
 

 

 

Vendor Management and SLA Management in Aviation: 
A Focus on OTP Mitigation and Operations 
In the aviation industry, effective vendor management and Service Level Agreement (SLA) 
management are crucial components of ensuring smooth operations, especially in the context of On-
Time Performance (OTP) mitigation and operational efficiency. This article explores the significance 
of vendor management, SLA management, and their impact on critical incidents and OTP. 

Vendor Management 
Vendor management involves overseeing the relationships and interactions between an organization 
and its vendors or suppliers. In the aviation industry, where numerous vendors provide essential 
services ranging from ground handling to technology solutions, effective vendor management is 
essential for maintaining operational excellence. 

Key aspects of vendor management include: 
• Guidance on Priority Matrix Development: Providing the airport with guidance around the 

development of a priority matrix more befitting operational integrity, especially during peak 
periods. This matrix would become the framework of the SLA requirements, outlining the 
prioritization of tasks and resources to maintain smooth operations. Training and support for 
the development of a priority matrix will be carried out by BTS staff, with a focus on 
continuous service improvement methodologies. 

• Relationship Building: Establishing strong relationships with vendors to foster collaboration 
and mutual understanding, leading to improved service delivery. 

• Performance Monitoring: Regularly monitoring vendor performance against SLAs and 
providing feedback and recommendations for improvement. 

• Issue Resolution: Collaborating with vendors to resolve issues quickly and minimize 
disruptions to operations. As part of the appointed vendor-managed layer, BTS would always 
work for the benefit of the airport and provide transparency with the multiple vendors in 
handling/managing incidents, reducing finger-pointing and striving for quick resolution. 

• Cost Reduction Exercises: Working with vendors to identify cost-saving opportunities 
without compromising service quality. 

 

SLA Management 
SLAs are agreements that define the level of service expected from a vendor, including performance 
metrics, responsibilities, and penalties for non-compliance. Effective SLA management is essential for 
maintaining service quality and managing vendor relationships. 

 

 



 

 

 

Key aspects of SLA management include: 
• Defining Clear SLAs: Working closely with vendors to define clear, achievable SLAs based on 

key performance indicators (KPIs) relevant to the service being provided. 
• Monitoring and Reporting: Regularly monitoring vendor performance against SLAs and 

providing detailed reports to identify trends and areas for improvement. 
• Incident Management: Developing robust incident management procedures within SLAs to 

ensure timely resolution of critical incidents, such as system failures or security breaches. 
• Adherence to Priority Matrix: Vendors are required to adhere to the priority matrix designed 

by the airport to ensure proper incident categorization as part of problem management. This 
matrix serves as a guideline for vendors to prioritize tasks and allocate resources effectively, 
ensuring timely and efficient resolution of incidents. 

 

Emphasis on OTP Mitigation and Operations 
OTP is a critical metric in the aviation industry, directly impacting customer satisfaction and 
operational efficiency. Effective vendor and SLA management play a crucial role in OTP mitigation and 
overall operations. 

 

• SLAs for OTP: Including specific targets for OTP in SLAs, such as on-time departures and 
arrivals, and provisions for managing delays and disruptions. 

• Incident Notification Processes: Establishing clear incident notification processes with 
airlines, ground handlers, and other key stakeholders to ensure timely communication and 
coordination during critical incidents. 

• Value-Add Services: Providing value-add services to airlines, such as back-office hardware 
support, as part of an airport offering, outside of the SLA, to enhance their operational 
capabilities and overall experience. 

• Continuous Service Improvement: Implementing continuous service improvement 
methodologies to monitor the effectiveness of the priority matrix over time, identifying 
areas for enhancement and ensuring that it remains aligned with evolving operational needs. 

 

Operational Support by BTS Staff 
BTS staff will be actively present on the floor, engaging with airline staff and proactively identifying 
issues before they escalate. Any incidents identified will be promptly escalated to the appropriate 
party, including vendors, airline IT, and/or DCS providers. Additionally, in the event of non-IT related 
issues such as delays due to weather events, BTS staff will strategically position themselves to 
facilitate a quick recovery and address any IT-related challenges that may arise. While airline staff 
and ground handlers focus on ensuring efficient turnarounds and passenger boarding, BTS is 
dedicated to providing support services to enhance operational efficiency and mitigate any 
disruptions. 

 



 

 

 

Helping our Partners 
Effective vendor management and SLA management are crucial for ensuring the operational integrity 
of airports. BTS's presence and engagement with airline staff, along with its proactive approach to 
issue identification and escalation, directly benefit airlines. However, this benefit is a result of the 
airport's strong management across various touchpoints, ensuring smooth operations and ultimately 
enhancing the overall passenger experience. Through collaboration and strategic support, BTS helps 
airports maintain a high level of operational efficiency and mitigate potential disruptions, ultimately 
contributing to a positive airport environment for all stakeholders involved. 
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