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Chief Executive’s Statement
GOOD SHAPE FOR THE FUTURE
Against the background of extremely difﬁcult times for the global
aviation industry, it's important to highlight all the positive measures
that the IAA has adopted to operate in this tough environment.
At the end of the day, success or
failure comes down to containing
costs and increasing productivity,
while still providing a fundamentally
safe and efﬁcient service. As such,
across the board, we have
endeavoured to hold down costs for
our airline customers.
In terms of our Air Trafﬁc Management
Operations, we have similarly made
great efforts to improve our
competitiveness. According to a
EUROCONTROL report published in
May, IAA gate to gate costs are now
€366 per ﬂight hour; signiﬁcantly
lower than the EU average of €419 per
ﬂight hour. With the even more
challenging demands of Single
European Sky 2+ looming on the
horizon in 2015, and ever closer
regulatory harmony with the European
Aviation Safety Agency ongoing, these
positive measures put us in good
shape to tackle the future.
EAMONN BRENNAN, CEO
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Executive Summary
The annual Customer Care report is a
key consultation tool for the Irish
Aviation Authority with it’s customers.
It enables the IAA to identify the
airlines’ prime concerns, satisfaction
levels and enhances the capacity of the
IAA to continue improving and
developing the value driven services.
Since 2007 the IAA has conducted an
annual professional survey of how our
customers evaluate the IAA’s
performance under ﬁve key headings:
1. Service Delivery and Operational
Efﬁciency
2. Financial Cost-Effectiveness
3. Safety

Taking into account the current global
crisis and customer expectations
outlined in the 2011 survey, during
2012 the IAA has devoted particular
efforts towards cost effectiveness,
which can be summed up in a single
phrase:

“Taking cost out of
the business while
maintaining a safe
and efﬁcient service”

4. Customer Communications and
Relations
5. Innovation and Continuous
Improvement

In order to achieve this objective, the
following actions have been put in
place during the past year:

The results are presented under two
broad headings:

Reducing customer charges

Customer evaluation of IAA
performance during 2012 and
identification of areas for
improvement
Establishes trends and compares
results of IAA performance in the
CRM area from 2007 to 2012

Reducing overall costs through the
rigorous management of Operating
Expenditure, thorough examination
of Capital Expenditure and by
improving Human Resources
Management strategy.
Improving efficiency via
collaborative actions such as the
introduction in March 2012 of
Network Management of traffic
across UK / Ireland FAB with
positive impact on the minimization
of delays.
Maintaining high safety standards
and minimizing occurrences in the
five Key Risk Areas
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Investing in innovation: during 2012
IAA supported the NORACON I-4D
project for the SESAR programme;
IAA proposed the introduction of an
LDOC service at its HF facility in
Ballygirreen in Q3-2013; and IAA
conducted two simulations in
October and November relating to
Cross Border High Level Sectors.
The results have been very positive and
our customers recognize the efforts we
have been making to reduce costs,
while maintaining highest safety
standards and investing in new
technology and approaches. The results
for 2012 have been the most positive
since the survey was launched in 2007
and all 5 evaluated areas received
higher scores than in previous years.
Despite this overall optimistic outcome,
the IAA is committed to paying special
attention to particular areas where
customers expressed a need for
improvement. Our customer
expectations are key to devising our
2013 performance plan so we would
like to thank all our customers for their
active participation and involvement in
this consultation process.
The report is divided in two parts:
Part I of the report highlights the key
initiatives and performance results that
have marked the IAA’s year.
Part 2 draws together the responses
and suggestions of IAA airline
customers and main conclusions.

Part I: 2012 Highlights
The aviation industry is not immune
to the global economic crisis.
Overview
We are facing difﬁcult times and now
more than ever the ability to adjust to
the current situation requires a strong
commitment towards cost reduction
strategies while maintaining efﬁciency
and safety standards.
With this in mind, in July 2012 the
European Commission approved
national performance plans to improve
air trafﬁc management for the period
2012-2014 of the Single European Sky
Performance Scheme. One of the main
objectives of this scheme is to reduce
costs in order to beneﬁt airspace users
and passengers in the following three
years. In order to meet Irish National
Performance Plan Requirements during
2012, the IAA undertook a number of
actions with the aim of reducing costs
by rigorous management of Operating
Expenditure and through examination
of the Capital Expenditure. Apart from
this, the IAA continued efforts to explore
all opportunities for cost reductions
particularly in the areas of charge
reduction and technology:

Competitive charges:
cost reduction strategy
Reduction of En Route Charge:
This means that the IAA remains one
of the most cost-effective Air
Navigation Service Providers in
Europe. As laid out in the National
Performance Plan, the IAA is
committed to delivering further unit
rate reductions in the forthcoming
years, namely a 2.5% reduction in
2013 and 2.3% in 2014.
Following the determination of the
Commission for Aviation Regulation
(CAR) requesting a reduction of 40%
in Terminal Navigation Charge over
four years, in 2012 the IAA reduced
the TNC by 21%, establishing a new
rate of €160.24 per TSU. In 2013 the
TNC rate will be €153.72 per TSU,
making a reduction of 4.1%,

YEAR
2012
€
30.08
Charge
Reduction

8.9%

In terms of our Air Trafﬁc
Management Operations, according
to a EUROCONTROL report published
in May 2012, the IAA gate to gate
costs are now €366 per ﬂight hour
signiﬁcantly lower than the EU
average of €419 per ﬂight hour,
The IAA continues to provide an
effective high frequency
communications service on the
North Atlantic at a charge of
€45per ﬂight which is lower than the
charge back in 1998,
In 2012 the Irish Unit Rate is among
the lowest rates in Europe. According
to the rate published in November
2012, the Unit Rate for 2013 will be
the lowest in the EUROCONTROL
collection area.
Irish Aviation Authority Customer Care Annual Report 2012
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Safety is a must
Below 40
0

The IAA Safety Standards
and Procedures Domains
strives to continually
improve and enhance safety
levels within the IAA Air
Trafﬁc Management System
and is establishing links to
the airline representatives
for safety in order to ensure
ﬂuent communications on
safety-related issues. The
sharing of data should lead
to the maintenance and
improvement of ATM safety
through a risk based
assessment of the 5 key risk
areas. The IAA will continue
to monitor trends in these
areas and share this data
with customers to bring an
improvement in safety from
lessons learned.

Azores

From 40-50
0

58.38

9.65

72.34

Canaries

From 50-60
0
50.00

From 60-70
0

64.12
29.45
47.50

From 70-80
0
Above 80
0

30.08
78.54

65.58
35.86
74.19
73.77
40.01
73.77
60.82
40.95
69.86 43.45
41.85
99.13
64.49
70.93
38.65
78.55
39.91 44.54 36.42

32.92

59.15
43.29
35.36

71.70

27.15

30.03

37.51

National Unit Rates in 2012

Below 40
0

Azores

From 40-50
0

58.36

8.81

78.22

Canaries

From 50-60
0
52.01

From 60-70
0

58.19
29.13
46.32

From 70-80
0
Above 80
0

28.2
90.5

5 Key Risk areas
Runway Incursions
Separation Minima
Infringements
Deviations from
ATC Clearance
Level Busts
Unauthorized Penetration
of Airspace

65.38
67.84
67.84

64.61

34.5

71.69

47
60.77
43.11
70.06 43.12
38.43
98.42
66.59
41.99
78.83
50.78 44.45 36.34
59.57
44.84
33.74

29.15

30.99

37.57
31.5

National Unit rates in 2013
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36.41
76.5
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Efﬁciency improvement
and quality service
Irish Air Trafﬁc Controller (ATCO) - Hour productivity is
15% higher than the European average. ATCO-hour
productivity measures the efﬁciency with which an Air
Navigation Service Provider (ANSP) deploys and makes
use of its ATCOs. Irish ATCO productivity increased by 7%
between 2009 and 2010. Despite the continued
downturn in trafﬁc, Irish ATCO’s productivity remains one
of the highest in Europe and Irish ATCO’s remains at the
top performance quartile for ATCO productivity. It is
forecast that Irish ATCO will remain at this level for the
period 2013 to 2015,
Dual runway operations at Dublin have reduced the
average Taxi-Times during the morning peak by 50%
delivering savings in fuel burn to our customers,
During 2012 maximum runway capacity at Dublin was
maintained at 48 movements per hour for runway
10/28 during optimum weather conditions. Innovation is
a secure way to achieve more efﬁcient performance
rates and services. This is why in conjunction with NATSIAA UK-Ireland FAB partners-the IAA introduced Network
Management throughout the FAB airspace which has
enabled both pre-tactical and tactical management of
trafﬁc to ensure that delays, where they occur, are
minimized,

Maintaining the
commitment towards
Innovation – Technology
improvement
The introduction of Point-Merge - an innovative
approach procedure - at Dublin in December 2012 will
increase airspace capacity in the Dublin area and will
reduce fuel burn rates which in turn will reduce carbon
emissions.
During 2012 the IAA supported the NORACON I-4D
project for the SESAR programme.
Introduction of remote towers.
The IAA conducted two simulations in October
and November 2012 relating to Cross Border High
Level Sectors.
The IAA proposed the introduction of a Long Distance
Operational Control Service at its HF facility in
Ballygirreen in 2013.

Terminal delays at Dublin recorded by Central Flow
Management Unit from January to September 2012
were 3,929 minutes on 189 aircrafts. 86% of these
delays were weather related.
Shannon ACC had no delays in the en-route for 2012.
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Part 2: Airlines Feedback
Why this report?

Launched in 2007 and repeated on an
annual basis, the IAA requests its main
airline customers to complete a
detailed online customer scorecard in
respect of its provision of air navigation
services. The feedback obtained through
this process is subsequently used to
identify customer needs and
expectations. This process allows the
continuous improvement of IAA
customer services in order to achieve
safe, efﬁcient and cost-effective air
navigation services.
On the one hand this report presents
customer feedback in relation to ﬁve
main areas:
Financial Cost-Effectiveness
Service Delivery and Operational
Efficiency
Safety
Customer Communications and
Relations

In order to collect customer feedback,
scorecards were issued in October 2012
to twenty-two customers and twenty
responses were received. Through this
process, customers were afforded the
opportunity to rate IAA performance with detailed quantitative and
qualitative feedback - in all key areas.
The Scorecard generates formal
feedback from each customer and
enables the IAA to identify what it is
doing right, and areas that require
improvement from the customer’s
point of view.
This feedback gives the IAA the
opportunity to react, improve its
operations, reﬁne its investment plans,
and ultimately, meet customer
expectations. The level of participation
in the 2012 Customer Relations
Management Scorecard has been the
highest participation rate to date with
20 responses.

Innovation and Continuous
Improvement
On the other hand, the report indicates
IAA performance trends from 2007
to 2012.
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Highlights on
IAA 2012
performance
The results from the 2012 customer
scorecard are very positive for the IAA:
Highest average scores since the
survey started in 2007: The IAA
secured in 2012 the highest total
average score since launch with
90.8%.
Financial Cost Effectiveness has
been the category with highest
improvement rate in 2012.
Safety and Customer
Communications and Relations
continued to secure the highest
scores.
Global improvement: in 2012 the
ﬁve evaluated categories received
higher scores than the previous
years.
Positive feedback on IAA
performance and innovation.
High participation rate:
20 responses from 22
questionnaires issued.
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The key messages
for 2012
During 2012 the IAA successfully
conducted its annual Customer Care
Programme by delivering a number
of key messages to airline customers
during face-to-face meetings. The key
messages for 2012 are:
Reduction of ﬁnancial charges for
customers.
Commitment towards the reduction
of ﬁnancial costs by using
innovative strategies on Human
Resources Management and
applying Tower Rationalization.
Brieﬁng on joint management of
trafﬁc across the UK / Ireland FAB
Updates on Cross-Border High Level
Sectors: feasibility study to be
concluded the ﬁrst quarter of 2013
and October/November 2012
simulations.
Review difﬁculties in implementing
CPDLC Project.
Beneﬁts for customers of Point
Merge Operation and Long Distance
Operational Control.

IAA Performance against actions
identiﬁed for 2011
The 2011 Customer Care Annual report
recommended a number of actions to
be undertaken during 2012. The IAA
endeavoured to deliver on each of
theses areas, as outlined below:

IAA Performance against actions identiﬁed for 2012
Identiﬁed 2011 Activity

Review

Assist with the implementation of CPDLC through
customer feedback

Unsuccessfully introduced May 2012. Requires an update
of the COOPANS system

Continue and improve joint customer relations
collaboration with NATS under FAB

IAA took on observer status at NATS OPA meeting

Demonstrate real savings from UK & Ireland FAB

CBA published in March 2012

Explore possibility of joint IAA and NATS customer
website

We examined the possibility but it has been deferred

Provide information to customers relating to flight
planning for Point Merge

Gather customer input into implementation of
LDOC service

Provided an overview of the situation during face to face
meetings with airlines
Point Merge implementation team hosted 3 workshops
with customers and service providers prior to introduction
Project presentation during face-to-face meetings with
customer airlines
Irish Aviation Authority Customer Care Annual Report 2012
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Scorecard Results for 2012
Key Observations
2007-2012
The IAA has been collecting customer
feedback through the scorecard data
collection process since 2007 and this
enables some comparative analysis
(see Figures 1 and 2). In summary:
In 2012, the IAA obtained a 90.8%
average customer score – the highest
mark since the survey was launched
in 2007;
Even if Financial Cost Effectiveness
remains the category with the lowest
score, it is the category with highest
improvement in 2012;

Trend 2007-2012: total
average scores
Total average
2007-2012

85.4

2012

90.8

2011

86.30

2010
2009
2008
2007

87.20
80.90
81.70
85.4

Figure 1: Trend 2007-2012 Total Average Scores

The 2012 response rate has been the
highest participation so far with 20
responses;
The ﬁve evaluated categories have
improved in 2012 over previous years;
The “Safety” and “Customer
Communications & Relations”
categories again recording the highest
scores in 2012.
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Trend 2007-2012: averages scores per category

Financial cost effectiveness

Customer Communications
and Relations

2012

2012

87

2011

74.6

2011

90.3

2010

76.2

2010

89.4

2009

68.1

2009

2008

66.6

2008

89.4

2007

89

2007

71.5

85.5

Innovation

Service delivery
2012

89

2012

88.9

2011

85.2

2011

87.5

2010

87.5

2010
2009
2008
2007

88.4
77.3
79.4
87.1

2009

80.2

2008

80.9

2007

Safety
2012

94.7

2011

93.8

2010

94.8

2009

93.4

2008

92.4

2007

92.4

Group of Figures 2: Trend 2007-2012 Average Scores Per Category
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86.8

Individual Airline
Scores in 2012

Average Scores per
Category in 2012

Figure 3 displays the average scores from all
categories from each of the twenty airline
respondents during 2012. Total average scores
ranged from 69% for Ryanair up to 100% for
American Airlines. 70 % of the customers scored
IAA activity between the ranges of 90% to 100%.

Figure 4 displays the average scores for each of the ﬁve
measurement categories. Safety and Customer Relations
and Communications recorded the highest score with
94.7%. Financial Cost-Effectiveness had the lowest score
with 87%, but with a signiﬁcant improvement compared
to the 2011 rate of 74.6% - the highest score that this
category has achieved since systematic performance
measuring began in 2007.

American Airlines

Average Score

100

Delta Airlines

98

Innovation

United Airlines

98

CRM

US Airways

98

Safety

Omni

96

Service Delivery

Air France

94.4

Air Canada

94

Air Contractors

94

Air Transat

93

British Airways

93

UPS

92

Aer Lingus Regional

91

Thomas Cook

91

Lufthansa

90

Swiss

89

Virgin Atlantic

87

Thomson

86

CityJet

84

Aer Lingus

79.5

Ryanair
Total score 2012

Financial

90.8
88.9
94.7
94.7
89
87

Figure 4: Average scores per category in 2012

69
90.8

Figure 3: Airline Scores 2012
Irish Aviation Authority Customer Care Annual Report 2012
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Key feedback from customers
Feedback was obtained from customers through the Customer Relations
Management Scorecard and various face-to-face customer care meetings.
The following tables present
consistent feedback messages
from customers, including the
areas for expected improvement
or development.

Financial Cost Effectiveness
Positive feedback:

Improvement required:

I applaud the IAA efforts in reducing en
route charges.

While the IAA has seemingly been
working well with NATS to deliver
operational beneﬁts, e.g. fuel savings,
we are disappointed that there are still
only limited beneﬁts from integration of
these organizations.

IAA is one of the most cost-effective
ANSPs in Europe.
Happy to see the en route charges
reduction in 2013. We believe with the
development of UK-IR FAB, there are
more opportunities for cost reduction.
Very welcome initiative that we would
hope to see replicated throughout the
EUROCONTROL zone.
Whilst the perceived lesser complexity
associated with the airspace is a
contributing factor, progressive and
aggressive cost reductions have again
been employed.
We are satisﬁed that the IAA's initiatives
are solid and robust attempts to
improve efﬁciency, and we encourage
further initiatives. With regard to the
proposed 2013 en route costs and
charges: Costs -1.9%, trafﬁc +3.6%, unit
rate-5.4%, inﬂation +1.7% Ireland is
another of the seven star performers
that have reduced both their costs and
their charges for 2013, and this follows
on from the reductions for 2012. Costs
have now been reduced some 6% over
the last two years with a welcome
14.5% reduction to the unit rate, which
is now the third lowest in the
EUROCONTROL area. Thank you very
much Ireland!
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North Atlantic Communications charge
has increased.
FAB is not achieving any real ANSP cost
savings. If the beneﬁts are only arising
from operational enhancements for
airspace users and airspace redesign,
only one side has been looked at. It is of
equal importance that the ANSPs costsaving initiatives as the EU
cost-efﬁciency target of a reduction of
en-route unit rate has to be met. It can
be considered that these operational
savings could have been delivered
regardless of whether or not FAB
existed.

Key feedback from customers

Financial Cost Effectiveness
Expectations:
Expanding Radio coverage
Cost containment on the headcounts
and pension beneﬁt can have a big
impact on ﬁnancial efﬁciency.
Use of ancillary revenue streams
(HF patch service), use of remote
tower operations.
While the IAA has seemingly been
working well with NATS to deliver
operational beneﬁts, e.g. fuel savings,
we are disappointed that there are still
only limited beneﬁts from integration of
these organizations, i.e. there appears to
be no consideration for reducing the
current 4 ACCs.
It is hoped that the cooperation
regarding HF Communications with
Iceland does result in a reduction of
costs and charges.

A forward looking multi-year plan that
assumes adoption of PBN and looks for
additional synergies for
sharing/adopting processes with NATS
(to assure that their cost structure is
also on a downward cycle). The aim
should be to beat the (CFMU) Network
Management targets.
Create real FAB synergies to reduce
costs. So far we have seen no cost
synergies or economies of scale from
the IAA/NATS FAB. At least half the
budget of MET Eireann is supplied by
the IAA at considerable costs to the
Airline operators. The same MET
information is available from the UK at
a fraction of the cost. The IAA should
seek to review the costs associated with
this service and reduce the exorbitant
Met Eireann cost by 90% to commercial
levels. Deﬁcits in the IAA pension fund
must not be passed to customers.

Publishing of key performance targets
and indicators on a quarterly basis.
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Key feedback from customers

Service Delivery
Positive feedback:

Improvement required:

The service is very good; with much
ﬂexibility.

Crew reports it would be helpful to
also get information on why it is not
possible to get another Flight Level.
Answer is only "negative due to trafﬁc",
but the crew doesn’t know where the
trafﬁc is, or when a better FL could be
possible.

IAA activity for Fuel Saving is positive.
The Point merge procedures are
generally welcome, but it is difﬁcult to
estimate how long the approach will be
and how much fuel has to be calculated
for the approach.
Very impressed with not only the ease
of discussion with IAA representatives,
but also their positive responses to
industry concerns.
Your airspace is by far some of the most
economical we ﬂy through so it does
represent good value. Of course any
savings we can make on fuel are greatly
received …LAMP hopefully will deliver
huge beneﬁts and savings with the
airspace being far more efﬁcient and
our trafﬁc joining the Atlantic out of LHR
not being delayed and not having to
take a route that burns more fuel.
En route handling is smooth
and efﬁcient.
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Resolve/improve inefﬁciencies in use
of runway 10 in comparison to runway
28 at EIDW. Comment made by IAA at
recent DAOPG meeting that runway 10
is up to 40% less efﬁcient than
runway 28.
Production of measurable KPIs on delay.
The IAA's Operational efﬁciency is
satisfactory, however operational
enhancements continue to take too
long to implement (Point Merge and
Y124 are both late); CPDLC was
unsuccessfully introduced and
subsequently postponed.

Key feedback from customers

Service Delivery
Expectations:
More interaction within the UK/Ireland
FAB.
Projects to shorten routes from NATS
are very important for LX, namely night
ﬂight direct routes.
The High Level Cross Border Sectors are
key to efﬁcient ﬂight proﬁles for transAtlantic trafﬁc…interested in plans for
a commercial HF service.
Further cooperation on border
congested sectors (LND already
mentioned) but also BCN,BHS,STU
during peak periods to allow better
distribution of staff resources and
alleviate delays particularly during the
weekend. I appreciate this has en route
charge implications.
Expected that any changes or
developments with Irish airspace takes
into consideration LAMP.
Introduce a new drive to push uptake of
runway 34 take-offs during dual runway
ops, to ensure that the initial success is
maintained. After the introduction of
Point Merge, set targets to increase the
usage of runway 28 over the other less
efﬁcient runways. Publish usage targets
and monitor/publish trends.

improve route options and operational
efﬁciency. Free routes and efﬁcient
cooperation with adjacent ANSPs are
really appreciated by the pilots.
Extension of Dual Runway operations
into the afternoon period.
Fuel and fuel savings associated with
Point Merge and a review of the LVP
situation at Dublin.
Improve the working/interface and
optimization of trafﬁc ﬂows through
Northern Irish airspace i.e. more
seamless (high level) integration and
a move towards free ﬂow through
that airspace.
The IAA should work with the DAA to
remove restrictions that prevent further
capacity increases in the 0600-0700
hours at Dublin. The introduction of the
Y124 airway should be used to reduce
departure intervals - 90 seconds is
signiﬁcantly behind the 40 seconds
delivered regularly at LGW where ﬂights
are launching into the extremely busy
London TMA. The IAA must ensure that
Point Merge does not impose
unnecessary additional fuel carriage
for Airline operators.

Continue to work with neighbouring
ANSP's, MUAC and FABEC to create
innovative, cost effective solutions to

Irish Aviation Authority Customer Care Annual Report 2012
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Key feedback from customers

Safety
Positive feedback:
LX acknowledges IAA efforts to enhance
capacity and improve standards for
continued high levels of safety
performance. Occurrences are
investigated in conjunction with the
involved operator to uncover possible
systemic deﬁciencies and propose
improvements for the respective parties
IAA has a good record for safety.
Crew feedback indicates a comfortable
interaction and relationship with
controllers.
A number of our personnel have
attended the SMS course run by the
IAA, and feedback was very positive.
Publishing of the state safety plan,
coupled with the advances of the key
risk areas has proven very successful.
In relation to ATC, the IAA complies with
all ICAO regulations. The service level is
compatible with ANSPs across Europe

Improvement required:
An additional effort has to be done
to decrease the track deviation
occurrences.
Ensure that systems are better tested
prior to deployment - CPDLC issue.
Occasionally we have had reports of
confusing taxi instructions at Dublin
airport from our foreign crews,
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Progressive taxi instructions maybe a
help or more logical taxiway
designations to aid non local crews.
We've also had reports of delays to
pushback due to conﬂicting trafﬁc.
This could be avoided by better ramp
management/ground ATC planning.

Expectations:
Consider raising the frequency of safety
meetings between the IAA and AO's.
Increased interaction between ATC and
AO's at a SMS level. Consider issuing
guidance on the FRMS (Fatigue Risk
Management Systems).
In 2007, Ryanair suggested that the IAA
should consider promoting and chairing
an OFDM user group where operators
could discuss events, without prejudice,
in a conﬁdential forum, which would
beneﬁt the industry as a whole.
We repeated this suggestion this year.
To date, no action has been taken in
this regard.

Key feedback from customers

Customer Communications and Relations
Positive feedback:

Expectations:

Always very pro active with any issues
and have always responded to issues
quickly and efﬁciently.

Standardization should remain a high
priority when consideration is given to
the introduction of any systemic or
procedural change.

The IAA does a great job on
communication, truly customer
oriented and focused.
The IAA Customer Care visits are a very
direct example of effective interaction
between the ANSP and the airline. We
encourage other ANSPs to perform the
same kind of customer relations.
Tailored, bespoke approach to
individual airlines and their
operation/requirements.
Communications with the IAA are good:
monthly meetings take place between
operators and the management team
at the DUB ATC centre.

Improvement required:

Timely ﬁnancial info from the IAA.
More attendance at OPA if that wouldn't
cause issues. It isn't always possible to
attend FAB meetings so to have the IAA
in attendance at these forums would be
interesting and useful.
We recommend that the IAA mirror the
already established NATS customer
forums, consistent contact, feedback
and project proposals. The excellent
operational working relationships which
have been built over the last few years
should be reﬂected in the strategic
relationships going forward.
I suggest that the customer care
meetings be every second year.

There is room for improvement to
better communicate in case of a safety
event, such as un-authorized
penetration of airspace, deviation from
ATC clearance, level bust etc. Both
parties need to clearly identify
appropriate contacts to share data for
an in depth investigation.
Would welcome more involvement
through a structured partnership
process with agreed feedback timelines.

Irish Aviation Authority Customer Care Annual Report 2012

21

Key feedback from customers

Innovation and Continuous Improvement
Positive feedback:

Improvement required:

IAA shows an innovative approach
towards modern ATM.

In Lufthansa’s view Paragraph 3.2.3.
of the AIP Ireland (AP) does not fully
comply with EU OPS. In our
understanding the operator shall deﬁne
and publish Noise Abatement
Procedures. By doing this the speciﬁc
characteristics of the aircraft can be
taken into account. National regulations
as shown here may lead to more noise
emission due to suboptimal
performance of certain aircraft (taking
into consideration different gross
weights, weather situations etc.) We
could send a copy of the respective
AIP article.

Continue to work with neighbouring
ANSP's, MUAC and FABEC to create
innovative, cost effective solutions to
improve route options and operational
efﬁciency.
Keep up the good work. The IAA and
Nav Canada keep pressing forward.
This helps justify the costs of advanced
NAV/COM equipage.
We welcome all initiatives to improve
safety whilst also reducing costs.
Remote towers are a very interesting
example, particularly if it allows cost
effective operations from regional
airports.
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Roll out Point Merge procedures to
Rwy's 10,16.
Projects delivered to date have taken
too long to implement and those yet to
be delivered are repeatedly delayed. (1)
Point Merge is delayed by over 18
months (2) Y124 is costing customers
the longer it is delayed and preventing
capacity increases at Dublin. (3) CDM
beneﬁts must be proven before
investing. Savings from implemented
projects are unclear. Clear concise cost
beneﬁt analysis must be completed and
provided before any investment is
sought from users.

Key feedback from customers

Innovation and Continuous Improvement
Expectations:
CDM at Dublin would generate long
term efﬁciency gains for all, we would
encourage the IAA to look at innovative
ways to introduce it and key delivery
dates.
Improved LVP procedures and the
removal of SIDS during WX disrupted
days. More consistent reporting and
information ﬂow.
Waiting for the CPDLC beneﬁt.
It will be good to see the HF facility
being available next year.
The Point Merge program was well
consulted with data providers, operators
,ATC and SRD, all included to identify
potential issues and solutions before
introduction. Stuck to the primary
mission to deliver efﬁciencies and fuel
savings. It may have been useful if this
consultation process had started a
couple of months earlier. Hopefully
implementation will also be a success
and measurable improvement can be
seen in efﬁciency.
Work with NATS on tactical sector
distribution based on work load and
trafﬁc ﬂows, further work on trafﬁc
to Tango Routes.

Air Canada look forward to seeing more
realization of operation and ﬁnancial
efﬁciency from the UK-IR FAB in the
future. Given airlines and ANSP both
invested a lot in the SES project.
Expanding radio services.
l like the LDOC facility introduction.
Would be useful if you could accept
SITA/ARINC teletype messaging and
also provide a brief summary of the
conclusions when an operational
decision is made as a result of an
LDOC phone patch.
While the IAA has one of the lowest en
route unit rates in the EU, your FAB
partner, NATS, is the most expensive.
The IAA should work more closely with
its UK FAB partner to achieve the SES
goal of halving the cost of ﬂight by
2020. So far Airspace users have seen
no cost synergies or economies of scale.
The removal of duplication, delegation
of airspace and consideration of trafﬁc
ﬂows will lead to real ﬁnancial savings
and efﬁciencies. * The IAA should
introduce a customer compensation
scheme for ATC delays and
cancellations.
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Recommendations for 2013
Taking account of customer expectations, the
following initiatives are recommended for 2013:
Convene an ATM Safety
Forum for airline customers
On financial cost
effectiveness the IAA will
continue to comply with the
National Performance Plan
2012-2014 as approved by
the EU Commission.
Introduce LDOC service
in 2013.

Conduct a detailed review of
the Cross Border High Level
Sector’s concept with a view
to possible implementation
and achievement of quick
wins.
Publish savings measurement
for Point Merge.
Conduct LVP review at Dublin.
Re introduce CPDLC.
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Appendix 1:
IAA Top 20 Airline Customers

Corporate Customer Care meetings
were held with 18 out of 20 of the IAA’s
largest customers based on revenues
generated from en route charges, North
Atlantic Communications charges and
terminal navigation charges. This
appendix contains a table which

presents the IAA’s top 20 customers
based on ATC revenues earned in 2011.
It also shows the percentage share of
the IAA’s total revenue that each
customer contributes, as well as the
percentage change on the previous year.

Top20 TOTAl ATC REvENuE 2011
Rank
user Name
2011

2010

Total 2011
Charges (€000)

% Share 2011

2011 vs 2010
% Change

1

2

BRITISH AIRWAYS/IBERIA

15,974

9.5%

15.0%

2

1

UNITED/CONTINENTAL

15,747

9.4%

11.2%

3

3

AER LINGUS

15,114

9.0%

22.3%

4

4

DELTA

14,298

8.5%

17.3%

5

5

AIR FRANCE (+Cityjet) /KLM

12,860

7.7%

10.2%

6

6

RYANAIR

10,595

6.3%

15.5%

7

7

LUFTHANSA

8,809

5.3%

15.4%

8

8

AMERICAN AIRLINES

8,181

4.9%

12.0%

9

9

VIRGIN ATLANTIC

6,524

3.9%

9.7%

10

10

AIR CANADA

5,609

3.4%

13.1%

11

11

US AIRWAYS

4,294

2.6%

19.9%

12

13

SWISS

2,452

1.5%

13.5%

13

12

THOMAS COOK AIRLINES

2,326

1.4%

-5.4%

14

14

THOMSON AIRWAYS LTD

2,180

1.3%

5.2%

15

15

AIR TRANSAT

2,158

1.3%

37.2%

16

16

FEDERAL EXPRESS

1,812

1.1%

17.9%

17

17

AER ARANN

1,806

1.1%

33.7%

18

19

OMNI AIR INTERNATIONAL

1,591

1.0%

22.3%

19

18

ALITALIA

1,516

0.9%

14.0%

20

20

UPS

1,135

0,7%

3.7%

Total Top 20 users :

134,982

80.7%

Total all users :

167,315

100.0%
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Appendix 2:
Customer Feedback by Category

This appendix contains the average
scorecard results for each of the twenty
customer participants in 2012 and the
average trend between 2007 and 2012
in relation to each of the ﬁve scorecard
categories:
Financial Cost-Effectiveness;
Service Delivery and Operational
Efficiency;
Safety;
Customer Communications
& Relations;
Innovation
Furthermore, within each category,
tables are displayed containing a
summary of the key feedback
messages, supported by direct relevant
quotations from participating airlines.

Irish Aviation Authority Customer Care Annual Report 2012

29

Financial Cost-Effectiveness

Individual scores for Financial CostEffectiveness ranged from 40% for
Ryanair up to 100% for American
Airlines with a total average score of
87%. Overall there is positive

American Airlines

100

2012

87

Air Canada

95

2011

74.6

Delta Airlines

95

2010

76.2

Omni

95

2009

68.1

US Airways

95

2008

66.6

Air Contractors

95

2007

Lufthansa

92

Air Transat

90

British Airways

90

Thomas Cook

90

Thomson

90

United Airlines

90

UPS

90

Air France

88

Aer Lingus Regional

85

Swiss

85

Aer Lingus

80

Virgin Atlantic

80

CityJet
Ryanair

75
40

Figure 5: Financial Cost-Effectiveness in 2012
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acknowledgment of the IAA’s cost
containment measures over the years
with a considerable improvement in the
2012 evaluation [See Figures 5 and 6].
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71.5

Figure 6: Trend 2007-2012 – Financial
Cost-Effectiveness

The table below summarises the major feedback messages for Financial Cost-Effectiveness together with direct quotes in
relation to the identiﬁed messages:

Customer Quotation on Financial Cost-Effectiveness
Subject

Airline

Quotation

Radio
Coverage

US Airlines

“Expanding Radio coverage so we can drop other providers.”

FAB

Swiss

“UK/Ireland FAB Improvements & Savings: We appreciate the operational savings (delay
& fuel) but the FAB is not achieving any real ANSP cost savings. If the beneﬁts are only
arising from operational enhancements for airspace users and airspace redesign, only
one side has been looked at. It is of equal importance that the ANSPs cost-saving
initiatives as the EU cost-efﬁciency target of a reduction of en-route unit rate has to be
met. It can be considered that these operational savings could have been delivered
regardless of whether or not FAB excised.”

Positive

Air Canada

“Air Canada is happy to see the en route charges reduction in 2013. We believe with the
development of UK-IR FAB, there are more opportunities for cost reduction. Air Canada
appreciates IAA's continuous focus on cost.”

Positive

United Airlines

Proposed new
measure for cost
reduction

Thomson

“route costs and charges: Costs -1.9%, trafﬁc +3.6%, unit rate -5.4%, inﬂation +1.7%
Ireland is another of the seven star performers that have reduced both their costs and
their charges for 2013, and this follows on from the reductions for 2012. Costs have now
been reduced some 6% over the last two years with a welcome 14.5% reduction to the
unit rate, which is now the third lowest in the EUROCONTROL area. Thank you very
much Ireland!”
“...use of ancillary revenue streams (HF patch service; use of remote tower operations as
discussed during customer consultation.”

Positive / North
Atlantic
Communications

British Airways

“IAA continues to focus on cost containment, with its unit rate reduction for en route
being one of the largest, against an already relatively low unit rate. We also experienced a
signiﬁcant reduction in the terminal navigation charges, although this was driven by the
regulator, rather than IAA. The North Atlantic Comms charge has, however, increased.”

Positive

Virgin

“It is recognised that good efforts have been made to keep costs down. This should
continue, in line with the same demands on all ANSPs. Airlines are currently experiencing
signiﬁcant pressure on costs and falling yields, which must be taken into account by
providers, including ANSPs.”

Keep improving

Delta

“It is vital to continually review all aspects to identify inefﬁciencies throughout the IAA
and strive for more efﬁcient, cost effective methods to provide air navigation services.”

Positive

Air Transat

“Excellent initiatives to continuously address cost.”

Positive / FAB

Lufthansa

Proposed new
measure

Aer Lingus

“IAA is one of the most cost-effective ANSPs in Europe. Of course, the rather low airspace
complexity and the signiﬁcantly higher average MTOW in comparison with other
European areas helps to keep the charges low. Nevertheless, IAA does a good job, which
is underlined by the fact that Ireland complies with the EC cost-efﬁciency target. The
only negative comment refers to the de facto non-existing cost-savings from the FAB
UK-Ireland.”
“Publishing of key performance targets and indicators on a quarterly basis.”

Suggestion

American
Airlines

“ADS-C adoption/SAT equipped aircraft (FANS-1A) should be charged less and non
equipped aircraft charged more for the NAT COMs.”

FAB

Ryanair

“Create real FAB synergies to reduce costs. So far we have seen no cost synergies or
economies of scale from the IAA/NATS FAB.”
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Service Delivery and Operational Efﬁciency

The individual scores for Service
Delivery and Operational Efﬁciency
ranged from 60% for Ryanair up to
100% for American Airlines and United

American Airlines

100

2012

89

United Airlines

100

2011

85.2

99

2010

US Airways
Air Canada

95

2009

Air France

95

2008

British Airways

95

2007

Delta Airlines

95

Omni

95

Thomas Cook

95

Air Transat

90

Swiss

90

UPS

90

Virgin Atlantic

90

Air Contractors

90

Aer Lingus Regional

85

Lufthansa

85

CityJet

80

Thomson

80

Aer Lingus
Ryanair

70
60

Figure 7: Service Delivery and Operational
Efficiency in 2012
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Airlines, with a total average score of
89% (a considerable increase compared
to the 2011 score of 85.2%) [See
Figures 7 and 8].

Irish Aviation Authority Customer Care Annual Report 2012

88.4
77.3
79.4
87.1

Figure 8: Trend 2007-2012 – Service
Delivery and Operational Efficiency

The tables below summarise the major feedback messages for Service Delivery and Operational Efﬁciency with direct quotes in
relation to the identiﬁed messages:

Customer Quotation on Service Delivery
Subject

Airline

Quotation

Radio
Coverage

US Airlines

“Continue the development of the high level cross border sectors.”

FAB

Thomas Cook

“Very good overall and hopefully more interaction within the UK / Eire fab.”

Positive

Air Canada

“Air Canada is happy to see the en route charges reduction in 2013. We believe with
the development of UK-IR FAB, there are more opportunities for cost reduction. Air
Canada appreciates IAA's continuous focus on cost.”

Positive / FAB

UPS

“we have had no operational challenges; my biggest concern is the harmonization of
procedures, & contingencies, such as volcanic ash. FABs: while NATS/UK and IAA are
working well together, how is the progress with the adjacent FABs, such as FABEC
developing?

Fuel saving

Swiss

“IAA activity for Fuel Saving is positive. The Point merge procedures are generally
welcome, the problem there is that it is difﬁcult to estimate how long the approach
will be and how much fuel has to be calculated for the approach.”

HL Cross border
sector project

Air Canada

“We are looking forward to the HL cross boarder sector project.”

HL Cross border
sector project

United Airlines

“United fully supports any improvements in service provision. The High Level Cross
Border Sectors are key to efﬁcient ﬂight proﬁles for trans-Atlantic trafﬁc.”

Cooperation on
border congested
sectors

Thomson Airlines

“Further cooperation on border congested sectors (LND already mentioned) but also
BCN,BHS,STU during peak periods to allow better distribution of staff resources and
alleviate delays particularly during the weekend. I appreciate this has en route charge
implications.”

Point Merge

British Airways

“On the day operations are seamless in our operation and we never see regulation or
delay as a result of Irish ATFM. That said, we up until this point have only been over-ﬂying
trafﬁc so it will be interesting to see how our DUB operations goes, especially with the
backdrop of Point Merge.”

Point
Merge/Runway

City Jet

“Introduce a new drive to push uptake of runway 34 take-offs during dual runway ops,
to ensure that the initial success is maintained. After the introduction of Point Merge, set
targets to increase the usage of runway 28 over the other less efﬁcient runways. Publish
usage targets and monitor/publish trends.”

FAB

Virgin

FAB

Air France

Positive / FAB

Delta

“...The UK/IR FAB area should be treated as one contiguous area of airspace for both
tactical and planning purposes.”
“Free routes and efﬁcient cooperation with adjacent ANSPs are really appreciated by
the pilots.”
“Very good overall and hopefully more interaction within the UK / Ireland fab.”

Positive

Lufthansa

“En route handling is smooth and efﬁcient.”

HF

Omni

“Omni is interested in the plans for a commercial HF service.”

Y124

Aer Lingus

“Extension of Dual runway operations into the afternoon period would be welcome as
requested in the past. Introduction of CDM at Dublin Airport as a high priority. The Y124
airway, although a step in the right direction, still doesn’t offer us a viable alternative to
London Heathrow throughout the day. Again, we would welcome the production of
measurable KPI`s on delay, fuel and fuel savings associated with Point Merge and a
review of the LVP situation at Dublin asap. We are still awaiting a progress report on the
action items discussed at the recent DAP forum.”

Suggestion

American
Airlines

“Anything that can be done to improve the working/interface and optimization of trafﬁc
ﬂows through Northern Irish airspace i.e. more seamless (high level) integration and a
move towards free ﬂow through that airspace.”

Point Merge

Air Contractors

“Air Contractors welcomes these initiatives and potential efﬁciencies but from previous
experience at other airﬁelds would hope that Point Merge does not actually increase track
miles and thus costs to the operators.”

FAB

Ryanair

“Work with your FAB partner NATS to remove proﬁle restrictions such as FL270 at Liffey
for Manchester and FL270 at Vatry/Strumble for London.”
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Safety

The individual scores for Safety ranged
from 90% up to 100%, with a total
average score of 94.7%. In 2012, the
Safety category continued to secure the

highest category score together with
Customer Communications and
Relations.

American Airlines

100

2012

94.7

Delta Airlines

100

2011

93.8

Thomas Cook

100

2010

94.8

United Airlines

100

2009

93.4

2008

92.4

2007

92.4

US Airways

99

Aer Lingus Regional

95

Air Canada

95

Air France

95

Air Transat

95

British Airways

95

CityJet

95

Omni

95

Virgin Atlantic

95

Air Contractors

95

Figure 10: Trend 2007-2012 – Safety

Aer Lingus

90

Lufthansa

90

Swiss

90

Thomson

90

UPS

90

Ryanair

90

Figure 9: safety in 20122012
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The table below summarises the major feedback messages for safety together with direct quotes in relation to
the identiﬁed messages:

Customer Quotation on Safety
Subject

Airline

Quotation

Nav Errors

UPS

“There are too many Gross Navigation Errors at 015W, exit point and 014W landfall.
I attribute this to having entry/exit points at every 30 minutes of latitude. While this
provides ﬂexibility, it increases the opportunity for a oceanic re-route”

Positive

Swiss

“LX acknowledges IAA efforts to enhance capacity and improve standards for continued
high levels of safety performance. Occurrences are investigated in conjunction with the
involved operator to uncover possible systemic deﬁciencies and propose improvements
for the respective parties.”

Positive

Air Canada

“IAA has a good record for safety.”

Positive

United Airlines

“United has experienced no safety related issues in Irish airspace over the past year.
Moreover, crew feedback indicates a comfortable interaction and relationship with
controllers.”

Reporting
system

Thomson

“I have received no safety or operational reports over the last 12 months.”

Positive

British Airways

“We can identify no areas in which the IAA can improve their safety.”

Positive

City jet

“A number of our personnel have attended the SMS course run by the IAA, and feedback
was very positive.”

Positive

Virgin

“From our experience the level of safety provided by the IAA is to a high standard.
Thank you.”

Positive

Air France

“Air France safety policy is maintaining a high level of surveillance on level bust. Now,
an additional effort has to be done to decrease the track deviation occurrences.”

Positive

Delta

“Maintain focus on continuous improvement and look for new, innovative
procedures/technologies to further enhance safety.”

SNN ATM

Air Transat

“We welcomed the safety enhancements at DUB airport and the initiative to establish
links with airline safety representatives. In-ﬂight incident related to the SNN Air Trafﬁc
Management.”

Positive

Lufthansa

“IAA Operation is on a high and professional level regarding ﬂight safety.”

Positive

Thomas Cook

“Ensure that systems are better tested prior to deployment. Somewhat thinking of
the CPDLC issue.”

OFDM

Ryanair

“In 2007, Ryanair suggested that the IAA should consider promoting and chairing an
OFDM user group where operators could discuss events, without prejudice, in a
conﬁdential forum, which would beneﬁt the industry as a whole. We repeated this
suggestion this year. To date, no action has been taken in this regard.”
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Customer Communications and Relations

The individual scores for Customer
Communications and Relations ranged
from 80% for Aer Lingus to 100% for

Air Transat

100

2012

American Airlines

100

2011

90.3

Delta Airlines

100

2010

89.4

Omni

100

2009

85.5

United Airlines

100

2008

89.4

UPS

100

2007

89

US Airways

100

Air Contractors

100

Lufthansa

98

Air France

96

Aer Lingus Regional

95

Air Canada

95

British Airways

95

CityJet

90

Swiss

90

Thomas Cook

90

Thomson

90

Ryanair

90

Virgin Atlantic
Aer Lingus

Figure 11: Customer Communications
and Relations in 2012
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several airlines, with a total average
score of 94.7% (up from 90.3% in
2011)
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85
80

94.7

Figure 12: Trend 2007-2012 – Customer
Communications and Relations

The table below summarises the major feedback messages for Customer Communications and Relations together with direct
quotes in relation to the identiﬁed messages:

Customer Communications and Relations
Subject

Airline

Quotation

Positive

Thomas Cook

“Always very pro active with any issues and have always responded to issues quickly
and efﬁciently.”

Positive

UPS

“IAA has a proactive communication program.”

Suggestion

Swiss

“Standardization should remain a high priority when consideration is given to the
introduction of any systemic or procedural change.”

Financial

Air Canada

“We appreciate getting timely ﬁnancial info from IAA.”

Positive

United

“The IAA Customer Care visits are a very direct example of effective interaction between
the ANSP and the airline. We encourage other ANSPs to perform the same kind of
customer relations, although we would anticipate that other ANSPs' visit format would
not be as interactive and personal as that of the IAA...”

OPA

Thomson

“More attendance at OPA if that wouldn't cause issues; it isn't always possible to attend
FAB meetings so to have the IAA in attendance at these forums would be interesting
and useful.”

Expectations

British Airways

“I hope that our strong relationship is extended into DUB and that we will get the
same level of cooperation should the need arise.”

Positive

Virgin

“We have a good relationship with the IAA and they are open to discussion and
challenge.”

Positive

Air France

“Excellent. The yearly face to face meeting is really a great opportunity to share
information and/or concerns.”

Positive

Air Transat

“IAA provides excellent services to their customers - and extends their support at all
times. This focus on the customer/relationship management separates IAA from the
other providers.”

Positive

Lufthansa

“IAA this year has shown again its commitment to customer satisfaction and has
actively addressed points criticized in the past.”

Suggestion

American
Airlines

“I suggest that the customer care meetings be every second year.”

NATS customer
forums

Aer Lingus

““We recommend that the IAA mirror the already established NATS customer forums,
consistent contact, feedback and project proposals. The excellent operational working
relationships which have been built over the last few years should be reﬂected in the
strategic relationships going forward.”

Positive

Air Contractors

“Communications from within the IAA to its customers has always and continues to
be world class.”

Positive

Ryanair

“Communications with the IAA are good: monthly meetings take place between
operators and the management team at the DUB ATC centre.”
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Innovation and Improvement

The individual scores for Innovation and
Continuous Improvement ranged from
65% for Ryanair up to 100% for

American Airlines

100

2012

88.9

Delta Airlines

100

2011

87.5

United Airlines

100

2010

87.5

Air France

98

2009

80.2

US Airways

97

2008

80.9

Aer Lingus Regional

95

2007

Omni

95

Air Canada

90

Air Transat

90

British Airways

90

Swiss

90

UPS

90

Air Contractors

90

Lufthansa

85

Virgin Atlantic

85

CityJet

80

Thomas Cook

80

Thomson

80

Aer Lingus

77.5

Ryanair

65

Figure 13: Innovation and Continuous
Improvement in 2012
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American Airlines, Delta Airlines and
United Airlines, with a total average
score of 88.9% [See Figures 13 and 14].
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86.8

Figure 14: Trend 2007-2012 – Innovation
and Continuous Improvement

The table below summarises the major feedback messages for Customer Communications and Relations together with direct
quotes in relation to the identiﬁed messages:

Innovation
Subject

Airline

Quotation

Radio Services

US Airlines

“Expanding radio services...”

Expectations

Thomas Cook

“Would like to see some of these opportunities put in place as soon as possible.”

CPDLC-4D
UPS

“I am looking
forward to CPDLC
in IAA airspace.

My concern with the 4D concept is simply a cost-beneﬁt. Air Trafﬁc Control is as much
an 'art' as it is procedure. If we lock ourselves into a 4D program, will we lose ﬂexibility
a human controller provides?”

SES

Air Canada

“Air Canada look forward to see more realization of operation and ﬁnancial efﬁciency
from the UK-IR FAB in the future. Given airlines and ANSP both invested a lot in the SES
project.”

NATS

Thomson

“Work with NATS on tactical sector distribution based on work load and trafﬁc ﬂows,
further work on trafﬁc to Tango Routes.”

FAB

British Airways

“I think ultimately the FAB has to deliver harmonized beneﬁts in terms of cost and
efﬁciency. I think both areas have lots to bring to the table to make a truly world class
affordable air navigation service that will assist and ensure the longer term success
of its customers.

Point Merge

City Jet

“Roll out Point Merge procedures to Rwy's 10,16.”

HF

Virgin

“It will be good to see the HF facility being available next year.”

CPDLC

Air France

“Waiting for the CPDLC beneﬁt.”

ANSP
collaboration

Delta

“...continue to work with neighbouring ANSP's, MUAC and FABEC to create innovative,
cost effective solutions to improve route options and operational efﬁciency.”

TS

Air Transat

“Speciﬁc suggestions made to assist Positive are greatly appreciated.

Positive

Lufthansa

“IAA shows an innovative approach towards modern ATM.”

LDOC

American
Airlines

“I like the LDOC facility introduction. Would be useful if you could accept SITA/ARINC
teletype messaging and also provide a brief summary of the conclusions when an
operational decision is made as a result of a LDOC phone patch.”

Collaboration

Aer Lingus

“...we would welcome some engagement from the IAA on the High level sectors and
any future developments.”

FAB

Ryanair

“While the IAA has one of the lowest en route unit rates in the EU, your FAB partner,
NATS, is the most expensive. The IAA should work more closely with its UK FAB partner
to achieve the SES goal of halving the cost of ﬂight by 2020. So far Airspace users have
seen no cost synergies or economies of scale. The removal of duplication, delegation
of airspace and consideration of trafﬁc ﬂows will lead to real ﬁnancial savings and
efﬁciencies. The IAA should introduce a customer compensation scheme for ATC
delays and cancellations.”
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Individual Customer Scores
2012 and Trends
This appendix contains the individual scorecard
results for each of the 20 customer participants in
2012 and the average total trend for each airline
between 2007 and 2012 in relation to each of the
ﬁve scorecard categories:
Financial Cost-Effectiveness;
Safety;
Service Delivery and
Operational Efficiency;
Customer Communications
and Relations;
Innovation.
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Aer lingus Regional: 2007-2012 average rate per
category and general 2007-2012 trends
2007-2012 Innovation

84.5

2007-2012 Customer Relations

82

2007-2012 Safety
2007-2012 Finance

92.5
67.5

2007-2012 Service Delivery

76.6

Total Average 2012

91

Total Average 2011

80

Total Average 2010

76

Total Average 2009

77.5

Total Average 2008

77.5

Total Average 2007

82

Aer lingus: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

69

2007-2012 Customer Relations

79.2

2007-2012 Safety
2007-2012 Finance
2007-2012 Service Delivery

67
71

Total Average 2012

79.5

Total Average 2011

80

Total Average 2010

80.6

Total Average 2009
Total Average 2008
Total Average 2007
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90.8
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64.5
70
80.9

Air Canada: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

90.6

2007-2012 Customer Relations

90.8

2007-2012 Safety

93.3

2007-2012 Finance

88.3

2007-2012 Service Delivery

90

Total Average 2012

94

Total Average 2011

91

Total Average 2010
Total Average 2009

87
85.5

Total Average 2008

92.5

Total Average 2007

94

Air Contractors: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

90

2007-2012 Customer Relations

90

2007-2012 Safety
2007-2012 Finance

92.5
82.5

2007-2012 Service Delivery

90

Total Average 2012
Total Average 2011

94
84
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Air France: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

95.6

2007-2012 Customer Relations

94.2

2007-2012 Safety
2007-2012 Finance

94
84.2

2007-2012 Service Delivery

94.4

Total Average 2012

94.94

Total Average 2011

93.6

Total Average 2010

94

Total Average 2009

93

Total Average 2008

87.4

Air Transat: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

90

2007-2012 Customer Relations

100

2007-2012 Safety
2007-2012 Finance

90

2007-2012 Service Delivery

90

Total Average 2012

44

95
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American Airlines: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

98.5

2007-2012 Customer Relations

94.5

2007-2012 Safety

98

2007-2012 Finance

95.5

2007-2012 Service Delivery

97.1

Total Average 2012
Total Average 2011
Total Average 2010

100
92
94.8

Total Average 2009
Total Average 2008

100
95.8

Total Average 2007

97.8

British Airways: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

81.4

2007-2012 Customer Relations

83.4

2007-2012 Safety
2007-2012 Finance

90.8
70.8

2007-2012 Service Delivery

85

Total Average 2012

93

Total Average 2011

93

Total Average 2010
Total Average 2009
Total Average 2008
Total Average 2007

84
74.5
70.5
73.5
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City Jet: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

77.1

2007-2012 Customer Relations

82.3

2007-2012 Safety
2007-2012 Finance

90.5
50.8

2007-2012 Service Delivery

69

Total Average 2012

84

Total Average 2011

76.4

Total Average 2010

69

Total Average 2009

69

Total Average 2008

72.2

Total Average 2007

73.3

Delta: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

97

2007-2012 Customer Relations

97.26

2007-2012 Safety
2007-2012 Finance
2007-2012 Service Delivery

99
87.8
94

Total Average 2012
Total Average 2011

97

Total Average 2010

91.4

Total Average 2009

93.4

Total Average 2008
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98
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95.3

lufthansa: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

88.3

2007-2012 Customer Relations

92.6

2007-2012 Safety

94.3

2007-2012 Finance

67.3

2007-2012 Service Delivery

86.6

Total Average 2012

90

Total Average 2011

86.6

Total Average 2009

81

Omni: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

97.5

2007-2012 Customer Relations

100

2007-2012 Safety
2007-2012 Finance

97.5
87.5

2007-2012 Service Delivery

97.5

Total Average 2012

96

Total Average 2011

96
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Ryanair: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

62.4

2007-2012 Customer Relations

86.76

2007-2012 Safety
2007-2012 Finance

90
36

2007-2012 Service Delivery

53.8

Total Average 2012

69

Total Average 2011

64

Total Average 2009

62.5

Total Average 2008

59.2

Total Average 2007

74.3

Swiss: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

92.5

2007-2012 Customer Relations

91

2007-2012 Safety
2007-2012 Finance

92.5
87.5

2007-2012 Service Delivery
Total Average 2012
Total Average 2011
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90
89
92.4

Thomas Cook Airlines: 2007-2012 average rate per
category and general 2007-2012 trends
2007-2012 Innovation

90.75

2007-2012 Customer Relations

88.75

2007-2012 Safety

97.5

2007-2012 Finance

88.75

2007-2012 Service Delivery

86.25

Total Average 2012

91

Total Average 2011

94

Total Average 2010

96.6

Total Average 2009

80

Thomson: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation
2007-2012 Customer Relations

80
82.5

2007-2012 Safety

95

2007-2012 Finance
2007-2012 Service Delivery
Total Average 2012
Total Average 2011

90
85
86
87
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united Airlines: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

89.1

2007-2012 Customer Relations

89.3

2007-2012 Safety

95.8

2007-2012 Finance

78.3

2007-2012 Service Delivery

89.1

Total Average 2012

98

Total Average 2011

95

Total Average 2010

89

Total Average 2009

82

Total Average 2008

77.5

Total Average 2007

88.8

uPS: 2007-2012 average rate per category and
general 2007-2012 trends
2007-2012 Innovation

90

2007-2012 Customer Relations
2007-2012 Safety

90

2007-2012 Finance

90

2007-2012 Service Delivery

90

Total Average 2012

50

100
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uS Airways: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

98.5

2007-2012 Customer Relations

98.8

2007-2012 Safety

98.8

2007-2012 Finance

94.8

2007-2012 Service Delivery

96.8

Total Average 2012
Total Average 2011

98
94.2

Total Average 2010

99

Total Average 2009

98.8

Total Average 2008

95.6

Total Average 2007

99.8

virgin Atlantic: 2007-2012 average rate per category
and general 2007-2012 trends
2007-2012 Innovation

83.5

2007-2012 Customer Relations

83.5

2007-2012 Safety
2007-2012 Finance

91
77.4

2007-2012 Service Delivery

83

Total Average 2012

87

Total Average 2011

83

Total Average 2010

85.4

Total Average 2009

81

Total Average 2008

81.2
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Glossary

ACE:

ATM Cost effectiveness

ANSP:

Air Navigation Service Provider

A-CDM:

Airport – Collaborative
Decision Making

Minimum Navigation
Performance Standards

NTFSR:

Night Time Fuel Saving Routes

NEAP:

North European ANS Providers

ATC:

Air Trafﬁc Control

NSA:

National Supervisory Authority

ATCO:

Air Trafﬁc Control Ofﬁcer

ODNET:

ATFM:

Air Trafﬁc Flow Management

Optimisation of the Domestic,
North Atlantic and European
Trafﬁc

ATM:

Air Trafﬁc Management

Opex:

Operational Expenditure

Capex:

Capital Expenditure

PBN:

CFMu:

Central Flow Management
Unit (EUROCONTROL)

Performance Based
Navigation

PRB:

Performance Review Body

PRC:

Performance Review
Commission

RWY:

Runway

SES:

Single European Sky

SMS:

Safety Management System

ENSuRE: En Route Shannon Upper
Airspace Re-design

SPWG:

Service Provision Working
Group

ETS:

Emission Trading Scheme

TNC:

Terminal Navigation Charge

FAB:

Functional Airspace Block

TMA:

Terminal Manoeuvring Area

FMS:

Flight Management System

TSu:

Terminal Service Unit

FuA:

Flexible Use of Airspace

Y124:

HF:

High Frequency

IAA:

Irish Aviation Authority

Yankee 124 airway (a direct
airway routing through the
restricted North Wales Military
Training Area).

KPI:

Key Performance Indicators

lDOC:

Long Distance Operations
Control

lvP:

Low Visibility Procedure

COOPANS: Co-operation of Air Navigation
Service Providers
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MNPS:

CPDlC:

Controller Pilot Data Link
Communications

CRM:

Customer Relations
Management
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