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REGALLY HANDLED
AT MONARCH

Monarch Airlines is one of the UK's major providers of low cost scheduled flights from bases at
London Gatwick, London Luton, Manchester and Birmingham airports. But it is also a key supplier of
airliners to the tour operating industry. This is a scheduled, charter, engineering, technical, leasing
and cargo operation. Richard Garrett (RG), Head of Operations at Monarch Airlines, speaks to Airline

Ground Services (AGS)

AGS Is all baggage, passenger, ramp
and cargo handling outsourced at
Monarch? Do you self handle at all at
your base(s)?

RG Although we self handled several
years ago it now makes more economic
sense to out source our handling. Our
customers and their baggage, along with
freight, are looked after by our suppli-
ers. We work hard to keep costs tightly
under control and service standards
high. At our main bases we have kept
the ticket desk function in-house. This
means that we still maintain a Monarch
presence at these airports and remain
in touch with our customers. However
these are not the only staff you will see
in Monarch uniform as at many stations
we have dedicated staff from our agents.
Our handling in simple terms is a real
team effort.

AGS Presumably, for scheduled serv-
ices, buying ground handling services
is fairly straightforward as you know
exactly what you need but charter
handling would appear to be more
complex and ad hoe. Is this the case?

RG Intheory once handling is set up for
scheduled services it should run itself.
But this is not always the case. If we have
taken the decision to not have our own
people on the ground permanently then
we must spend a lot of time tracking our
agents’ performance. Sometimes this
can be achieved remotely; on other ocea-
sions we will visit the station to conduct
formal audits. A lot of time goes into
building up a clear current picture of a
station - OTP data, voyage reports and
customer feedback all contribute to this.
It is vital that our agents deliver precise-
ly what we pay for and that our competi-
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tors do not benefit at our expense - we
may be perceived to be “out of sight”, but
certainly not “out of mind".

Setting up ad hoc ground handling
can be even more challenging. Often, the
operation can be very limited and desti-
nations remote. Our customers may also
have special requirements due to the na-
ture of the operation. Fortunately over
the years Monarch has developed some
good experience in this area. The team
has good contacts globally and during
the planning phase of ad hoc charters
they know what to look out for. For ex-
ample we currently have an aircraft on a
trip around “*Remaote Africa” on behalf of
Captain’s Choiee.

AGS Are you trying to automale pas-

senger and baggage check in as much
as possible to ensure that the terminal
building does not become a maze for
passengers?
RG Yes, we are working with the air-
ports to make travel as easy and “hassle
free” as possible. Our web check-in for
scheduled flights has been very success-
ful, with up to half a million of our cus-
tomers using this service in the past year
and continues to grow. We continue to
provide customers with allocated seats,
which our feedback shows is what our
customers want and differentiates us
from the majority of LCCs.

Charter customers currently have a
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