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American employees get payouts

® The airline distributes
$10 million for meeting
customer service goals.

BY D.R. STEWART
World Staff Writer

American Airlines is distributing
$10.3 million to 70,000 employees
for exceeding customer service
goals in the fourth quarter, compa-
ny executives said Thursday. The
payout averages about $147 per em-

ployee.

In Tulsa, American’s Mainte-
nance & Engineering Center em-
ploys 7,000 people, including 6,000
aircraft mechanics and related
work groups.

American’s customer experi-
ence rewards program is part of the
company’s annual incentive plan,
which rewards employees with up
to $100 per month for meeting or
exceeding customer satisfaction
and on-time performance goals.

“Customer experience rewards
are designed to focus employees
on continuous improvement in

the areas that matter most to our
customers,” said Jeff Brundage,
American’s senior vice president
of human resources. “Employees
made great strides in 2009 deliver-
ing great customer service, and it
was reflected in how our customers
judged our performance.”

The program’s goals were based
on the average performance of
2007 and 2008 for on-time depar-
tures and customer satisfaction at
the airport, onboard the aircraft,
as well as whether customers are
likely to recommend American

Airlines to others. When American
employees exceed the goals, they
are rewarded with a customer ex-
perience payout, officials said.

American’s passengers rated
their experience at the airport and
onboard the aircraft almost 5 per-
centage points better in 2009 than
in 2008.

“When employees are successful
delivering the basics — great cus-
tomer service and on-time depend-
ability — not only are they reward-
ed with incentive pay, but customer
loyalty increases and the company

is more successful and ultimately
profitable,” said Bob Reding, Amer-
ican’s executive vice president of
operations.

The awards come despite Amer-
ican’s financial struggles. AMR
Corp., the parent of American Air-
lines, lost $1.47 billion last year.

In 2003, American’s pilots, flight
attendants and mechanics agreed
to $1.62 billion a year in wage and
benefit concessions.
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James Cavin (left) and Brian Ledbetter pause from their work at DTS Communications Inc. in Pryor. STEPHEN PINGRY/Tulsa World

Iraq veterans build business

TECH TWOSOME:

® The two former Guardsmen set up wireless
networks for security and Internet systems.

BY KYLE ARNOLD
World Staff Writer

ames Cavin and Brian Led-
better met in Iraq while

building barracks and
fences as members of the Okla-
homa National Guard’s 120th
Combat Engineer Battalion.

Five years after leaving the
battlefield, they’re doing build-
ing of a different sort — wire-
less networks for universities,
municipalities and hospitals.

The two men teamed up in
April 2006 to open a business,
DTS Communications Inc., at
the MidAmerica Industrial Park

works for security and Internet
systems, especially in outdoor
settings.

DTS Communications Inc.

Headquarters: Pryor
Service: Wi-Fi systems
President: James Cavin
Founded: 2006
Employees: Five

in Pryor. The company, which
now has five employees, special-
izes in setting up wireless net-

since we started except this last
year, and even then business
was just flat,” said Cavin, the
35-year-old president of DTS
Communications.

December 2003 for Iraq, where

“We’ve grown every year

He and Ledbetter left Pryor in
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Tax authorities push electronic filing

® The online method is
used by more than half
of Oklahoma residents.

BY LAURIE WINSLOW
World Staff Writer

With tax season fast approach-
ing, taxpayers are urged to file both
their state and federal returns elec-
tronically.

Not only is electronic filing fast,
safe and less prone to errors, it saves
the government money, proponents
say.
“The Oklahoma Tax Commis-
sion is emphasizing the importance

of electronic filing. With furloughs
and cutbacks in manpower due
to the current budget cuts, it’s the
best way for Oklahomans to ensure
a quick refund,” said Paula Ross,
communications director for the
OTC, in an e-mailed comment.

E-filing’s popularity has steadily
grown among Oklahomans. In 1995,
only 4 percent of all state returns
were filed electronically, compared
to 56 percent last year.

“We’re obviously always encour-
aging the electronic filing just be-
cause it’s so much more accurate,
simple and much easier,” Ross said.

E-filing catching on with Oklahomans
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Airport

slowdown
consistent
with peers

® Tulsa International’s
passenger traffic fell
11 percent in 2009.

BY D.R. STEWART
World Staff Writer

A $1.39 million contract to in-
sulate 62 homes against aircraft
noise, a $51,900 contract to moni-
tor aircraft landing weights and a
$30,000 contract for air service de-
velopment were approved Thurs-
day by the Tulsa Airports Improve-
ment Trust.

In a meeting laden with finan-
cial issues, trustees were reminded
repeatedly of the effects of a slow
economy and a decline in air trav-
el.

Airports Director Jeff Mulder re-
viewed operations in 2009 and the
outlook for 2010 at Tulsa Interna-
tional Airport in his “Assessment &
Action Plan for 2010

In 2009, airline passenger traffic
totaled 2.88 million travelers, an
114 percent decrease from 2008,
Mulder said, which was consistent
with airports the size of Tulsa’s na-
tionwide.

TAIT revenue includes landing
fees, based upon landed weight, of
aircraft, and terminal concession
revenue that is directly tied to pas-
senger traffic.

In January, airline passenger
traffic totaled 186,197 people, down
8 percent from January 20009.

“We’re hopeful that by the end of
2010, we will have the same number
of passengers” as last year, Mulder
said. “We certainly don’t think our
decreases will continue. In the last
eight to 10 months, we’ve stabilized
at 5,600 seats a day.”

In his action plan, Mulder said
airport executives will continue
to meet with airline officials about
potential service restoration, espe-
cially nonstop service to the East
and West coasts.

“The airport is currently devel-
oping a plan to provide ground
handling service for airlines as an
enticement to begin service in Tul-
sa,” Mulder says in the plan. “This
allows airlines to begin service in a
market with a minimal investment
in equipment and without the re-
quirement to staff a station for just
a few departures each day.”

In an effort to increase air ser-
vice, trustees approved a one-year,
$30,000 air service development
agreement with Oliver Wyman
Inc., a New York City management
services company. Oliver Wyman
has acquired Eclat Consulting, with
which TAIT previously contracted
to recruit airline service.

Oliver Wyman is a unit of the Oli-
ver Wyman Group, the $1.5 billion
subsidiary of Marsh & McLennan
Cos.

Trustees also approved — sub-
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EU pledge to support Greece
sends stock market higher

Relief about Europe’s pledge to
support Greece sent the stock market
higher Thursday (See story on E-2).

The 16 countries that use the euro
promised to “take determined and
coordinated action, if needed, to safe-
guard financial stability in the euro area
as awhole.”

That said, European Union leaders
offered no detailed bailout for a debt
crisis that has plunged the euro into its
deepest crisis since it was launched 11
years ago.

Encouraging news about jobs in the
U.S. also supported the stock market.

The Labor Department said first-time
claims for jobless benefits fell more
than expected last week.

The Dow Jones industrial average
rose 105.81, or 1.1 percent, to 10,144.19,
its highest close in more than a week.
The Standard & Poor's 500 index rose
10.34, or 1 percent, to 1,078.47. The
Nasdaq composite index rose 29.54, or
1.4 percent, to 2,177.41.

Foreign investment
in U.S. airlines pushed

United Airlines CEO Glenn Tilton
renewed his call for overseas invest-

ment in U.S. airlines Thursday as part
of deregulation worldwide to boost

UNITED CEO

Glenn Tilton:
Capital “doesn't
have sovereign
inhibitions.”

industry profitability.

“Capital is global, it is global and
doesn't have sovereign inhibitions,” Til-
ton told reporters at the U.K. Aviation
Club in London.

The European Union has proposed
expanding those investments across
borders as part of pending talks on a
second “Open Skies" treaty to ease
limits on flights between the U.S. and
Europe. U.S. law now prohibits nonciti-

zens from controlling airlines or owning
more than 25 percent of voting stock.

"I support the EU view that in phase
two, foreign ownership should be on
the table,” said Tilton, who has urged
looser rules for such investments.

Tilton said the industry’s failure to
make sustained profits was a result of
“protectionist policies” shielding car-
riers from competition. Global losses
will narrow to $5.6 billion this year
from about $11 billion in 2009, says the
International Air Transport Association.

Natural gas condensate spills

from Williams line in Louisiana
A pipeline owned by Williams Cos.

Inc. has spilled 200 to 300 barrels of

natural gas condensate and salt water
in Johnson's Bayou, La., the company

said Thursday.

The release from the 2-inch Transco
pipeline began at 3:55 a.m. Wednesday
and was secured by Williams personnel
at 4:05 a.m., the Tulsa-based company
reported to state police.

“The spill was from what is called a
slug catcher tank that is used as part
of the smart-pigging process on the
pipeline,” said Jeff Pounds, a Williams
spokesman. “It was a mixture of salt
water and condensate.”

Condensate is a light petroleum
liguid commonly found in natural gas
and typically processed into fuels or
chemical feedstocks.

The cleanup is expected to be fin-
ished by the weekend, Pounds said.

Williams delivers about 12 percent of
U.S. daily gas supply.
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