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FOREWORD 
This document contains several chapters for the acquisition of Insel Air, 
restructure of it and expansion thereafter. The whole process is not simple 
because there are complicated issues including debts, etc which need to be 
negotiated and agreed to the settlements with creditors in favour of the new 
investors to start with. This is the main obstacle as the next steps can only be 
taken once this is solved.  
 
The other issue of importance is one of nationality, which for an airline requires 
the majority of shares to be owned by the nationals of the country or territory 
in which it is based. The new entity therefore, requires to have 51% of the shares 
to be owned by the nationals of Curacao. It has to be an airline proudly operating 
as the de-facto flag carrier of Curacao with the support of the local residents of 
Curacao. 
 
There is a concern in regard to the employment issue. Providing jobs to the 
nationals of Curacao is an important issue and it is also a concern which the 
government of Curacao has. New operation shall provide type rating training for 
local captains, first officers to fly newly type of aircraft to be selected for the 
operations. Retaining as many as employees possible from existing Insel Air staff 
is important, however, it should be subject to the performance of the employees 
and appropriate staff training will be provided to clear the cloud of bad 
comments on Skytrax website written by Insel Air passengers who are not happy 
with services and handling of the passengers. Passenger services shall be 
modelled from Asian carriers well-known with their hospitalities around the 
world and it can become the symbol of great service by adopting many aspects 
of the service culture and good practice. 
 
There are so many sections of Insel Air’s operations need to be changed and 
improved, it will warrant strong measurements and training after the acquisition 
process. It will be a long way to change corporate structures and the prevailing 
attitudes of employees. It should be changed to become the dominant carrier in 
the region first, then expand to wider areas of the Caribbean and the Americas 
once its network within the region is firmly established for growth followed by 
connections to European destinations. 



 
It requires the will of the Government of Curacao as well as changes in the 
Curacao Civil Aviation Authority to meet the ICAO standards that is vital for the 
growth of the new airline. Meeting ICAO standards mean the Curacao Civil 
Aviation Authority will be ready to pass the FAA’s International Aviation Safety 
Assessment (IASA) programme. This would mean an upgrade of Curacao to 
Category 1 status which will enable Curacao carriers the launch of direct flights 
to US destinations. Direct flights to the US destinations by Curacao registered 
carriers will benefit not only the new carrier transformed from Insel Air but also 
the economy of Curacao through connectivity controls in the hands of Curacao. 
 
Investors could establish a fresh new airline in Curacao after the bankruptcy of 
Insel Air, however, there are a few reasons why acquiring Insel Air would be a 
more attractive option than establishing a new carrier. Insel Air is a member of 
IATA, therefore, implementing and expanding interline and SPA relationship 
with other IATA member carriers is easy. It will take at least 12 to 18 months for 
a fresh new carrier to become an IATA member by passing IOSA (IATA 
Operational Safety Audit) therefore time-saving is one of the main reasons. Insel 
Air’s IOSA is valid till 17 September 2018 and Insel Air’s own assessment of its 
current situation may be reflected this situation. Have Insel Air applied for 
renewal of its IOSA?  This decision may show the current confidence of the Insel 
Air management on Insel Air as an ongoing concern. 
 
The success of the new carrier transformed from Insel Air will need the support 
of the Government of Curacao and the people of Curacao, but all the indications 
are that the potential is there to achieve this. 
 
 

August 2018 

 
James Stewart Kim 

Group Managing Director 
AvCon Worldwide (Holdings) Limited 
E-mail: jkim@avconworldwide.aero 
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CHAPTER ONE 

ACQUISITION STRATEGY 

 

PRELIMINARY CONCERNS TO BE CHECKED 

 

Insel Air’s current situation is very complicated and concerns over unknown 
liabilities should be addressed and checked. Liabilities listed in the court 
documents should not be considered as full liabilities knowing that Insel Air has 
not disclosed its accounts since its incorporation.  

Upon reaching a preliminary agreement on taking over of Insel Air is reached, 
public notices should be published in major newspapers in Aruba, Bonaire, 
Curacao, St Maarten, Guyana, Surinam, the United States and any country or 
territories Insel Air has operated and is currently operating. Public notice should 
address to any creditors who have receivables from Insel Air that they are 
required to report their details, amounts of the debts Insel Air owes along with 
evidence such as copies of contracts, invoices, etc by a certain date otherwise 
claims shall not be entertained.  

By doing so, hidden liabilities can be found and solutions can be considered 
before a final decision is made. The economic viability of Insel Air after taking all 
the liabilities should be examined as heavy debts accumulated by Insel Air may 
hamper economic viability and make no sense in taking over. 

Clear accounts should be made available after receiving claims by the due date. 

 

 

 

 

 

 



 

NEGOTIATIONS WITH CREDITORS 

 

There should be two groups for negotiations. One group is pure creditors who 
have receivables based on the supply of goods and services and the other is 
creditors who are creditors but also shareholders such as government bodies. 

 

PURE CREDITORS 

 

Settlement of debt shall be based on the following chart for pure creditors. 

 

VALUE OF DEBT SETTLEMENT PERCENTAGE 
UNDER US$10,000 UP TO 60% 
UNDER US$50,000 UP TO 50% 
UNDER US$100,000 UP TO 40% 
UNDER US$500,000 UP TO 30% 
UNDER US$1,000,000 UP TO 20% 
OVER US$1,000,000 UP TO 10% 

 

Higher rates are applied to lower value creditors considering conditions of small 
and medium-size businesses. 

Above rates are suggested rates to make settlements with creditors who are 
pure creditors based on the supply of goods and services however rates can be 
negotiated based on the stance of creditors as our aim is to settle with creditors 
to avoid the bankruptcy of InselAir. 

The preliminary agreement with each creditor should be made before actual 
settlement with payment is made as negotiations with creditors cum 
shareholders are critical and no deal with creditors cum shareholders will 
terminate the preliminary agreement with pure creditors. 

 

 



CREDITORS CUM SHAREHOLDERS 

 

Creditors cum shareholders are main negotiating partners and they are very 
important for the nationality rule that 51% of shares should be owned by the 
nationals of Curacao. 

Currently, the government of Curacao have a controlling stake of 51% in Insel 
Air at the moment. Private investors who formed Insel Air at its inception are 
also the target of negotiations. The government of Curacao became the majority 
shareholder of InselAir in return for loans granted to Insel Air to keep a vital air 
connectivity for Curacao, but the current status of Insel Air’s operation merely 
keep the ABC island connections and links with St Marrten and Paramaribo. It 
does not provide any other connection and Curacao’s air connectivity beyond 
those points are dependent on foreign carriers serving Curacao.  

Any cancellation of the routes by foreign carriers shall impact on Curacao’s 
economy – trade tourism will be impacted by such action of foreign carriers. It 
is important to keep air connectivity by a carrier based in Curacao, but not in the 
current  shape of Insel Air. It should be a carrier with a proper the hub and spoke 
system providing wide destinations with direct flights and competitive fares to 
beyond direct route destinations. As investors cannot initialy fulfil 51% 
shareholding by the nationals of Curacao, it is vital to balance a shareholding 
structure with 51% shares held by the nationals of Curacao. Therefore the 
following strategy should be considered and successful implementation of it 
should be the goal. 

 

CREDITOR/SHAREHOLDER MONETARY 
SETTLEMENT 

SHAREHOLDING 
STRUCTURE 

THE GOVERNMENT OF 
CURACAO 

5% to 10% of the loan 
value to be settled 
upon agreement 
signing 

Let it keep current 
shareholding for 5 to 10 
years to make 
nationality rule is met. 
The annual dividend is 
allowed during the 
shareholding period. 

PRIVATE SHAREHOLDERS 
& CREDITORS  

5% to 10% of the share 
value to be settled 

Let it keep current 
shareholding for 5 to 10 



WHO ARE NATIONALS OF 
CURACAO 

upon agreement 
signing 

years to make 
nationality rule is met. 
The annual dividend is 
allowed during the 
shareholding period. 

PRIVATE SHAREHOLDERS 
& CREDITORS WHO ARE 
NOT NATIONALS OF 
CURACAO 

10% of the share value 
to be settled upon 
agreement signing 

Shares to be taken back 
upon settlement of 10% 
of share value. 

 

InselAir proposed in its own document titled ‘Notice of interest to the creditors 
of Insel Air International, Curacao, August 25th 2017’ that THE REIMBURSEMENT 
OF THE LOAN MADE BY THE GOVERNMENT OF CURACAO, FOR WHICH WE WILL 
BE SEEKING AN EXTENSION OF PAYMENT OVER A PERIOD OF TEN (10) YEARS. 
Monetary settlement shown in the chart can be an indicative plan that 
repayment of maximum 10% each year for an appropriate period and the annual 
dividend mentioned in shareholding structure can be considered annual interest. 
By using this strategy based structure, 51% shareholding by the nationals of 
Curacao can be fulfilled and replacement shareholders can be found to replace 
a part or whole of shareholdings under the government of Curacao and 
Korpodeko in the future to make it a fully private entity. 

There are pure creditors based in Curacao including Goddard Catering Group 
Curacao. Those pure creditors may be offered shares in return for waving debts 
and become shareholders of shares released by the government of Curacao 
upon settling the first settlement of up to 10% of the loan value. 

Contents in the chart above are subject to the outcome of checks on Insel Air’s 
books and negotiations - they are indicative guidelines only 

 

 

 

 

 

 

 



 

CHAPTER TWO 

REBRANDING 

 
Insel Air’s reputation has been damaged dramatically since it got into difficulties. 
Cancellations, delays, inappropriate handling of customer complaints 
contributed to the damage and a safety concern has also raised by the Foreign 
and Commonwealth Office of the United Kingdom stating US and Dutch 
authorities prohibited their staff from using Insel Air in 2017. 

Passenger complaints are all over Insel Air page on Skytrax website. Insel Air 
needs to rebrand itself to create a new image and it is in the ‘MUST’ stage.  

This chapter contains suggested new names, logos, liveries for the rebranding of 
Insel Air. 
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CHAPTER THREE 

RESTRUCTURE 

 
Along with rebranding, the new carrier needs to restructure itself for new 
operational environments. The fleet will be modernised and new training 
sessions shall be conducted for a fresh new start. 
 
FLEET DECISION 
 
It is understood that social issues caused by current and former employees of 
Insel Air are an important to deal with. Keeping current employees in place and 
further jobs created also  to offer jobs back to former employees of Insel Air shall 
be a priority task. Therefore, MD 80 series aircraft shall be leased under dry lease 
as an interim solution during the transition period. Cockpit and cabin crews, 
engineers with MD 80 series type ratings shall be sent for A320 family aircraft 
type rating course in rotations. MD 80 aircraft shall be operated until the Airbus 
fleet of aircraft are ready for deployment and all the flight crew members 
together with ground engineers have gone through the necessary training. This 
shall create the condition of continuous employment for former and current 
employees of Insel Air. 
 
Phase 1  
 
The ABC islands interisland services: ATR42-500/600 x 3 aircraft 
Regional services up to a part of the USA: A319/A320 x 6 aircraft 
 
Phase 2 
 
Long-haul services: A340-600 
 
*There is no ETOPS requirement for A340-600 which is ideal for quick start 
operation over the sea. Current market lease rate and sale price for A340-600 
are a lot lower than A330, B777 series. A340-600 is the largest size aircraft after 



B747-400, therefore, it is a suitable aircraft to offer competitive fares for long-
haul routes based on its large seat capacity and cargo capacity.  
Cargo capacity shall be ideal for transport of fresh flowers and fruits from South 
America to the European market. More fuel efficient aircraft shall be sought 
after long-haul market is well established with acceptable competitive fare 
levels in the transit flight market. 
 
REMARK 
 
All Airbus fleet is considered except ATR42-500/600 for interisland services. The 
pilot shortage is a major concern, therefore, cross qualification between Airbus 
aircraft types shall help pilot rotations. A340-600 shall be reviewed later stage 
as it is the type of aircraft for expansion stage. 
 
TRAINING PROGRAMMES 
 
Pilots who have been working for Insel Air and those who have been redundant 
from Insel Air shall be given the priority for hiring. Pilots shall be sent for type 
rating training for Airbus A319, A320 and ATR 42-500/600. A cadet training 
programme shall be established to find local talents suitable for pilot training 
and offer 4 to 6  places per year. This shall offer the young talent of Curacao 
opportunities for pilot careers. 
 
Existing cabin crew members shall have priority and opportunity for hiring. New 
cabin crew recruitment drives shall be conducted each year to find talented 
candidates. Asian carriers’ cabin crew service models shall be adopted and 
training shall be provided to achieve a type of high standard service quality 
which is not available in the region and the Americas. 
 
Training programme for ground and customer service personnel shall be created 
and training shall be focused on having good practice customer service in mind 
and a focus on proper interaction with passengers. This training programme is 
very important as most of the complaints against Insel Air posted in Skytrax’s 
Insel Air page are based on the method in handling of cases by ground staff. A 
complete makeover is mandatory. 
 
 



 
 
ROUTE PLAN  
 
Initial routes considered are regional routes serving destinations in the 
Caribbean, Central and South America.  
 
* Aruba 
 
* Bonaire 
 
* St Maarten  
 
* George Town, Guyana 
 
* Havana, Cuba 
 
* Santo Domingo 
 
* Cartagena, Colombia 
 
* Bogota, Colombia 
 
* Medellin, Colombia 
 
* Quito, Ecuador 
 
* Lima, Peru 
 
* Santiago de Chile, Chile 
 
* Sao Paulo, Brazil 
 
* Miami, FL, USA 
 
* New York, NY, USA 
 



 
 
US routes shall be subject to the upgrade of Curacao Civil Aviation Authority to 
Category 1. The new carrier shall work with Curacao Civil Aviation Authority to 
achieve this goal as oversight issues of Curacao Civil Aviation Authority have to 
be resolved to pass US FAA’s International Aviation Safety Audit (IASA). Curacao 
Civil Aviation Authority has to meet the standards set by the International Civil 
Aviation Organisation (ICAO).  
 
The new carrier may aid Curacao Civil Aviation Authority with relevant 
international experts to help Curacao Civil Aviation Authority organise itself to 
meet the ICAO standards. Once Curacao Civil Aviation Authority is ready with 
confidence in compliance, applications have to be made for US FAA’s IASA and 
the ICAO’s USOAP (Universal Safety Oversight Audit Programme).  
 
Passing US FAA’s IASA shall allow the new carrier launch direct flights to US 
destinations which are lucrative and create extra demands from the Central and 
South American markets. 
 
It also requires synchronised timetable to enable most efficient connections via 
Curacao airport. Especially, flights from Central and South America should arrive 
at Curacao airport for connecting flights to US routes. 
 
INTERLINE, SPA BASED SALES & MARKETING SYSTEM 
 
It shall take time for complete route network is established, especially including 
Miami and New York which is subject to passing US FAA’s IASA by Curacao Civil 
Aviation Authority. 
 
It is important for the new carrier having a strong network beyond its own routes. 
It needs to have strong interline and SPA (Special Prorate Agreement) based 
competitive fares. Sales of tickets with final destinations beyond its own 
network destinations means automatic increases of its load factors as 
passengers shall travel to its own network destinations before they are 
transferred to interline partner carriers’ flights. 
 



Maximum participation in IATA’s MITA (Multilateral Interline Traffic Agreements) 
and MPA (Multilateral Prorate Agreements) is important, however carrier to 
carrier individual interline and SPA deals can be used alternatively with certain 
airlines.  
 
More air connectivity with competitive airfares can be offered in all online 
network destinations and it will pave the way for worldwide offline sales with 
additional marketing through GSA (General Sales Agents) around the world. The 
value of offline market sales through GSA is targeted at 3% to 5% of total 
revenue while interline, SPA based sales are targeted at 10% to 15% of total 
revenue when interline, SPA fares are established along with GSA appointments 
around the world.  
 
ONBOARD PRODUCTS AND SERVICES 
 
The new carrier is aiming to be a full-service carrier, not a low-cost model. It may 
adopt some elements of low-cost carriers if market demands are there making 
it a hybrid carrier.  
 
The Caribbean, which is the main initial target market, is more like a full-service 
market than the low-cost market as accommodation costs for travellers are not 
cheap and more like destinations for middle income or higher level travellers. 
However, expanding to Central and South American markets along with large 
transit passengers to US destinations may require some low-cost carrier 
elements in order to be competitive in this market, unless it is able to offer 
competitive through fares for entire segments of the journey. 
 
Onboard products and services introduced in this chapter cover the period 
before low-cost carrier elements are considered for introduction. 
 
 
 
 
 
 
 
 



 
 
BUSINESS CLASS PRODUCT 
 
 

 
A319 and A320 aircraft shall be delivered with proper business class seats for 
short and medium haul flights. Although it shall not provide a lie-flat bed, it will 
provide decent recline for comfort during the flights. 
 
Proper 3-course meal service shall be served for business class passengers. Hot 
meal service shall be served for the flight duration over 90 minutes while cold 
meal service shall be served for the flight duration under 90 minutes. Meal 
quality and variety shall be decided depending on routes, flight duration and 
other factors. Minimum 2 choices of main meals to choose from shall be 
available. Alcoholic, non-alcoholic beverages shall be served without charge. 
 
 
 



 
 
ECONOMY CLASS PRODUCT 
 
The economy class product is within parameters of current industry standard 
service. Snacks or sandwiches shall be served for the flights less than 90 minutes 
while cold or hot meal shall be served for flights lasting more than 90 minutes. 
Minimum 2 choices of main meals to choose from shall be available with 
complimentary non-alcoholic beverages however the limited range of 
complimentary alcoholic beverages shall be available for flights lasting more 
than 2 hours. 
 
IN-FLIGHT ENTERTAINMENT (IFE) 
 
For short and medium haul flights, there are a few in-flight entertainment 
options. Audio, visual entertainment availability shall be subject to facilities 
available on the aircraft. ATR 42-500/600 aircraft has no audio, visual 
entertainment option. A319 and A320 shall have limited audio, visual 
entertainment options subject to facilities available onboard – overhead 
monitor availability, wi-fi server availability, etc.  
 
There is a possibility to provide audio, visual entertainment through individual 
devices available for passengers to rent. The device rental service shall be 
available on the aircraft with wi-fi server or onboard server availability. Onboard 
server for IFE device shall be able to provide a limited range of movies, TV 
programmes, games, etc 
 
These devices shall be available for rent for flights over 2 hours flying time and 
rental fees shall be charged dependant on flying times of under 3 hours and over 
3 hours. 
 
 
 
 
 
 
 



 
 
Following device is under consideration. 
 

 
 

 
 
 
*Seamless Wi-Fi access (where applicable). 
*‘One touch’ integration with onboard server streaming content. 
*Simultaneous multiple screen operation. 
*Sophisticated usage analytics reporting via Microsoft’s Azure Data Factory. 
*Privacy settings that ensure user sessions are cleared with every use. 
*Complex security configurations for content protection. 
 
Business class passengers shall receive device free of rental charge.  
 



 
 

FOR THE PASSENGER 

 

 

 

• Wide selection of still in theatre movies, new releases, TV, XBOX games, 
digital magazines, music, destination content and more. 

• Custom-built user-interface offering an engaging and user-friend 
experience. 

• Seamless ‘one touch’ Wi-Fi integration with the onboard server or internet 
connectivity. 

• Bright, high-resolution screen with 8” viewing size (10” available). 

• Over six hours of video run time. 

• Multiple screens and multi-tasking capability (a passenger can listen to 
music while reading a digital magazine, e.g.). 

• Multiple languages and closed-captioning available. 



 
 

FOR THE AIRLINE 

 

 

• Low cost and lightweight (just over one pound per unit). 

• Very thin – can maximize quantities boarded. 

• Content easily updated by a simple swap of the micro SD card. 

• Deep analytics available as well as CRM integration. 

• For rental programs, a new and valuable source of ancillary revenue. 

• Fully customizable GUI and shell to match airline branding and guidelines. 

• Easily upgradable software. 

• Revenue share programs available as well as full program operations 
support. 

 
TrayVu9 is a trademark of Skycast Solutions 



 
 
IN-FLIGHT MAGAZINE 
 
Publishing of the in-flight magazine can be contracted to a publishing firm with 
revenue sharing of advertising revenue. This arrangement shall provide extra 
revenue and it will be a paper media in-flight entertainment. 
 
IN-FLIGHT DUTY-FREE SHOP 
 
In-flight duty-free shop operation shall be contracted out to a duty-free 
concessionaire to provide goods for sale and in-flight duty-free brochures. Profit 
sharing agreement shall be made between the new carrier and duty-free 
concessionaire along with rewards for cabin crew who sell duty-free items to 
passengers. 
 
FREQUENT FLYER PROGRAMME 
 
Insel Air’s Insel StarMiles should be reorganised to meet the new operation and 
frequent flyer programme tie-ups with other carriers, especially those carriers 
who are in interline or SPA arrangement with the new carrier is very important. 
Earning miles on the new carrier’s flights as well as on flights operated by 
interline and SPA partner carriers is a very important marketing tool. It will 
increase the opportunities to earn and redeem miles. Insel Air’s StarMailes 
programme currently has mileage earning and redeeming on Insel Air’s flights 
only. 
 
 
 
 
 
 
 
 
 
 
 



 

CHAPTER FOUR 
EXPANSION 

 
The new carrier shall add flights to Europe once restructure and the 
establishment of routes in the Caribbean, Central and South America along with 
two destinations in the USA; Miami and New York are completed. Routes 
established as per the restructuring plan are important as such route network 
shall provide additional passengers for the European destinations. Amsterdam 
is dominantly covered by KLM, therefore, the new carrier has to open new 
routes not served by European carriers. London and Madrid are primary 
European destinations. London is one of the main gateways to Europe and the 
world and Madrid is the capital of Spain which is a popular destination for 
Spanish speaking South Americans. 
 

 



 
European destinations are planned to be operated by A340-600 aircraft as it is 
mentioned in the fleet decision section of chapter three. 
 
It is important to have a proper premium class service when A340-600 is 
deployed for long-haul routes and selected medium routes with high demands. 
Therefore a world-class business class service should be developed, far better 
than premium services provided by competitors in all of the Americas. 
 
The wider network shall be developed once two European routes are opened. 
More US destinations, Canadian destinations along with Central and South 
American destinations shall be added. 
 
The FINAL AIM is making Curacao a major transit hub between Central and 
South America and Europe,  North America. Taking advantages of Curacao’s 
geographical location is the best way to make the new carrier successful. Transit 
passengers who spend holidays in Curacao before taking onward flights shall 
contribute a lot to the economy of Curacao and create jobs for the people of 
Curacao in the tourism sector. 
 
Making Curacao a major hub like Singapore, Hong Kong, Dubai, etc shall require 
hard work and contributions by all the employees of the new carrier. The 
Government of Curacao has to work together to support the growth of 
infrastructures, collaboration to bring US immigration pre-clearing facilities to 
Cuaraco airport. The new carrier may contribute the costs to maintain US 
immigration pre-clearing facilities by charging relevant costs into airfares for the 
flights to the US destinations. Additional contribution by Curacao Airport 
Partners by adding additional fee increase in its airport charges shall also help 
to maintain US immigration pre-clearance facilities. Having US immigration pre-
clearance facilities at Curacao airport shall create huge traffic through Curacao. 
Aruba has been taking advantage of having US immigration pre-clearance 
facilities at Aruba airport and it made Aruba one of the main gateway airports in 
the region. 
 
To bring a world-class premium service to the business class of the new carrier, 
service concept has been created for the expansion and growth of the new 
carrier, the economy and the people of Curacao. 



 
LONG-HAUL BUSINESS CLASS PRODUCT 
 
Meal Service 
 
The elements described in the new carrier’s ‘Service Concepts’ document (a 
separate document) provide an excellent focus on the meal service. Exceptional 
meal quality and presentation is another area that can allow customers to 
overlook another potential service shortcomings and leave a lasting impression 
that customers will discuss enthusiastically with other potential customers. The 
“chef onboard” concept provides a superb restaurant feel to the meal. The 
following elements are recommended as part of a top quality meal service: 
 
• Service delivery 
 
o Offer a restaurant-style printed menu attractive enough that customers will 
be encouraged to take it with them as a souvenir 
 
o Separate wine list describing each wine in detail as well as listing all other 
available beverages, cocktails, and spirits. 
 
o Flight attendants may wear a dinner jacket during the meal presentation. 
 
o Deliver food and beverages to the customer on a cloth-lined polished stainless 
steel hand tray. 
 
o A cloth-lined restaurant style tiered cart can be used to display and offer 
appetizers, fruit and cheese, and desserts. These items should appear in an 
attractive bulk display and be plated in front of the customer by the flight 
attendant. Airline style meal carts are NEVER to be used in the aisles. 
 
 
o Bread should be offered and served from a cloth-lined breadbasket. 
 
o An expedited all-at-once executive style meal should be available for 
customers who want to forego the full meal service in favour of sleep or work. 
 
o Additional specifics are offered in the Onboard Flight Attendant Service Flow 
section. 
 



• Service ware 
 
o Tray tablecloths and cloth napkins should be complementary to the cabin 
colours. Colours should be soft and muted so as not to detract from the 
appearance of the food or table setting. 
 
o Napkin roll clip branded with the new carrier logo. 
 
o Polished metal flatware such as stainless steel. 
 

• 3 forks (appetizer, salad, and entrée) 
 

• 2 knives (butter, entrée) with dull, rounded tips for security purposes 
 

• Spoons 
 

• Service wares 
 

• Tongs (bread, appetizer, fruit) 
 

• Serving spatulas 
 

• Serving spoons 
 

• Cheese slicers 
 
o China pattern should be unique to the new carrier. China pieces should be 
round in order to contrast with the squared table shape.  China pattern colours 
should be complementary to the cabin colours.   
 
The pattern should be limited to borders so as not to detract from the 
appearance of the food.   
 
China pieces should include: 
 
▪    Dinner plates 
 
▪    Soup bowls 
 



 
▪    Appetizer / bread plates 
 
▪    Salad / Fruit Plates 
 
▪    Ramekins (for nuts and butter) 
 
▪    Full-size coffee mugs (preferred to coffee cups as mugs keep the contents hot 
longer) 
 
▪    Salt and pepper shakers 
 
o Glassware should be clear, heavy (to reduce breakage), and display a small 
new carrier logo either etched or screened in white to give the appearance of 
etching.  Designs should be relatively low in height, and adequately broad at the 
base to reduce tripping hazards.  Pieces should include: 
 
▪    Water/cocktail glass with a cylindrical shape 
▪    Wine/champagne glass – short stem with wider bowl 
▪    Short stem liquor glasses 
 
Hot towels 
 
o Towels should be a quality terry material 
 
o Each towel service should have its own unique scent for the flight stage: 
 

  • Eucalyptus scent for pre-meal service to create a sense of comfort and    
   contentment 
 

      •    Calming lavender for the post-meal service to soothe and relax 
 

  •    Fresh lemon for pre-breakfast to awaken the senses 
 
 
 
 



 
ONBOARD FLIGHT ATTENDANT SERVICE FLOW 
 
Pre-departure 
 
o Greet each customer at the aircraft door, read his/her boarding pass, welcome 
him/her by name, and escort him/her to his/her seat. Assist with stowing carry-
on luggage. Offer to hang the customer’s jacket. 
 
o Upon seating, offer a menu and amenity kit. 
 
o Take a pre-departure beverage order, and deliver from a cloth-lined 
tray. 
 
o Each flight attendant should be provided with a final seating chart with 
each customer’s name so they can be addressed by name throughout the flight. 
 
o Following the safety briefing, collect beverage glasses using the cloth-lined 
tray. 
 
Pre-meal 
 
o Take the customer’s entrée and beverage order. 
 
o Offer hot towel service (Eucalyptus scent) 
 
o Collect towels 
 
o Serve beverage along with an accompaniment such as high quality, warmed 
nuts. 
 
o Set the customer’s table: 
 
• Layout tablecloth with the folds horizontal to the customer 
and the creases pointing down 
• Cloth napkin silverware wrap placed on the left 
• Bread plate on the upper left 



 
• Butter ramekin to the right of the bread plate 
• Salt and pepper shakers at top centre 
• Wine glass on the upper right 
• Water glass to the left of the wine glass 
• Fill water glass with ice water and a lemon twist 
• Offer wine selection 
• Offer choice of bread from the bread basket 
 
Main Meal 
 
o Appetizer 
 
• Display appetizers in attractive bulk design on a white cloth 
lined restaurant style tiered cart 
• Offer a choice of appetizer and dish onto appetizer plate. 
• Offer choice of bread from the bread basket 
 
o Salad 
 
• Remove appetizer plate 
• Serve salad on a salad plate with customer’s choice of dressing 
• Offer choice of bread from the bread basket 
• Offer wine or beverage refill 
• Walk aisle with water carafe and refill water glasses 
 
o Entrée 
 
• Entrée items should be plated and garnished fresh in the galley rather than 
being pre-plated in oven-safe casserole dishes. This ensures that each item can 
be heated individually to its unique specifications for the maximum quality 
result rather than heating all items at the same temperature, duration. Plating 
in the galley allows for a restaurant quality presentation rather than all items 
running together. 
• Remove salad plate 
• Serve entrée 
• Offer choice of bread from the bread basket 



 
• Offer wine or beverage refill 
• Walk aisle with water carafe and refill water glasses 
 
o Clear entrée plate, bread plate, butter ramekin, and silverware 
 
o Fruit and cheese 
 
• Display fruits, cheeses, after dinner liquors, coffee and tea on a white cloth 
lined tiered cart 
• Cheeses should be displayed as small rounds on cheese boards 
• Fruits should be displayed in bulk in attractive bowls 
• Crackers should be displayed in a cloth-lined basket 
• Coffee and hot water for tea should be an attractive stainless steel carafes 
• Liquors and Port should be displayed on the second tier of the cart in uniform 
groupings along with bread plates and forks 
• Slice and plate cheese, fruit, and crackers to customer’s request and serve on 
bread plate with a fork 
• Offer after dinner liquor, Port, tea, and coffee 
• A variety of teas can be offered from an attractive tea box 
 
o Collect fruit and cheese plates and forks 
 
o Dessert 
 
• Display dessert offerings on white cloth lined tiered cart 
• Coffee and hot water for tea should be an attractive stainless steel carafes 
• Liquors and Port should be displayed on the second tier of the cart in uniform 
groupings along with bread plates, bowls, forks, and spoons 
• Plate customer’s dessert request 
• Offer beverages as described for fruit and cheese 
 
o Clear all service wares and offer to stow customer’s tray table 
 
o Offer lavender scented hot towels 
 
o Collect towels 



 
o Ask customers if they wish to be awakened for the snack service and/or the 
breakfast service and mark their seat with their request 
 
Post-meal 
 
o Offer large bottled waters for customer’s overnight use. 
 
o Offer to assist the customer with preparing their seat for sleeping. 
 
o Set up “snack bar” buffet adjacent to the galley or on a credenza in the cabin 
with remaining fruit and cheese, packaged snacks, wine, and water. This will 
allow customers to “nosh” through the night. 
 
o Dim cabin lighting. Use penlights in the cabin when additional lighting is 
required. 
 
o Walk the cabin with a slow, attentive, purposeful walk at least every 15 
minutes to attend customer requests 
 
Mid-flight snack 
 
o Display snack offerings (noodle bowls, finger sandwiches, fresh baked cookies, 
packaged snacks) on white cloth lined tiered cart. 
 
o Do not wake customer for a snack if they are sleeping (unless previously 
requested to do so). 
 
o Plate and serve customer’s request on bread plate or in a bowl with a fork or 
spoon and cloth napkin. 
 
o Offer coffee, tea, water, or choice of other beverage not displayed on the cart. 
 
o Collect all service wares and offer to stow the tray table. 
 
o Walk the cabin with a slow, attentive, purposeful walk at least every 15 
minutes to attend customer requests 



 
Pre-arrival meal 
 
o Begin service 90 minutes before arrival 
 
o Gradually increase cabin lighting over a 5 minute period 
 
o Do not wake sleeping customers unless previously requested 
 
o Offer lemon-scented hot towels 
 
o Collect hot towels 
 
o Set the customer’s table: 
 
• Layout tablecloth with the folds horizontal to the customer and the creases 
pointing down 
• Cloth napkin silverware wrap placed on the left 
• Bread plate on the upper left 
• Butter ramekin to the right of the bread plate 
• Juice glass on the upper right 
• Water glass to the left of the juice glass 
• Fill water glass with ice water and a lemon twist 
• Offer fresh juice selection 
• Offer choice of coffee or tea 
• Offer choice of breakfast bread from the bread basket 
 
o Fruit plate 
 
• Serve pre-plated fresh fruit from the galley 
• Offer a refill of juice, coffee, and tea 
• Offer choice of breakfast bread from the bread basket 
 
o Entrée 
 
• Remove fruit plate 
• Plate customer’s breakfast entrée in the galley and serve 



 
• Offer a refill of juice, coffee, and tea 
• Offer choice of breakfast bread from the bread basket 
 
o Clear all service wares except coffee mug or teacup 
 
o Continue to offer refills until final descent cabin preparations 
 
o Clear all additional rubbish not wanted by the customer 
 
Pre-arrival 
 
o Personally, thank each customer by name for flying with the new carrier 
o Ask if they require any special services upon arrival. 
 
• Write special service requests and provide to cockpit crew to communicate via 
radio with concierge on ground 
 
o Return coats and jackets 
 
Arrival 
 
o Offer to assist retrieval of carry-on luggage to the extent of the flight 
attendant’s individual abilities. 
 
o Concierge should make a welcome announcement along with an 
acknowledgement of any special service requests. 
 
o The captain should stand at the forward door and First Officer at the second 
entry door (if both jetways used) to acknowledge and thank customers. 
 
o Offer a warm, personal farewell at the cabin door. 
 
 
 
 
 



 
LOUNGES 
 

 

Obtaining and developing the airport real estate necessary for an exclusive 
lounge large enough to accommodate a customer count as large as the new 
carrier may prove cost prohibitive. There may not be an adequate ROI for one 
or two flights per day. Whether the new carrier chooses to build its own lounge 
or contract with an existing lounge, there are certain elements that should be 
considered of top importance: 

 
• A concierge desk should be located and manned in the lounge to 

assist with customer requests of any kind, whether it be for special 
services onboard the flight, or post-arrival services such as arranging 
ground transportation, hotels, onward connections, tour 
information, etc. 
 

• Workstations with electrical outlets, data connections, and telephones 
 

• A tended bar 
 

• Quality snacks 
 

• A “quiet” room 
 

• Comfortable and adequate seating 
 

• Meeting rooms 
 

• Arrival shower 
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