
A m ong th e  ca ter in g  p erson n el  
in  W in ston -S a lem  are (1 to r) Ju d y  
S alisb ury , food se r v ic e s  coordi
nator; Tiara R oberts, m anager-  
ga lley  sy s te m s  & procedures: Tim  
C ham pion, a s s is ta n t  m anager- 
sy s te m  cater in g  serv ices; David  
Q uinn, m a n a g er-sy stem  ca ter 
ing serv ices: P ete Van D user, 
director-food  serv ice; Dave Peck, 
a ss is ta n t  m an ager-cater in g  ad 
m in istra tion ; C atherine Sapp, 
secretary; and B renda Penney, 
s ta ff  a ss is ta n t-c a te r in g  serv ices .

Catering 'beefs up' our or^-time performance
A lot of people don’t th ink of 

P iedm ont Airlines as being a  giant 
re s ta u ran t in the  sky. But every 
day, we serve abou t 33 ,000 meals 
to p assengers  w ith an  efficiency 
th a t  m ost re s ta u ran ts  would envy. 
And though  it doesn’t get m u ch  a t 
tention, our  efficiency in preparing 
and  storing  those m eals on the air
craft is one reason our on-tim e 
perform ance is am ong  the  best in 
the industry.

According to catering m anagers  
in W inston-Salem , the reason we’re 
so efficient can  be sta ted  in one 
word: employees.

“O ur ca tering  personnel in the 
field are, undoubtedly, the key to 
the  success  of ca te ring ’s contribu 
tion to on -tim e perform ance,”
David Quinn, m anager-system  
catering  services, said.

T hose em ployees now num ber 
ab o u t 4 0 0 —up  from ju s t  150 two 
years ago. S u ch  d ram atic  growth in 
such  a  sho r t tim e h as  m e an t extra 
effort for everyone in th e  depart
m ent. T h a t  effort com es th rough 
training, job  perform ance and  p lan 
n ing as needs  change, and  it in 
volves cooperation no t only within 
the departm en t, b u t  w ith  o ther e m 
ployees in the  field as well.

Q uinn  said there are two m ain 
areas  of ca tering  services th a t  af
fect on-tim e perform ance: m a n ag e 
m e n t support from INT to enhance 
perform ance, and, m ore im portan t
ly, the  ac tua l aircraft servicing by 
our s ta tion  caterers.

loca tio n s

Piedm ont h as  nine locations 
w here all ca te ring  except for food 
p repara tion  is done by P iedm ont 
personnel: BWl, CLT, DAY, DCA, 
GSO, MCO, MIA, ORF and  SYR. 
T hese  employees drive trucks to 
the  k itchens of food preparers such 
a s  Dobbs House, load the meals, 
t ranspo rt th em  to the  flight line, 
th e n  transfer the  m eals to aircraft 
with o ther  food supp lies—while 
ensu ring  th a t  ho t m eals  are still 
piping hot w hen  loaded on the 
aircraft.

W hat seem s sim ple on paper can 
be quite difficult in practice, as 
caterers juggle their trucks be 
tween aircraft arriving and  leaving 
a t different times. Many of the air
craft need different m eals and 
m any  have last-m inu te  changes as 
less or m ore people show up than  
originally p lanned. This m eans 
quick decisions by catering super
visors w ho coordinate the  meal 
transfers on-line.

“ It’s our responsibility to work 
closely w ith P iedm ont catering 
m a n ag e rs  to ensure  th a t we have 
the proper personnel an d  truck 
suppo rt to get the job  done,’’ Quinn 
said. "T h is  is especially im portant 
a t  h u b s  w here we constan tly  add 
flights.’’

How well they do their job is evi
den t in our on-tim e perform ance 
statistics. Catering accounts  for a 
small m inority of our flight delays, 
bu t even tha t sm aller n u m b e r  is 
som ething the depa r tm en t wants 
to improve.

Tim C ham pion is assis tan t 
m anager-system  catering services 
in INT. Like Quinn, he spen t years 
in the field as a catering employee 
before joining the  m a n ag e m en t 
staff, and  he also points to catering 
personnel as the  reason for the de
p a r tm en t 's  efficiency.

“If we do take a  delay because of 
catering, we get a  full explanation 
in W inston-Salem ,’’ Cham pion 
said. "E ach  delay is th e n  analyzed 
individually to see w hat we can  do 
to keep it from reoccurring.’’

For example, a truck  m igh t not 
have enough  m eals an d  have to 
re tu rn  to the  k itchen  for more. 
W hether  the  k itchen  is a t  the air
port. such  as  at CLT, or six miles 
away, like at MCO, th is  wastes time 
and  can  lead to delays. P lanning  is 
therefore extrem ely  im portant.

P iedm ont station m anage rs  and 
catering m anage rs  at the  nine s ta 
tions work together to analyze 
meal flights. They exam ine histori
cal da ta  on flights with significant 
n u m bers  of no-shows, and  on

BWI A gent G ilberto Colon stock s  
a galley.

flights tha t often pick-up people at 
the last m inute. As pa tte rn s  evolve, 
they plan for fewer or m ore people 
than  w hat a  flight’s bookings 
indicate.

In addition, contract caterers se r 
vice P iedm ont aircraft in about 50 
o ther s ta tions and  their delays are 
analyzed with their com pany repre
sentatives. In fact, at least one of 
our contract caterers bases m uch  
of its year-end bonuses to each 
k itchen in large part on the n u m 
ber of delays it has  caused the air
line. The fewer delays, the more the 
bonus.

train ing  

Training is also stressed  by ca ter
ing services. For abou t two years, 
the departm en t has  had formal 
training at the  com pany’s nine 
catering stations. Bob Clement, sys
tem training m anager-catering , 
conducts classes in those stations 
with a four-inch thick training 
m anual the departm en t developed. 
He instruc ts  catering employees on 
m any topics, such as  ordering 
meals, alcoholic beverage service 
and ways to load m eals and  su p 
plies on our different aircraft.

"Form al classroom and  hands-on  
training has  helped significantly,” 
Cham pion said. "Now we can e m 
phasize a safe, on-tim e catering 
perform ance before our employees 
are pu t on the job.”

Thicks are the lifeblood of cater
ing services, and  our agen ts  on the 
trucks are responsible for getting 
the m eals loaded properly so a 
flight can depart on-time. Helping 
these agents are catering supervi
sors and  ground coordinators in 
the nine stations, who m u st  always 
be a  step ahead  of potential prob
lem s in order to correct them  
before they am o u n t to delays. Deci
sions such  as  w hether  to take a 
m eal off ano ther  flight tha t will 
probably have no-shows, or to re
tu rn  to the kitchen, m u s t  be m ade

quickly and  with the best inform a
tion possible.

But som etim es not even (he best 
inform ation can  help. At Orlando, 
train tracks cross the route our 
trucks use w hen driving Irom the 
k itchen to the airport, and  occa
sionally a long train  will hold up 
traffic.

" T h a t’s w hen  employees bail our 
depa r tm en t ou t th rough  initiative, 
s tam ina  and  teamwork, ” Quinn 
said.

First-class and  our new llighl to 
London have also been challenges 
for catering em ployees as  new 
equipm ent, new m e n u s  and  differ
ent loading m ethods were started  
virtually overnight on J u n e  15. O ur 
employees m et those challenges 
well, and  are m eeting those cha l
lenges even belter as they gain 
experience.

The departm en t is also s tudying 
ways to improve efficiency by 
reducing the  num ber of inserts 
that ground service personnel pul 
in seal-back  pockets. By possibly 
consolidating the movie and  m usic 
cards on the 767-200, it could ease 
their workload and  perhaps help 
improve an  already fine on-tim e 
performance.

From small ways to large. Pied
m ont catering is helping our co m 
pany achieve the best on-tim e 
perform ance in the industry. Ac
cording to Quinn, the molivalion 
for our catering  employees com es 
from pride in the company, training 
and  by providing them  with the 
proper tools.

"Each of our  catering employees 
can  m aste r  the physical aspec ts of 
catering," Q uinn said. "B ut a  cha l
lenge tha t never ends  is getting  an  
aircraft out o n - t im e—because you 
face th a t everyday in m any  differ
en t ways, no m a tte r  how well you 
know your job."

system performance
O n-time perform ance for October 

was better than  last year and  last 
m on th  with 91% of all departu res  
and  85% of all arrivals within 15 
m inutes  of schedule.

The DOT Air Ti-avel C onsum er Re
port for S ep tem ber was recently 
released, and  P iedm ont ranked n u m 
ber two at the  busiest airports and  
am ong  the top five perform ers for all 
reported airports.

Charlotte was identified in the 
DOT report as the best destination  
airport for travelers, with 85.1% of all 
n ights arriving there on time.
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