




Ari Singgih puts a high value on customer service.  As Managing 
Director of Premiair, a leading VIP Charter Flight and Aircraft 
Management Operator headquartered in Jakarta, Indonesia, he 
is continually focused on meeting and exceeding his customers’ 
expectations.  That focus works both ways, Ari notes, and he 
counts it as one of the main reasons Premiair’s fleet of aircraft 
includes five Embraer products—with a couple of additions 
planned soon.  “Embraer responds well to our needs as a very 
active customer.  Their Customer Support representatives visit 
us regularly to get feedback,” he says. “We currently operate 
an Embraer 120 and four Legacy 600s in our fleet and fly them 
between 35 and 40 hours per month, so we appreciate the 
way Embraer stays in touch.  From our own experience we 
recognize how important it is to communicate regularly with 
customers and know what they want or need.”

Ari serves a variety of corporate clients, especially from 
Indonesia’s extensive petroleum and mining industries.  
Premiair has been flying in the region since 1989, starting out 
as a corporate flight department before officially becoming an 
AOC (Air Operator’s Certificate) licensed Part 135 air charter 
business in 2006.  That same year, the firm bought its first 
Embraer airplane, an Embraer 120 equipped with 18 seats.  
“When we made the decision to acquire the Embraer 120 it 
perfectly suited our needs for an airplane that could be used as 
a corporate transport and was capable of landing and taking 

off from most of Indonesia’s airports, many of which don’t have 
long, highly maintained runways.”  Today, the Embraer 120 is 
used for a combination of corporate and charter service. It can 
even be configured as an air ambulance when necessary.

Premiair’s business has continued to grow in the past four years 
and Embraer has been right in the middle of that expansion.  
The company now flies four Legacy 600s, operating as either 

managed corporate transports or charter airplanes.  “The 
Legacies fly both domestically and internationally,” Ari explains, 
“operating from Jakarta to destinations as far away as China, 
the Middle East, Australia, Europe and even the USA.”

Embraer’s Captain Manfred Baudzus from the Sales team and 
the Customer Support Representative, Bruno Visoto, both of 
whom are based in Singapore, make it a habit to spend time 
with Premiair.  And, they’re not alone, either, according to Ari.  
“Every time we have a new delivery, a representative officer 
from Embraer is assigned to help and support us with the 
new aircraft for a period of time.  Embraer Customer Support 
also regularly conducts Legacy 600 Operators Conferences in 
the region and, in fact, came to Jakarta last year—a further 
recognition of Premiair’s presence in the region,” he pointed 
out.

Premiair is expanding its relationship with Embraer, both as 
a Customer and as an Authorized Sales Representative (ASR).           
The company is also considering the acquisition of a Lineage 
1000 and a Phenom 300 in the not-too-distant future. “The 
Lineage 1000 is a state of the art aircraft with plenty of space 
that will enrich our fleet.  The Phenom 300 can cater to the 
needs of our shorter distance, domestic customers and it has 
the capability to land at almost all of Indonesia’s airports.  
It will work well for corporate customers like oil and gas 
producers and mining companies who want an aircraft that 
can go to and land at sites close to their operations all over 
Indonesia.  We believe this airplane will bring us a number of 
good prospects with its efficient costs, direct access, speed 
and convenience.”  

Ari Singgih inside the Legacy 600
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Embraer celebrated its 40th year in 2009 with an impressive 
list of achievements. In the product portfolio, Embraer 
Executive Jets expanded its fleet during the year with the 
entry into service of the Phenom 100, additional deliveries 
of Legacy 600s, first deliveries of Lineage 1000 and                          
Phenom 300, the latest addition to the business jet fleet.

In Customer Support and Services, the Embraer-owned service 
centers obtained EASA certification for the Phenom 100 jet.  
Embraer also authorized five new service centers, offering 
a network at key locations to serve you. In Latin America, a 
new company-owned service center, dedicated exclusively to 
executive jets, was announced during the LABACE Air Show. 
It is located in São José dos Campos and started its operation 
by the end of the year. 

The Customer Support Contact Center, which provides 
Customers with complete and timely assistance for 
operational, technical and maintenance needs along with the 
Field Support Representatives located around the world, was 
officially launched at LABACE as well.

In 2009, investments were also made in spare parts. A new 
Distribution Center was opened in Dubai in partnership with 

CEVA Logistics and Embraer improved its presence in Asia by  
adding dedicated spare parts inventories to the company’s 
distribution facilities in Singapore. We also expanded our 
parts strategy by maintaining on site stock in the Service 
Center network to reduce downtime in critical situations.

In addition, ECTS – Embraer CAE Training Services reached 
some milestones by certifying the first Phenom 300 pilots, 
celebrating the first two type ratings issued by using the 

Phenom 100 Full-Flight Simulator (FFS) and by 
starting its operations at Burguess Hill center, in 
the UK.

We continued working closely with our 
Customers at Operators Conferences in the USA, 
Europe, Russia, United Arab Emirates, Brazil and 
Asia Pacific and expanded our communication 
channels by launching a new Customer Forum, 
at FlyEmbraer web portal, and the Phenom 
Webcast conference sessions.

In the services portfolio, an important milestone was the 
signing of the first Embraer Executive Care maintenance 
agreement with the first Customers to receive a                   
Phenom 100, in the USA, and the subsequent signing of  EEC 
programs  for Customers in Latin America and Europe.

“As our operational fleet grows, so do our initiatives and 
our commitment to support it,” said Edson Carlos Mallaco, 
Vice President, Customer Support and Services - Executive 
Jets.  “We put a strong emphasis on creating and expanding 
opportunities throughout the year to meet our customers 
face-to-face.  We have made it a priority to discuss the support 
of their aircraft, ways to improve the speed and efficiency 
of our responses and provide them with the best service in 
the industry.  The year of 2010 will also be an eventful and 
exciting year, we will continue to take the necessary steps to 
ensure that our customer support is unmatched.”

Customer Support and Services 
Achievements

ACHIEVEMENTS

Embraer and CEVA Logistics have joined 
to offer Embraer Executive Jets customers 
a new distribution center in Dubai, United 
Arab Emirates (UAE). Located near the Dubai 
International Airport (DXB), the CEVA Logistics 
facility supplies spare parts for the expanding 
Embraer Executive Jets fleet in the Middle East, 
as well as supports customers in North Africa 
and India.  “This center is another example of 
our commitment to work closely and provide 
the parts and services necessary to provide 
our customers in the region with world-class 
customer support,” said Edson Carlos Mallaco, 
Embraer Vice President, Customer Support and 
Services – Executive Jets. 

Embraer currently maintains a stock of spare 
parts for the Legacy 600 and the Lineage 1000 
in Dubai, which will be expanded to support 
the Phenom 100 and the Phenom 300 jets in 
2010, as well. The center currently inventories 
approximately 3,000 parts to quickly meet 
customer and authorized service center needs.

Embraer and CEVA 
Logistics open 

Executive Jets Parts 
Distribution 

Center in Dubai

Some highlights: Contact Center and EEOC- Las Vegas



Promoting its expanding family of executive jets at two of 
the most prominent venues in the industry, Embraer earned 
headlines from the trade media and lots of customer attention 
at the Annual Meeting & Convention of the National Business 
Aviation Association (NBAA) in Orlando, Florida October 20-
22, 2009 and again at the annual Dubai  Air Show, November 
15-19, 2009 in the United Arab Emirates.  

The highlight of the NBAA show was Embraer’s introduction 
of the new Legacy 650 during a press conference on            
October 19. The large executive jet category Legacy 650 is 
based on the successful platform of the super midsize Legacy 
600 and will provide longer range for up to 14 passengers.  

Currently, two Legacy 650s are performing flight tests, with 
certification and first deliveries scheduled for the second half 
of this year. 

In addition,  Embraer  displayed a Phenom 100 jet at its exhibit 
in the Convention Center and showcased another Phenom 
100, together with the light Phenom 300 and the super 
midsize Legacy 600 jets, at its static display area at Orlando 
Executive Airport.  A full-scale mock-up of the midsize Legacy 
500 and a cabin cross-section of the ultra-large Lineage 1000, 
as well as a corporate shuttle version of the ERJ 135, also 
drew large crowds to the static display area.

In Dubai, Embraer Executive Jets displayed the ultra-large 
Lineage 1000, the super midsize Legacy 600, and an entry 
level Phenom 100 in the static display area.  It was the 
Phenom 100’s debut in the Middle East.

“Both the NBAA and Dubai Air Show provide maximum 
exposure of our products and customer support services. It 
is an outstanding opportunity to interact with the customers 
and potential buyers, “ said Scott Kalister, Vice President, 
Customer Support and Services, USA, Canada, Mexico and 
the Caribbean - Executive Jets. 

Representing Embraer in Asia Pacific has its own 
unique challenges according to André de Castilho 
Silva.  As Director of Customer Support for Executive 
and Commercial Jets in the region, he oversees all 
activities for both markets, this includes coordinating 
the local Operators Conferences, looking after Material 
Services and the Spare Parts Distribution Center and 
an E-Jets Training Center in Singapore and providing 
guidance to the Embraer Authorized Service Centers 
that make up the Maintenance, Repair and 
Overhaul (MRO) network in the region. 

To top it off, working in this region means 
lots of long distance trips to visit customers 
(a flight from Singapore to Brisbane, 
Australia takes eight hours, for example) in 
different countries, regulations, customs 
requirements, different values and 
different environments.  But, even those 
issues may not be as daunting as learning 
and adapting to “routine” local activities—
like crossing the street in Hanoi, Vietnam.  
“When we were there we faced a challenge to cross a 
high traffic street without any traffic light around.  After 
a couple of minutes observing the locals, we realized the 
best way to cross the street was simply to start crossing in 
the middle of all the cars and motorcycles—which would 
normally deviate—provided you do not run nor step 
back,” he noted, adding, “that lesson actually applies 
pretty well to the management of Customer Support 
with a growing product line and a very diverse region!”

André is well suited to his role. A ten-year employee of 
Embraer, he is a native of São José dos Campos who 
works for his “hometown” company a long way from 
home!  He obtained his technical education at ETEP 
(Escola Técnica Professor Everardo Passos) and studied 
Engineering at UNIVAP (Universidade do Vale do 
Paraíba), both in São José dos Campos before starting 
his career in 1983 at IAE (Instituto de Aeronáutica 
e Espaço), there.  He worked on rockets and satellite 

launchers before moving to Ericsson to 
help in the development of Automated 
Test Equipment (ATE) for electronic 
manufacturing.  In 1993 he joined Alfatest 
in São Paulo and came to Embraer in 1999.  

After building his early career close to 
home, André’s “wanderlust” took effect 
five years ago.  He’s been in Singapore 
since then and says that working with 
the diverse clientele he has in the Asia 
Pacific region is something he likes very 

much.  “Working at Embraer provides a 
great chance to work in a high profile environment, and 
working in aviation means you always have to be open 
to learn something new every day.  Working in Customer 
Support means you have to be prepared to meet a lot 
of different challenges.  It’s exciting.  Finding the right 
people with local flavor aimed to match the diversity 
is also interesting.   We’ve put together a team that 
is well suited to this region.  It’s a unique experience 
and one I wouldn’t trade for anything,” he concluded.  

Embraer Attracts Industry Attention 
at NBAA and Dubai Air Shows
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- FIDAE
Mar 23 – 28 – Santiago, Chile

- Sun´n Fun
Apr 13 – 18 – Lakeland, Florida

- EEOC 2010 
Embraer Executive Operators Meeting
Apr 20 -21 – Paris, France
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To learn more about Embraer 
Executive Jets participation in air 
shows and  events, please visit:

www.EmbraerExecutiveJets.com

Inside the Customer Support Team

Embraer Appoints 
Two New Authorized 
Executive Jet Service 
Centers in Australia 

and California

Embraer booth at NBAA

Embraer Executive Jets Customer Support has 
added two highly regarded maintenance providers 
to its growing list of authorized service centers to 
serve customers in Australia and the Pacific region 
and in California and the Western United States. 

ExecuJet Australia Pty. Ltd, based in Melbourne 
and with satellite operations in Sydney and 
Brisbane began providing warranty, line and heavy 
maintenance service to Embraer Legacy customers 
in January.   

Clay Lacy Aviation (CLA), one of the most 
experienced operator of private jets in the United 
States, including two Embraer Legacy 600s, 
became Embraer’s Authorized Service Center 
for the Phenom 100 and Phenom 300 aircraft 
in Southern California in December.  CLA was 
founded in 1968 in Van Nuys, California and 
currently operates a charter fleet of more than 
40 aircraft and provides aircraft services at six 
locations across the U.S. 

Both locations will provide service to Embraer 
executive jet aircraft based in their regions as 
well as those traveling through.  “ExecuJet and 
Clay Lacy Aviation have well-earned reputations 
for providing comprehensive, high quality service 
and support and we are pleased to add them to 
our growing list of service facilities,” said Edson 
Carlos Mallaco, Vice President, Customer Service 
and Support - Executive Jets. 

ExecuJet Australia Pty. Ltd and Clay Lacy 
Aviation receive authorization to serve Embraer 
Customers


