
t’s not the price; it’s not the
sizzle; and it’s not the paint
job. In fact you could name
just about every facet of our
industry and once you finish

that list, print it, neatly fold it, then crumple
it into a ball and throw it away! I assure you
all those wonderful items you just spent
time thinking about, organizing by segment
and then writing down are nowhere near as
important to a great industry as are the
people.

I take the time to point this out every cou-
ple of years. It never changes in order of
importance. The people are the key to safety,
customer service, great product develop-
ment, and so on. There is no denying the
people, and in fact one should never over-
look them. Remember to say ‘great job’;
remember to shout out the extra effort when
it’s noticed. Remember to acknowledge
those who may not get much acknowledge-
ment day after day, such as the line-service
men and women, the back shop teams, and
the people who are not out front but who
provide the foundation of the service offer-
ing of all of the industry segments.

Believe me, we all notice when people are
not providing the standards promised, but
too often we forget those behind-the-scenes
people who care, and do make a difference
in your ultimate experience.

Sure, we walk into an OEM facility and
the name on the side of the hangar exudes
confidence in what one should expect to
find inside - but I assure you if a customer
has one bad people experience in one of
these facilities it can sour the experience and
create an irreversible outcome. I am not nec-
essarily talking about a safety of flight prob-
lem, but an exchange between customer and
employee.

As we begin to really see and feel a recov-
ery in our industry, the need will never be
greater than now for people to work well
with other people. As business loads start to
come back and extra hiring is beginning to
take place and work hours increase, the toll
on these facilities and their employees will
never have been greater during the past five
years.

I remember a time when I was staying in
a Ritz Carlton, famed for being one of the
finest hotel chains in the world. One morn-
ing I was coming down to the lobby in an
elevator which stopped en route, and the
doors opened just as two personnel from
housekeeping were passing each other.
Neither noticed my presence as I watched
from the elevator - but one addressed the
other as ‘Mister’, who responded to the for-
mer as ‘Miss’. They both wished one anoth-
er a good morning and a great day. That cul-
ture of respecting not only the hotel patron
but each other, even as employees, is one of
the reasons for the hotel’s renown. It’s the
people!

The culture of these companies and the
way they train and encourage their employ-
ees will set the stage for a success far greater
than a known manufacturer’s name above
the hangar. People thrive on recognition for
not just work done well but also just being.
So the idea that a pat on the back or a word
of encouragement can move mountains if
you expect that mountain to be moved by
people is exactly correct.

Back to the idea of the recovery and the
people: I have been writing for months that
we are on the cusp of a real recovery. It will
be slow and steady, but that provides
greater certainty of a sustained recovery. It
may not always look like a recovery if you
do not stand back and take it all in. If you
are only measuring it by a price recovery,
don’t hold your breath. If you are measur-

ing it by transac-
tions, first-time
buyers coming
into the market,
or shop activity
for pre-buys,
modifications and
cosmetic improve-
ments, you are no
doubt already
pleased with what
you are seeing.

There are other
areas that will follow and will look better
over time, such as the price of the airplanes
- these will never get back to 2008 levels, but
they will stop going down. I do believe that
given the increase in transactions a broader
lending community will get interested
again, and that will help stabilize our
recovery.

In all of these areas that are enjoying the
increase in business, the people will benefit
first: more jobs; better dependability; and
stability in work hours – along with greater
opportunity in our industry for employ-
ment. Just remember it is a people business.
Bravo for the recovery and its immediate
effect on the people. After all it is this dedi-
cated group of men and women who make
our world go round.

Their skills and the desire to implement
them in their daily work life will continue
the growth, safety and enjoyment of not just
the recovery but the sustainability of our
industry moving forward. So I say ‘Thank
You’ to you all for caring and lifting our
industry back into blue skies.
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Do you have any questions or opinions on the above
topic? Get them answered/published in World Aircraft
Sales Magazine. Email feedback to: 
editorial@avbuyer.com
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Just A Friendly Reminder...
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