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In a harsh global economy, 
great service is the price of 

admission. Companies 

whose cultures aren’t built 

around the ability and the 
willingness—no, the 

eagerness—to delight the 

customer won’t survive. 

You know this. And if 

you’re a leader at global 
enterprise, no doubt you’ve 

gained more than a few grey 

hairs worrying about it. It’s 

true: Transforming a culture 
that crosses many 

boundaries is no small task. 

But I have a question that 

might put it all in 

perspective: If an entire 
nation can build a service-

based brand and culture, 

what’s stopping YOU? 
 

If you’ve never heard of Mauritius, 

take note. This small island nation 

is now doing what your company 

can and should be doing—and it’s 

starting to do it very well. 

 

Before the global recession, 

Mauritius was a popular vacation 

destination for Europeans. In 

recent years, though, it has 

struggled to compete for the 

reduced number of tourists 

coming out of Europe. So one of 

the nation’s largest hospitality 

companies, LUX* Resorts (at the 

time it was named Naiade 

Resorts), decided to take on a 

gargantuan task—to contribute to 

the national culture with a 

powerful dose of uplifting service. 

 

Mauritians are naturally hospitable 

people—so much so that cruise 

companies regularly recruit them 

to work on their ships. But the 

competition in global tourism is 

intense, with the Maldives, 

Seychelles, Bali, Phuket, Jamaica, 

Bahamas, and many other 

locations offering sun and sandy 

beaches. The nation and the 

people of Mauritius needed to set 

themselves apart, to express their 

service brand and culture to the 

rest of the world. 

 

So LUX* Resorts kicked off an 

uplifting service transformation, 

challenging themselves, the nation, 

and every member of their team 

to break away from the past. 

Using “caterpillar to butterfly” as 

its metaphor, the company 

transitioned from Naiade Resorts 

to LUX* Resorts and transformed 

its culture through actionable 

service education programs. Then, 

the national airline, Air 

Mauritius—where Mauritius 

reaches out to the rest of the 

world—followed suit with a 

similar program called “Stepping 

UP Together.” 

 

Why did the people of Mauritius 

think such a cultural 

transformation would even work? 

Because Singapore, with the 

vigorous help of my team and I, 

had blazed the trail before them.  

 

During the 1990s when 

manufacturing and administrative 

jobs were being outsourced 

(sound familiar?), the city-state 

needed to reinvent itself. And so, 

starting with its Changi Airport 

and expanding to businesses 

throughout the nation, Singapore 

set out to become the uplifting 

service capital of the world. 

 

It was a transformation of 

attitudes from command to 

creativity, and of behaviours from 

compliance and control to 

compassion and concern. This 

national effort has become 

increasingly successful through the 

years. And because Singapore is a 

microcosm of the world, what 

works there can work in your 

company, your organization, your 

career, and your life. 

 

These nations should serve as 

harbingers of hope for 

corporations struggling to keep 

customers happy in an increasingly 

competitive global economy. 

When you can’t compete on 

product or price, you can always 

compete on service. 

 

For Singapore and Mauritius, the 

literal survival of their citizens 

depended on their making a 

change. Well, for companies that 

want to be around five years from 

now, the imperative is just as 

great. Own a service brand. Build 

your service culture. Find ways to 

continuously add service value, or 

your company will not survive. 

 

As I have worked with countless 

organizations and governments 

over the years, I discovered a 

clearly defined architecture for 

engineering a powerful and 

uplifting service culture. 

Can You Really Overhaul a 

Nation’s Customer Service 

Culture?  
Ron Kaufman 
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An Engaging Service Vision is 

captivating, motivating, challenging, 

and uplifting. Creating your 

Engaging Service Vision is an 

essential step in building a service 

culture that deserves senior 

leadership attention. 

 

When John F. Kennedy set the 

goal of “landing a man on the moon 

and returning him safely by the end 

of the decade”, he put forth a 

powerful vision that generated 

national alignment, scientific 

commitment, and history-making 

results. 

 

When you are planning something 

big, important, or new (like the 

development of an Uplifting 

Service culture), you also need a 

vision that is powerful, bold, and 

absolutely clear. In just one word, 

it must be engaging. 

 

Here are more examples of 

Engaging Service Visions from our 

clients around the world. 

 

NIIT Technologies, based in 

India, is committed to creating a 

new service culture based on 

innovation, creativity, and deep 

partnership with their customers. 

After years of competing on 

performance and price, they want 

to be known for high quality new 

ideas, and the value these ideas 

will bring. 

 

Their new Engaging 

Service Vision is “New 

Ideas, More Value” 

presented in a light-bulb 

treatment that captures 

the digital nature of their 

business, and the two-

sides-of-the-brain nature 

of human innovation. 

 

Deep inside the US Federal 

Government is a budgeting 

office that works closely to 

ensure that purchases and 

payments are made on time and 

on budget. 

 

But the Leadership Team of this 

group is not satisfied with simply 

being accurate and dependable. 

They want to help their 

colleagues, contractors, and 

vendors become more efficient 

and financially effective by offering 

educational workshops, team and 

personal coaching, and any-time-of 

year business advice. 

 

The Engaging Service Vision they 

created is beautiful: “Creating 

Value Beyond the Numbers”. 

This could apply to any Finance 

department in any 

organization…but only if the 

people are committed to 

providing more valuable service. 

 

SingTel is the largest Telco in 

the country of Singapore, and they 

are rocketing to the top of 

customer satisfaction, customer 

loyalty, and team member 

engagement. Deeply committed to 

a cultural transformation towards 

Teamwork, Creativity and Service, 

SingTel has leveraged every word 

of their Engaging Service Vision:  

 

 

 

 

 

LUX* Resorts is a brand created 

to reposition the whole category 

of luxury hospitality from opulent 

and over-done to lighter and 

brighter and much more 

refreshing. Their Engaging Service 

Vision is personal and powerful, 

connecting 2,600 team members 

to the experience of each and 

every guest. “We Make Each 

Moment Matter” honours the 

importance of time, and the 

precious privilege of creating, 

delivering, and fulfilling vacation 

dreams. 

 

Air Mauritius is the national 

airline of Mauritius. They have a 

bold ambition to add another 

coveted *S*T*A*R* to their 

international stature. This process 

requires new heights service, 

teamwork, and cross-functional 

collaboration. 

 

 

They took the concept of 

continuous improvement 

(stepping), and flying high (UP) and 

working as a team (together), and 

came with an Engaging Service 

Vision that bonds everyone 

together to keep this airline flying 

high: “stepping UP together”. 

What is your Engaging 

Service Vision? How do you 

express it in words, and images? 

How did you create it? How well 

is it serving you now? 

 

© Copyright, Ron Kaufman 

 

About the Author 
Ron Kaufman is author of The 

New York Times, USA Today and 

Amazon.com bestseller, “Uplifting 

Service! A Proven Path to 

Delighting Your Customers, 

Colleagues and Everyone Else You 

Meet” and 14 other books on 

service, business and inspiration. 

He is also the founder of UP! 

Your Service, a company that 
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Uplifting Service cultures and 

enjoy a sustainable advantage. 

 

Co-ordinates 
Mail: UP! Your Service 

50 Bayshore Road, Suite 31-02 

Singapore 469977 

Tel: (+65) 6309-9668 

E-mail: 

Enquiry@UpYourService.com  
Web: www.UpYourService.com   

mailto:Enquiry@UpYourService.com
http://www.upyourservice.com/
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Important Notice 
© Copyright 2015, Bizezia Limited, All 

Rights Reserved 

  

This article appeared in Better Business 

Focus, published by Bizezia Limited ("the 

publisher"). It is protected by copyright 

law and reproduction in whole or in part 

without the publisher’s written 

permission is strictly prohibited. The 

publisher may be contacted at 

info@bizezia.com (+44 (0)1444 884220). 

 

The article is published without 

responsibility by the publisher or any 

contributing author for any loss 

howsoever occurring as a consequence 

of any action which you take, or action 

which you choose not to take, as a result 

of this article or any view expressed 

herein.  

 

Whilst it is believed that the information 

contained in this publication is correct at 

the time of publication, it is not a 

substitute for obtaining specific 

professional advice and no 

representation or warranty, expressed 

or implied, is made as to its accuracy or 

completeness. Any hyperlinks in the 

article were correct at the time this 

article was published but may have 

changed since then. Likewise, later 

technology may supersede any which are 

specified in the article. 

  

The information is relevant primarily 

within the United Kingdom but may have 

application in other locations. 

 

These disclaimers and exclusions are 

governed by and construed in 

accordance with English Law. 

Publication issued on 1 May 2014 
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