
Canadian North took control  
of its device eet

Gail Campbell, Senior Manager Maintenance Information Systems with  
Canadian North tells us how the airline uses a shared device  

model that ensures all devices are always up-to-date and compliant
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In this case study we going to look at the challenges and ineciencies that can 
stem from using outdated paper-based systems as well as diculties in 
managing complex workows in a remote operational environment. We’ll also 
look at how a shared-device model has been crucial to mitigating common 

human errors, maintaining security and keeping cost of ownership low. I’ll nally 
explain how automating content deployment for technical publications, 
maintenance documentation, applications and operating systems can eliminate 
bottlenecks and improve your bottom line. But, as this is a case study, we’ll start 
with a brief introduction to the airline whose case it is, Canadian North.

CANADIAN NORTH
Canadian North is wholly Inuit owned airline, which serves Canada’s North with a 
mixed eet of Boeing 737 and ATR aircraft, some of which are gravel and ice 
strip equipped for landing in remote locations. Because the airline serves many 
remote communities, it is a mixed passenger and freight carrier with some 
aircraft that are combination (combi) types, capable of multiple passenger/cargo 
congurations.

We face several challenges; some are common to the whole aviation sector, 
and some are unique to our particular operations at Canadian North. Common to 
the sector are time-sensitive and ever-changing content on productivity tools, 
and maintaining synchronicity of device eets in multiple locations. A good 
example is that working from the same and latest documentation is a 
requirement of Transport Canada, so maintaining synchronicity of technical 
publications/content is crucial. Particular challenges faced by Canadian North 
include poor connectivity in some of our northern outposts, which causes a risk 
of non-compliance and out-of-date apps. There is also the road to a paperless 
environment, which is a challenge in itself, and, of course, regardless of the 

“We face several challenges; some are common to the 
whole aviation sector, and some are unique to our 
particular operations at Canadian North. Common to 
the sector are time-sensitive and ever-changing 
content on productivity tools and maintaining 
synchronicity of device eets in multiple locations.”
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location, we need to guarantee that updates are done and that we have 
synchronicity of devices. As well as the day-to-day factors such as ight time, 
maintenance turnaround time and eciency of maintenance personnel, there is 
also the total cost of ownership (TCO) of the device inventory to be considered 
and the challenge of securing physical access by maintenance & engineering 
sta to all devices.

THE JOURNEY TO MOBILITY AND ELECTRONIC RECORDS
Before mobility, Canadian North was 100 percent paper-based. People would 
manually key entries into desktop computers. Then, they would get transcribed, 
and sometimes, entries would be duplicated in the process. We realized there 
was a problem when not everyone had the means for maintenance technicians 
to record their work, i.e., access to an iPad. With eMRO from TRAX, see more 

below, Canadian North was able to transition to e-mobility. Now, with e-mobility, 
maintenance technician contractors can complete their entries. 

In 2013, we implemented TRAX. Then, in 2023, we moved from TRAX legacy 
to eMRO. The reason for telling you about that is because, when we moved from 
TRAX legacy to eMRO, we wanted everything to go digital. As I’ve already 
mentioned, we were, at the time, very paper-orientated. When we created the 
business plan for eMRO, we made a mistake. We forgot that we do our HMV 
(Heavy Maintenance Visits) and our own MRO work with regular line 
maintenance. Many contractors come to work with us when we get an increased 
number of aircraft for HMV and LMV, and we have two locations where we do 
this. Our thinking was moving towards an electronic solution. Still, we forgot that 
our contractors would also need the eMobility app to work on eMRO. So, at the 
very last minute, we realized we could not get iPads for all contractors who came 



CASE STUDY: CANADIAN NORTH 

AIRCRAFT IT MRO • SUMMER 2024 • 83

in part-time. Still, we didn’t want to buy an iPad for each of them. We buy iPads 
for all our employees, who get to keep them but we didn’t want the contractors 
to take our iPads home because of the associated security issues. However, with 
such a large number of devices needed in the business, the next challenge we 
faced was how to keep track of them and ensure that they were all fully up-to-
date with the latest documentation and regulatory compliance.

SHARED DEVICE MANAGEMENT AND UPDATING
To deal with this challenge, at the very last minute, we reached out to M3, having 
heard about their solution. Before going live with eMRO, we wanted to know 
how to implement the iPad for contractors but not have those devices taken o 
the premises. M3 came in and showed us their solution, a Kiosk that can be 
portable or at a xed location. We decided to put xed Kiosks in our main HMV 
bases in Ottawa and Edmonton, and M3 came into Canadian North to set up the 
Kiosks. It has been plain sailing since we implemented them.

Because Canadian North is, as the name suggests, an airline that serves 
northern bases and destinations, we face many challenges of paperwork coming 
in from the northern communities. In wintertime, ights get cancelled; 
sometimes, even when we get the paperwork, we can’t read it. It’s always been a 
challenge, so going mobile and paperless across the business was our biggest 
goal at the time of writing. M3 has helped us implement the latest Kiosks at our 

centers. I’m now looking to push that out to all of our remote stations like Yellow 
Knife and others for the employees, as opposed to us having to buy every new 
employee a new iPad and then keep up with it because they lose their life after 
some three years. When the paperwork and agreement had been completed, M3 
came in, set up the Kiosks, and put an employee on-site to set up the entire 
system.

Now, the contractor comes in, and they get a badge for the location where 
they’ll be working. Then, when working, they swipe their badge at the Kiosk, 
which automatically opens, and the iPad is there for them with whatever we have 
put on the Kiosk for the MDM part of it. So, if we choose that we don’t want the 
contractor to see something, that item won’t be loaded on the Kiosk. We started 
with a pilot plan because it has proven to me that we should keep the MDM 
(Mobile Device Management) right on the Kiosk and make any changes to it. 
Currently, we’re using Meraki MDM from Cisco with our employee iPads. The 
challenge of doing it with Meraki is that if I push out a change to all the iPads, but 

“…with such a large number of devices needed in the 
business, the next challenge we faced was how to 
keep track of them and ensure that they were all fully 
up-to-date with the latest documentation and 
regulatory compliance.”

“…when working, they swipe their badge at the Kiosk, which automatically opens, and the iPad is there for them with 
whatever we have put on the Kiosk for the MDM part of it. So, if we choose that we don’t want the contractor to see 
something, that item won’t be loaded on the Kiosk.” 
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a user is on a three-week rotation, when they get back, they would not get that 
updated information. They must go into the iPad and get the load because the 
iPad was turned o. It has helped us by going to M3 because, as they check in 
and take an iPad out of the Kiosk, it is preloaded with the latest documents, 
applications, and everything. Potentially, with the ones we’re doing manually, 
they only get the load right away if they’re at work at the time so they may be 
using outdated information. It’s a similar problem as it was with the paperwork; if 
they don’t read that there’s an update to a particular manual, they’ll be using 
outdated information, which is unacceptable. With the M3 solution, the 
dashboard is straightforward to use: log in to the app, update it, and push the 
updated items out to the Kiosk; if/when the iPad is plugged into the Kiosk, it gets 
updated automatically. Suppose a user checks out the iPad once they plug it into 
the Kiosk. In that case, the entire system is totally wiped, and everything you 
want is reloaded. There is just one MDM that pushes everything out, whereas 
previously, with the old system, it had been dependent on access to the iPad to 
upload updates with the risk that users could still have been using outdated 
information.

BENEFITS OF A SHARED DEVICE SOLUTION
Using a shared device solution oers the airline a number of benets. It keeps the 
cost-of-ownership low and saves admin/conguration time for end users with 
iPads that are always ready to use. It also allows partners (contractors) access to 
iPads, decreasing the duplication of entries. The M3 Kiosks also solve a number of 
ineciencies with one solution. Digitized workows and paperless operations 

eliminate error-prone paperwork: M3 Solutions replaced manual data entry and 
handwritten records with digital forms and checklists, signicantly reducing the 
potential for transcription errors. Streamlined workows mean that contractors 
have access to maintenance information 
and tech pubs on their iPads directly on 
the wing. With centralized data, all 
maintenance records are stored securely 
in a single digital platform, reducing the 
risk of data loss or damage.

In gure 1 you can see what the Kiosk 
looks like.

This is all part of Canadian North’s 
transition to going electronic with eMRO, 
and with the iPads, we’re going to look 
at other applications. I’m just giving you 
the scenario within eMRO, but we also 
use Comply365 and a lot of dierent 
applications. We will not just use these 
Kiosks for eMRO; we’ll be using them for 
all employees for other applications and 
might potentially use them in the ight 
Ops context and set up Kiosks for that. 
What the Kiosk will do is save us money 
by moving from buying an individual 

Solving
multiple
inefficiencies
with One
Solution

Figure 1




