FBO SURVEY RULES AND METHODOLOGY
the questionnaire more than once.
The questionnaire asks readers to evaluate FBOs they visited the previous
year in five categories: line service; passenger amenities; pilot amenities; facilities;
and customer service representatives (CSRs). For each of these categories, the
participant is asked to assign a number from 1 to 10, one being the lowest and
10 being the highest.
To arrive at the averages for the categories, each FBO’s ratings in each of
the five categories are added separately and the resulting five sums are then
divided by the total number of responses received for each respective category.
An FBO’s overall average is calculated by adding all the individual
category ratings received by that FBO and dividing the resulting sum by the
total number of all category ratings received by the FBO. In other words, if
a particular FBO was evaluated by 50 people (and assuming that all these
50 evaluators gave that FBO a rating in each of the five categories), then
the FBO would receive a total of 250 category ratings. These 250 category
ratings are added together and then the sum is divided by 250 to arrive at
the overall average for this FBO.
–R.R.P.

This report of AIN’s 2014 FBO survey covers fixed-base operations in the
U.S., Canada, Mexico, South and Central America and the Caribbean–in other
words, the Western Hemisphere. Next month’s report will cover FBOs in the
Eastern Hemisphere.
AIN has been conducting surveys asking about the service that FBOs
provide their customers and providing reports of the results from these
surveys since 1981. Initially, AIN sent out a paper survey questionnaire by
mail to qualified subscribers in the U.S., these being pilots, flight attendants
and dispatchers–the people who use or make arrangements with FBOs. In
later years, qualified subscribers in the rest of North America and the rest of
the world were added.
In 2006, AIN moved the FBO survey online. AIN has continued to add more
and more FBOs each year and now offers our respondents a comprehensive
list of more than 4,500 FBOs worldwide. Via e-mail, announcements in AIN’s
e-newsletters and in the January issue of Aviation International News, AIN invited
all qualified AIN subscribers to participate in the survey. Each invitee receives a
discrete code to enter the survey website, to prevent individuals from filling out
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squeezed like a lemon in a juice press.”
To counter this, ABSG has noted a trend in which
FBOs are considering charging customers on an à la
carte pricing model for items that are traditionally
provided free. Customers have come to expect such
“freebies” as newspapers, ice and coffee, but those
amenities do add up for the FBO. Throw in other
costs, such as insurance, which could run as high as
$1,000 a day for some locations, said Enticknap, and
it becomes imperative for FBOs to seek revenues from
sources other than fuel.
While this model has existed successfully outside
North America, notably in locations where FBOs do
not have any control over aircraft fueling beyond possibly scheduling the arrival of the tanker truck, Enticknap
said any U.S. FBO that implements such pricing should
expect backlash from customers. “In the U.S. there is
much reluctance to unbundle services, because no FBO
wants to be the first,” he said. Indeed, more than a quarter of the respondents in this year’s survey listed à la
carte pricing as grounds to avoid an FBO. 
o

9.6

AirFlite is evidence that you don’t
need a brand-new facility to achieve high
recognition by customers. The Southern California FBO this year garnered
the highest overall score in the history of
the AIN FBO survey. Perennially a highly

CONTINUES ON NEXT PAGE

TOP 30%

spikes, both ways in the early months,” noted Landmark
Aviation president and CEO Dan Bucaro. “You got a
good month and then you had a bad month, you had a
good week and a bad week, so the only thing I would say
is that the latter half of 2013 and the beginning of 2014
have been more stable.”
A forecast by FBO industry consultants Aviation
Business Strategies Group (ABSG) predicts fuel sales for
this year will remain relatively static. In a report released
at this year’s NBAA Schedulers and Dispatchers annual
conference in January, company principal John Enticknap said the results of his company’s annual FBO industry survey indicate the entire market has yet to catch
traction. “Although there is increased optimism this year,
nearly half the FBOs surveyed did not see an increase
in business during 2013,” he said. Last year, the company predicted that any provider that achieved a 6-percent or better increase in fuel sales would be among the
top industry performers, yet more than 20 percent of
those surveyed this year reached or surpassed that target
in 2013. “For 2014, we’re raising this high-water mark to
8 percent and nearly 10 percent of those surveyed indicated they expect to surpass this mark.”
Those potential gains depend on the absence of negative outside influences. “There is still some fragility,”
Pepper told AIN. “It doesn’t take a lot; any sort of disruption in the financial markets or geopolitically could
hurt some of our momentum.”
Customer service remains the most important factor our survey respondents listed in choosing an FBO,
while the value of passenger amenities gained 3 percent
in importance over the previous year. However, changing
profit structures in the FBO industry might compel some
to make changes, according to Enticknap. “On one end,
FBOs are faced with higher cost of fuel, which drives up
the base price. At the other end is the more savvy aircraft
operator trying to drive down the posted price,” he said.
“Caught in the middle is the FBO margin, which is being

Top 4 FBOs

TOP 20%

For the FBO business, 2013 may go down as the year
the industry truly began its slow, tentative climb out
of the trough. U.S. business jet activity, both domestic
and international, rose over 2012, which in turn saw a
modest gain over 2011. At almost 3.4 million operations, domestic activity last year increased by 2.4 percent, according to the FAA, an improvement of more
than 79,000 operations but still 19 percent lower than
the record high of 4,191,692 operations set in 2005.
International operations last year reached record levels at 677,822, an increase of nearly 2 percent over the
previous year.
In its annual review of business aircraft activity,
industry data provider Argus indicated that Part 135
flight activity alone rose 11.3 percent last year, with an
increase in each month year-over-year. The company
noted gains in flight activity by large-, medium- and
small-cabin private jets of 5.5 percent, 2 percent and 3.1
percent, respectively.
Understandably, those increases in operations have
translated to improvement for some in the FBO industry. “Business last year was considerably better than in
2012,” said Lou Pepper, president and CEO of Atlantic Aviation, which operates 63 locations in the U.S.
(with the addition of six more expected this month). “I
wouldn’t call it a breakout year, but I would call it continued momentum.”
That momentum has also turned up the heat on what
had already been a simmering consolidation market. “It’s
fueled it quite nicely,” Pepper told AIN. “It has given the
consolidation market a shot in the arm because a lot of
owners were waiting for an uptick so they could see their
values firm back up again. We’re headed toward where
sellers are coming out of the woodwork again, and quite
honestly there are sellers everywhere,” he said, adding he
expects the trend to be robust all this year.
While last year started out slowly, the FBO industry gained steam as it rolled along. “In 2013 we still saw

The Top
4 FBOs

Inside This Survey
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As bizjet operations rebuild, so does industry optimism

AirFlite

Airport
Code

Overall
Average

FBO

Airport

AirFlite Aviation Services

Long Beach/Daugherty Field

KLGB

9.6

J.A. Air Center

Aurora Municipal

KARR

9.5

Tampa Int’l Jet Center

Tampa International

KTPA

9.5

XJet

Centennial

KAPA

9.4

Banyan Air Service

Fort Lauderdale Executive

KFXE

9.1

Business Jet Center

Dallas Love Field

KDAL

9.1

Destin Jet

Destin-Fort Walton Beach

KDTS

9.1

Fargo Jet Center

Hector International

KFAR

9.1

Hangar Ten (now Atlantic Aviation)

Charles B. Wheeler Downtown

KMKC

9.1

Monterey Jet Center

Monterey Peninsula

KMRY

9.1

National Jets

Fort Lauderdale/Hollywood International

KFLL

9.1

Pentastar Aviation

Oakland County International

KPTK

9.1

Signature Flight Support

St. Paul Downtown Holman Field

KSTP

9.1

Stuart Jet Center

Witham Field

KSUA

9.1

Global Select

Sugar Land Regional

KSGR

9.0

Jet Aviation

Palm Beach International

KPBI

9.0

Meridian

Teterboro

KTEB

9.0

Million Air San Antonio

San Antonio International

KSAT

9.0

Premier Jet

McClellan-Palomar

KCRQ

9.0

Signature Flight Support

Minneapolis-St. Paul Int’l/Wold-Chamberlain

KMSP

9.0

Skyservice

Lester B. Pearson International

CYYZ

9.0

Texas Jet

Fort Worth Meacham International

KFTW

9.0

Vail Valley Jet Center

Eagle County Regional

KEGE

9.0

Wilson Air Center Charlotte

Charlotte/Douglas International

KCLT

9.0

Wilson Air Center Memphis

Memphis International

KMEM

9.0

Base Operations at Page Field

Page Field

KFMY

8.9

Million Air Dallas

Addison

KADS

8.9

Scottsdale Air Center

Scottsdale

KSDL

8.9

Del Monte Aviation

Monterey Peninsula

KMRY

8.8

Million Air Indianapolis

Indianapolis International

KIND

8.8

Tac Air

Salt Lake City International

KSLC

8.8

Denver Jet Center

Centennial

KAPA

8.7

Galaxy Aviation

Orlando International

KMCO

8.7

Jet Systems

Westchester County

KHPN

8.7

Million Air Burbank

Bob Hope

KBUR

8.7

Million Air Houston

William P. Hobby

KHOU

8.7

Million Air Anchorage

Ted Stevens Anchorage International

PANC

8.7

Rectrix Aerodrome Centers

Sarasota/Bradenton International

KSRQ

8.7

Showalter Flying Service

Orlando Executive

KORL

8.7

SkyService

Pierre Elliott Trudeau International

CYUL

8.7

SkyService

Calgary International

CYYC

8.7

Swift Aviation Services

Phoenix Sky Harbor International

KPHX

8.7

Tac Air

Blue Grass

KLEX

8.7

Wilson Air Center Chattanooga

Lovell Field

KCHA

8.7
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XJet

TOP10%

Data compiled by David Leach; narrative by Curt Epstein

Top Rated FBOs in the Americas
(by Overall Average)
TOP 5%

FBO SURVEY

rated FBO, the company has been in the
same building at Long Beach Airport for
the past 22 years, yet it shared the top
score for facilities in this year’s survey,
testimony to the care and upkeep the terminal receives. “It’s a continual remodeling cycle,” explained general manager
John Tary, who noted that the company
last year updated its two conference
rooms, which seat 12 and 25, respectively,
adding audiovisual capabilities. Slated
for this year is a $100,000 redesign of the
FBO’s front desk.
AirFlite’s mission statement reads,
in part, “to deliver a superior, innovative and continually improving customer
experience,” and its top score of 9.7 in
passenger amenities makes it clear that
our survey respondents believe the facility hits the mark. The company strives to
make sure its terminal is equipped with
the latest passenger conveniences, from
wireless printers that can be accessed by
customers’ portable devices, to strategically located charging stations for those
devices. “We try to keep on the edge of
what’s out there,” Tary told AIN.
As a founding member of World
Fuel’s Air Elite network, the company
enthusiastically participates in networksponsored programs such as Ritz-Carlton training for its customer service
representatives, which it hopes will raise
its impressive 9.6 CSR score even higher.
Owned by Toyota, AirFlite is also home
to the carmaker’s North American flight
department, of which Tary is a member as

*FBOs with the same overall average are listed alphabetically. Source: AIN 2014 FBO Survey
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FBO SURVEY
a Gulfstream G550- and GIV-rated pilot.
In his spare time he flies around California in his personal light aircraft, making
sure to visit other FBOs along the way
and to look around. “It’s always good to
keep an eye on the competition,” he noted.
“We’re not always the first creative ones to
get it, but if we see a good idea that we can
implement, we want to do that.”
The addition of Aircare Solutions as
a major tenant and its Southern California aircrew training center last summer
exposed the location to an even wider range
of pilots. While the company reported flat
jet fuel sales in the first half of last year,
it noticed a definite increase in traffic in
the second half, finishing the year with an
overall sales volume of approximately 1.2
million gallons. The FBO handles virtually anything that flies, from advertising
blimps to news helicopters to professional
sports charter airliners to massive Antonov
freighters. It claims 45 percent of GA jet
fuel sales at the airport.

J.A. Air Center

Aurora Municipal Airport (KARR),
Sugar Grove, Ill.

9.5

With an overall score of 9.5 for two
years in a row, and top-place finishes
in two of the last four annual AIN surveys, J.A. Air Center embraces the concept of consistency. The FBO serves not
only the Chicago area, but also its own
growing economic hub west of the city.
“A lot of people don’t realize that the city

J.A. Air Center

of Aurora is actually the second largest
city in Illinois after Chicago,” said Randy
Fank, the FBO’s general manager, adding
that the FBO sees plenty of business from
the surrounding communities such as
Oak Brook and Naperville. While it may
be farther from Chicago than some other
area airports, Aurora has direct highway
access, and within four minutes of leaving
the FBO, customers are on I-88 heading
toward the Windy City.
Over the past year, the Phillips
66-branded FBO, home to 17 business
jets, saw its fuel sales increase by 15 percent over 2012, as the airport continues
to establish itself in the region. Currently
its 70,000-sq-ft hangar is approaching
capacity, and the company’s lease provides right of first refusal on the remaining developable land at Aurora in support
of any future expansion plans.
One popular feature of the CAAapproved FBO is the 18,000-sq-ft aircraft canopy that provides shelter from
weather and can accommodate aircraft

CONTINUES ON PAGE 24

WEST

Los Angeles Metro Area

Boston Metro Area

8.6

KPBI

8.6

BASE OPS AT PAGE FIELD

KFMY

8.9

PRIVATESKY AVIATION SERVICES

KRSW

8.2

NAPLES AIRPORT AUTHORITY

KAPF

8.3

LANDMARK AVIATION

KMIA

8.4

MIAMI EXECUTIVE AVIATION

KOPF

8.2

ORION JET CENTER

KOPF

7.7

KDTS

9.1

KSNA

8.4

SIGNATURE FLIGHT SUPPORT

KSNA

8.4

KSAN

6.8

ATLANTIC AVIATION

KLAS

8.4

MONTEREY JET CENTER

KMRY

9.1

DEL MONTE AVIATION

KMRY

8.8

LANDMARK AVIATION

KOAK

8.6

ATLANTIC AVIATION

KSJC

8.3

KAISERAIR OAKLAND JET CTR

KOAK

7.7

New York Metro Area

TEXAS JET

KFTW

9.0

MERIDIAN

KTEB

9.0

MILLION AIR DALLAS

KADS

8.9

JET SYSTEMS

KHPN

8.7

CORPORATE AVIATION

KDFW

8.3

JET AVIATION

KTEB

8.6

SIGNATURE FLIGHT SUPPORT

KDAL

8.0

LANDMARK AVIATION

KTEB

8.2

PANORAMA FLIGHT SERVICE

KHPN

8.2

Washington, D.C. Metro Area
KIAD

8.2

WILSON AIR CENTER HOUSTON

KHOU

8.5

LANDMARK AVIATION

KIAD

8.0

ATLANTIC AVIATION

KIAH

8.3

SIGNATURE FLIGHT SUPPORT

KBWI

7.8

JET AVIATION

KHOU

8.2

Pittsburgh Metro Area

Fort Myers/Naples Metro Area

8.5

KPHL

7.6

Seattle Metro Area
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10%

Florida Panhandle
DESTIN JET

Memphis/Nashville Metro Area
WILSON AIR CENTER MEMPHIS

KMEM

9.0

WILSON AIR CENTER CHATTANOOGA

KCHA

8.7

ATLANTIC AVIATION

KBNA

8.1

GALVIN FLYING SERVICES

KBFI

8.2

SIGNATURE FLIGHT SUPPORT

KBNA

7.9

CLAY LACY AVIATION

KBFI

8.1

SIGNATURE FLIGHT SUPPORT

KMEM

7.5

(NOW LANDMARK AVIATION)

ATLANTIC AVIATION

KPDX

8.5

PANC

8.7

Anchorage Metro Area

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey

Miami Metro Area

San Francisco Metro Area

Portland Metro Area
KPIT

10%

SIGNATURE FLIGHT SUPPORT

ATLANTIC AVIATION

7.0

9.1

9.1

9.0

KBOS

KDAL

KFXE

KFLL

5%

Las Vegas Metro Area

BUSINESS JET CENTER

BANYAN AIR SERVICE

KPBI

SIGNATURE FLIGHT SUPPORT

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey

7.7

SHELTAIR

8.5

ATLANTIC AVIATION

8.7

KORL

JET AVIATION

KLAS

8.0

KORL

SHELTAIR

8.6

SIGNATURE FLIGHT SUPPORT

8.4

SHOWALTER FLYING SERVICE

5%

KVNY

7.5

KMSY

8.7

MAGUIRE AVIATION

KBED

KNEW

9.5

KMCO

10%

SIGNATURE FLIGHT SUPPORT

ATLANTIC AVIATION

KTPA

GALAXY AVIATION

9.1

8.2

LANDMARK AVIATION

TAMPA INTL JET CENTER

9.1

KAUS

Philadelphia Metro Area

8.0

KSUA

ATLANTIC AVIATION

ATLANTIC AVIATION

KRDU

KFLL

8.5

New Orleans Metro Area

LANDMARK AVIATION

STUART JET CENTER

KHND

SIGNATURE FLIGHT SUPPORT

9.0

NATIONAL JETS

HENDERSON EXEC AIRPORT

8.7

KCLT

8.7

8.0

KHOU

WILSON AIR CENTER CHARLOTTE

9.6

KBED

MILLION AIR HOUSTON

7.8

KBUR

JET AVIATION

9.0

KPDK

KLGB

9.0

KSGR

ATLANTIC AVIATION

MILLION AIR BURBANK

KSAT

GLOBAL SELECT

8.2

AIRFLITE AVIATION SERVICES

MILLION AIR SAN ANTONIO

Houston Metro Area

KPDK

10%

LANDMARK AVIATION

10%

EPPS AVIATION

Charlotte Metro Area

San Diego Metro Area

Dallas Metro Area

Atlanta Metro Area

Orlando/Tampa Metro Area

(NOW SIGNATURE FLIGHT SUPPORT)

Austin/San Antonio Metro Area

SOUTHEAST

Palm Beach/Fort Lauderdale Metro Area

NORTHEAST

SOUTH

the height of a G650. For those customers who don’t wish to be driven directly to
the aircraft, a smaller streetside canopy
allows for protected drop-offs and pickups at the terminal’s front door.
Over the past year, J.A. Air Center
added Type IV de-icing capability, a wise
investment given the frigid weather that
gripped the region this winter. “It has really
improved the business,” said Fank. “Before,
a lot of people were hesitant because we
didn’t have Type IV, but since we added it
we’ve brought in a lot more traffic.”

MILLION AIR ANCHORAGE

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey
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The facility, which is six years into its
40-year lease, requires little in the way of
upgrades, according to AIN readers, as
its 12,000-sq-ft terminal shared top honors for facilities in this year’s survey. Flight
crews particularly like the spacious 1,800sq-ft crew lounge, which includes a theaterstyle TV viewing area, attached workout
room with bathroom and shower, computer work stations, a pair of snooze

rooms and separate video gaming room.
J.A. also operates a Part 145 repair
station, parts department, an interiors
completion shop, an aircraft detailing
business that serves many surrounding
airports, and one of the country’s largest
avionics shops (the FBO draws its initials
from Joliet Avionics), as well as a flight
school and an aircraft charter/management division.
Tampa International Jet Center

Tampa International
Jet Center

Tampa International Airport (KTPA),
Tampa, Fla.

9.5

In operation since 2005, Tampa International Jet Center (TIJC) has spent
most of its existence in the upper echelons of AIN’s annual FBO Survey, and
according to company president Phillip Botana, the explanation for that success is simple. “There’s no rocket science
to what we do in the FBO industry, but I
think it’s the execution, over time proving to customers and flight departments
that the same things they like will happen
each time they arrive.” That consistency
was noted by our readers, who awarded
TIJC the highest rating of 9.7 in the category of customer service representatives–a new category in the survey–and
reflects the company’s philosophy of providing the same level of attention to all
customers, from the smallest piston-powered airplane to the largest business jet.
“You never know who is in that airplane,”
noted Botana. “If we treat everybody the
same all of the time, we’ll never regret an
opportunity to expand our business.”
Part of that successful equation is the
retention of employees, several of whom
have been with the company since its
inception. “We have a small staff who’ve
all been here for a long time, and they are
invested in how well they do their jobs
every day,” Botana told AIN. “I’ve had
hundreds of pilots say it’s so reassuring

ROCKY MOUNTAINS

to walk in the place and see the same
faces behind the counter as they did the
last few times they were here and know
they can count on them.”
TIJC, which claims a market share
of 60 percent at the airport, saw a modest fuel volume gain last year over 2012,
which actually translated to more of a
statistical increase, as Tampa hosted the
Republican National Convention in 2012
and the FBO saw an 80,000-gallon boost
in jet-A sales as a result.
The facility has nearly 110,000 sq ft of
occupied hangar space and is home to 50
turbine-powered aircraft, ranging from
several King Air 200s to a Global Express.
Encouraged by a recent increase in tenant requests, TIJC is in negotiations to
add a 33,000-sq-ft hangar. Also slated is
an interior refresh for the terminal. “Now
that we’re nine years old, we’re getting a
CONTINUES ON PAGE 26

GREAT LAKES

Chicago Metro Area
J.A. AIR CENTER

KARR

9.5

ATLANTIC AVIATION

KPWK

8.6

ATLANTIC AVIATION

KMDW

8.5

DUPAGE FLIGHT CENTER

KDPA

8.5

SIGNATURE FLIGHT SUPPORT

KPWK

8.3

KPTK

9.1

KIND

8.8

5%

Detroit Metro Area
PENTASTAR AVIATION

10%

Indianapolis Metro Area
MILLION AIR INDIANAPOLIS

FBOs Showing the Largest Increase in Overall Average from 2013 to 2014

Airport

2013
Overall
Average

Change
2013 - 2014

Louisville/Lexington Metro Area
TAC AIR

Maguire Aviation

KVNY

Van Nuys

8.6

7.4

1.2

Napa Jet Center

KAPC

Napa County

7.9

6.8

1.1

Denver Metro Area

(Now Signature Flight Support)

Santa Fe AirCenter

KSAF

Santa Fe Municipal

7.8

6.9

0.9

XJET

KAPA

9.4

Henderson Executive Airport

KHND

Henderson Executive

8.5

7.8

0.8

DENVER JETCENTER

KAPA

8.7

Million Air Anchorage

PANC

Ted Stevens Anchorage
International

8.7

8.0

0.7

DENVER AIR CENTER

KBJC

8.0

TAC AIR

KAPA

8.0

Signature Flight Support

KSTP

St. Paul Downtown Holman Field

9.1

8.4

0.7

Clay Lacy Aviation

KVNY

Van Nuys

8.0

7.4

0.6

Landmark Aviation

KNEW

Lakefront

8.4

7.8

0.6

Landmark Aviation

KMIA

Miami International

8.4

7.8

0.6

KSNA

John Wayne AirportOrange County

8.4

7.8

0.6

Signature Flight Support

Maguire Aviation

SCOTTSDALE AIRCENTER

KSDL

8.9

SWIFT AVIATION SERVICES

KPHX

8.7

CUTTER AVIATION

KPHX

8.5

LANDMARK AVIATION

KSDL

8.4

5%

MIDWEST

Minneapolis/St. Paul Metro Area
SIGNATURE FLIGHT SUPPORT

KSTP

9.1

VAIL VALLEY JET CENTER

KEGE

9.0

WEST STAR AVIATION

KGJT

8.5

SIGNATURE FLIGHT SUPPORT

KMSP

9.0

7.8

SIGNATURE FLIGHT SUPPORT

KRST

8.5

KFAR

9.1

10%

KMKC

9.1

10%

ATLANTIC AVIATION

KASE

TAC AIR

KSLC

8.8

FARGO JET CENTER

Kansas City Metro Area

Santa Fe Metro Area
SANTA FE AIRCENTER

10%

Fargo Metro Area

Salt Lake City Metro Area

KSAF

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey
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8.7

Phoenix/Scottsdale Metro Area

Mountain Area

*FBOs with the same increase are listed in alphabetical order. Source: AIN 2014 FBO Survey

KLEX

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey

7.8

HANGAR TEN (Now Atlantic Aviation)

*Note: FBOs with the same overall average are listed in
alphabetical order. Only FBOs that received 20 or more
evaluations are included. Source: AIN 2014 FBO Survey
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FBO

Airport
Code

2014
Overall
Average

FBO SURVEY
CONTINUED FROM PAGE 24

XJet

little worn on the corners, so to speak,”
said Botana. “We’re working on a plan to
upgrade our lobby, probably this summer
while it’s the slower season for us.”

(Respondents were asked to choose three)

XJet

Centennial Airport (KAPA),
Englewood, Colo.

9.4

A fixture at the top rungs of
AIN’s annual FBO Survey for
more than a decade, Banyan Air
Service claims one of the country’s largest flocks of based aircraft roosting in its 250,000 sq ft
of hangar space and 35 acres of
ramp. The company has 450 tenants within its 88-acre complex at
Banyan Air Service

Fuel pricing

65%

Passenger amenities

40%

Cleanliness

33%

Pilot amenities

25%

FBO infrastructure/decor

17%

Line service training program participation

17%

Loyalty/rewards program

6%

Fuel brand

1%

(Respondents were asked to choose three)

sales (Avfuel) up 9 percent, to 1.65 million gallons, a result the company was
pleased with, given the competitive market at Centennial Airport. “Business was
good; the market seems to be firming
up,” he said. “Definitely signs in the U.S.
are looking toward positive. I’m not sure
we’re fully there yet, but definitely the
trends look good.”
With its 21-based jets ranging from
a CJ3 to several Falcon 2000s, the company is at full capacity in its 47,000 sq
ft of hangar space, spurring it to launch
phase-two expansion this year, a $10 million project that will double the size of

10 FBOs earned a rating of 9.1,
and a place among the top 10%
Fort Lauderdale Executive
Airport (KFXE),
Fort Lauderdale, Fla.

86%

What do some FBOs do that
make you avoid them?

The Top 10% FBOs

Banyan Air Service

Excellent customer service

FXE, including charter providers, flight schools and air ambulance operators. With more than
100 turbine aircraft calling the
FBO home, the company plans to
add another pair of 20,000-sq-ft
hangars this year. Banyan logged
a 13-percent increase in fuel sales
last year, said Jon Tonko, the company’s director of customer support, and has simultaneously
boosted its market share at the airport to 70 percent from 63 percent.
Popular
among
aircraft

the facility with two more 30,000-sq-ft
hangars and a new clubhouse/terminal.
While some FBOs offer customer services such as car washing, XJet takes
that concept to another level with an onpremises auto spa. In addition to detailing, customers can have maintenance
scheduled and performed on their vehicles in their absence, and return to find
it waiting rampside, warmed, with their
favorite hot beverage in the cup holder.
“We’re constantly pushing ourselves to
exceed our customers’ expectations,”
Stewart told AIN. “We really are trying
to redefine the space, and we are service

operators heading to and from
Central and South America, the
facility offers in-house maintenance (including approvals from
the FAA, EASA, Brazil, Argentina, Colombia and Venezuela
for jets and turboprops), avionics
repair and installation, parts sales,
aircraft sales, a ramp-side café
and a pilot shop. According to
Tonko, the company’s philosophy
is “to provide exceptional aviation
services to our customers through
dedication to quality, safety and
efficiency while maintaining a
commitment to growth and the
development of the team.”

Business Jet Center
Dallas Love Field Airport
(KDAL), Dallas, Texas

Things in Texas are done on
a big scale, as evidenced by the
more than five million gallons
of fuel pumped last year by the
Business Jet Center (BJC) at Dallas Love Field, an increase of 8
percent over its 2012 flowage. The
CAA Preferred FBO posted solid
scores of nine or above in every
category, and according to company brand manager Jamie Rose
its goal is for customers is to leave
our facility “feeling like they’ve
just had a better FBO experience
than ever before.”
Among the facility’s upgrades
last year was a remodeling of
the customer refreshment area,
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Poor customer service for passengers

71%

Unprofessional/improperly trained CSRs

47%

Rundown/unclean facility

47%

Poor care of aircraft

38%

Ramp fees

27%

Charging separately for services such as
coffee, ice, newspapers, etc.

26%

Lack of proper ground-handling equipment

17%

Adding a fee for handling of catering

8%

Billing errors

5%

Spilling fuel on my aircraft

3%

first and foremost.”
XJet is set to expand beyond its
Centennial Airport borders and has
plans to open XJet Dubai next month,
to be followed later this year by a location in Europe. 
o

Business Jet Center

and luxury car provider Go
Rentals set up shop at the facility in May. On tap for this year is
relocation of the terminal’s customer service reception area.
The facility has 180,000 sq
ft of hangar space, home to
60 business jets ranging from
Eclipse 500 to Global Express.
Another 30,000-sq-ft hangar is
slated to open soon.
The FBO received its highest score in amenities, which
include a golf driving simulator,
and Audi crew cars. Ice cream,
once viewed by the company as
just a popular seasonal treat, is
now offered year-round.
According to director Bill
Moltenbrey, BJC expects a boost
in traffic from the NCAA basketball tournament championship, to be held at the beginning

of the month at AT&T Stadium
nearby in Arlington, and it will
also host an NBAA regional
forum in September.

Destin Jet

Destin-Fort Walton Beach
Airport (KDTS), Destin, Fla.
In its five years of existence as an FBO at Northwest
Florida’s Destin-Fort Walton
Beach Airport, Destin Jet Center has received strong support
from AIN’s survey respondents,
earning a 9.1 each of the last
two years’ surveys. The location saw fuel sales climb 11 percent last year, to 950,000 gallons.
The company also upgraded its
ground support equipment last
year, adding a new tug and GPU.
A
Corporate
Aircraft

Destin Jet

Fargo Jet Center

Fargo Jet Center
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With its origins as a private club for
Denver-area jet owners, XJet has earned
high rankings in the AIN survey for the
past four years. The company, which
opened its doors to transient aircraft in
2009, prides itself on exemplary “7 star”
service, with potential employees undergoing a three-month trial period before
acceptance. As the backbone of its customer service, XJet maintains extensive
dossiers on its customers’ preferences.
“We’re kind of database crazy,” explained
company president and CEO Josh Stewart, adding that his employees record as
much information as they can about customer interactions at the location to better
anticipate their needs on their next visit.
Night or day, a flight-support concierge
meets each arriving aircraft on the ramp.
“The idea behind that is she’s got a radio,
she coordinates with the line ambassadors
and we can handle any request right there
at the steps,” said Stewart.
The company ended last year with fuel

Association preferred FBO, the
facility was built with Florida’s
sometimes wild weather in mind.
Its 10 hangars, home to a mix
of aircraft including a Merlin
Metroliner and a pair of Hawker
900s, are tilt-wall concrete construction capable of withstanding Category 4 winds, while the
6,000-sq-ft terminal was built to
survive a Category 5 hurricane.
The FBO received a rating of
9.3 on its facilities, which include
“every amenity one expects, and
then some,” according to general
manager Bill Blackford.
“The only thing FBOs really
have to sell is service and image,”
he told AIN. “Everything else
takes care of itself.” Blackford added, “We strive to turn
our customers into friends; it’s
much easier to deal with friends
than customers.” On holidays,
the FBO takes care of those
“friends” by providing them
with a buffet spread.
This month, the location will
host its annual Props, Wings &
Wheels charity event, the last
edition having more than $100
million worth of aircraft, boats,
cars and jewels on display.

What are the three most important factors
you look for when choosing an FBO?

Hector International Airport
(KFAR), Fargo, N.D.
Business was good for the
Fargo Jet Center (FJC) last year,
as the North Dakota FBO saw
GA fuel volumes approach the
peak of 2007, according to vice
president of marketing Darren Hall. A noted tech stop for
aircraft transiting between the
U.S. and Canada, Europe and
Asia, the airport opened a new
U.S. Customs and Immigration office last summer adjacent
to the FJC facility to accommodate the growing number of
international flights. The Paragon Aviation Group member is
the lone service provider at Hector International, which offers a
9,000-foot runway and 24-hour
manned control tower.
FJC currently has 145,000 sq ft
of hangar space, sheltering more
than 30 turbine-powered aircraft
ranging from a TBM700 to a
Challenger 604, and the company
plans to open another hangar on
its 23-acre leasehold this summer.
The Super Bowl this year,
held in the New York area, provided a boost for FJC, which
handled most of the traffic from
the Pacific Northwest headed
east to cheer on the eventual
champion Seattle Seahawks.
Though Hall describes operating in the extreme cold temperatures and wind chills as hard on
team members and equipment,
the FBO still garnered a hardfought 9.2 score in line service.
CONTINUES ON NEXT PAGE
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Hangar Ten

(Now Atlantic Aviation)

Charles B. Wheeler
Downtown Airport (KMKC),
Kansas City, Mo.
Purchased at the end of the
year by Atlantic Aviation, this
location is no stranger to AIN’s
FBO survey, having raised the bar

at MKC when its newly built facility opened in 2010. This past year,
the location saw a 30-percent gain
in business over 2012, according
to general manager Kyle Eiserer.
To accommodate that growth, the
company extended its parking lot
last spring.
In this year’s survey, the FBO
saw its highest rating in the facility

Hangar Ten

AIN’s 2014 FBO Survey
by the Numbers
Number of FBO evaluations
provided by all respondents

11,734

Number of respondents who
evaluated at least one FBO

2,326

Average number of FBOs
evaluated per respondent

1,679

Highest number of evaluations
received by one FBO

195

Average number of evaluations
per FBO

7

Number of FBOs that received
the requisite number of
evaluations (20) to be included
in the AIN FBOs of the
Americas ratings tables

125

Number of FBOs that received
the requisite number of
evaluations (20) to be included
in the AIN FBOs of the Rest of
the World ratings tables

19

Number of countries having
FBOs that were evaluated

91

category, and among its favorite
attractions is a well equipped exercise room, located prominently
rather than shunted to a remote
corner of the building. “Since
most crewmembers spend at least
a few hours at an FBO, the fitness facility provides an outlet for
folks to exercise and stay healthy,
which we feel is important,” noted
Eiserer. The pilot area also features locker rooms and sleep
rooms where crewmembers can
spend the night.
The location’s 28,500-sq-ft
hangar is currently home to 10
turbine aircraft, the largest a
Challenger 300. It can accommodate aircraft the size of a
G650. Another 7,000-sq-ft hangar is under construction.
Given that Kansas City
renowned for its barbeque, the
FBO has been known to favor
crewmembers and passengers
with bottles of BBQ rub so can
they take the KC flavor home
with them.

Monterey Jet
Center

Monterey Regional Airport
(KMRY), Monterey, Calif.
With more than 200,000 sq
ft of hangars spread over 16
acres, Monterey Jet Center has
the largest complex on dual-use
CONTINUES ON PAGE 30
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Number of FBOs evaluated by
at least one respondent

5

FBO SURVEY
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Monterey Regional Airport,
dwarfing even the airline terminal. Home to approximately a
dozen turbine aircraft, including
a Global Express, the location’s
hangars are occupied each year
by aircraft heading to major
events such as the annual ProAm golf tournament and the
Concours d’Elegance, one of

the crown jewels in the automobile collecting circuit, at nearby
Pebble Beach.
Offering discounted fuel
for Hawaii-bound aircraft, the
Avfuel-branded location suits
operators seeking quick turns
with no congestion. Despite its
name, the FBO treats all customers equally, according to operations manager Michael Heilpern.

FBO Chains: Top Five Facilities
(by overall average)
Airport
Code

Overall
Avg

Atlantic Aviation

Monterey Jet Center

Chicago Executive

KPWK

8.6

Chicago Midway Int’l

KMDW

8.5

Portland Int’l

KPDX

8.5

Pittsburgh Int’l

KPIT

8.5

John Wayne AirportOrange County

KSNA

8.4

McCarran Int’l

KLAS

8.4

Palm Beach Int’l

KPBI

9.0

Teterboro

KTEB

8.6

William P. Hobby

KHOU

8.2

Laurence G.
Hanscom Field

KBED

8.0

Metropolitan Oakland
Int’l

KOAK

8.6

Lakefront

KNEW

8.4

Scottsdale

KSDL

8.4

Miami International

KMIA

8.4

Los Angeles Int’l

KLAX

8.2

Teterboro

KTEB

8.2

San Antonio Int’l

KSAT

9.0

Addison

KADS

8.9

Indianapolis Int’l

KIND

8.8

Bob Hope

KBUR

8.7

William P. Hobby

KHOU

8.7

Jet Aviation

Landmark Aviation

Million Air

St. Paul Downtown
Holman Field

KSTP

9.1

Minneapolis-St. Paul
KMSP
Int’l/Wold-Chamberlain

9.0

Palm Beach Int’l

KPBI

8.6

Rochester Int’l

KRST

8.5

“Just because somebody comes
in in a small single-engine airplane does not make them any
less important than the guy who
rolls up in a Gulfstream,” he said.
The location earned its highest
score in the customer service representative category. “Great customer service is not only about
executing the requested services, it
is also about fulfilling the unspoken needs of our customers as
well,” said customer service manager Kawai Lopez. “By taking the
time to really talk to our customers, we are able to develop these
relationships, thus allowing us to
take our service to another level.”

National Jets

Fort Lauderdale/Hollywood
International Airport (KFLL),
Fort Lauderdale, Fla.
While its overall score
increased by only 0.4 from last
year, that was enough to catapult Fort Lauderdale-based
National Jets from the top 30
percent in AIN’s 2013 FBO
CONTINUES ON PAGE 32
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Signature Flight Support

FBO SURVEY
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aviation lineage back to the
mid-1940s, and in addition
to FBO services the provider
also operates a Part 135 aircraft charter/management business, a Part 145 maintenance
station, an avionics shop and
even its own air ambulance service using four company-owned
CONTINUES ON PAGE 34

Busiest Airports
for Bizav
(Based on number of responses)
Airport

National Jets
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Airport
Code

Response

Teterboro

KTEB

571

Palm Beach Int’l

KPBI

195

Centennial

KAPA

193

Houston William
P. Hobby

KHOU

163

Fort Lauderdale/
Hollywood Int’l

KFLL

152

Dallas Love Field

KDAL

150

Chicago Midway Int’l

KMDW

147

Paris Le Bourget

LFPB

136

Washington
Dulles Int’l

KIAD

133

Westchester County

KHPN

122

Scottsdale

KSDL

115

McCarran Int’l

KLAS

115

London Luton

EGGW

111

Fort Lauderdale
Executive

KFXE

102

Van Nuys

KVNY

101

DeKalb-Peachtree

KPDK

100

Boeing Field/King
County Int’l

KBFI

99

Opa-Locka
Executive

KOPF

88

Tampa Int’l

KTPA

75

Monterey Peninsula

KMRY

74

Phoenix Sky
Harbor Int’l

KPHX

74

Long Beach/
Daugherty Field

KLGB

73

Fort Worth
Meacham Int’l

KFTW

72

John Wayne AirportOrange County

KSNA

72

Metropolitan
Oakland Int’l

KOAK

71

Los Angeles Int’l

KLAX

71

San Francisco Int’l

KSFO

70

Toronto Lester B.
Pearson Int’l

CYYZ

69

Memphis Int’l

KMEM

67

San Antonio Int’l

KSAT

67

Miami Int’l

KMIA

65

Zurich

LSZH

64

Geneva Int’l

LSGG

63

Bedford Laurence
G. Hanscom Field

KBED

62

Charlotte/Douglas Int’l

KCLT

61

Boston Logan Int’l

KBOS

60

Aspen-Pitkin
Co/Sardy Field

KASE

59

Norman Y. Mineta
San Jose Int’l

KSJC

59

Salt Lake City Int’l

KSLC

57

Aurora Municipal

KARR

56

Bob Hope Burbank

KBUR

56

Chicago Executive

KPWK

56

Eagle County
Regional

KEGE

55

Nice Cote d’Azur Int’l

LFMN

54

San Diego Int’l

KSAN

54

Naples Municipal

KAPF

52

Addison

KADS

51

Nashville Int’l

KBNA

51
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Survey to the top 10 percent
this year. The family-owned and
-run company received excellent
scores for both its line and customer service. “Outside safety,
customer service is our number-one priority,” noted general
manager Russ Boy Jr.
In operation for 46 years at
KFLL, the company traces its

FBO SURVEY
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of a coffee bar. Over the past
year, the Phillips 66-branded
dealer saw both its fuel flowage
and traffic rise by 12 percent
over 2012.

Pentastar Aviation

Oakland County
International Airport (KPTK),
Pontiac, Mich.
While some might consider
it an accomplishment to be the
highest-rated service provider at
an airport with six FBOs, Pentastar Aviation at Detroit-area
PTK regularly ranks among the
Pentastar Aviation

top FBOs in the country, according to AIN readers. The company, which celebrates its 50th
anniversary this year, began as
Chrysler’s flight department
and has grown over the years
to include five hangars providing 130,000 sq ft of space, a Part
145 Class IV repair station, an
aircraft charter management
department, aircraft brokerage and the in-house “Fivestar Gourmet” catering kitchen.
The FBO specializes in handling large charter aircraft such
as those bringing professional
sports teams to town to challenge the local Tigers, Lions,
Pistons and Red Wings. Such
flights are processed through
the “Star Gate,” a recently
refurbished smaller private terminal with its own jetway, a
remnant of Chrysler days.
The company has 26 based
turbine aircraft from a Premier to a private MD-83, and
while traffic and fuel volumes
at PTK have fallen slightly over
the past year, Pentastar logged
a 5-percent increase in fuel sales
as well as an increase in market share. “Our mission is to
exceed our customers’ expectations by adhering to the highest

standards of safety and quality,” said company president and
CEO Greg Schmidt.

Signature Flight
Support

St. Paul Downtown Airport/
Holman Field (KSTP),
St. Paul, Minn.
It’s rare for one of the locations from a large chain to land
amid the top performers in the
AIN FBO Survey, but this year
Signature Flight Support’s facility at St. Paul Downtown Airport
earned that honor.
The location well represents
the “safe, personalized and consistent customer service” that

Signature Flight Support

ABOVE & BEYOND
For the second year, AIN’s FBO Survey asked respondents
to identify specific FBO employees or teams who routinely
go above and beyond when it comes to customer service.
We received almost 800 responses to this question. Below
we have highlighted 14 people who were repeatedly
recognized but we encourage you to view the full list at
www.ainonline.com/above-and-beyond-fbo-2014.
Person

Stuart Jet Center

FBO

Airport
Code

Gift Card Winners
As an incentive to participate in the 2013 FBO Survey, we offered to
select 13 respondents randomly and award each a $200 Amazon gift
card. Below are the winners:
Name

Title

Company

Jason Brown

maintenance manager

TWC Aviation

Kenneth Gonsalves

captain

FlightExec

Don Gunter

chief pilot

Variety Wholesaler

Ed Huitsing

first officer

Pridgeon and Clay

Paul Jones

mechanic

MyJet Personal Charters

Robert de Paiva

pilot

NetJets

Jeremy Post

chief pilot

Peekey Lumbus
Pepsico Addison

Betsy Wines

Meridian

KTEB

Beverly Patton

Sheltair

KFLL

Gisell Nieves

Banyan Air Service

KFXE

Henning Schymik

Xjet

KAPA

Holly Hopkins

Texas Jet

KFTW

John Tary

AirFlite Aviation Services

KLGB

Julie Silberman

Tampa Int’l Jet Center

KTPA

Michael Heilpern

Monterey Jet Center

KMRY

Scott Rose

manager of flight
operations

Sandy Tachovsky

Signature Flight Support

KSTP

Christian Sava

captain

Flight Option

Seth Mager

Galaxy Aviation

KPBI

Stephen Smith

manager

Heaven Leasin

Shalene England

J.A. Air Center

KARR

Spencer Thomas

captain

Kalitta Charters

Victor Seda

Meridian

KTEB

John Thompson

president

El Thompson and Son

Vince Papke

Wilson Air Center

KCLT

Ralf Wehrmann

captain

Fairjets
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the company’s Signature Service
Promise focuses on delivering,
with scores of 9.5 for line service and 9.6 for its customer service representatives. “The group
at STP has developed a safety and
service culture that has resulted
in exemplary performance and
customer satisfaction for several
years,” said general manager Clint
Kummer. “As a group they are
proactive and focused on safety
and the needs of our customers.”
The location occupies 38
acres at the airport, with 12 of
them devoted to ramp space and
200,000 sq ft of hangars that
shelter some 20 aircraft, from
a King Air to a G550. According to Kummer, the location has
seen business grow over the past
year as the economy shows signs
of recovery.
Infrastructure improvements

over the past year include installation of LED lighting in all
hangars, and the roof on one
of them will be replaced soon.
With this year’s Major League
Baseball All-Star Game slated
for the twin city of Minneapolis, the location expects to see
a boost in traffic for the MidSummer Classic.

Stuart Jet Center

Witham Field Airport (KSUA)
Stuart, Fla.
This family-owned and -operated business, which has been at
the airport for the past 34 years,
made a jump from a top-30-percent finish in last year’s survey
to the top 10 percent this year,
attributable in part to its surveyleading 9.6 score for line service.
The company is a firm believer
in NATA’s Safety 1st Professional Line Service Training
program, with each of its line
technicians conducing annual
recurrent training.
The FBO’s leasehold occupies 53 acres at Witham
Field, including more than 15
acres of lighted ramp space
and 250,000 sq ft of hangars
(a new 24,000-sq-ft hangar
opened over the past year),
which are home to more than
20 turbine-powered business
jets ranging from Eclipse 500
to G550. Its 5,000-sq-ft terminal offers a pilot lounge with
sleep room and showers, a
16-seat AV-equipped conference room, crew cars and onsite car rental.
In the past, SJC has sent its
customer service staff for RitzCarlton training, a factor that
might have contributed to the
FBO’s 9.5 score in the CSR category. Manager Jeff Capen told
AIN that the company, located
in the heart of baseball’s spring
training “Grapefruit League”
towns, tasks its CSRs with anticipating the needs of its customers, to under-promise and
over-deliver, and to “become
familiar with our customers with
the same professional, friendly
faces year after year.”
o

© 2014 AIN Publications. All Rights Reserved. For Reprints go to www.ainonline.com

Learjet 35As. While National
Jets relies largely on transient
aircraft business, the facility
has 17 based turbine aircraft
ranging from the Learjet 35s
all the way up to a BBJ. They
are sheltered in 35,000 sq ft of
newly renovated hangar space,
and the company is planning to
add more capacity. Its 40 acres
includes property that it leases
to Federal Express, and the
blacktop on its 10-acre ramp
was redone last year. In the terminal, recent upgrades include
a new flight-planning room,
more offices and the addition

