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Ron Kaufman 

From 2nd Class to World 

Class in 24 months: How 

Air Mauritius achieved the 

Skytrax “4 Star” Rating 
 

 

 

Two years ago the national airline of 

Mauritius was struggling with financial 
losses, poor customer service ratings, 

and low staff morale. 
 

A new CEO and dedicated top 

team launched a bold attempt to 

achieve profitability and an 

impeccable service reputation in 

just two years.  

 

Their “7 Step Plan” included a 

variety of financial, political and 

equipment measures. But the 

most audacious element by far 

was seeking to inspire 2,500 team 

members across all departments 

to leave behind old behaviours – 

and embrace a new commitment 

to “Stepping UP Together”. 

 

 
 

This plan required the company to 

“go big and go fast”, reaching 

every team member in a short 

time with actionable service 

education and focused service 

improvement workshops. And it 

worked! Service improved for 

customers at every point of 

contact, including reservations, 

check-in, arrivals, and inside the 

aircraft during flight. Service also 

dramatically improved between 

teams, stations, and departments. 

 

There are 147 “3 Star” airlines in 

the world today, but only a small 

number of airlines in the “4 Star” 

category, including Emirates, 

British Airways, and Etihad.  

 

For Air Mauritius to leap from 

difficult times to a Skytrax “4 

Star” award in 24 months was a 

challenge that ultimately inspired 

every team member. 

 

On July 9, 2014, Skytrax officially 

awarded Air Mauritius this 

coveted “4 Star” status. Ron 

Kaufman was on hand to 

participate in the team’s 

celebrations. In this interview with 

the airline’s CEO, Andre Viljoen, 

he takes you behind the scenes of 

this extraordinary success, with a 

peek into the future as the 

national airline of Mauritius takes 

the next step UP. 

 

© 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 

enables organizations to build 

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 

 

http://www.upyourservice.com/blog/service-culture/in-service-revolutions-size-does-matter-go-big-and-go-fast/
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. 
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