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Gulfstream once again takes the number one
slot for jets (those built in the U.S.); Hawker
Beechcraft takes the top spot among newer
turboprops and Bell claims the number one
rating among helicopters.
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Continued weakness in the business aviation market appears to
be reflected in a low response rate to the 2010 AIN Product Suppart
Survey. This year's survey invited 17,284 AIN readers to participate
but only 921 completed the survey, for a return rate of 5.3 percent.
Previous participation levels were 12 percent in 2009, 10.28 for 2008
and 10 percent in 2007. According to Forecast International of New-
town, Conn., which helped design and administer the survey with
AIN, “While this response is a valid basis for determining subscriber
opinion, the decrease in participation is discouraging and appears o
be a cumulative, strong result of the poor condition of the business
aviation community over the past few years."

The AIN Product Support Survey is conducted entirely on the
Internet, although some participants are invited via postcard. AIN
did not, however, have e-mail addresses for all invited participants,
so the return rate for those with e-mail addresses (11,050) is
higher, at 8.3 percent.

It should be noted that AIN has asked airframe manufacturers to
provide customer lists so that some models that don't typically receive
high enough response rates to be included might quality for inclusion.
This also will help with new models entering service, such as
Embraer's new Phenom 100 and 300, and with out-of-production
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Overall
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2010

NEWER BUSINESS JETS 4

How the Survey Was Administered

aircraft. In all of these cases, the manufacturer, if electing to partici-
pate, is required to provide a complete list of those customers, and
AIN invites those customers who qualify to become subscribers. Not
all of those lists include e-mail addresses, which explains the differ-
ence between the 8.3 percent participation rate for participants with
g-mail addresses and the 5.3 percent rate for the total number of
invited participants. Last year, for example, 14,948 people were invited
to complete the survey, while this year that number jumped to 17,284,
swelled by lists provided by manufacturers.

This year's survey was accessible from April 23 to June 13,
with time added to encourage additional participation. One change
that might have made a difference this year is that respondents
were initially required to provide registration numbers of the air-
craft they operate. AIN changed this requirement during the survey
and made providing registration numbers voluntary on May 20, but
this might still have discouraged participation. This year, AIN also
added ouestions about where the aircraft is serviced and the type
of service facility.

The survey asks AIN readers to rate their aircraft, engines and
avionics in 10 categories. On the one-to-10 rating scale, one is inad-

equate and 10 is excellent. To be listed in the results, a

manufacturer had to garner at least 20 ratings.
The following are the 10 ratings categories, including explana-
tions of the key points that survey participants were asked to
consider when submitting their opinions.
® Factory Service Cenlers—cost estimates versus actual, on-
time performance, scheduling ease, service experience.
® Authorized Service Centers-same as above.
® Parts Availability-in stock versus back order, shipping time.
® Cost of Parts—value for price paid.
= ADG Response—speed, accuracy, cost.
® Warranty Fulfillment-ease of paperwork, exient of coverage.
® Technical Manuals—ease of use, formats available, timeliness
of updating.

® Technical Reps—response time, knowledge, effectiveness.

® Maintenance Tracking Programs—cost, ease of use, accuracy,
reliability.

= Qverall Product Reliability-how the product’s overall reliabil-
ity and quality stack up against the competition’s.

The aircraft results are published in this issue, while the avionics
report will be featured next month and engines in October. <M.T.

Aircraft are listed in the order of their 2010 overall averages.
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Gulfstream (GIV through G550) 8.31
Cessna (Gitation) 822
Bombardier (Learet) 7.95
Gulfstream (G100 to G200) 775
Dassault (Fafeon) 7.68
Hawker Beachcraft (Hawker except 400XP) 7.66
Bombardier (Chattenger) 7.63
Hawker Beechcraft (Premier |, Hawker 400XF) 741
Bombardier (Global Express/XAS, 7.16

Global 5000)

OLOER BUSINESS JETS

Gulfstream (61l through GIV) 8.14
Dassault (Falcon) 7.59
Cessna (Citation) 746
Bomnbardier (Learsf) 7.35
Hawker Beechcraft (Hawker) 718
" Bombardier (chalenger) 7.0

6.94

Hawker Beechcraft (Premier |, Diamand, Beechjat 4004)
NEWER TURBOPROPS 4 :
Hawker Beechcﬁ (King Air)
OLDERTURBOPROPS 4 A
Mitsubishi (Mu-2, Marguise, Diamond, mr‘re)
Hawker Beechcraft (iing Air)
ROTORCRAFT (All Ages)
-
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7.91
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8.29 7.93 6.32

0.94

6.97 13.54%

AgustaWestland 7.48 6.85 063 9.18% 8.52 813 6.54 6.13
Sikorsky 7.08 6.88 021 3.08% 710 6.95 6.58 592
Eurocopter 6.17 ] 650  -033 -5.06% 6.18 5.53 5.26 4.76

Compiled by Jane Campbell with data provided by Forecast International of Newtowm, Conn.
* | ast year’s ralings for Gulfstream are not included due to changes mads to more accurately reflect Gulfstream's model breakdovm.

8.55

8.58 824 | 874 &7 9.08
8.43 840 8.04 8.56 8.41 879
813 841 791 882 8.00 838
7.81 8.07 7.84 8.26 7.80 8.38
8.07 8.07 7.56 797 8.03 847
7.28 8.27 7.31 8.24 8.25 8.26
7.72 7.87 766 | 829 7.90 830
7.18 727 7.62 7.59 7.76 792

8.20 752

718 7.39 6.88

8.61 8.76

8.65 8.27 8.23 8.61

792 735 7.33 811 79 8.84
7.53 7.22 7.70 7.58 7.78 832
7.67 7.04 7.64 7.74 7.92 8.01
6.98 6.87 7.27 793 7.95 8.06
7.03 6.76 7.16 745 774 793
7.06 6.77 733 8.05

7.00 626

7.87 8.06 8.13 848 8.29 8.46
6.79 7.70 8.29 8.25 5.90 .00
6.88 7.32 7.54 7.74 7.24 7.68
6.00 6.18 6.68 733 6.00 7.51

Bold indicates highest number in each category.
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Inadequate

Reprinted with the permission of Aviation International News @ 2010.
For AIN subscription information, go to www.ainonline.com/subscribe.

Source: AN 2010 Product Suppart Survey




