
PRODUCT SUPPORT SURVEY
 

AIN’s Part I: Aircraft

©
 2

01
6 

A
IN

 P
ub

lic
at

io
ns

. A
ll 

R
ig

ht
s 

R
es

er
ve

d.
 F

or
 R

ep
rin

ts
 g

o 
to

 w
w

w
.a

in
on

lin
e.

co
m

PRODUCT SUPPORT SURVEY 
Part 2: Avionics

AIN's 

Product Support Survey: 
Avionics

In the results from this year’s AIN Prod-
uct Support Survey, Garmin remains in 
the top spot for cockpit avionics manu-
facturers, with a first-place overall average 
of 8.2, down 0.1 from last year. Rockwell 
Collins takes second place, with an over-
all average of 8.0, the same as last year. In 
third place this year is Universal Avionics 
at 7.9, down 0.1 from last year when it and 
Rockwell Collins shared the second-place 
slot. Honeywell and BendixKing (they are 
sister companies but serve different mar-
ket segments) swap places this year, with 
Honeywell in fourth place at 7.6 (up 0.1) 
followed by BendixKing at 7.4 (down 0.3).

Garmin’s score this year sees top rat-
ings for overall product reliability (8.8), 
technical reps (8.4), cost of parts (7.4) 
and parts availability (8.3). Top ratings for 
Rockwell Collins are technical reps (8.4), 
technical manuals (7.9) and parts avail-
ability (8.3). Universal Avionics scores the 
highest rating for warranty fulfillment (8.5) 
and AOG response (8.4).

On the cabin electronics side, two 
companies received enough ratings this 
year to be added to the results: cabin mon-
itor manufacturers Aircraft Cabin Systems 
and Rosen Aviation. 

Tying for first place this year are 
Gogo Business Aviation and Satcom Di-
rect with an 8.3 overall average, both 
up 0.1 from last year’s first-place tie. 
Rockwell Collins received the second-
highest score this year with a ratings 
jump of 0.4 to a 7.9 overall average, 
followed by Aircraft Cabin Systems 
(7.8), Honeywell (7.5) and Rosen Avi-
ation (7.4).

Satcom Direct tops the charts for over-
all product reliability at 8.6 and receives 
high marks for technical reps (8.9), techni-
cal manuals (8.3) and warranty fulfillment 
(8.8). Gogo Business Aviation’s high scores 
are for AOG response (8.4), cost of parts 
(7.8) and parts availability (9.1).� n

What have you done for me lately?
Avionics and cabin electron-
ics are critical equipment in 
modern aircraft nd an area of 
intense focus for product sup-
port organizations. AIN asked 
the avionics and cabin elec-
tronics manufacturers to sum-
marize their improvements in 
delivering support to custom-
ers during the past year. Not 
all the companies that were 
ranked in the AIN Avion-
ics Product Support Survey 
responded to AIN’s request.

Garmin
Garmin’s avionics products 

cover a variety of  aviation 
segments from experimental 
amateur-built aircraft to Part 
25 business jets. 

To support all of these cus-
tomers, Garmin has bolstered 
its product support staff and 
added training opportunities 
for in-house support person-
nel to improve quality of ser-
vice and responsiveness to 
customer needs, the company 
told AIN.

In addition to its on-
site pilot training offerings, 
Garmin now provides prod-
uct tutorial videos on its 

website. It is also working 
with aviation “training and 
education providers to make 
our courses accessible to 
even more pilots and main-
tainers around the world.” 
To support the experimental 
market, Garmin launched 
an experimental aviation 
support team.

“Garmin maintains its 
firm commitment to delight 
customers by establishing the 
industry benchmark for excel-
lence in avionics customer 
support, product training, 
publications, warranty, and 
related services,” the com-
pany said.

BendixKing
BendixKing is expanding 
the markets it serves from 
the traditional light aircraft 
to turboprops and light jets 
with its AeroWave low-cost 
satcom and soon-to-be-certi-
fied AeroVue integrated ret-
rofit cockpit.

During the past year, the 
company has begun hosting 
product introduction train-
ing webinars for avionics 
shops that install its products. Garmin G1000 avionics training system

www.ainonline.com
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Installers can also tap into the 
company’s remote access sys-
tem so that experts can assist 
with troubleshooting during 
installations, especially with 
AeroWave systems.

The company has added 
dedicated field service engi-
neers available to travel to help 
with entry into service of new 
products. It has also improved 
the Web-based repair capa-
bilities locator “with features 
such as advanced search, mul-
tiple part number searches, 
detailed information on each 
repair option and repair loca-
tion information.”

Gogo 
Business Aviation
Gogo Business Aviation, the 
Gogo division that manufac-
tures air-to-ground airborne 
connectivity equipment for 
business aircraft, has made 
investments in product support 
that include adding new per-
sonnel, investing in technology 

and delivering more training for 
customers and employees.

During last year’s second 
half, Gogo Business Aviation 
integrated its customer sup-
port, technical support, net-
work operations, training and 
data analytics operations into 
the customer operations team. 
The company also invested in 
training, process support and 
data analytics and added net-
work tools to resolve problems 
more quickly.

New support personnel 
were hired, and these included 
an instructional designer to 
improve content, a business 
process analyst to aid doc-
umentation and continuous 
improvement, two data analyt-
ics engineers and a trainer to 
“extend our reach internally and 
externally,” according to Gogo.

In this year’s first half, the 
company hired or promoted 
three field support engineers 
to improve product support. 
Gogo plans to hire another 

field support employee this 
year. Technology investments 
support a new learning man-
agement system, a hosted PBX 
to improve inbound call han-
dling and, according to Gogo, 
“Extensive and continuous 
improvements for online cus-
tomer care on mygogoair.com, 
resulting in 30 percent improve-
ment in resolution.”

Gogo Business Aviation has 
lowered its overall trouble ticket 
rate by 20 percent year-to-date 
by implementing a detailed 
performance scorecard at the 
organization, tier and individ-
ual employee level. The com-
pany has increased training for 
tier one technical support per-
sonnel, and this allowed them 
to close 18 percent more cases 
year-to-date, freeing up tier two 
support techs to focus on more 
complex issues.

Honeywell
Honeywell has developed a new 
system to follow up on AOGs. 

The closed-loop feedback sys-
tem summarizes AOG status 
for the customer and “allows 
the customer to confirm that 
the order has been fulfilled,” 
according to Honeywell. In 
cases where the customer isn’t 
satisfied that the AOG was ful-
filled, Honeywell opens a sur-
vey to get active feedback from 
the customer to establish exactly 
what is needed. “Since May 20, 
2016, we have received more 
than 2,200 responses with a 98.7 
percent agreed completion rate.”

Honeywell solicited cus-
tomer feedback on its 
MyAerospace.com website 
and plans on releasing periodic 
improvements this year, including 
estimated ship date information. 
The site already was upgraded 
with an improved repair capabili-
ties locator that allows customers 
“to make decisions about prod-
uct support based on specific 
repair requirements.”

In the first quarter of next 
year, Honeywell expects to 

2016 Average Ratings of 
Cockpit Avionics and Cabin 

Electronics

Overall 
Average 

2016

Overall 
Average 

2015

Rating 
Change 

from 
2015-2016

Parts 
Availability

Cost of 
Parts

AOG 
Response

Warranty 
Fulfillment

Technical 
Manuals

Technical  
Reps

Overall 
Product 

Reliability

COCKPIT AVIONICS

Garmin 8.2 8.3 -0.1 8.3 7.4 8.0 8.2 7.8 8.4 8.8
Rockwell Collins 8.0 8.0 0.0 8.3 6.7 8.2 8.3 7.9 8.4 8.5
Universal Avionics 7.9 8.0 -0.1 8.1 7.1 8.4 8.5 7.4 7.1 8.6
Honeywell 7.6 7.5 0.1 8.0 6.2 7.6 8.2 7.6 7.4 8.0
BendixKing by Honeywell 7.4 7.7 -0.3 7.6 6.6 7.3 7.8 7.3 7.2 8.3

CABIN ELECTRONICS

Gogo Business Aviation 8.3 8.2 0.1 9.1 7.8 8.4 8.5 8.0 8.1 8.4

Satcom Direct 8.3 8.2 0.1 8.4 7.2 8.2 8.8 8.3 8.9 8.6
Rockwell Collins 7.9 7.5 0.4 8.0 7.1 7.9 8.3 7.5 8.3 8.0
Aircraft Cabin Systems 7.8 NA NA 7.4 7.1 7.8 8.5 8.1 8.0 7.9
Honeywell 7.5 7.5 0.0 7.6 6.5 7.4 7.9 7.1 7.8 8.1
Rosen Aviation 7.4 NA NA 7.6 6.7 6.6 7.2 8.1 7.8 7.7
*Companies listed in order of their 2016 overall average. Ties are listed alphabetically. Bold indicates highest number in each category.

www.ainonline.com
http://mygogoair.com
http://MyAerospace.com
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receive STCs for its new wire-
less data loader (DLMU-W) for 
Primus Epic-based flight decks. 
The unit has received FAA TSO 
approval and is a drop-in replace-
ment for the existing Epic data 
loader. Equipped with its own 
short-range Wi-Fi antenna, the 
DLMU-W should greatly sim-
plify data uploads, which will 
be available via mobile devices 
running Honeywell apps such 
as Honeywell’s Database Load-
ing app and the MyMaintainer 
Maintenance app. “These apps 
simplify the traditional meth-
ods of uploading and download-
ing data from aircraft avionics, 
which saves time, money and 
frustration for the operator,” 
according to Honeywell.

For customers of its satcom 
products, Honeywell has 
added service enhancements 
that include the new GoDirect 
Satcom Toolkit, a mobile app 

that helps customers with log 
retrieval and operators’ require-
ments table loading. Product 
support engineers can log in 
remotely to customers’ laptops 
to help troubleshoot their 
satcom systems, and this has 
helped improve service, accord-
ing to Honeywell. Operators 
with the HS-720 satcom can get 
software upgrades done on site, 
without having to return the unit 
to Honeywell or schedule a visit 
from a product support engineer.

Honeywell has also 
partnered with FlightSafety 
International to deliver train-
ing on APUs, avionics, engines, 
environmental controls and sat-
coms. Training is available at 
FlightSafety learning centers, 
online or at the customer’s site.

Rockwell Collins
Early last year, Rockwell Col-
lins added a “customer effort” 

metric to measure “the ease of 
customer interaction and reso-
lution during a service request.” 
During the past year, the com-
pany’s customer support organi-
zation received a customer effort 
score of 90 percent. “Research 
has proved that effort is the best 
transactional loyalty metric,” 
according to Rockwell Collins. 
The company also uses feed-
back from surveys, advisory 
boards and customer interac-
tions “to drive support strategies 
that make it easy for customers to 
solve problems quickly.”

Rockwell Collins is also 
focusing on proactively resolv-
ing issues and pre-empting 
future customer contacts by 
training product support man-
agers “to identify areas where 
customers might make con-
tact in the future and address 
the issue during this initial con-
tact, [thus] preventing follow-on 

calls.” This has been combined 
with data analytics to identify 
and address issues that result 
in repetitive customer con-
tacts as well as measuring time 
between customer callbacks 
using the “Next Issues Avoid-
ance” metric.

Supporting all these efforts 
is a growing team of customer 
support engineers deployed 
around the world, and they pro-
vide support to customers and 
Rockwell Collins dealers. Cus-
tomers can access the list of 
support engineers and dealers 
on the Rockwell Collins Service 
First app, available for Apple and 
Android mobile devices.

Satcom Direct
Satcom service provider and 
router manufacturer Satcom 
Direct opened a network oper-
ations center at its new world 
headquarters in Melbourne, 

Honeywell GoDirect

www.ainonline.com
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Fla. The headquarters fea-
tures a 24/7 real-time monitor-
ing center to support customers 
worldwide. Satcom Direct also 
introduced its new entry-into-
service program, which is “tar-
geted at visiting every customer 
to educate them on the value of 
each service SD offers its cus-
tomers,” the company noted.

New hardware introduced 
this year includes the SD Wi-Fi 
Hub, a standalone router and 
Wi-Fi provider for small to 
midsize aircraft. The Hub 
received its first STC on the 
Citation CJ3 in May, and many 
more STCs are under develop-
ment. During the past year, 
Satcom Direct has also added 
training courses and released 
SD Pro, its latest integrated 
operating platform.

Universal Avionics
To improve customer support 

by placing resources within easy 
reach of customers, Universal 
Avionics added a technical sup-
port representative in Singapore 
to support Asia and the west-
ern Pacific. Patrick Nenninger 
joined the company to sup-
port European customers from 
its Switzerland office in Basel. 
James Thompson was hired as 
the new repair station manager. 
Universal Avionics added two 
authorized support centers for 
its CVR and CVR/FDR prod-
ucts: Flight Data Systems in the 
UK and Australia. 

The Universal Avionics 
training department now offers 
online FMS and UniLink Oper-
ational Familiarization courses 
on the UniNet customer por-
tal. Universal is also develop-
ing classroom courses for the 
new InSight integrated flight 
deck, including Operational 
Familiarization and Integration 

and Installation, which will be 
available in the fourth quarter. 
Training events are available 
quarterly at Universal’s Tucson, 
Ariz. headquarters and Wich-
ita offices. 

Warranty coverage for non-
warranty repairs and exchange 
transactions has been extended 
to a full year from the previous 

90 days. Universal Avionics 
has added a return material 
authorization service, “which 
improved tracking ability and 
provides customers with new 
options to choose turn times,” 
according to the company. And 
turnaround time on repairs has 
been reduced to an average of 
five days.  o

SURVEY RULES AND METHODOLOGY

As with AIN Publications’ previous annual Product Support Surveys, the objective this year was to obtain from the users of business 
jets, turboprop airplanes and turbine-powered helicopters statistically valid information about the product support provided by manu-
facturers of business aircraft, avionics and engines over the last year and to report this information to our readers. The ultimate goal 
of the survey is to encourage continuous improvement in aircraft product support throughout the industry.

The survey was conducted via a dedicated website, created by AIN from the ground up to provide improved ease of use and to encourage 
greater reader participation. AIN emailed qualified readers a link to the survey website and also sent a postcard invitation with login creden-
tials to the survey website. 

The survey website was open from May 2 to June 15. Respondents were asked to rate individual aircraft and provide  
the tail number, age (less than 10 years old or more than 10), primary region of service and whether they used factory-owned or autho-
rized service centers, or both. Respondents were also asked to rate, on a scale from 1 to 10, the quality of  
service they received during the previous 12 months in the following categories:
•  Parts Availability–in stock versus back order, shipping time.
•  Cost of Parts–value for price paid.
•  AOG Response–speed, accuracy, cost. 
• Warranty Fulfillment–ease of paperwork, extent of coverage.
•  Technical Manuals–ease of use, formats available, timeliness of updating.
•  Technical Reps–response time, knowledge, effectiveness.
•  Overall Product Reliability–how the product’s reliability and quality stack up against the competition.

Respondents were also asked to recognize individuals who have provided them with exceptional product support and service. The full list of these 
people is available online at www.ainonline.com/above-beyond-2016.

The 2016 AIN Product Support Survey results for aircraft were published in the August issue, and engines will be featured next month. n

Satcom Direct network operations center

www.ainonline.com
http://www.ainonline.com/above-beyond-2016

