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NEWER BUSINESS JETS

Gulfstream (GIV-SP, GV, G300 through G550) 8.11 8.31 -0.20 -2% 7.93 7.94 8.14 6.21 8.35 8.38 8.04 8.54 8.52 8.81

Cessna Citation 8.11 8.22 -0.11 -1% 8.10 7.73 8.37 6.65 8.32 8.45 7.89 8.35 8.28 8.74

Gulfstream (G100 to G200) 7.84 7.75 0.09 1% 8.00 7.76 7.44 5.82 8.08 8.27 7.71 8.67 8.51 8.02

Dassault (Falcon) 7.80 7.68 0.12 2% 7.40 7.98 7.94 6.19 7.98 8.39 7.50 8.29 8.06 8.31

Hawker Beechcraft (Beechjet 400A, Hawker 400A/XP, Premier I/IA) 7.79 7.63 0.16 2% 8.29 7.18 7.86 5.62 7.75 8.46 7.77 8.38 8.29 8.18

Bombardier (Challenger) 7.77 7.63 0.14 2% 7.80 7.85 7.31 6.22 7.64 8.14 7.57 8.63 7.89 8.51

Bombardier (Learjet) 7.48 7.95 -0.47 -6% 7.04 7.98 7.16 5.57 7.35 7.83 7.48 8.42 7.97 8.04

Bombardier (Global Express/XRS, Global 5000) 7.39 7.16 0.23 3% 7.46 7.65 6.74 5.73 7.27 7.73 7.35 8.41 7.68 7.94

Hawker Beechcraft (Hawker) 7.34 7.66 -0.32 -4% 6.92 7.70 6.82 6.21 7.03 7.71 7.22 8.03 8.02 7.76

Embraer (Legacy 600/650, Lineage 1000, Phenom 100/300) 7.19 N/R N/R N/R 6.63 7.64 6.45 5.97 6.90 7.53 7.21 8.10 7.23 8.17

OLDER BUSINESS JETS

Gulfstream (GII through GV) 7.86 8.14 -0.28 -3% 7.77 7.82 7.85 5.86 8.36 7.39 8.03 8.54 8.22 8.66

Cessna (Citation) 7.56 7.46 0.10 1% 7.26 7.45 7.59 6.05 7.69 7.67 7.55 7.80 7.88 8.60

Bombardier (Global Express/XRS) 7.55 N/R N/R N/R 7.63 7.00 7.00 5.76 7.47 7.75 7.83 8.35 8.13 8.35

Dassault (Falcon) 7.27 7.59 -0.32 -4% 6.30 7.35 7.42 5.52 7.17 7.45 7.10 7.96 7.74 8.47

Hawker Beechcraft (Hawker) 7.23 7.18 0.05 1% 6.61 7.54 7.02 5.60 7.00 7.08 7.31 7.82 7.75 8.19

Bombardier (Learjet) 7.18 7.35 -0.17 -2% 6.45 7.40 7.10 5.50 7.35 6.63 7.53 8.05 7.55 7.89

Bombardier (Challenger) 7.14 7.06 0.08 1% 6.77 7.73 7.07 5.12 6.90 6.94 7.20 7.85 7.44 8.36

Hawker Beechcraft (Diamond, Beechjet 400/400A) 6.94 6.94 0.00 0% 7.13 6.81 6.70 4.84 6.36 7.15 7.50 7.78 7.69 7.73

NEWER TURBOPROPS

Hawker Beechcraft (King Air) 7.38 7.61 -0.23 -3% 7.44 7.76 7.00 5.85 7.16 7.75 7.52 7.57 7.13 8.82

OLDER TURBOPROPS

Mitsubishi (MU-2, Solitaire, Marquise) 9.43 8.90 -0.53 -6% 9.60 9.33 9.38 8.91 9.50 9.48 9.33 9.63 9.31 9.78

Hawker Beechcraft (King Air) 6.84 6.82 0.02 0% 6.36 7.72 6.77 4.99 6.58 6.82 6.79 6.79 7.26 8.57

COMBINED NEWER AND OLDER BUSINESS JETS 

Boeing (BBJ) 7.70 7.37 -0.33 -5% 7.00 7.32 7.30 6.83 7.74 7.69 7.96 8.37 7.19 9.05

COMBINED NEWER AND OLDER TURBOPROPS 

Pilatus (PC-12) 7.94 7.74 -0.20 -3% 8.00 7.85 8.16 6.04 7.75 8.13 8.08 8.20 8.45 8.80

ROTORCRAFT (All Ages)

Bell 7.49 7.91 -0.42 -5% 7.94 7.96 7.08 5.94 7.25 7.41 7.86 8.12 6.76 8.62

Sikorsky 6.79 7.09 -0.30 -4% 6.45 7.14 6.42 5.31 7.38 6.95 7.04 7.00 7.05 7.27

Eurocopter 6.76 6.17 0.59 10% 6.48 6.52 6.00 5.32 6.50 7.27 7.26 7.53 6.54 8.01

AgustaWestland 6.71 7.48 -0.77 -10% 6.85 7.21 6.33 5.63 6.13 6.68 6.95 7.05 7.06 7.60

The Boeing BBJ received a total of 22 responses; 9 of these are for newer BBJs and 13 are for older BBJs and therefore were not qualified to be rated in the newer business jets and older business jets categories (which required 20 responses each). They did qualify for the 
combined ratings and that is why they are listed here. The Pilatus PC-12 received a total of 25 responses; 17 of these are for newer PC-12s and 8 are for older PC-12s and therefore were not qualified to be rated in the new business jets and older business jet categories   
(which required 20 responses each). They did qualify for the combined ratings and that is why they are listed here.  N/R=not rated last year
Compiled by Jane Campbell with data provided by Forecast International of Newtown, Conn.    Bold indicates highest number in each category. 
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Response to the 2011 AIN Product Support Survey improved this 
year compared with last, reflecting, one can at least hope, what ap-
pears to be a steady resurgence in business aviation flying. This resur-
gence is taking place in a travel environment that is increasingly hostile 
to travelers in terms of misapplied security protocols at commercial 
airports and growing scrutiny of private travel. The U.S. Department of 
Transportation’s proposed dismantling of the Block Aircraft Registra-
tion Request (Barr) program will likely not affect travel plans but might 
force business jet travelers to resort to alternatives such as registering 
aircraft in other countries or complex leasing schemes that will make 
it difficult for prying eyes to determine who is flying. In any case, busi-
ness flying remains relatively strong in a continuing weak global econ-
omy, and this year’s survey results seem to reflect that reality.

The 2011 survey added more qualified participants, invit-
ing 19,200 readers to complete the survey, up from 17,284 last 
year. The completed return rate for the 2011 survey was 6 percent 

(1,180 completed survey returns), a better rate than last year’s 5.3 
percent (921 completed returns). A total of 2,500 individual aircraft 
received ratings in 2011, compared with 1,871 in 2010.

According to Forecast International of Newtown, Conn., which 
helped design and administer the survey with AIN, “This response is a 
valid basis for determining subscriber opinion.”

The AIN Product Support Survey is conducted entirely on the 
Internet, and participants are invited via email and, for those who 
don’t provide email addresses, by postcard. 

This year’s survey was accessible from April 25 to June 7, 
with time added to encourage additional participation. The mini-
mum number of ratings for a manufacturer to be included in the 
results is 20 ratings. 

The aircraft results are published in this issue; avionics will be 
featured next month and engines in October. 

The following are the 10 ratings categories, including explanations 

of the key points that survey participants were asked to consider 
when submitting their opinions.
• �Factory Service Centers–cost estimates versus actual, on-time 

performance, scheduling ease, service experience.
• Authorized Service Centers–same as above. 
• Parts Availability–in stock versus back order, shipping time. 
• Cost of Parts–value for price paid. 
• AOG Response–speed, accuracy, cost. 
• Warranty Fulfillment–ease of paperwork, extent of coverage. 
• ��Technical Manuals–ease of use, formats available, timeliness 

of updating. 
• Technical Reps–response time, knowledge, effectiveness. 
• �Maintenance Tracking Programs–cost, ease of use,  

accuracy, reliability. 
• �Overall Product Reliability–how the product’s overall reliability 

and quality stack up against the competition’s.� –M.T.

How the Survey Was Administered
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NEWER BUSINESS JETS

Gulfstream (G100 through G200, GIV-SP through G550) 8.26 N/A* N/A N/A 7.93 8.15 8.33 6.48 8.69 8.49 8.15 8.80 8.50 8.86
Cessna (Citation) 7.81 7.88 -0.07 -0.88% 7.50 7.80 8.20 6.42 7.99 7.90 7.72 8.01 7.90 8.49
Boeing (BBJ) 7.80 7.47 0.33 4.47% 7.59 7.20 7.74 6.68 7.52 7.64 8.17 8.13 7.78 9.08
Bombardier (Challenger) 7.56 7.07 0.49 6.91% 7.46 7.46 7.13 6.01 7.45 7.83 7.66 8.37 7.80 8.33
Dassault (Falcon) 7.52 7.64 -0.12 -1.62% 7.31 6.83 7.80 5.85 7.73 7.81 7.40 8.07 7.78 8.47
Hawker Beechcraft (Premier I, Diamond, Beechjet 400A, Hawker 400XP) 7.40 7.36 0.04 0.56% 7.17 7.43 6.95 6.19 7.43 8.03 7.88 8.11 7.52 7.37
Bombardier (Learjet) 7.39 6.93 0.46 6.59% 7.25 6.95 7.34 5.74 7.39 7.41 7.59 8.37 7.53 8.12
Hawker Beechcraft (Hawker) 7.29 7.09 0.20 2.88% 7.28 7.16 6.99 5.92 7.09 7.54 7.05 7.77 7.64 8.44
Embraer (Legacy 600) 7.22 6.82 0.39 5.74% 6.90 6.92 6.60 5.93 6.97 7.07 7.38 7.59 7.71 8.84
Bombardier (Global Express/XRS, Global 5000) 6.73 6.56 0.17 2.62% 6.67 6.40 5.88 5.08 6.42 6.72 7.35 8.01 7.15 7.52

OLDER BUSINESS JETS

Gulfstream (Astra, G100, GII, GIII, GIV, GIV-SP, GV) 7.77 N/A* N/A N/A 7.53 7.48 7.66 5.71 7.96 7.40 7.97 8.43 8.61 8.75
Cessna (Citation) 7.39 7.26 0.13 1.80% 7.22 7.32 7.68 6.13 7.47 6.96 7.47 7.56 7.61 8.28
Sabreliner 7.27 7.62 -0.35 -4.56% 7.39 7.93 6.69 6.23 7.41 7.32 7.06 7.41 7.70 7.81
Dassault (Falcon) 7.21 7.13 0.08 1.16% 7.32 6.52 7.43 5.12 7.45 7.39 7.23 7.56 7.58 8.39
Bombardier (Learjet) 7.11 6.61 0.50 7.56% 7.32 6.92 7.03 6.03 6.98 6.16 7.39 7.49 7.31 8.07
Hawker Beechcraft (Hawker) 7.03 6.90 0.13 1.95% 7.27 6.79 6.72 5.78 6.82 6.63 7.03 7.65 7.56 7.93
Hawker Beechcraft (Premier I, Diamond, Beechjet 400A, Hawker 400XP) 6.74 7.12 -0.38 -5.30% 6.56 6.79 6.21 5.50 6.93 6.49 7.19 7.09 6.76 7.88
Bombardier (Challenger) 6.66 6.85 -0.19 -2.73% 7.10 6.23 6.20 5.00 6.20 6.16 7.01 7.54 7.29 7.75

NEWER TURBOPROPS

Pilatus (PC-12) 7.72 7.37 0.35 4.81% 7.73 7.53 7.67 6.14 7.85 7.54 7.60 7.84 8.36 8.96
Hawker Beechcraft (King Air) 7.41 7.23 0.18 2.49% 7.64 7.32 7.41 6.18 7.36 7.62 7.47 7.27 7.12 8.58

OLDER TURBOPROPS

Mitsubishi (Marquise, MU-2, Solitaire) 8.81 9.17 -0.36 -3.92% 8.83 9.05 8.86 7.80 9.07 8.77 8.82 8.98 8.56 9.32
Hawker Beechcraft (King Air) 7.06 7.14 -0.08 -1.07% 7.06 6.82 7.40 5.74 6.90 6.84 7.22 7.15 7.13 8.24
Piper Cheyenne 5.71 5.96 -0.25 -4.21% 6.13 4.79 5.67 5.53 5.26 5.36 5.89 5.44 5.66 6.90

ROTORCRAFT (All Ages)

Bell 6.97 6.94 0.03 0.49% 7.28 7.17 6.44 5.35 6.27 7.14 7.60 7.95 7.15 7.65
Sikorsky 6.88 6.45 0.44 6.82% 6.76 6.41 6.29 5.74 6.87 6.81 7.26 7.44 7.61 7.63
AgustaWestland 6.85 6.13 0.72 11.68% 6.00 6.94 6.31 6.13 6.10 7.35 7.35 7.37 7.04 7.69
Eurocopter 6.50 5.86 0.64 10.84% 6.38 6.19 5.17 5.08 5.84 6.96 7.01 7.70 6.48 8.14
MD 6.29 6.78 -0.49 -7.20% 6.36 6.48 5.84 5.43 6.34 6.21 6.35 6.16 6.50 7.36

Compiled by Jane Campbell with data provided by Forecast International of Newtown, Conn. Bold indicates highest number in each category. 
*Last year’s ratings for Gulfstream are not included due to changes made to more accurately reflect Gulfstream’s model breakdown.
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AIN’s 2009 Product Support Survey offered 14,948 subscribers
the opportunity to rate on a scale of 1 to 10 the service and support
they receive from manufacturer support operations and factory-author-
ized independent service centers. This was up from 13,552 invitations
sent out last year. Readers were asked to rate their aircraft, engines and
avionics in up to 10 categories; one new category (see below) was
added for this year’s survey. On the one-to-10 rating scale, one is
considered inadequate and 10 is excellent. To be listed in the results, 
a manufacturer had to garner at least 28 ratings; some aircraft
types/manufacturers, such as Lockheed’s JetStar, no longer have
enough aircraft flying to generate sufficient responses to make the
survey statistically useful. The aircraft results are published in this
issue, while the avionics report will be featured in September and the
engines report in October. The Product Support Survey was conceived
by AIN editors and developed and administered by aerospace research
firm Forecast International of Newtown, Conn.

The following are the 10 ratings categories, including explanations
of the key points that survey participants were asked to consider when
submitting their opinions. Note that new this year is the “Maintenance
Tracking Programs” category. This was added as a result of feedback
from last year’s survey and in recognition of the increasing importance
of tracking programs for preservation of aircraft value and in keeping
maintenance requirements up to date.

• Authorized Service Centers–cost estimates versus actual, on-time
performance, scheduling ease, service experience.

• Factory Service Centers–same as above.
• Parts Availability–in-stock versus back order, shipping time.
• Cost of Parts–value for price paid.
• AOG Response–speed, accuracy, cost.
• Warranty Fulfillment–ease of paperwork, extent of coverage.
• Technical Manuals–ease of use, formats available, timeliness of

updating.
• Technical Reps–response time, knowledge, effectiveness.
• Maintenance Tracking Programs–cost, ease of use, accuracy, reliability.
• Overall Product Reliability–how the product’s overall reliability and

quality stack up against the competition’s.
Of the 14,948 subscribers invited to participate this year, 1,832

submitted information online; we did not offer paper ballots this year as
only 29 paper ballots were returned last year. This is the fourth year that
AIN and Forecast International have administered the Product Support
Survey electronically, with participants inputting ratings via a Forecast
International Web site. The return rate for the 2009 Product Support
Survey was 12 percent, up from 10.28 percent last year. The number of
ratings for the aircraft segment climbed to 3,767 in 2009 from 3,029 in
2008. We added four days to the survey period this year to ensure that all
who wanted to participate had plenty of time to fill out the online survey.

While we did receive some comments critical of the multiple invitations
that we sent via e-mail, postcard and magazine and online advertisements,
we do wish to thank all those who participated. AIN could not conduct
this important survey without your help. We believe the multiple
contacts were necessary to make sure all invitees had every opportunity
to participate and we hope the invitations were not too intrusive.

AIN welcomes participant input about the survey process and how
it can be improved. Comments on the survey process this year
included kudos and critiques. “Quick and easy; I hope the results are
useful to operators,” wrote one pilot. A director of maintenance wrote:
“It was easy to navigate and not very time consuming.” An aviation
manager expressed this sentiment, no doubt reflective of the
increased workload everyone is enduring during the recession:
“Survey is OK, but as a manager I receive too many and can’t take
time to participate in all of them.” 

Surprisingly, an aircraft owner who shared some pertinent and
important safety-related information about his experiences with product
support thought the survey was a “waste of time.” Hopefully he realizes
surveys like this help disseminate important safety information and
that manufacturers do pay attention to this kind of input. Or as one
survey respondent put it, “This, as with all surveys, is a great way of
providing feedback and gaining an insight into customer satisfaction.
It is beneficial to both the customer and the service provider.” –M.T.

How the Survey Was Administered



4
  

 
4
 
4
 

4
 
4
 

4
 

4
 
4
 

4
 

2008 RATINGS Aircraft are listed in the order of their 2008 overall averages. 
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NEWER BUSINESS JETS   
GULFSTREAM (G100 THROUGH G200, GIV THROUGH G550) 8.21 8.16 0.76% 7.86 8.11 8.22 6.55 8.62 8.73 8.20 8.70 8.85 
CESSNA (CITATION) 7.88 7.74 1.72% 7.67 7.74 8.21 6.59 8.21 8.10 7.78 7.87 8.60 
DASSAULT (FALCON) 7.64 7.64 0.10% 7.63 7.12 7.86 6.16 7.90 8.13 7.41 7.99 8.47 
BOEING (BBJ/737) 7.47 7.91 -5.46% 7.00 6.56 7.64 6.35 7.74 7.20 8.00 7.43 8.80 
HAWKER BEECHCRAFT (PREMIER I/IA, DIAMOND, BEECHJET 400/400A, HAWKER 400XP) 7.36 7.80 -5.66% 7.38 7.25 6.98 5.79 7.21 8.11 7.64 8.46 7.46 
HAWKER BEECHCRAFT (HAWKER) 7.09 7.28 -2.66% 7.06 7.22 6.89 6.08 6.73 7.39 6.91 7.19 8.32 
BOMBARDIER (CHALLENGER) 7.07 7.11 -0.52% 7.00 6.81 6.41 5.77 6.53 7.45 7.37 7.73 8.45 
BOMBARDIER (LEARJET) 6.93 6.23 11.27% 6.88 6.67 6.54 5.31 7.03 6.80 7.27 8.00 7.80 
EMBRAER (LEGACY 600) 6.82 7.20 -5.16% 6.67 6.59 5.97 5.88 6.73 6.39 6.73 7.97 8.45 
BOMBARDIER (GLOBAL EXPRESS/XRS, GLOBAL 5000) 6.56 6.62 -0.79% 7.05 6.46 5.66 5.07 6.07 6.74 7.03 7.75 7.28 
OLDER BUSINESS JETS   
GULFSTREAM (G100 THROUGH G200, GIV THROUGH G550) 8.15 8.19 -0.60% 7.67 7.69 8.54 6.11 8.58 8.02 8.42 8.84 9.17 
GULFSTREAM (GII, GIII) 7.71 7.64 0.99% 7.63 7.36 7.86 6.10 8.12 7.27 8.04 8.23 8.65 
SABRELINER 7.62 6.19 22.95% 8.18 7.23 7.48 6.56 8.13 6.75 7.17 7.96 8.84 
CESSNA (CITATION) 7.26 7.36 -1.24% 7.21 7.32 7.44 6.11 7.45 6.88 7.41 7.41 7.99 
DASSAULT (FALCON) 7.13 7.11 0.35% 7.48 6.16 7.37 5.57 7.19 7.36 7.05 7.36 8.44 
HAWKER BEECHCRAFT (PREMIER I/IA, DIAMOND, BEECHJET 400/400A, HAWKER 400XP) 7.12 6.93 2.76% 7.27 7.46 6.83 5.34 7.00 7.15 7.52 7.70 7.81 
HAWKER BEECHCRAFT (HAWKER) 6.90 6.16 12.11% 7.22 6.93 6.76 5.80 6.85 6.34 6.97 7.32 7.76 
BOMBARDIER (CHALLENGER) 6.85 6.73 1.79% 7.05 6.48 6.47 5.32 6.80 6.39 7.13 7.80 8.01 
BOMBARDIER (LEARJET) 6.61 6.11 8.16% 6.83 6.13 6.58 5.62 6.53 5.92 6.99 6.59 8.01 
IAI (ASTRA, WESTWIND) 6.49 6.27 3.42% 7.00 4.74 6.96 5.16 6.87 6.06 6.48 6.81 7.85 
NEWER TURBOPROPS   
PILATUS (PC-12) 7.37 7.47 -1.33% 7.24 7.00 7.32 6.44 7.25 7.39 7.63 7.70 8.32 
HAWKER BEECHCRAFT (KING AIR) 7.23 7.28 -0.77% 7.02 6.81 7.43 5.73 7.20 7.39 7.74 7.29 8.35 
OLDER TURBOPROPS   
MITSUBISHI (MU-2, SOLITAIRE, MARQUISE) 9.17 N/A N/A 9.27 9.49 9.25 8.12 9.38 9.09 8.94 9.32 9.64 
HAWKER BEECHCRAFT (KING AIR) 7.14 7.07 0.89% 7.26 6.75 7.21 5.67 7.22 7.01 7.46 7.42 8.11 
CESSNA (CONQUEST) 6.61 5.88 12.39% 7.38 6.54 6.29 6.00 6.09 5.22 6.92 6.27 8.07 
PIPER (CHEYENNE) 5.96 5.97 3.60% 6.88 4.00 5.82 5.41 6.05 4.50 5.75 6.06 7.82 
ROTORCRAFT   
BELL 6.94 7.31 -5.05% 6.94 7.39 6.59 5.66 6.55 6.55 7.35 7.76 7.65 
MD 6.78 6.69 1.26% 6.63 6.29 6.84 5.74 7.12 5.75 6.74 7.59 8.21 
SIKORSKY 6.45 6.59 -2.21% 6.51 6.36 5.59 4.93 6.17 6.43 6.93 7.53 7.48 
AGUSTA 6.13 5.84 4.97% 6.48 6.30 5.79 4.86 6.22 6.70 6.07 6.11 6.96 
EUROCOPTER 5.86 6.23 -5.90% 6.00 5.80 5.13 4.75 5.57 5.80 5.58 6.61 7.47 
Compiled by Jane Campbell with data provided by Forecast International of Newtown, Conn. 
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