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P A r t  o N e  A I r c r A F t

Bell Helicopter (positive: 4, negative: 0)

• “Very good service, customer 
appreciation is the best encountered.”

–Allen Lambert, chief pilot, Cambata Aviation

Bombardier (positive: 41, negative: 35)

• “It frequently seemed as though the center 
had a minimum dollar amount that they 
needed to squeeze out of the customer. 
We often were faced with ‘nit picking’ upon 
departure. Safety of flight and airworthiness 
are absolutely priorities for our department, 
but we avoid our closest factory service 
center due to questionable write-ups.”

– Robert Kerr, director aviation services,  
Challenger 604/605

• “Hartford is an excellent organization, 
Dallas has improved over the last few years 
and is doing excellent work.”

– name withheld by request,  
Challenger 604/605

Cessna (positive: 66, negative: 31)

• “Dropped in on Citation Service Center 
Wichita with a temperature control 
problem on a last-minute divert from 
East to West Coast. Problem fixed in 45 
minutes, paperwork done 1.5 hours later. If 
it wasn’t for the paperwork, the experience 
couldn’t have been better!”

–name withheld by request, CJ1/CJ1+

• “Over the past few years the service has 
really gone downhill. Our DOM sits with 
the airplane during major inspections and 
we have to fight them to get the billing 
correct. With all the layoffs, the quality  
of work and the promptness of inspections 
is very lacking.”

–name withheld by request, Citation V

Dassault Falcon (positive: 22, negative: 21)

• “Their system is over complicated, 
bogged down in complexity. The easiest 
mods cannot be done in a timely manner. 
Downtime is also unacceptable when 
considering the scope. Promises are  
often broken. These are our last choice 
for DFJ service.”

– Doug Partl,  
aircraft maintenance manager, 7X

• “Technicians are trained on and specialize 
in our make and type. Their experience 
level is invaluable.”

–name withheld by request, 2000EX EASy

Eclipse Aerospace (positive: 0, negative: 1)

• “Too few service centers, too far to travel 
for service.”

–name withheld by request

Embraer (positive: 11, negative: 7)

• “Embraer Service Center São Jose dos 
Campos is not adequate for the amount of 
service they need to handle, more than 50 
Phenoms and 14 Legacy 600s in Brazil and 
only this service center is authorized...just 
impossible to have a good service.”

–Fabio Marcelina, chief pilot, Legacy 600

• “We have used the Fort Lauderdale, Fla., 
and the Windsor Locks, Conn., service centers 
and both were very nice facilities and the guys 
working on the airplanes were also great.”

– Michael Voechting, flight department man-
ager, Orion Energy Systems, Phenom 300

Eurocopter (positive: 2, negative: 1)

• “Very good service.”

–name withheld by request

Gulfstream (positive: 61, negative: 29)

• “Always excellent work, often a little 
sticker shock at the end. They often appear 
as if they are trying to rebuild an older 
aircraft back to new.”

–name withheld by request, GV

• “Gulfstream Savannah has always given 
me the best of service. The personal service 
from the CSRs, STMs and even the techs is 
the best I have seen in years. Cannot even 
think about going anywhere else.”

–  Thomas Frank, director of maintenance, 
DeBartolo Aviation, G550

Hawker Beechcraft  
(positive: 19, negative: 13)

• “HBC Little Rock is an excellent  
facility. Wes Norris personally  
hand delivered me a brake control  
valve so we could make a flight the  
next morning.”

–name withheld by request, Hawker 

• “Too expensive. They seem to be in the 
business of making an older aircraft new 
every time you go there.”

– Harold Coghlan, vice president  
of operations, Magic Express Airlines,  
King Air B200

Mitsubishi (positive: 9, negative: 0)

• “Intercontinental Jet offers every 
capability in-house, and the same people 
have been there forever.”

– Earle Martin, chief pilot,  
Mid Coast Air Charter, Marquise

Twin Commander (positive: 1, negative: 0)

• “Great source of up-to-the-minute 
information, excellent support and  
quick turnarounds.”

– Stanley Perkins, director,  
Commander 690

Sikorsky (positive: 1, negative: 1)

• “We don’t use Sikorsky MRO in 
Coatesville (old Keystone) due to poor 
experiences in the past.”

–name withheld by request

• “Service center ([Sikorsky’s] Associated 
Aircraft Group) outstanding.”

–name withheld by request

Readers’ Comments: In Their Own Words…

Factory Service Centers

Respondents were passionate in their 
comments about the factory service centers 
they deal with, expressing effusive praise, 
disappointment and strong criticism. 

Cost of service clearly is an ongoing issue 
for many business aircraft operators, but 
many comments indicated that the availability 
of reliable and prompt service is the first 
priority. Operators are also concerned about 
problems getting resolved the first time, 
technicians doing too much maintenance 
and about leaving the shop with unresolved 
issues, especially invoice discrepancies.

A typical example: “Final invoice is 
always far above what was quoted,” said one 
Challenger 601-3R operator. And, according 
to a Cessna Citation 560 operator, “We do 
most of the maintenance at factory service 
centers, and overall we kind of hold our 
breath every time we go. Latest aggravation 
was an overzealous inspection finding (what 
they wanted to) corrosion (?) inside the 
P&WC engines. Wish we had gone to P&WC 
first; they said it was likely unnecessary.”

Some commenters appreciate the efforts 
by OEMs to provide factory-owned service 
centers and offered praise for new facilities: 
“We have been using Dassault Aviation 
Services, Reno, exclusively for the last few 
years and are very happy with their support. 
They continually go above and beyond in 
their level of service and support and get 100 
percent for on-time delivery. The only thing 
that puts a damper on DAS Reno is Dassault 
Falcon Jet dragging their feet when it comes 
to helping Reno grow and advance in a more 
expeditious manner, which is a shame as Reno 
has proven time and again that they are able to 
handle most anything that comes their way.”

Service-center staffers received praise 
for their efforts on behalf of customers, 
sometimes at the expense of management. 
“One of the factory centers doesn’t seem to 
care for the customer until you get to deal 
with the techs; they are great,” wrote an 
Embraer Phenom 100 operator.

Paperwork is a critical part of maintenance, 
yet some customers find that documentation 
quality and timeliness is sometimes lacking. 
“Always good service and techs are great; getting 
the invoice on time is another issue they need 
to address,”  wrote a Gulfstream G550 operator.

If there is one area where service 
centers could improve customer service, 
it is communication. A Hawker operator 
emphasized this point: “LIT, IND, ICT all 
lack a simple line of communication with the 
customer while at or away from the facility.” n

Authorized Service Centers

Business aircraft operators like to have choices in maintenance facilities, and even where there 
are plenty of factory-owned service centers, they also want to be able to use factory-authorized 
facilities. Many of the issues are the same, however, including quality, cost and timeliness. 

One Bell helicopter operator noted an improvement in some alarming issues at one service 
center: “[He] seems to have worked out his quality-control problem. We had some aircraft come 
back with Hi-Lok collars missing, rivets driven sideways to fill the holes, etc.”

The former Midcoast Aviation (now Jet Aviation) owned by Gulfstream parent General Dynamics 
received much praise from non-Gulfstream operators, an indication that it is possible for an 
OEM to service competitors’ aircraft effectively. “I really like Jet Aviation (Midcoast Aviation), for 
their capabilities and personnel. I hope it doesn’t change too much under the new Jet [Aviation] 
ownership,” wrote a Bombardier Global 5000 operator.

Duncan Aviation was also singled out frequently. According to a Cessna Citation Bravo operator, 
“Duncan Aviation (LNK) seems to bend over backwards for us and not just because we are a base 
customer.” And a Learjet 60 operator highlighted the critical factors: “Duncan BTL has always given 
us top-rate service. Out on schedule, squawk-free and under the price estimate.”  n

AgustaWestland (positive: 1, negative: 1)

• “Many parts are only in Italy. Makes it very 
difficult even for AOG sometimes.”

–Gregory Jones, director of operations

Bell Helicopter (positive: 6, negative: 3)

• “Occasional waits when new Service 
Bulletins come out, but always have by the 
time they are actually due.”

–Allen Lambert, chief pilot, Cambata Aviation

• “It’s amazing how long Bell takes to have 
parts available, even in the U.S. We waited 
more than six months to receive outer and 
inner couplings because they cannot supply 
the parts demand.”

–name withheld by request

Boeing (positive: 1, negative: 1)

• “Parts are harder to get, and fewer are 
available in Asia and the Middle East.”

–name withheld by request

Bombardier (positive: 44, negative: 33)

• “It is possible to feel a big improvement 
from 2007 to the present day. Today it is 
possible to ask for parts and believe the 
delivery time.”

– Edison Loredo, maintenance manager,  
Vale, Global Express/XRS

• “Getting parts is ridiculous. Shipping the 
wrong parts to shipping to the wrong place 
to misplacing parts...it just goes on and on.”

–name withheld by request, Learjet 45/45XR

Cessna (positive: 56, negative: 14)

• “As our aircraft is now 10+ years old, parts 
are becoming hard to obtain, despite a 
steady rise in ProParts cost. Temp controller 
is obsolete and no spares are available and 
same situation with our Honeywell RMUs.”

–name withheld by request, 560XL (XLS)

• “The availability of parts for these older 
airplanes through Cessna is still great. I think 
they care and try; how much longer will parts 
be available, we will see. Keep it up!”

– Michel Hebert, pilot, Pro Aviation Services, 
Citation II, IISP, SII

Daher-Socata (positive: 1, negative: 1)

• “Parts were not always available and  
had to be ordered from France, which  
did have some delays.”

– Eric Jannusch, chief pilot,  
Air-Rics Aviation Services, TBM700/850

• “Socata has made great strides in  
parts availability over the last several 
years. I think it rivals any manufacturer.”

–Rick Lemon, MedEx, TBM 700/850

Dassault Falcon  
(positive: 34, negative: 20)

• “In general most parts are available 
directly. If there is ever a problem  
Dassault will do its utmost to  
resolve a situation.”

–Steven Whalley, manager, 900EX EASy

• “Poor, sometimes have to be removed 
from aircraft in completion.”

–name withheld by request, 7X

Eclipse Aerospace  
(positive: 1, negative: 1)

• “Good for most items, only a few parts 
that are hard to get or unavailable.”

–name withheld by request, EA-500

Embraer (positive: 7, negative: 11)

“Achilles [heel]–unless AOG, getting parts  
is not reliable.”

– Jim McIrvin, chief pilot, Southern Bleacher, 
Phenom 100

• “Parts availability has been a slight  
issue, but the Phenom 300 is a new 
airplane, and Embraer is working on  
parts availability.”

– Michael Voechting,  
flight department manager,  
Orion Energy Systems, Phenom 300

Eurocopter (positive: 1, negative: 12)

• “Very bad AOG experience with 
Eurocopter USA, had to wait four weeks 
for just five bolts, finally had to find them 
myself in Canada!”

–Pierre Kaisin, captain

Gulfstream  
(positive: 53, negative: 22)

• “They always have the parts!”

– Sherman Collins, director of maintenance, 
Radical Ventures, G550

• “Occasionally having problems  
with parts. Some are due to the  
part needing to be built, or because 
the part (only one available) is in some 
obscure location.”

–name withheld by request, GV

Hawker Beechcraft  
(positive: 28, negative: 24)

• “The OEM does NOT support the aircraft 
in the field; we get better service from 
outside vendors than we do the OEM.”

– Mark Jones, director of maintenance,  
Cozzens and Cudahy Air, Hawker

• “Have no problems with the acquisition 
of parts [because they are] readily 
available. The online ordering is a 
somewhat painstaking task. There is  
a lot of calling the facility anyway when 
ordering online.”

–Michael Lawson, director of maintenance, 
Livemercial, King Air E90

IAI (positive: 2, negative: 2)

• “Some parts are getting more difficult  
to obtain with a long lead time, which 
affects us as a commercial operator.”

–name withheld by request, Astra

Mitsubishi (positive: 8, negative: 0)

• “For an airplane that has been out of 
production for more than 25 years, the 
parts situation is excellent.”

– Richard Shine, CEO,  
Manitoba Corp., Solitaire

Piaggio (positive: 0, negative: 3)

• “Almost every request for parts  
is supported by ‘no parts in stock,’  
AOG orders are only supported.”

– name withheld by request,  
Avanti P.180

Pilatus (positive: 4, negative: 2)

• “Parts are normally available within 
two days. Some [service bulletin] kits 
take a while when needed from Stans 
[Switzerland].”

– Jeff Kutsch, president,  
Command Flight Center, PC-12

Piper (positive: 1, negative: 3)

• “Have had to acquire multiple airframes 
just for the parts to keep our fleet flying.”

–name withheld by request, Cheyenne II

Twin Commander (positive: 2, negative: 0)

• “Twin Commander is making great 
strides in improving availability while 
simultaneously lowering the price of the 
parts used most often.”

–Stanley Perkins, director, Commander 690

Sabreliner (positive: 0, negative: 1)

• “Sometimes hard for this old airplane.”

–Jesus Ojeda, DKZL, Sabreliner 65

Sikorsky (positive: 1, negative: 3)

• “Bad and getting worse. Tremendous 
waits involved in getting blades/repairs. 
Insufficient back-stock/warehousing for 
product support.”

–name withheld by request

Parts Availability

Parts are a key factor in the way people feel about product support. Most OEMs have spent 
millions improving their parts distribution networks, adding new warehouses around the world, 
moving more inventory to far-flung facilities and improving inventory management.

With parts, however, all it takes is one glitch and the operator’s opinion rapidly changes, as in 
this comment from a Bell helicopter operator: “Very good until last week: trouble getting main rotor 
pitch change rod ends. Losing money today.” Survey participants expressed a variety of opinions 
about parts availability, with some OEMs getting almost universally positive ratings and others with 
what seemed like an equal number of happy and concerned customers. What seems evident, despite 
the perennial complaints about prices, is that availability is by far the more important factor. n

Cost of Parts

The only people happy with the 
extraordinarily high cost of aircraft parts 
are those operating aircraft still under 
warranty. Once their aircraft are out of 
warranty, they are not hesitant about 
expressing their shock at high prices. 
“You would think they are made of 
GOLD!” wrote one respondent.

It’s not just cost or availability that 
are critical factors but also reliability. 
OEMs spend a lot of money trying to 
ensure that parts are reliable, but failures 
still occur, including the dreaded part 
returned to the OEM then put back in the 
system with “no-fault found.” Bombardier 
has mounted an attack on this specific 
problem, but it is an issue that all OEMs 
deal with regularly.

A number of survey takers expressed 
satisfaction with parts prices covered 
by cost-per-hour programs. But one 
wondered whether parts prices are 
inflated in an effort to encourage 
operators to sign up for those programs. 
A Learjet 60 operator wrote: “$10,300 
for a cross-flow valve with no repair 
or exchange. $14,700 for a cabin-rate 
control valve with no repair or exchange. 
This is totally unacceptable. Their 
comment is, ‘If you were on Smart 
Parts, it would be covered.’ Totally 
unprofessional.”

While Falcon operators complain 
bitterly about parts prices, one 2000EX 
operator praised the company for 
improving: “This is another area [in 
which] Dassault has shown a great deal 
of improvement but still has a ways to 
go. To their credit I do believe them 
when they say they are continuing to 
work on the issue. Dassault is now more 
competitive than in the past and they 
have improved their [dead on arrival] and 
warranty programs.”

Embraer parts prices are high, 
according to some comments. But, 
added a Legacy 600 operator, “Corporate 
Care program is the only way to keep the 
cost of parts livable on a month-to-month 
basis.”

A G550 operator had this advice for 
Gulfstream: “The cost of OEM parts (or 
OEM suppliers) is really out of hand. 
I cannot imagine how someone in the 
parts procurement level at Gulfstream 
isn’t fired for not being able to get much 
better pricing from the suppliers. Not 
long ago the price for a plastic part used 
in the aircraft cabin (very common part) 
was found to be more expensive than 
the price of an ounce of gold. When 
confronted with this data there was 
much ‘smirking’ and head shaking, but 
what should have happened is that the 
person in charge of procuring these parts 
should have been on a road trip to the 
manufacturer of the component and not 
come back to the home office until some 
sanity had been restored to the price 
structuring for these components.”. n
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Technical Manuals

Opinions about the quality and timeliness 
of the documentation needed to maintain and 
operate aircraft varied, from praiseworthy 
to questions about why mistakes never get 
corrected or why it is hard to find material in 
an electronic document. 

A Learjet 40 operator likes Bombardier’s 
new SmartFix troubleshooting system and 
noted that tech manuals “have improved 
considerably” during the past five years. 

Prices of manuals are a perennial issue, 
but especially for a Falcon 2000 operator, 
bemoaning the higher price of what should 
be less expensive electronic documents. 
“Subscription renewal costs absolutely 
ridiculous. Raised prices in going from  
paper manuals to electronic or Web-based. 
No incentive-based structure to ‘go green.’ 
One paper manual had a renewal price of 
$261 in 2010. Same manual went electronic, 
split into three parts, for $1,515. Option to 
stay with paper manual, $3,193, But only for 
renewal. Despite being an existing customer 
we would have to purchase paper manuals 
outright as a new product for $10,815. 

Same ‘enhanced’ material, procedures 
and performance data as the $261 version 
of the previous year! Dassault refused all 
attempts to explain, correct or address this 
issue, despite involvement by the Operator’s 
Advisory Board. Poor, poor example of 
uncaring attitude toward customers.”

A Legacy 600 operator thinks  
Embraer’s manuals face a language barrier. 
“Language is a detractor. Instead of 
interpretations, Embraer could use an  
English speaker to go over the manuals  
and remove ambiguities.”

Certain manuals aren’t available for  
any price because suppliers consider  
them proprietary, and that is not the way  
it should be, according to a Gulfstream G550 
operator. “Some technical materials seem 
to be under lock and key for some reason. 
Either the OEM has the data for us to fix  
the aircraft either in the field or at the depot 
level or it doesn’t. If it doesn’t, then the OEM 
of the component has the data and needs to 
give it to the end user (operator) or the depot 
without any hesitation. Period.” n

Maintenance Tracking  
Programs

A good number of commenters are using 
FlightDocs for maintenance tracking and 
report positive results. A Falcon 2000LX 
operator wishes that OEMs gave buyers a 
choice of tracking systems at the time of 
purchase, although operators are free to 
choose if they wish.

More than one operator is happy 
that Camp Systems purchased Cessna’s 
in-house-developed Cescom program. 
“Love how Camp improved Cescom. Best 
integration ever!” wrote a Citation 560 
operator. But a CJ3 operator doesn’t like that 
the Camp personnel working on the former 
Cescom tracking system aren’t located in 
Wichita at the Cessna factory. 

Avtrak, which runs Gulfstream’s CMP.net 
tracking system, is a popular alternative to 
tracking programs endorsed by other OEMs. 
“We use the Avtrak program,” wrote a King 
Air B200 operator, “and find it extremely well 
suited to our needs. We are very pleased 
with the product.” n

Dassault Falcon (positive: 70, negative: 18)

• “The F900 EASy is generally very  
reliable. As we have a very high-time  
one for its age (five years), we have 
recently had some unexpected issues  
as per the wiring defect. This aircraft 
operates away from base for extended 
periods and in consideration is a great 
operating machine.”

– Stephen Whalley, manager,  
Falcon 900 EASy

• “The aircraft has 1,500 hours in service. 
The overall reliability is fair to good at 
 most. It often displays multiple CAS 
messages at start and requires re-init  
to clear. Load 10 has cleared many 
problems but many linger. Of late we  
have experienced reverser unlock 
disagreement messages, multiple fuel 
filter bypass sensor failures, database 
dumps, cabin and bag vent valve faults, 
inability to load full fuel, cabin management 
spontaneous reboots, two IRS failures, 
etc. This is only a partial list. Numerous 
nuisance messages appear as well. We 
have had circuit card failures, failed fuses  
that resulted in no-go FCS test failures,  
tire pressure monitor failures and more. 
This aircraft was released well before it  
was ready for service.”

–name withheld by request, Falcon 7X

• “After one year of service the airplane is 
still having too many issues with the system 
monitoring and errant CAS messages. The 
monitoring system is much too sensitive.”

–name withheld by request, Falcon 7X

• “Excellent. Our aircraft has had  
excellent metrics with 100-percent 
dispatch [reliability] for over 38 months, 
with no lost trips and only two delays of 
less than 15 minutes.” 

– Travis Ramsfield,  
chief maintenance engineer, Falcon 900DX 

Eclipse Aerospace (positive: 1, negative: 0)

• “Fairly reliable, but like any aircraft  
stuff happens.”

–name withheld by request

Embraer (positive: 21, negative: 6)

• “We have been flying a consistent 40 
hours a month with our Phenom 300 and 
we have not been grounded once due 
to maintenance issues. We have been 
extremely happy with the purchase of the 
Phenom 300.”

– Michael Voechting, flight department  
manager, Orion Energy, Phenom 300

• “Glad the aircraft is so reliable, due to not 
receiving parts on time.”

–name withheld by request, Legacy 600

• “Besides the interior, it’s unbeatable. I could 
not ask to be DOM on a more reliable bird.”

– Shawn Pacheco, director of maintenance, 
Jet Source, Legacy 600

Eurocopter (positive: 6, negative: 2)

• “The helicopter sits on a yacht in a very 
harsh environment and after nearly 10 years 
of service is still in good condition.”

–Pierre Kaisin, captain

Gulfstream (positive: 83, negative: 13)

• “I’ve been a Gulfstream operator for about 
25 years and this G550 is the best one I’ve 
ever had.”

– Michael Magnani, director of maintenance, 
Central Management Services, G550

• “The systems that were G-5’ed are giving 
us problems that were never there before 
(electric stab and electric gear). Don’t take 
good systems and redesign them. The IDG 
system was a great fix to the converter 
debacle of the GIV and GIII AC aircraft. 
Fadec Tays, jury is still out. PlaneView 
[avionics] is good, but data loading is a pain!”

– David Fliehr, maintenance manager,  
Solairus Aviation, G550

• “Poor at first, very, very good now. It 
has matured, and Gulfstream must be 
commended on the huge effort to get it 
this way.”

– Doug Partl, aircraft maintenance  
manager, G200

Hawker Beechcraft  
(positive: 56, negative: 12)

• “Beech has always had a reputation for 
safety and reliability. I see no reason to 
challenge that reputation now.”

–Charles Hackett, chief pilot, King Air B200

• “Very dependable, excellent value for cost 
of operation.”

–Timothy Richter, captain, Inpo, Hawker

• “Aircraft is generally reliable, but 
extremely difficult to work on.”

–name withheld by request, Hawker

IAI (positive: 3, negative: 0)

• “Dispatch reliability has been excellent 
over the past eight years.”

– Lawrence Tierney, captain,  
HMV Aviation, Westwind I

Mitsubishi (positive: 15, negative: 0)

• “The MU-2 is exceptionally reliable.  
I have delayed only one trip in 13 years 
due to a mechanical problem, and  
that problem was solved within hours 
thanks to telephone assistance from my 
service provider.”

– Roy Kinsey, president/chief pilot,  
Kinsey, Troxel, Johnson, Etc., MU-2M

Piaggio (positive: 1, negative: 3)

• “The aircraft has many very  
low-quality components that fail,  
and Piaggio Aero shows no  
interest in improvements or working  
with vendors.”

–name withheld by request

Pilatus (positive: 8, negative: 2)

• “We have had reliability issues with  
the Honeywell Apex [avionics] system  
in the PC-12/E. These are supposed to  
be addressed in the next upgrade.  
We had an unscheduled maintenance 
issue with a flap drive unit failure.”

– Raymond Kingsley,  
aviation department manager,  
Square Butte Aviation, PC-12

Piper (positive: 3, negative: 2)

• “Can’t remember when I missed a trip  
for a maintenance item.”

– William Chandler, chief pilot,  
Hamblen Aero, Cheyenne II

Twin Commander  
(positive: 2, negative: 0)

• “Very good dispatch reliability. The  
few problems I’ve had have been  
due to non-critical items, which are,  
I believe, mostly due to the aging of  
the airframe and components.”

– Stanley Perkins, director,  
Commander 690

AgustaWestland (positive: 1, negative: 1)

• “Disappointed in our AW109 reliability 
and performance. I’d like to see it gone 
from our operation.”

–name withheld by request

Bell Helicopter (positive: 11, negative: 0)

• “For our ‘L’ series, of which we operate 
more than 100, [overall aircraft reliability] is 
very good.”

–name withheld by request

Boeing (positive: 3, negative: 0)

• “Exceptional.”

– Philip Finer, chief pilot,  
Waltzing Matilda Aviation

Bombardier (positive: 72, negative: 25)

• “Reliability of the Learjet 45 continues to 
improve. It is evident that Bombardier is 
trying to improve its products.”

– James Brown, director of flight operations/
chief pilot, Dillards, Learjet 45/45XR

• “Sporadic. [Dead on arrival] parts from 
Bombardier are still a huge problem. 
Eleven years of promises of change  
needs to end.”

– Doug Gordon, director of maintenance, 
Pittco, Challenger 601-3R

• “They just keep on going, any complaints 
people might have, they haven’t read the 
books or spent enough time flying the 
actual aircraft.”

–name withheld by request, Challenger 300

• “Overall the reliability is great with a 
few problems that can usually be fixed by 
rebooting the computers.”

– name withheld by request,  
Challenger 300

• “The Challenger 604 has been very 
reliable. We’ve flown 3,600 hours since 
2006 and have had to cancel a trip only 
twice for mechanical issues.”

– name withheld by request,  
Challenger 604

• “Bombardier is serious about being 
best in class when it comes to aircraft 
reliability! To prove it they have introduced 
RIMP [reliability improvement modification 
program]. Under RIMP phase 1 Bombardier 
has targeted the top 15 LRUs with 
reliability issues and is in the late stages  
of deploying these assets to the entire  
fleet with the latest mod standard, free 
of charge regardless of warranty status. 
The primary benefit to us has been an 
increase in dispatch reliability but there 
is a secondary benefit, too. By increasing 
fleet reliability Bombardier has effectively 
de-stressed the entire support network.”

– Ronald Earl, foreman of  
aircraft maintenance, Citigroup Corporate 
Aviation, Global Express

Cessna (positive: 93, negative: 12)

• “We have had a lot of issues with the 
aircraft, and after talking with other 
operators we don’t appear to be alone. 
Aircraft is now two years old and the rate 
that new problems appear has finally 
begun to slow, but definitely not in average 
with other manufacturers or even other 
models within Cessna’s fleet. Avionics 
problems seem to be the leading issue, but 
not the only one.”

– name withheld by request,  
Citation Sovereign

• “We’ve operated this aircraft model for 
nearly 10 years. Dispatch reliability is 100 
percent. They’re bulletproof.”

– Joseph Terry, corporate pilot,  
Great West Casualty, Citation 525

• “Typical Cessna aircraft in my opinion.  
It’s simple and very, very reliable.”

– name withheld by request,  
Citation Sovereign

Daher-Socata (positive: 2, negative: 0)

• “This is clearly the most reliable aircraft 
I have owned. It is rare to have to make 
an additional trip to the shop between 
scheduled maintenance visits.”

–Rick Lemon, MedEx, TBM700/850

AOG Response

OEMs are fielding more product support personnel on mobile service teams and increasingly 
using their own aircraft to move parts and people around to resolve aircraft on ground (AOG) 
situations quickly. This partially explains why aircraft and aircraft parts cost so much, but operators 
do appreciate these efforts to help them complete missions. 

A Cessna Citation 560 operator wrote: “Response time to AOG is excellent! The mobile 
service units are strategically located and have responded several times for us, always with 
great results!”

This Embraer Phenom 300 operator praised the company’s response to ordinary issues: “I 
haven’t had any AOG issues, but any question I have for Embraer on our airplane seems to be 
treated like an AOG. I don’t know of a company that works this hard to keep customers flying.”

A Hawker 400 operator is happy with Hawker Beechcraft’s AOG service, but noted, “They seem 
to be running out of some parts now that they are not manufacturing the 400XP.” n

Overall Product Reliability

The overall product reliability category sums up the opinions of survey takers and reflects 
how they feel about their aircraft’s product support as a whole. Many operators are happy with 
the reliability delivered by their aircraft, but there are still some problems. One area of concern 
appears to be with highly complex electronic systems on modern aircraft, which in some cases are 
exhibiting mysterious ailments.

There were many more positive comments than negative for the overall product reliability 
category, indicating a high level of satisfaction with the capabilities business aircraft provide and the 
support they receive from the aircraft manufacturers. n
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Technical Reps

Tech reps are the face of the OEMs, 
often the sole contact that an operator has 
with the company that built the aircraft. 
Many respondents offered high praise for 
their reps, some to the point where the reps 
seemed like part of the operator’s family. 
Others lament that they rarely see or hear 
from their reps.

Unlike most other survey categories, 
tech reps received predominantly positive 
comments, even for older aircraft that are 
harder to support. n

Warranty Fulfillment

Owners and operators buying a new 
aircraft get to enjoy a warranty period that, 
hopefully, covers all the costs associated 
with premature breakdowns. However, it’s 
not all wine and roses.

“I would rather wrestle an alligator than 
file a warranty claim!” wrote a Bombardier 
Global 5000 operator. 

A Cessna Citation 560 operator 
complained, “Very keen to wriggle out of 
warranty on the basis of ‘wear and tear’ even 
when items fail before inspection.” 

While two Falcon operators complained 
that they have to fight to get warranty 
coverage, a 2000EX operator wrote: 
“Dassault has been very generous in taking 
our claims and works with us very well.”

A Legacy 600 operator wrote: “Embraer 
always does its best to honor what it can.”

When the warranty period expires, some 
owners are surprised, according to a G450 
operator, who offered a novel solution: 
“Gulfstream’s new-aircraft warranty is 
great, except the owner gets used to it and 
then when the warranty runs out, [it] is 
hard to accept the additional costs when 
that happens. There ought to be a warning 
note of some sort that goes out from 
[Gulfstream] explaining about the cessation 
of warranties as they expire to better prepare 
them for this fact, with options available for 
continuing coverage.”

An Avanti operator isn’t happy with  
the manufacturer’s warranty handling: 
“Hard to get any response from Piaggio 
Aero, and if they reply, Piaggio Aero 
changes its mind later.” n
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To read the AIN Product Support Survey – Part One: Aircraft,  
go to www.ainonline.com/resource-center


