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Agenda

1 Competition law guidelines
2 Webinar housekeeping rules
3 Speakers introduction

ISAGO Program Changes + Recap

A New audit methodology / audit process
A Operational (OPS) Portal

A IATA Connect Launch
A New digital report

5 Audits feedback and lessons learnt
6 What -s next ?
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*‘ ‘ The webinar is recorded, and the recording, along with the

presentation, will be shared

Q&A session throughout the webinar. Please use the Q&A
functionality to submit your questions

If we are unable to answer all your questions during the
webinar, we will ensure to address them afterward
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Monika Mejstrikova

Director Ground
Operations

-

Head, Ground Operations

Iva Pluhackova

and Standards

~

Moderator & Speakers for Today

-

Dimitri Rybkin

Head, Ground Ops Audit
Programs

Berthe Lawson

Assistant Manager,
Accreditation & Program
Management
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One Source: Registration/Accreditation

HQ Registrations GHSP Station Accreditations

500
450 434
400
400
350 336
303
300 279
250 250
200 200
150 150
100 100
50 50
0 0
2021 2022 2023 2024 2025 2021 2022 2023 2024 2025
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ISAGO annual audits trend

450
400
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300
- 250
200

150
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Airlines membership and 2024 savings

ISAGO Member Airlines Trend Utilization of ISAGO Program data

Based on feedback from 29 (airline groups)
600 191 Complement
SMS, 541

Procurement
Purposes 359

700

500

169

400

Reduced Days|

300 on-site, 350
136 Reduced
Training 170
208 Reduced
Oversight218
100 69
21 - Cancelled
Audits, 545
. — S

2021 2022 2023 2024 2025
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Cost of audit Reduced Audit Cost $ 3302

$3048 Saving per audit (3 FTE days)
Average Audit Cost Composition*  z Full Scope

W 3 Audit Days FTE Cost

m 2 Travel Days FTE Cost
Total Cost:

$ 6350

O 2 Follow up Days FTE Cost

O Meals & On-site Logistics

Total FTE Time:
[/ days

O 3-4 Nights Accommodation

O Airfare £ including blocking commercial seats

Wy
10 * Mean of high and low costs as collected from different airlines % E
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Airline Perspective

$ 1,066 800 350

instances
REDUCED AUDITS TO 1 DAY

$ 4 740 745 Audit Cost Difference +USD 3048
)

Total Savings for 29 Airlines (Groups)

Encompassing FTE & Audit Logistics

IATA

11 % FTE Days Used % FTE Days Used
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Impact on GHSPs: full versus reduced Audit

~

= Full Scope Audit mmm Reduced Audit Full Audit FTE —-e=Reduced Audit FTE
$3,000.00
$2,866
$2,500.00 6
Saving per Audit
$2,000.00 $ 1910
4 FTE days
-4
$1,000.00
$478
$500.00
$0.00
Preparation FTE Cost Audit FTE Cost Follow Up FTE Cost

S cost when acco

Scope Audit
$ 6210




o

GHSPSs savings

As per data from 29 Airline Groups

350 Instances (x$1910) 545 Instances (x6210)

$ 4,740 745

TOTAL SAVINGS FROM REDUCED
& FOREGONE AUDITS

Impact of 29 Airline (Groups)
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Program changes

New audit standards and checklists

NEW TOOLS

stomer portal, CRM .elex

e Source ‘/Q
A Connect ‘X
‘)s Portal

Single-auditor audit

Documentation assessment remote

. SIS, |IATA Store

SS (yet to be launched)
Implementation assessment simplified (Yes/No)

Audit fee adjusted
danh
_2VE

= IATA
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New Audit
Methodology & Process

Berthe Lawson
Assistant Manager, Accreditation &
Program Management
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Pre - audit process

Account Creation Profile Creation Agreement & Audit Scheduling
Invoicing
gin
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Pre - audit process

Account Creation

A Customer Portal

A Cine Soulce Profile Creation Agreement & [aydit Scheduling
A STN Account Invoicing

A MHQ Account

D
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IATA


https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/user-guide-to-ground-ops-platforms-v1.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/user-guide-to-ground-ops-platforms-v1.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/ops-portal-user-guide-e.2.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/ops-portal-user-guide-e.2.pdf
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Pre - audit process

Profile Creation

A 1ATA Connect (services,
customer airlines, organization

information, key personnel) Agreement & Audit Scheduling
A Renewal audits assigned Invoicing
automatically

A New audit application on One
Source

Account Creation

D
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IATA



Unrestricted

Pre - audit process

Agreement &

Invoicing
A Basic form to get details for the
agreement
- : - A Agreement/Schedule A via Legal - -
Account Creation | Profile Creation Portal & E-Signature via Docu Sign|AUdit Scheduling

A Audits defined for applicable year

A Invoice (e-mail, SIS, ICH)

A Detailed ISAGO IA checklist obtained

A AHM/IGOM/ICHM purchase

A
=¥

- IATA



Pre - audit process
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Account Creation

Profile Creation

Agreement &
Invoicing

A

Audit Scheduling

Audit assigned to ISAGO
Agents (GOAs) for
scheduling (audit dates paired
with auditor's availability)

Travel plans made by GOAs
Communication via e -mails

20
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Audit process
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Audit Preparation

21

Audit Conduct

GSE Fleet
Assessment

Audit Follow &
Closure

DY
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Audit process
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Audit Preparation
A Audit Plan

A Audit checklist (to do

checklist for an audit + Audit Conduct GSE Fleet Audit Follow &
timeline), shared by auditor Assessment Closure
A OPS portal account
A Self-assessment (gap
analysis) to be published
<8
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https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/ops-portal-user-guide-e.2.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/ops-portal-user-guide-e.2.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/guidance-for-gap-analysis-ed-2-may-2025.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/guidance-for-gap-analysis-ed-2-may-2025.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/guidance-for-gap-analysis-ed-2-may-2025.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/guidance-for-gap-analysis-ed-2-may-2025.pdf
https://www.iata.org/contentassets/24ea260b1ae64a9295f052560f908496/guidance-for-gap-analysis-ed-2-may-2025.pdf
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Audit process

Audit Conduct
A Access to OPS portal for
auditor GSE Fleet | Audit Follow &
Audit Preparation -
P A DA completed in OPS portal Assessment Closure
(excel)
A 1A completed in Intelex
B

& IATA



Audit process

Unrestricted

Audit Preparation

Audit Conduct

GSE Fleet
Assessment
A GSE fleet declaration

A GSE fleet assessment in
RVQ + validation

A GSE fleet part of the IATA
Connect profile

A GSE GD reduction
contribution - reward

Audit Follow &
Closure

24

D

IATA


https://www.iata.org/contentassets/b401babd2e9245faaadced51d60b4be4/enhanced-gse-recognition-program-detail-and-info-participation.pdf
https://www.iata.org/contentassets/b401babd2e9245faaadced51d60b4be4/enhanced-gse-recognition-program-detail-and-info-participation.pdf
https://www.iata.org/en/programs/ops-infra/ground-operations/ground-support-equipment/enhanced-gse-recognition-program/
https://www.iata.org/en/programs/ops-infra/ground-operations/ground-support-equipment/enhanced-gse-recognition-program/
https://www.iata.org/en/programs/ops-infra/ground-operations/ground-support-equipment/enhanced-gse-recognition-program/
https://www.iata.org/en/programs/ops-infra/ground-operations/ground-support-equipment/enhanced-gse-recognition-program/
https://www.iata.org/en/programs/ops-infra/ground-operations/ground-support-equipment/enhanced-gse-recognition-program/

Audit process

Unrestricted

Audit Preparation

Audit Conduct

GSE Fleet
Assessment

Audit Follow &
Closure

A DA + IAxfollow up in
Intelex

A CAR addressed
A Audit closed
A Audit feedback survey

25
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Post-audit process
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Access to the

. . Reqistry .
Audit Report Registry Update T T g audit report &
Certificate
b 1.
2E

26
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Post-audit process

Audit Report
A Quality control check

A Report production in pdf Access to the
A Digital report (Power BI) Registry Update Registry audit report &
A Audit Data Insights and Unified Notification Certificate

Multi-Page Dashboard Export

/D

Aunh
IATA



Post-audit process
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Registry Update

A IATA ONE Source
A 1ATA Connect

Access to the

Audit Report Registry audit report &
Notification Certificate
I b
din
2W¥e
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Post-audit process

Registry
Notification
Station account manager
receives notification for: Access to the
Audit Report Registry Update | A Initial and renewed registration | audit report &
A Certificate availability Certificate

/D

Aunh
IATA



Post-audit process
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Audit Report

Registry Update

Registry
Notification

o Do Do Do D>

Access to the
audit report &
Certificate

List of ISAGO member airlines

ISAGO member airlines access
reports on IATA Connect

Detail profile sharing upon request
and GHSP approval

GSE fleet sharing upon request and
GHSP approval

Certificate accessible on One Source

30
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https://www.iata.org/en/programs/ops-infra/ground-operations/isago/isago-airlines/
https://www.iata.org/en/programs/ops-infra/ground-operations/isago/isago-airlines/
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Communication with GHSP
Customer Relationship Management Tool (CRM)

A streamlined way to connect with us and manage your queries efficiently.

Unifled Communication

All customer interactions
captured in one system.

Automated Case Creation

CustomerPortal : Submit quer.
created instantly.

_ Email: Send to isago@iata.org € Ca s e
End-to-End Tracking @ logged automatically.
Full visibility dashboard on »
case progress and resolution.
=2FE
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Communication with GHSP

JATA Connect

Resource Library

Centralized access to essential
documentation, guidelines, and updates.

Unrestricted

Why | t-s Vallu

A Strengthens peer -to-peer
collaboration

A Provides quick access to
critical information

A Keeps you connected with
industry developments and
safety updates

32

Private Groups
Secure forum for accredited Ground

Handling Service Providers (GHSPSs) to

share insights and best practices.




Initial Audit Feedback

Monika Mejstrikova

Director Ground Operations



Documentation
Assessment

Implementation
Assessment

Standards
Training

Audit Process
Program

Communication

Change
Management

Program
Performance

D
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Documentation

Assessment

Implementation

Assessment

A Separated from IA A Takes a lot of time to do and
Standards A Done remotely publish the self -assessment (gap)

A sampled A OPS portal not always user friendly
Training A GHSP can make A GHSP inability to correct the gap

update anytime after 1t goes audii|l
Audit Process A Resulting in one single A CAR sometimes very complex to '
Program CAR (if not adopted) satlEss
A Gap cloned between MHQ and
Communication STN and not adjusted to local
profile and condition

Change A Need for official recap of DA
Management A Content in OPS portal

Program
Performance




Documentation
Assessment

Implementation

Assessment

Standards
Training

Audit Process
Program

Communication

Change
Management

Program
Performance

A More through

A More evidence of
Implementation is
checked

A More observations

Unrest

A Time pressure
A Is it feasible?

A Airlines variations are not
audited

A Remote auditing (for MHQ) not

easy = planning, resource and
evidence availability




Documentation
Assessment

Implementation
Assessment

Training

Audit Process
Program

Communication

Change
Management

Program
Performance

A Yes, good move
the right directions

A Savings on
duplicate audits
can be materialized

A Driving
standardization

A IGOM/AHM not structured as
GOSM (standard, guidance,
AA) £ more space for
subjectivity and different
Interpretation

AAudi tor s -
visible

A Heavy duty to maintain
compliance




Documentation
Assessment

Implementation
Assessment

Standards

Audit Process
Program

Communication

Change
Management

Program
Performance

A AHM 1110 + quick
penetration among
the GHSPs

A Driving
standardization

A Global awareness

A Potential for
savings

A Lack of understanding of AHM
1110 and corresponding gap
(MHQ vs STN, chapters 1-9 vs
10-12)

A Role of MHQ and STN

A Cloned gap not adjusted to
local conditions

Unrest




Documentation
Assessment

Implementation
Assessment

Standards

Training

Audit Process
Program

Communication

Change
Management

Program
Performance

A Lower audit fee
A Lower variable cost

A Intro to GHSP organization is
missing

A Opening/Closing meeting +
DAJ/IA + consistency

A Challenges with declaration of

MHQ (country, region +who
does what)

A Single auditor not easy
A GOPM not revised yet

Unrest




Documentation
Assessment

Implementation
Assessment

Standards

Training

Audit Process
Program

Communication

Change
Management

Program
Performance

A Bulletins

A Guidance and manuals
A Videos

A Webinars

A Website

A Launched the CRM tool

A 150+ calls with Auditee
(getting ready for the
audit : calls with GHSPs
having audit in 2025)

Unrest

A Information has not
reached to all

A GHSPs are not aware of the
changes or do not read it

A Complexity of the tools and

guidance
A Response time




Documentation
Assessment

Implementation
Assessment

Standards
Training

Audit Process
Program

Communication

Change

Management

Program
Performance

A Takes time to adjust
A Resistance to change

A Simplification x
Complexity

A More automated, using

smart tools x not smart
enough, better user
Interface

A Getting ready to support
regulatory activities

Unrest




Unrest

Documentation
Assessment

Implementation

Assessment
Alt-s coming A Lackof data analytics

Standards A Dig e

Digital report A Historical data
Training A Historical data AAuditor-s perf

_ A Risk heat map A Data connected to findings, '
Audit Process (connecting data variations, IDX
Program various data source
- Into meaningful input)

Communication AAudi tor-s performance
Change A Feedback from audits
Management

Program
Performance



Next Steps

Auditee guidance to provide more clarity on the
audit process and tools, how to do gap analysis
on training, how to declare MHQ and its functions

GHSP training enhancement

GHSP preparation support +package to be
developed and offered

Data analytics to be available to GHSPs (but also
to airlines)

Review of the time needed to do the audit *
feedback from auditee and auditors

GOPM publication

IATA connect launch ==
IATA




GSE fleet validation and GD reduction contribution

Progress report

,/V/_ A '
000099 /. / L= |
Y r =

=

™




Unrestricted

IATA Enhanced GSE Recognition Program

45

Successful applications
from

Applications GHSPs

@ GHSPs

Total 296 140
Assessed 135 59
In progress 99 67/
Failed 81 45
Awaiting fleet 62 38

Total applications expected to exceed 310 by the end of 2025




Unrestricted

GSE Program- Fleet Regional breakdown

GSEAverage age: 10years

GSEAverage age: 12 years ’%‘ Recognition Status

\‘?» <
Recognition  Status Successful:3  Pending: 7
Successful :25  Pending:39 . Failed: 2
Failed: 40
‘o N .onhb v
“ North Asia & China
/ i ' Europe
!, \‘

-

7 .

GSEAverage age: 12years
Recognition Status
Successful: 1 Pending:15

Failed: 14

>

>

?

. Asia pacific
GSEAverage age: 29 years P @ GSEAverage age: 14 years
o Recognition Status

Recognition Status
Successful:14  Pending:20 Successful: 11  Pending: 18

Failed: 16

Americas

Failed:9

Africa & Middle East
\\ . - .
¢ J\ N
“E..,:,( Sy

46



GSE Program - Breakdown

47

Score range

90-100%
80-90%
70-80%
60-70%
50-60%
40-50%
30-40%
20-30%
10-20%

0-10%

0
I
. 2

.1
I 6

Unrestricted

135

From assessed stations

Average score for successful recognitions 45.46%

I 8

I

Average score for all applications 22.77%

I —— 15

0-10%

10-20%

14

m 20-30%

m 30-40%

m 40-50%

m 50-60%

m 60-70%

Average score for failed applications 7.45%

m 70-80%

m 80-90%

53

m 90-100%



Unrestricted

GSE Program * Fleet breakdown

Anti -collision system(s) in GSE m Active Passive = None
86% 86%
79% 80%
75%
66%
0 59%
55% oo o0%
50%
39% .
2504 33% 36%
30% 29%
25% 25%
21%
0,
16% 14% 14% L% 14%
8%
3%
0% 0% 0% 1% ° 0% 2
Belt loader Cabin Catering truck Deicer Elevating work Forklift Lower Main Maintenance  Passenger PRM boarding
cleaning truck platform deckloader  deckloader stairs boarding vehicles i
stairs 4

- =FE
IATA



Operational Portal

lva Pluhackova

Head, Ground operations and Standards

49




OPS Portal Features

Invite/manage accounts, set hierarchy
groups, and edit user permissions

Create, publish, and edit gap analyses;
share gaps and manage related documents

Track and manage variation responses
within gap analyses

Allows perform DA directly in the portal

Unrestricted

View company compliance, activities,
audits, and hierarchy group comparisons

Generate reports based on company
standards and assessments

Send and receive messages related to
portal activity

Tutorial videos and guidance
A OPS Portal websites
A Home page in the OPS Portal



https://www.iata.org/en/programs/ops-infra/ground-operations/ops-portal/
https://www.iata.org/en/programs/ops-infra/ground-operations/ops-portal/
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Frequent Errors: Account Set -Up & Navigation

Operations Portal

GHSP must submit separate requests > Dashboard

for headquarters and each station in
the OPS Portal

ASAM Ground Handling - Ground Handler HQ - BKO v ]

ASAM Ground Handling 4Ground Handler HQ - BKO

ASAM Ground Handling { Ground Handler Station - BKOD Gap Analysis Audit

Gap analysis graphics

(<

Latest editions of standards

MHQ Request Station Request IATA Portal Access

through

specifically for Headquarters each station needing access,

access. including one with the same _
MHQ location. IATA - Operational Portal .



https://www.iata.org/en/programs/ops-infra/ground-operations/ops-portal/
https://www.iata.org/en/programs/ops-infra/ground-operations/ops-portal/
https://www.iata.org/en/programs/ops-infra/ground-operations/ops-portal/

FAQ: Company Hierarchy

Operations Portal » Account Management

IATA Ground Handling Ltd. - Ground Handler Station - YUL

g basnboard S . = :
= n User administration Account administration Hierarchy Group:

§83 Account Management

(@ Please add a Company to create a Hierarchy Relationship. Once acepted by the Company, both will have access to all Gap and variation files created. Search for them in the Gap Analysis and Variation tab at "New from
previous version®. You can create as many groups as you need.

1 Gap Functions O, Search Account Create Hierarchy group

()

Hierarchy Group

2 Gap Sharing Groups
GHSP can link their MHQ and station accounts to:

A  Share gap analysis and variation reports
A  Reuse gap analysis across accounts
A Monitor progress in the network

This streamlines collaboration and reduces duplication of
effort.




FAQ: Reusing Gap Analysis = Clone & Edit

Jperations Portal » Gap Functions
fler Station - YUL v
Gap Sharing Groups Documents
e
New file LD Published gaps D Continue Draft
= tificat
| a ' ' [ f
)] Gap Functions Clone & Edit allows you to re-use any published gap within your company hierarchy or sharing group (If aliowed). A new gap analysis will be created based on the previous gap, re-using all existing gap e U S | n g O r C O n I n g ro I I l
entries:
. .
5 e lish Analysi
L2 you lo
7 E
Doc & . cwandards  Companies
1
Lol
g Y

Reusing a Gap + Two options automatically defined by the portal

A  Clone: Create a new draft from a published gap analysis based on the previous standard edition. It
iIncludes a comparison table showing differences between the old and new standard editions to help
identify updates needed.

Edit: Update a published gap analysis 2 yours or one from your hierarchy 2 without changing the
edition of the standard it was originally based on.
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Frequent Error: Reuse of Gaps from MHQ

Headquarters
A Publish MHQ gap analysis for all standards relevant to the MHQ audit (AHM Ch. 6

& AHM 1110).
A May perform gap analysis on behalf of stations for standards relevant to station

audits (AHM 1110, IGOM, ICHM).

’ Station
A Publish own STN gap analysis for all standards relevant to the station audit,

based on the station profile
A Options for creating the gap analysis:

A Develop a new gap analysis from scratch
A Reuse an existing gap analysis from MHQ or another station and adjust to
the station-s specific requirements.
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