opportunity to pit their skills
against others from around the
country. During the three-day PAMA
Aviation Maintenance Olympics, five
teams of four techs competed in the
following categories: electrical trou-
bleshooting, Aircraft Technical Pub-
lishers’ federal regulations and data
research, hardware identification,
hydraulic line fabrication, rigging,
safety wiring and SimuFlite’s trou-

bleshooting training program. Snap-
on Tools, the largest sponsor of 
the Olympics, donated more than
$50,000 worth of tools and acces-
sories to the winners. 

This year’s competitors in-
cluded Midcoast Aviation, South-
west Airlines, AWAM (Association
of Women in Aviation Mainte-
nance), Embry-Riddle Aeronautical
University and AIM (Aviation Insti-
tute of Maintenance). –D.A.L.

Maintenance Olympics
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