Case Study

Flight Options Uses BlackBerry to Reduce Costs
and Improve Communications with Pilots

Flight Options understands the challenges of managing a mobile workforce better than
most. Almost 1,100 employees spend 90% of their working day in the jet stream, flying
the company-s clients around the world. Communicating trip and logistical information
to these flight crews by phone and fax has become a slow, labor-intensive process that
runs up high monthly long distance bills.

In 2003, in a bid to reduce the company-s $15,000/month phone costs for this
communications by 75%, Flight Options deployed 550 BlackBerryC Wireless Handheld™
on the BlackBerry Enterprise Server™, equipped with the Mobile Data Service (MDS)
feature. Working with third party supplier, Mirifex Systems, they developed the Wireless
Operations Gateway, a forms-based application that synchs with the company-s back-end
database to send trip information and updates to the BlackBerryC handhelds.

Only three months in place, Flight Options is already planning to deploy the solution to
its remaining pilots, and soon will install a second BlackBerry Enterprise Server and have
a total of 1,100 BlackBerry handhelds. The preliminary successes include:

© Elimination of 5,000 faxed pages/week

© Potential reduction in long distance charges of $8,000/month

< Simplification in booking flights and pilot reporting, with updates sent wirelessly
every 15 minutes

< Business process evolution to redirect employees to customer-focused tasks

< Improved customer satisfaction that leads to follow-on referrals

© Greater pilot and crew morale and connectedness to the organization

< Ability to remotely upgrade software on the handheld

Flight Options is one of a handful of U.S. companies that cater to elite business and
celebrity travelers who own partial shares in corporate and luxury jets. Their business
depends on providing timely, professional, safe flights to customers who are used to
receiving the very best in service. A large part of meeting their customers- needs is
communicating with pilots and flight crews to manage the more than 2,500 scheduled
flights per week. This information includes destination details, catering requirements,
transportation logistics, plus the pilot-s log data such as fuel loads and their layover
itinerary.
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Situation

Flight Options spends $15,000/month

in long distance charges for its flight
crews to communicate with its Operations
Center. The expensive system relies on
faxed trip sheets and labor-intensive
reporting by phone.

Company Profile

Founded in 1998, Flight Options is a
leader in the fractional jet industry. The
company offers its high-profile customers
partial shares in previously owned aircraft.
Flight Options has more than 2,000
owners, 1,100 pilots and a fleet of over
200 new and pre-owned aircraft.

Solution

A total of 1,100 BlackBerry handhelds on
the BlackBerry Enterprise Server, equipped
with the MDS feature, will provide wireless
trip information and updates. Software
developed by Flight Options and Mirifex
Systems synch with the company-s SQL
and Oracle databases every 15 minutes to
provide the most up-to-date information.

Results

A paperless communications system
regularly updates pilots about their trip
status. Resources have been freed up

in the Operations Center to put more
focus on customer service. There is the
potential to reduce long distance charges
by $8,000/month. Pilots and crew feel
more connected to the organization,
improving morale and job satisfaction.
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Until recently, 85 ground crew at the company-s Operations Control Center (OCC) called pilots and faxed trip sheets to convey this information.
Each trip sheet is, at least, two pages long; with more than 2,500 flights/week, the paperwork topped a whopping 5,000 pages/week. In
addition, pilots would follow up with phone calls to confirm and close out trips - long distance charges were quickly escalating.

®We were spending $15,000/month just to let the pilots know where they were going, says David Davies, Flight Options CIO. 8Our initial
goal for a wireless solution was to reduce the number of calls to pilots by 75%, or about $8,000/month, but we knew there would be ancillary
benefits to workflow, customer satisfaction and employee morale.”

Pilot Project Tests the Landscape

Flight Options did a thorough investigation of the wireless marketplace, looking into a variety of solutions. @The big win with BlackBerry is that
it is always on, says Davies. 8We needed the ability to communicate without modems and dial-up and to upgrade the application remotely.
BlackBerry was the only one who could offer us that.”

A pilot project began in December 2003, with 20 BlackBerry handhelds deployed to pilots. As an intermediary step, the trip details were first
sent by email in a MicrosoftC Exchange environment. Davies knew the system was only a short-term solution, in preparation for software that
would ultimately access the company-s back-end database.

But the test was successful, and Flight Options developed the Wireless Operations Gateway (WOG) with the help of its existing network
contractor, Mirifex Systems. In January 2003, WOG was installed on 550 BlackBerry handhelds to access the SQL and Oracle databases at the
OCC. BlackBerry handhelds were programmed to synch with the database every 15 minutes, and pilots began receiving all the paper-based trip
information via a forms-based application.

The Wireless Operations Gateway and BlackBerry Go to Work

One pilot and his or her crew, can fly numerous flights a day, with a great deal of information to be sent and logged. With the new BlackBerry
solution, they began receiving continuous updates to their itinerary. The OCC sends out trip schedules that include details of destinations,
customer requirements and the pilot-s flight and layover information. Once, a flight is completed, pilots use the same wireless form to close out a
flight, quickly updating the OCC about their status.

WOG has built-in validation to ensure that each trip number and crew identifiers are correct before the information is logged into the system.
Many trip details are already pre-filled on the form to help reduce typing errors and to ensure the flights are tracked correctly. All pilots need to
enter onto the form is their specific trip details, such as fuel loads, approach statistics and other details that would normally go into pilot-s log
books.

8The only surprise we had in the whole deployment process was the lack of pushback from the crew,” says Davies. 8They loved it almost instantly.
And all we had to do was mail out the BlackBerry handheld with some minimal instructions about using WOG - it was so simple to use, they
figured it out with very little hassle.”

With pilots scattered all over the world, it was not realistic to have a hands-on IT person managing their handhelds. A major benefit to the
solution was the availability of the BlackBerry Enterprise Server v.3.6. Davies wanted to be able to update software remotely, without having the
cradle the BlackBerry every 30 days. The BlackBerry Enterprise Server v3.6 allows the company to send out remote software updates, so all Flight
Options needs to do is give a pilot the handheld and a power charger - everything else is handled wirelessly.
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