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In our industry, cooperation is part and parcel of everyday
life. Airspaces are limited spaces, although routes and levels
may alter sometimes. Managing flows of air traffic
throughout Europe means relying on a mutually
maintained network. Seamless operation from one country
to another, and from one air traffic control centre to
another, is crucial and needs harmonised legal systems in
order to progress. National, European and intercontinental
regulations dealing with safety, financial and technical
matters blanket air traffic management like a tightly sewn
patchwork. International bodies such as ICAO, CANSO,
Eurocontrol, IATA, ACI, etc. perpetually fill in the
remaining question marks regarding the interfaces
between the many airspace stakeholders.

That being the case, multinational cooperation has been
obvious and a matter of common sense since the beginning of air
traffic. Nothing new so far. Efficient flow and capacity management
will be even more important in the future. After the dramatic curve in
the air traffic figures, the aviation mobility industry is forecast to
increase heavily in the next 20 years. But what stage has cooperation
reached today? Are we really doing our best to reap the benefits of
synergies and collaboration? Do we need to improve?

This edition of skymag looks into several aspects of international
cooperation in air navigation services, be they technical, operational
or financial. The success of the Single European Sky initiative will
depend on collaboration and mutual exchanges, which we all have to
work together to improve. Cooperation begins at home, at all levels in
our company and in yours.
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CANSO Joint Procurement Group

The background for the launch of the CANSO Joint Procurement
Group (JPG) in January 2002 was the difficult economic situation
within the ATM industry, in particular after September 2001. The
main objective of the group is to generate additional cost sav-
ings through the joint procurement of equipment and services as
well as the sharing of product and market information at the
international level, in both the short and long terms.

Structure and organisation

The «godfather» of CANSO
JPG is Mr Dieter Kaden of DFS.
His role is to supervise the
group's progress and to act as a
link between the group and the
management of the member
organisations. Since its start, the
group has held ten meetings with
procurement and planning staff
from Austro Control, Belgo-
control, ANS of the Czech
Republic, DFS, Hungarocontrol,
LVNL of the Netherlands, NATS
UK, ROMATSA, skyguide and the
CANSO General Secretary. Beside
these active organisations, eleven
so-called ‘Reader Members' fol-
low the work closely and provide
their inputs. The group is chaired
by Uli Wismer of skyguide.
First activities

The Joint  Procurement
Group has worked on various
subjects of considerable com-
plexity. In order to progress

CANSO fordert Kundenkonsortien

Uli Wismer leitet die CANSO Joint Procurement Group.
Diese setzt sich dafiir ein, die Formierung von Kundenkon-
sortien zu erleichtern. Denn gerade kleine ANSPs wie
skyguide konnen im Verbund mit Partnern enorm profi-
tieren, wenn Beschaffungsvertréage neu verhandelt werden.

CANSO favorise les consortiums
de clients

Dirigée par Uli Wismer, CANSO Joint Procurement Group
s'emploie a faciliter la formation de consortiums de clients.
Ce sont précisément aux petits ANSPs tels que skyguide que
profiteront grandement de tels partenariats au moment de
renégocier les contrats d’achat.

simultaneously, subgroups have
been created, each one dedicated
to a specific topic.

In the hope of scoring some
quick victories, two subgroups
led by DFS and NATS examined
the opportunity to save money
by pooling the volumes of low-
specification commodities such
as stationery and business travel.
This has delivered some pleasing
results.

Higher volumes...

A second subgroup, directed
by skyguide, is dealing with LCD
flat screens 2kx2k, a technically
more complex commodity item.
They are mainly used as replace-
ments for the SONY displays
currently installed in controller
working positions. Skyguide has
ordered 70 units, while the com-
bined need for all participating
countries amounts to some
1,200 screens. It goes without
saying that the conditions for
such a volume are considerably
better. At the beginning, only a
single source supplier was on the
market.

...lower prices

The subgroup has negotiated
a Master Agreement which
forms the common business
basis between the supplier and
the individual member organi-
sations. Each member orders
what it needs direct from the
supplier, on the basis of the
common master agreement
price and conditions. This
makes it possible to profit from
lower prices, and avoids further

contract negotiations. Establish-
ing such a common document
was a new experience for the
supplier and the CANSO mem-
bers alike, and quite a number of
obstacles had to be overcome.
Open issues

Two open points still have to
be solved: the WTO open tender
procedure and the anti-trust
question. In a second step, two
more companies have been per-
suaded to enter the market as
competitors. A price decrease of
15% has also been realised com-
pared to the initial price. Further
price drops are expected due to
the tough market situation.
Harmonising specifications

The next highest level of co-
operation are projects. Belgium
leads a subgroup working on
common procurement of ILS
equipment. A crucial step to be
achieved by the participants is to
harmonise the technical specifi-
cations as far as possible.
Technical experts are involved for
this purpose, and cooperation
with other CANSO working
groups is becoming important. At
the beginning of this year, the JPG
met the CANSO CNS/ATM
group. Cooperating at this cross-
national level is quite a challenge
and will require considerable
time and effort. However, the
CANSO JPG is convinced that
this is the prerequisite for further
substantial economies. Skyguide
does not participate, as we have
recently signed a contract for ILS.

Within the CANSO PG
framework, Belgocontrol and
LVNL are investigating cooperat-
ing on flight calibration activities,
buying services from Flight
Calibration Services, a company
owned by a number of ANSPs,
one of them being skyguide (see
article on p.17).



The CANSO JPG intends to
go even further than the purely
technical business. Mandated by
the CANSO Annual Meeting
2003, a subgroup led by LVNL is
working on Joint Aviation
Liability Insurance. With the
support of an insurance broker
and the insurance experts of the
participating ANSPs, the sub-
group is checking whether sav-
ings could be achieved by form-
ing insurance «clusters», taking
into account the divergent speci-
ficities such as geographical
regions, legal constraints, mar-
ket conditions, etc. An impor-
tant goal will be to convince the
insurers that the risks of air
navigation are lower than they
always claim.

Vendor presentations

In the course of the last two
years, eleven vendors have pre-
sented their products and services
to the CANSO JPG, covering
hardware, software, software
development and logistics/trans-
portation.

Information network

The CANSO JPG has estab-
lished an efficient network for
sharing information between
group members. This allows
members to ask their colleagues
for support or advice, to exchange
experiences with suppliers and to
crosscheck any information.
Suppliers are well aware of this
fact. In some cases, members have
been able to achieve better
response times for repair and
warranty matters. Suppliers can
also profit from a good reputa-
tion within the group.

Future activities

At present, the CANSO JPG is
about to establish a long list of
possible future fields for cooper-
ation, covering commodities as
well as projects. The next step will
be to sort out the items with the
biggest potential savings, the
necessary capacity needed from

10_11 skymag.gxd 17.3.2004 19:04 Page 11 $

The higher the volumes,
the lower the prices.

the group members and the
relevant planning, and then final-
ly to decide how to proceed.

Cooperation between coun-
tries in a «loose» form as in the
CANSO Joint  Procurement
Group encounters a certain num-
ber of stumbling blocks. One of
the main obstacles is the lack of
capacity of several members to
address JPG matters. This not
only hinders the staff from
advancing within their organisa-
tion but considerably slows down
the group's progress. A funda-
mental decision must be taken.
CANSO's  Secretary General,
Alexander ter Kuile, will address
this topic during the CEO meet-
ing in Maastricht at the beginning
of February.
Determining factors

With the positive experiences
gained, it was worth starting the
CANSO JPG. The group is now
welded together with a good team
spirit. Several organisations have
achieved savings. Skyguide has
been able to profit by some
100k CHF (net, after deduction of
cash-out and internal costs),
mainly with BARCO screens. The

ongoing activities as well as fur-
ther projects might generate addi-
tional savings. Not only tangible
but also intangible advantages
can be achieved. However, some
obstacles still remain to be over-
come. The determining factor for
success is each member's involve-
ment and solidarity. The struc-
ture of the CANSO Joint
Procurement Group and the
form of its future activities finally
depend on the resolution of these
key questions.

Ulrich Wismer

Head of Procurement skyguide

1
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Technical cooperation:
the panacea in the European drive

towards harmonisation?

In the drive for the highest possible level of harmonisation in
technical systems in European air traffic control, international
cooperation in the development and procurement of technical
systems imposes itself as the cure for all problems. But what are
its actual advantages and what are its limits?

Lower procurement costs
thanks to customer
conglomerates

The European Commission,
through its «Single European
Sky» (SES) initiative, has not
only urged increased interna-
tional cooperation; the famous
4 SES regulations have now
placed an obligation upon the
national Air Navigation Service
Providers to set aside long out-
moded ideas and face up to new
challenges. The airspace users,
too, are speaking out and
demanding a reduction in the
costs or the prices of the air traf-
fic control undertakings.

A contribution towards the
realisation of the SES, but also to
the lowering of operating costs
that has been called for, can be

Technische Kooperation:
ein Allerheilmittel?

Bei der Suche nach grosstmaglicher technischer Harmonisie-
rung setzen immer mehr Anbieter von Flugsicherungsdiens-
ten auf internationale Zusammenarbeit bei der Entwicklung
ihrer Systeme. Doch Kooperationsprojekten ist nur dann
Erfolg gegonnt, wenn sehr friih die richtigen Fragen gestellt
werden.

La coopération technique —

la panacée?

Dans leur quéte d'une harmonisation technique maximale,
un nombre croissant de fournisseurs du controle aérien
misent, en développant leurs systémes, sur une collaboration
internationale. De tels projets ne sont toutefois promis au
succes que si leurs responsables posent trés tot les bonnes
questions.

delivered through the joint defi-
nition, procurement, installation
and operation of technical facili-
ties required for the conduct of
air traffic control. This sounds
obvious and clear; yet practical
experience shows that in some
areas today, we are still falling
well short of the ideal.

The preconditions for
successful cooperation

A number of preconditions
need to be met if cooperation
between several air traffic control
undertakings is to be successful.
Our objective must be to achieve
these preconditions! It would be
wrong to say «the preconditions
have not been met, and therefore
it is impossible to proceed
jointly».

1. There needs to be a clear,
honest desire for cooperation
among all parties.

All staff involved with all
partners need to be inspired by
the desire to achieve something
together, and to focus all their
efforts towards that common
objective. This also entails the
courage to rise above what is
unnecessary and obstructive, and
to value the achievement of the
common objective more highly
than conformity.

Individual initiatives, lip-
service or simply tasks being del-
egated by the top management to
the executives are not enough —
in fact they may even have nega-
tive effects on later instances of
cooperation.

face the future in progress

2. There needs to be a mini-
mum of harmonisation between
the demands and the timetable.

It is not particularly difficult
to achieve agreement on the
overarching objectives. But what
is often problematic is to secure
consensus in important details.
In such cases, existing interfaces
with other technical systems,
national technical requirements,
tendering and award procedures
and local factors can quickly
result in cooperation which in
itself is sensible not being fol-
lowed through.

The «Not invented here syn-
drome» represents a further
obstacle to successful cooper-
ation. This requires everyone to
review their own position criti-
cally and ask whether their own
stance really is the final pearl of
wisdom, or whether it might not
be possible to look at an issue
from another point of view or
another angle.

Not only
answers but
good questions
drive projects.

inside skyguide point of view what’s up in the sky



3. The cooperation must make
sense.

Not only does the economic
benefit need to be able to be
demonstrated, but at the end of
the project, all those involved
must be convinced that all the
effort and expense has been
worthwhile and that everyone has
benefited from the cooperation.
What each party gives and takes
must balance out. This is the only
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way that readiness for further
projects will be sustained.
Asking the right questions
helps to solve problems

I do not intend in any sense
to say that we should give up all
the previous ways and devote
ourselves entirely to cooper-
ation, or that the old ways have
had their day and that what is
new is always better. But | do
want us always to ask ourselves:

Has someone already solved my
problem? Can I solve someone else’s
problem? Is someone else working
on the same problem as me?

Once we have found the
answers to these questions and
the preconditions mentioned
above have been satisfied, we will
also decide in favour of the right
types of cooperation.

Hans Kummer
Technics skyguide

Joint procurement of Mode-S radar:
new ground in systems procurement

The joint procurement of Mode-S radar systems by DFS, LVNL
and skyguide is a pioneering example of the advantages of cus-
tomer conglomerates. The three air traffic control companies and
the suppliers involved in the tendering process have all broken

new ground with this project.

In mid-1999, skyguide was
asked, at a meeting of technical
directors of air traffic control
companies, whether it wanted to
participate in cooperative devel-
opment and procurement of
Mode-S MSSR systems. The tim-
ing was ideal for skyguide, since
our four approach radars in
Geneva and Zurich were coming
close to the end of their life cycle.
Another  factor was that
Switzerland, as the southernmost
country in the so-called Core
Area, had been urged by Euro-
control to introduce Mode-S.
Basic unanimity since the
start of the project

September 1999 saw the first
few days of meetings with the
representatives of German air
traffic control (DFS) and our
Dutch colleagues from LVNL.
Basically it soon became clear
that such a joint undertaking
brings benefits for all parties
concerned, and synergies can be
used. In October 1999, the
skyguide management decided
to take part in this joint project.

In December 1999, an agreement
was signed by all three air traffic
control companies concerned
which covered the cooperation
in the various areas up until the
operational commissioning of
the first Mode-S station in April
2003. The leadership of the pro-
ject was entrusted to DFS as the
biggest partner.
95% joint costs, 5% differences
Now the actual detailed work
began, which within skyguide
was conducted by the Navigation
& Surveillance division. Accord-
ing to the definition of the system
specifications it emerged that a
satisfying 95% of the specifica-
tions of the three partners co-
incided. Only 5% were specific to
the individual companies, and
these related primarily to the
integration of the systems into
the individual environments. The
three companies got together to
map out a detailed evaluation
matrix for the later selection of a
possible supplier, which also
included commercial aspects.
The Contract Managers jointly

Erfahrung zahlt sich aus:
Mode-S und ATMAS

Zwei fiir skyguide wichtige technische Grossprojekte entstehen
in enger Zusammenarbeit mit internationalen Partnern. So
positiv die Erfahrungen grundsétzlich sind, so wichtig ist es,
auch Schwierigkeiten nicht zu verschweigen.

Lexpérience est payante:

Mode-S et ATMAS

Deux projets techniques d’envergure qui revétent une grande
importance pour skyguide se déroulent actuellement en
étroite collaboration avec des partenaires internationaux. Les
expériences fondamentalement positives acquises jusqu'a
présent ne devraient pourtant pas faire oublier les difficultés
qui pourraient en résulter.

wrote the draft for the contract,
which in addition to the joint
part also contained a specific
annex per partner.
Cultural obstacles

It quickly became clear that
such a large-scale joint project
also entailed certain problems.
Differing corporate cultures
were confronting each other,
different expectations were
involved. Long and intensive dis-
cussions were held, and joint
solutions sought and eventually
found. However, all parties had
to be willing to compromise,
otherwise the division of the
tasks and responsibilities could
hardly have succeeded. Even at




this point, it was already clear
that the process of decision-
making takes longer than when
such a project is tackled by a
single company acting on its
own.
Tendering procedure complies
with European requirements

The project was put out for
public tender in line with the
European directives. Three Euro-
pean companies officially filed
tenders. An external Dutch com-
pany conducted an audit among
all these potential applicants on
our behalf. The project team visit-
ed all those concerned, in order to
gather information locally about
the state of development of the
Mode-S systems and the quality
and documentation system.
Stronger position as a
customer consortium

For the suppliers, too, it was a
new and unfamiliar experience to
be suddenly dealing with a con-
sortium of three autonomous
partners. The advantage on our
side was that with an order vol-
ume of 21 Mode-S systems and
an option on 17 further systems,
the three of us together were an
exceptionally important client.
This was clear in the negotiations
about a possible contract. The
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suppliers made concessions, not
only in the technical field but also
in the financial field, that they
would never have made for an
individual partner. For a number
of days, often late into the night,
negotiations were conducted
with the suppliers on content and
details. The suppliers often had to
work out a new proposal
overnight in order for it to be fur-
ther negotiated the following day
with the project team, because
every manufacturer was intent
on winning this contract. A
Steering Committee consisting of
the responsible NAV & SUR
heads of all three organisations
steered and supervised the pro-
ject during this phase.
Decision-making process

The decision from the techni-
cal and commercial point of view
was reached jointly, in other
words, all the partners decided
independently on the same
manufacturer. In November 2000,
the skyguide board was the last of
the three partners to agree to the
proposal and the choice of suppli-
er. Until this decision, the internal
decision had to be kept secret by
all three partners. Only then was
the contract with Raytheon Ltd.
UK signed by the CEOs of the

three ANSPs at a small ceremony
in December 2000 in Zurich.
A completely satisfactory
experience

As the project has progressed,
our decision to participate in this
sort of joint procurement has
been further vindicated as
extremely positive and effective.
The Steering Committee has so
far been able to exercise its influ-
ence over the manufacturer with
any problems arising, so that it
has correctly set the necessary
priorities. Although the first
COMOS Mode-S station in
Frankfurt South is in operational
service and the agreement signed
in 1999 has thus expired, all three
partners have decided to con-
tinue the cooperation until the
implementation of the last
COMOS station.

Aldo Bravo

Head of Navigation & Surveillance skyguide

Benefits and limits of collaboration:
new ATM system ATMAS as a national project
In an international community

Given its geographical position, Swiss culture, and an aeronauti-
cal domain that only barely accommodates country borders,
skyguide has always been active in international cooperation.
It can even be regarded as a goal for skyguide. If that is the case,
then our technical projects should contribute to the achievement

of thisgoal.

Risk mitigation in large-scale
technical projects

In projects based on a prod-
uct, the opportunity to cooper-

ate during the project lifecycle
increases. This makes the
ATMAS project a good example
to see what are the benefits and

limits of collaboration with
other ANSPs during the various
phases of definition of require-
ments, development and sup-
port. The difficulties met by
skyguide during the modernisa-
tion of its display equipment in
the early ‘90s led skyguide to
assess the risks associated with
large-scale projects very careful-
ly. Discussion on this subject at
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The ATMAS
project has been
an opportunity
for skyguide to
share information
and experience.

Eurocontrol (EC) with other
customers from the ATC indus-
try gave skyguide an opportunity
to share personal experience
with a view to risk mitigation.
The goal was to buy an existing
and proven product from a spe-
cialist supplier in the ATC
domain.
DOs and DON'Ts

Skyguide visited a number of
European ANSPs who are cur-
rently working with or have
recently worked with the three or
four best known ATC system-
providers. It was an outstanding
opportunity not only to listen to
their feedback but also to learn
about the DOs and DON'Ts of
working with the industry.
Despite the potential for conflict
of interest, communication was
frank and honest. The informa-
tion that skyguide obtained dur-
ing those visits was particularly
valuable and had an important
influence on how the project
developed.
Research and development
analysis

At the same time, skyguide
was working on an update of its
knowledge on existing func-

tional and technical solutions to
define requirements. Half a
decade of research and develop-
ment carried out by the EC and
FAA had to be analysed and new
software standards were assessed.
It was clear to the project team
that the new system should rep-
resent the advantages of best
practices and knowledge while
staying open to future develop-
ment. The choice of EC's tracker,
the contract with the DFS for
their eFDP requirements and
that with the EC for display pro-
totyping were the key activities
in the international domain of
collaboration. In addition, the
project team had skilled support
from consultants working with
or for the EC, DFS and NATS.
Information exchange

Having chosen Eurocat from
Thales-ATM, skyguide reopened
contact with other Thales-ATM
customers. Joint procurement,
system support and requirements
harmonisation were the main
areas identified for future inter-
national cooperation. It was,
however, concluded that coun-
tries had different hardware
manufacturers or generations,
which meant that no saving
could be made in joint procure-
ment. Varying approaches to
maintenance among the ANSPs
using Eurocat prevented close
collaboration. Nevertheless, bene-
fits were enjoyed in the exchange
of information about system
behaviour (e.g. known bugs). In
addition, knowledge established
in particular domains (e.qg. safety,
ARTAS) could be shared.
Common requirements

In fact, the key domain for
cooperation between Eurocat
users has been the production of
common requirements. Different
specifications to fulfil the same
requirement increase overall costs
and lead to system divergences.
Bringing together ATC experts

from different countries pro-
duced a list of functional require-
ments of very high quality. The
next step was to realise them. It
was decided to form a user group
that would address Thales-ATM
with a single voice: COOPANS. A
new scenario based on the pro-
duction of this software with
regular deliveries was eventually
worked out between Thales-ATM
and the user group.

No prove of ROl so far...

This kind of scenario is the
ultimate example of cooperation
between users of the same equip-
ment. If the benefits are clear
(e.g. convergence, smooth devel-
opment), the drawbacks are
equally clear in terms of reactivi-
ty, flexibility and independence
(e.g. the specific needs of one
member of the group do not
necessarily take priority in the
product development cycle). In
terms of cost (human, invest-
ments), a positive return on
investment resulting from this
alliance has not yet been proven.
... but a precedent for
enduring partnerships

The ATMAS project has been
an opportunity for skyguide to
share information and experi-
ence. All along the ATMAS life-
cycle, very definite results have
been obtained. In addition, it has
set a precedent for enduring part-
nerships with other ANSPs. This
cooperation around a system,
independent of its supplier, is a
first in Europe. Yet, the conver-
gence of systems and procedures,
and unifying solutions is a pre-
requisite for their interoper-
ability. Finally, the feasibility of
FBAs as aggregates of sectors
from different countries and
technical architectures is not very
far away.

Thierry Brégou
ATMAS Project skyguide

what’s up in the sky
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Getting to know the facts: skyguide's
Client Satisfaction Survey 2003

In July 2003 skyguide launched its first Client Satisfaction Survey.
The aim of this was firstly to measure the degree of satisfaction of
skyguide's clients with the performance of the ATM/AD services
provided to them. The second aim was to bring to light any
clients' needs and expectations that are not being satisfied and,
conversely, those that are over-satisfied. Thirdly, the client survey
was also designed to allow the internal perception of skyguide to
be compared with the external perception on the part of its
clients. Finally and most importantly, the survey was intended to
enable skyguide to set up an action plan, so as to increase the per-
formance of the services in the fields deemed important in the

eyes of the clients.

Scope of the survey

As one of the main objectives
was to measure satisfaction with
the performance of the ATM/AD
services provided by skyguide,
the direct users of those services
had to be interviewed to gain a
first-hand appraisal. Therefore,
the target interviewees were air-
line pilots —and possibly also air-
line operation centre staff — gen-
eral aviation pilots and military
pilots, all belonging to skyguide's
three main client groups. In the
context of this survey, perform-
ance was taken as being a mix of

the safety, capacity/delay, efficien-
cy and flexibility, and availability
characteristics of the services.
Cost-effectiveness was not inves-
tigated. Pilots were interviewed
by means of a questionnaire
focusing on key items. Airline
pilots from SWISS, Lufthansa,
Air France, Alitalia, British
Airways, SAS and KLM were
contacted.
Results

About 5,000 paper question-
naires were distributed to pilots
from the three client groups of
airline, general aviation and mili-

Customer Satisfaction Index CSI (1)

In general, whal is your degree of satistaction with the services of
skyguide 7

Crwprail | i
Bssar ¥1E
Brtio ity . =
[E 1
_Il:ll—-'l -
- :
VI plleta |
D 230
L] 8% A%
B Viery aatinfied (5]
O Satiafmd ]

) Does m s Tl (25
B Very dissstifsd (1)

B Wgiihes patmfied nar dssatulied (1)

T
[~ N -
=N -
[~ -

Lo L Ll

skyguaide

tary pilots. The overall response
rate hit 19%, which can be con-
sidered as fairly good with regard
to the selected distribution
method. At the extremes, the
response rate of military pilots
reached 48% and that of airline
pilots 14%. In between, VFR
pilots achieved a response rate of
23%.
Overall satisfaction

For reasons of conciseness,
only the overall degree of satis-
faction and the satisfaction char-
acteristics of the services pertain-
ing to safety, delay, efficiency and
flexibility are presented here. The
overall satisfaction, presented in
the form of a Customer
Satisfaction Index (CSI), shows
that 70% of all respondents are
either satisfied or very satisfied
with the services of skyguide
(Figure 1). At 65%, the airline
pilots are globally slightly less sat-
isfied. VFR pilots appear to be on
the whole the most satisfied, at
83%. Figure 2 shows the overall
satisfaction per airline and
underscores the significantly
lower satisfaction of the SWISS
pilots. This is probably due to the
various problems encountered in
lower airspace at and around
Zurich Airport.
Safety, delays, efficiency and
flexibility

Looking at the criterion of
safety, 82% of all respondents
declare it as good or very good.
The results per airline are rather
compact as the average ratings
range from 3.7 to 4.2 (very good
=5, good = 4, fair = 3, poor = 2,
very poor = 1). This sharply con-
trasts with the results for
«delays», as only 45% of all
respondents rate this as good or
very good. There are also wide
differences regarding this aspect
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between airlines, with average
ratings ranging from 2.3 for
SWISS to 3.8 for Alitalia.
«Efficiency and flexibility» is
rated about half-way between
«safety» and «delays», with a 58%
figure for good and very good
ratings. As in the case of «delays»,
discrepancies are visible between
carriers, with average ratings
ranging from 2.7 for SWISS up to
3.9 for SAS. From the standpoint
of the pilots, skyguide is therefore
considered as good in terms of
«safety» and fair in terms of
«delays» and «efficiency & flexi-
bility». The performance apprais-
al from airline pilots is also obvi-
ously closely linked to the usage
level of the services. It seems that
the more a pilot is using the ser-
vices, the lower the perceived rat-
ing. This could explain to some
extent the recurring lower evalu-
ation by SWISS pilots.
Improvement measures

In order to identify the most
useful improvement measures
driving client satisfaction, map-
pings were set up. Mappings
make it possible to show on a
single graph both the relative
importance of an item (that is, a

specific question in the question-
naire) and its average rating. The
relative importance is expressed
vis-a-vis its contribution to the
CSland is computed by means of
a multiple regression. A low rela-
tive importance does not imply
no importance at all, but only a
low importance in comparison to
other items. Items with a low
relative importance should rather
be seen as compulsory prerequi-
sites, without which no service
provision would be possible.
Items with a high relative impor-
tance and a low rating are the
first targets for improvement
measures.
General conclusion

According to the results of the
survey, and in particular the
above-mentioned mappings, im-
provement measures will be dif-
ferentiated for each of the three
client groups. As a summary,
these will all target, in one way or
another, the following general
objectives: (1) to become more
customer-oriented, (2) to im-
prove the ability to adapt to
clients' needs and, (3) to increase
responsiveness to modification
requests in the case of delays or

restrictions. On the basis of these
objectives, a concrete action plan
will be elaborated and imple-
mented. The forthcoming survey
will tell if this action plan is suc-
cessful. With this first Client
Survey, skyguide demonstrates
that its clients' needs and expecta-
tions are taken seriously and that
it is willing to take appropriate
measures to increase their satis-
faction. The results as presented
above are not new to skyguide.
They rather confirm a long-
standing feeling. But for the first
time, a statistically supported
basis is available on which to take
sound and valuable action in
order to increase the performance
of the services the company pro-
vides to its customers.

Figure 2

Joachim Schulte

Business Development skyguide
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IFR traffic and delay analysis for 2003

Average Daily IFR Traffic
Overall, the number of IFR
flights controlled by skyguide
during 2003 slightly increased by
0.6% over 2002. In January and
February 2003, a significant
increase over 2002 could be
observed but already in March,

this trend started to slow down.
The fleet reduction of Swiss
International Air Lines, the Iraq
war and the outbreak of SARS
finally stopped the positive traffic
evolution during summer 2003.
Following the further reduction

of Swiss, traffic levels again start-
ed to decrease during the winter
season.

Actually in January 2004,
skyguide handled on average
4.5% IFR flights less per day than
during the same month in 2003.
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ATFM Delays

While the average ATFM delay
per flight generated by skyguide
was above 2002 values during the
first half of 2003, the perform-
ance could significantly be
improved as of July.

From January to March 2003
most of the delays in Geneva were

generated during weekends, when
the airport was overrun by char-
ter traffic. Other events being
worth mentioned are the AERO
in Friedrichshafen, the G8 sum-
mit in Evian and of course the
German over-flight restrictions
being in force since April, 17th.

A good fraction of delays in
June were due to cumulonimbus
activities. From July on, the aver-
age ATFM delay per flight gener-
ated by skyguide has stabilised at
a level between 1 and 1.5 minutes.

Klaus Affholderbach

Capacity Management skyguide
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All systems can
be improved.
The higher their
interoperability,
the better their
output.

No sustainable growth without
international cooperation

With renewed growth in air traffic the limitations of the current
ATM system will become obvious again — scarce airspace, non
harmonised technical systems, fragmented upper airspace, etc.
Skyguide has long been actively seeking international collabora-
tion because we believe that only harmonisation can improve air

navigation service provision.

With growth comes pressure

After the crises of recent years
(11.9.01, SARS, the Iraqgi war, the
bankruptcy of Swissair and other
small and medium companies,
etc.), air traffic is slowly regaining
its former level and rate of
growth. As a consequence, the
market is evolving strongly, with
continuous and increasing eco-
nomic pressure from users, from
States and from other providers,
as well as with the need for better
integration and consideration
of military needs. Airspace is
becoming an increasingly scarce
resource.
Changing the laws

In parallel, the institutional
context is also in a process of
transformation. With the separa-
tion of the regulatory and service

provision functions, there also
comes a fragmentation of the
regulatory functions within dif-
ferent authorities at national and
international level; in particular,
there is a clearly more important
role for the European Union, and
this also applies to Switzerland.
Cooperation is a must

The introduction of new
technologies, such as the imple-
mentation of the ICAO
CNS/ATM concept, brings new
challenges and requires substan-
tial resources and a wide range
of expertise. Given that in many
cases, this cannot be matched
with our own means, this
implies setting up collaboration
with partners in one form or
another (e.g. MoC, joint ven-
ture, consortium, etc.).

Positive experience

With its central position in
the heart of Europe, the small
dimension of its airspace and its
limited means, skyguide is
bound to play an active role at
the international level. In this
sense, skyguide long ago adopted
a proactive profile on the
European scene, both with other
service providers (DNA, DFS,
ENAV, etc.) and with the govern-
mental (ICAO, Eurocontrol, EC,
etc.) and non-governmental
(CANSO, SITA, ACI, etc.) insti-
tutions and organisations. Our
mix of cultures allows an impor-
tant and optimised presence in
different bodies and working
groups with partners, and such
instances of participation are
generally good and well received.
There is also long experience and
expertise gained with active
cooperation with our neigh-
bouring service providers, espe-
cially through the ATS delegation
agreements and arrangements
with France, Italy, Germany and
Austria. Furthermore, skyguide
not only follows developments,
but also contributes actively to
various innovative developments
and initiatives. This is done on
the operational side, but also on
the technical side, the institu-
tional side and the legal side. It is
to be noted that under Swiss law,
Eurocontrol decisions and stan-
dards have long been directly
applicable to the provision of air
traffic services in Switzerland.
A clear focus

It is a clear objective of
skyguide to valorise its specific
know-how regarding air traffic
management in a small, complex
airspace, close to many impor-
tant European airports and at



