
Quality Assurance Updates

INTERNAL AUDITS: 

Internal audits were conducted in 

the month of March. There were a 

total of nine(9) findings and one (1) 

observation. Five (5) of the findings 

were to do with documentation, 

two (2) for training and two 

implementation. The process of 

corrective action implementation have 

been completed by the respective 

auditees with their heads of 

Department and the audit closed.

TRAINING : 

In order to have all staff well equipped 

to carry out their duties efficiently, a 

number of initial and refresher courses 

have been conducted and others still 

on going. We expect that all staff 

attend trainings as scheduled.

SAFETY MANAGEMENT SYSTEM: 

In a bid to integrate SMS throughout 

the organization, SMS awareness 

training has been conducted for all staff in the organization. It was noted that 

most staff did not know their roles during times of emergency and therefore we 

encourage everyone to read the Emergency Response Plan (ERP) that is placed 

within all operational areas and get to know the procedures and their roles 

during emergencies. Please ensure to work safe and report any safety hazards 

or deficiencies during operations.

MANUALS: 

Always endeavor to keep yourselves updated with the current versions of our 

client manuals. Supervisors should always ensure that any changes that affect 

operations are communicated to the ground personnel. For example changes in 

procedures.

The company operations manual is undergoing review and thanks to those who 

are a part of this review.

In this issue of the QA Newsletter, we have a special feature from our Managing 

Director- Marc Deleu, titled ‘’In Good Hands’’.  It was published in the ’Industry 

Networker’ by Gemma Kent. It gives a brief journey of DAS Handling Ltd 

and also a glimpse into the future of the company through the ‘Lens’ of our 

Managing Director.

In our customer focus , get to see our rating according to the recent customer 

survey conducted in May 2018…. and a lot more of interesting articles on 

health, safety etc...

By Gladys Acuku
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Introduction of Safety Awards.

Safety starts with you and it Protects People

Welcome to the Safety Management System with innovative ideas.
In an effort to promote a safety culture within the organization and in order to 
increase safety in DAS Handling Limited, individuals who contribute significantly 
to the safety management system shall be recognized. Your contribution could 
be a single act which prevented serious damage or injury or it could be in the 
form of safety performance that significantly enhances the safety program.
The award could be a Certificate / Email recognizing specific contribution / 
Financial / Travel fully paid Air ticket or Plaque, etc. For teamwork, just suggest 
the suitable award kind and we shall vote on that!
Nominations for the award shall be initiated by any staff to the respective Head 
of Department or directly to the Safety Manager in form of a single page memo 
outlining the circumstance and reason for the recommendation. The Safety 
Manager shall then forward the nomination to the Managing Director for final 
review.
Once the nomination is consistent with intent and purpose of the awards 
program, surely you win the award.
Once again, work safe! Promote safety for all.

Safety Awareness is a key to safety 
in the workplace/our daily life.  
Attending sensitizations as frequent 
as possible throughout the year will 
increase awareness by putting safety 

in the forefront of our minds. Hence do not ignore Refresher Courses.  
Remember our aim is “No Accidents’’.
Safety Awareness helps prevent/reduce accidents and incidents at work, 
promotes safety among workers, and saves the company money on 
expenses on accidents and incidents and will build the company’s safety 
reputation.
Tips about Safety
All Signs/Posts at Work place are put for a purpose! Therefore we 
should always read and follow the instructions on these signs/posts. 
Remember the Three causes of Accidents.
•   You do not hear the Safety Instructions – You will cause an Accident.
•   You do not see the Safety Hazard – You will cause an Accident.
•   You do not speak Safety Concerns – It will cause Accident.
Read the company Safety Policy and Safety Procedures so that you are 
aware of potential dangers and how to avoid them.
Always attend trainings when scheduled. Stay alert don’t get hurt.
Always observe your surroundings,   pay attention to others around 
and always remember to report unsafe conditions immediately to the 
concerned party (ies) or do the needful. 
Remember to wear the safety gears provided – Safety starts with you.

By Nakimuli Monica

By Oyuk Difas
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THE 
INSIDER 
THREAT

The insider threat has become a global concern 
within the aviation industry in the recent past and it 
is a complicated problem to mitigate.
Perhaps you are asking yourself questions like;

What is the insider threat? 
Who does it involve? Where does it take place from, 
etc?
The insider threat refers to a person who exploits, 
or has the intension to exploit their legitimate 
access to an organization’s assets for unauthorized 
purpose, these are staff like me and you. The 
potential damage that could be done by an insider 
at an airport depends on their job, their aims and 
the security measures in place which can be used 
to Carry out or facilitate an attack against civil 
aviation knowingly or unknowingly. This can be 
done by providing advice / guidance on the security 
procedures in place at the airport to facilitate 
terrorist activity elsewhere in the airport

We all need to be alert and lookout for colleagues 
that pose a threat. Indications of persons being an 
insider threat include:
. Drastic changes in political or religious views that 
incorporate extremism;
. A sudden and unexplained increase in personal 
wealth;
. Being found repeatedly trying to access an area 
to which no access would normally be granted (e.g. 
someone with access to only zone 1 found trying to 
access zone 3);
. Taking an undue interest in security procedures.

Managing the risk presented by the insider threat 
can be achieved through a collective approach:
All staff should take note of any significant changes 
to behaviour or attitudes and consider reporting 
such changes to security personnel or their 
immediate supervisors.
Managers should assess changes in behaviour 
or attitudes and deal with them promptly and 
appropriately.

A combined effort of staff like you and me can fight 
and fail attempts by the perpetrators whose aims 
are mainly to disrupt normal life and operations.

So, let us work together and avoid being 
victims or perpetrators

By Specioza Khaitsa

Malicious Insiders

Research indicate that insider threaths 
typically conduct their attacks within 
30 days of giving their resignation.
   
   -CERT Insider “Treath Center”-
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In Good Hands

Since its establishment just 14 years ago, Ugandan-
based DAS Handling Ltd has become animportant player 
in the ground-handling sector, serving leading airlines 
that represent the lion’s share of commercial traffic at 
Kampala’s Entebbe International Airport today. Managing 
Director, Mr Marc Deleu, speaks to Industry Networker 
about the company’s comprehensive service offering, 
recent investments in equipment and its dedicated team, 
alongside revealing his future plans for the business. 
Written by Gemma Kent.

Last year, East Africa registered the fastest economic 
growth on the continent – 5.5 per cent – according to 
a new report by the Economic Commission for Africa. 
Moreover, the report – entitled Urbanisation and 
Industrialisation for Africa’s Transformation – forecasts 
that the region’s economic expansion will increase to 6.0 
per cent in 2017 and 6.3 per cent in 2018. 

One area with significant scope for such development is 
the aviation industry. According to the International Air 
Transport Association (IATA), the top 10 fastest growing 
world markets for air travel over the next 20 years will 
be in Africa, with Uganda appearing in this list of nations 
where the aviation sector is expected to experience the 
most dramatic growth over the coming decades. 

Uganda is already attracting investment from overseas 
that will facilitate this progress in its aviation segment, 
including a UGX 27 billion (US$7.5 million) grant from 
South Korea’s International Cooperation Agency towards 
the modernisation of Entebbe International Airport in 
Kampala. In 2015 the Ugandan government commenced 
a three-phase upgrade and expansion of the airport to 
last until 2035, with a projected overall budget of around 
US$586 million.

Such investments, together with the potential for rapid 
development in both the region’s air travel sector and the 
economy as a whole, are creating an environment that 
is conducive to growth for companies like DAS Handling, 
which has been headquartered at Entebbe International 
Airport since 2003.

Building business relationships

DAS was born out of the ground handling section of the 
former Dairo Air Services, which was at that time one 
of the largest cargo operations in Africa, connecting 
the continent to Europe, the Middle East and the US. 
When Dairo Air Services later ran into difficulties, the 
ground handling section was separated from the airline. 
Commencing its operations as an independent entity, 
that ground handling business has been expanding its 
activities ever since.

“For 14 years we have been offering our services to 
the airlines serving Entebbe International Airport,” Mr 
Deleu begins. “Our major client in the early days was 
Kenya Airways, and we developed a very close business 
relationship with the airline. In the years that followed 
we worked hard on improving and perfecting our service 
delivery, which eventually led to signing up Rwandair 
in 2014, followed byFastjet, Etihad, Precision Air and 
Jambojet.”

Other major milestones in the company’s development 
include its receipt, in 2014, of the RA3 certification 
(Third Country EU Aviation Security Validated Regulated 
Agents), a supply chain security initiative designed by 
the EU. “We implemented stringent security measures in 
order to obtain this certification,” he asserts, “and as a 
result we are permitted to handle cargo destined for the 
EU. In the same year we were also certified in accordance 
with ISAGO (IATA Safety Audit for Ground Operations), 
which was instrumental to attracting new airlines and 
instilling a safety culture in the company.”

Paying special attention

Today, DAS is a full-service ground handler with an all-
encompassing service offering, including ramp operations, 
passenger handling, cargo handling, cold storage, 
security, document verification, special flights and training

“We have created a dedicated section for handling VIP 
and special flights, which, due to the particular needs of 
these kinds of operations, require special attention. We 
also identified the need for a dedicated Travel Document 
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Verification unit in order to prevent the rise of INAD 
(inadmissible) passengers from becoming a liability to our 
client airlines.”

Indeed, DAS is more than capable of offering services 
to any fleet, ranging from VIP flights to commercial 
medium- and wide-bodied aircraft operated by all types 
of airlines, from low-cost regional operators to five-star 
intercontinental carriers. 

The company’s broad service offering is supported by 
an outstanding cold storage facility with the capacity to 
handle up to 1,000 tons of perishable goods at clients’ 
desired temperatures. This facility now handles 70 per 
cent of horticulture and fish exports out of Entebbe 
International Airport, using only 50 per cent of its 
capacity. 

Other DAS facilities include over 3,000 square metres 
of warehousing space, alongside forklifts, storage room 
for all classes of dangerous goods (DGR), CCTV and 
24-hour security services, and import/export breakdown 
and build-up facilities. “We have substantially increased 
our equipment fleet in recent years,” Mr Deleu reports, 
“adding several pushback tractors, including one of 
the first tow bar-less tractors on the continent, as well 
as conveyor belts, passenger buses, 20-ton military 
k-loaders, electric baggage tractors, pallet dollies, 
baggage carts, and both 15- and 30-ton cargo loaders.”

Gaining client confidence through competence

Asked to highlight the key factors that have contributed 
most to DAS Handling’s exceptional growth to date – and 
those strengths that will facilitate its continued success 
and expansion – Mr Deleu emphasises the importance 
of having a dedicated and proficient workforce: “One 
of our main assets is undoubtedly our employees, who 
have been trained to a high level of competency and 
undergo continuous development in order to keep up 
with ever-evolving aviation industry requirements. We 
currently employ 450 members of staff and, as I already 
mentioned, we are working hard on the establishment 
of an in-house training facility, which we hope to launch 
before the end of this year.

“Together with the dedication of our team, the company’s 
attributes also include timely investment in adequate 

resources, prudent financial management – especially 
in the early stages of the business – sustained service 
delivery and an aggressive approach to service 
sales,” he continues. Of course, quality and safety are 
paramount for any company operating in the aviation 
industry, and DAS has a quality assurance programme 
in place as well as a safety policy that is supported 
by safety representatives in every department and 
a non-punitive, open reporting system that is acted 
upon immediately after a safety incident or concern is 
reported. 

“By the end of 2018, we intend to have a fully-
fledged safety management system in place,” Mr 
Deleu affirms. “Certainly, the deployment of a quality 
assurance programme and safety policy, in addition to 
the investments we have made in our human capital 
and equipment fleet, have brought confidence to our 
customer airlines that their operations are in safe and 
capable hands with DAS. That, in turn, has led to 
increased interest from all the other airlines serving 
Entebbe International Airport.”

Untapped opportunities in open skies

It goes without saying that innovation and the aviation 
sector go hand in hand, and DAS Handling is focusing 
on key areas in order to ensure that it keeps pace with 
development in the industry. Indeed, given the rapid 
expansion of the company’s activities since 2003, and 
the increased complexity of a mid-sized company in the 
aviation industry, many of DAS’s processes and systems 
in operations and administration have been digitised. 
“The challenge we are now facing is in finding the right 
synergies between all those systems and improving 
efficiencies therein,” explains Mr Deleu. “In addition, 
with the collection of all that data, we have untapped 
opportunities that will be the focus of our efforts in the 
near future.”

Speaking of untapped opportunities, DAS Handling 
is certainly looking forward to the favourable 
circumstances being created by various trends in the 
East African aviation sector at present, which include 
the forthcoming Open Skies agreement between the 
five nations of Uganda, Kenya, Tanzania, Rwanda and 
Burundi. Pending an agreement between regional 
aviation regulators, flights between the EAC countries 
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Health Tips - Rules 
of drinking Water

1. Start your morning with a glass of water. One 
litre or four glasses would be good to start off your 
day! It will keep you hydrated 
2. Never drink water when you are eating food 
except emergencies like hiccups.
3. The Gap between drinking water and eating 
food should be at least 45 to 50 minutes.
4. The Gap between drinking water after food 
should be at least 1(One) hour for people who do 
laborious work and 1hour and 30 minutes for others.
5. We should not drink very cold water, Always 
take water which is almost equivalent to your body 
temperature. It means always warm water but if it’s 
not available, then at least room temperature.
6. Drink water sip by sip, never gallop.

will be classified as domestic travel by the end of this year 
– a move that is expected to increase the number of air 
travel passengers. “The potential also exists for reduction 
or lifting of some prohibitive taxation policies,” Mr Deleu 
reflects, “while another exciting development is that the 
regional regulators are becoming increasingly supportive of 
our industry, which has led to a more propitious business 
environment.”

Furthermore, a number of long-awaited infrastructure 
projects are underway or reaching completion stage – a 
few examples being the recent renovation and expansion 
of Jomo Kenyatta Airport; the in-progress airport expansion 
project in Entebbe, together with the completion of Entebbe 
Express highway, and the development of Bugesera Airport 

in Kigali. “Completion of those projects will most certainly 
lead to a boost in the development of the aviation 
industry in our region,” he remarks.

“As an independent ground handler, we aim to provide 
high-quality services on par with world standards and 
currently have no ambition to expand our activities into 
other countries. However, we have identified a trend of 
consolidation in our industry, with larger groups absorbing 
smaller entities, where the larger group provides financial 
muscle and the competitive advantage of an international 
network. 

In that spirit, we are examining joint ventures with a 
number of international players, going forward,” Mr Deleu 
concludes.

By: Upendra Pandey 
Global e-doc: You can access and store 
information on the company e-docs system.

For more info; get in touch  with IT at
it@dashandling.com

            FAST TRACT SERVICES
For more info & assistance; get in touch with

+256 755 320 620  Arrivals
+256 750 320 620  Departure
Email: fasttrack@dashandling.com                                                                                                                                              

You can access the Newsletter on the 
company website; www.dashandling.com                                                                                                                                              
                                       

Useful information 
and links
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What does it really take to get motivated?
By: Mutaalu Andrew Fredrick – DAS Operations Department.

I have read many interesting materials, heard a lot about 
motivation, but this statement from Pastor Tom Mugerwa in his 
Sunday message cleared a lot of crank in my mind.
He said that:
“The problem you have is not the problem, neither the causer or 
person causing the problem is the problem, rather the problem 
you have is your ATTITUDE! Your attitude towards that problem 
is the real problem”.

I took my taxi back to Entebbe from Mutundwe thinking about 
this statement and came up with so many understandings from 
this big statement.

Supposing you are paid a “small” salary at work, you end up 
doing work sluggishly and end up having issues with your 
bosses. To you, the problem is the company paying you little 
money.
But actually the problem is how you treat this situation. If you 
change how you see life, then that would not be a problem. 
When you were bargaining for that salary, you felt it was 
enough, not so?
Then the solution would be for you to work harder, work smarter 
and pray to God for favor before the people who are responsible 
for your situation. But how is God going to work in your favor 
when your attitude is negative?

Most times when you ask people who are unhappy at work why 
they are sad, they will say the pay is bad. Yet even those we see 
earning millions at the end of the 4 weeks are sad as well. That 
means the money we earn at work is not the problem, neither 
those that sanction that figure, but the way we react to such low 
payments.

Supposing your wife or husband has a bad character you detest, naturally 
you would want that person to either change, or you leave the marriage or 
relationship.
But the Bible says, watch out what your tongue speaks, for the mouth speaks 
what is in the heart. Therefore, if God is opening doors for your partner to 
change, and by the time the change arrives, you have abused that person to 
a point of him/her feeling tired; do you think you will save the marriage or 
relationship in time?
Many Marriages and relationships are lost not because we are in love with very 
bad people, but because we have a poor attitude towards problems that come 
up in our marriages and relationships.

Very many people have lost jobs, marriages, lives, chances and opportunities, 

Titles Matter!!

Do you want to motivate your 
workers and yet do not have the 
resources to do so? Do not fret, 
simply giving new tittles could do 
the magic.
OLD: Receptionist
NEW: Front Desk administrator 

OLD: Document clerk
NEW: Document Executive

OLD: Messenger
NEW: Business communication 
Officer

OLD: Check-in agent
NEW: International Travel Assistant

OLD: Driver
NEW: Automobile propulsion 

specialist

Staff, don’t we agree with this?

are in prison because of poor 
ATTITUDE towards the situations they 
were going through. How you feel 
about your situation will determine 
whether you are an achiever or a 
failure, a hero/heroine or a villain.
ATTITUDE is how you think and react 
towards an issue or someone.

Let’s work on our ATTITUDES, and life 
will become better.
No problem is too big to let you throw 
your chances away.
God has given every one of us a seed 
of patience to withstand any kind of 
wave that hits us.
Trust him, and HE will see you 
through.

By Mpiima Frank
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QUOTES TO INSTANTLY INSPIRE TEAMWORK WHEN 
UNITY IS LOST

Each member of a team needs to feel important and appreciated yet they still need to work as 

a team in order to achieve more. Below are  some quotes that can inspire teamwork.

1. “Individual commitment to a group effort: That is what makes a team work, a company 

work, a society work, a civilization work.”

2. “None of us is as smart as all of us

3. “Alone, we can do so little; together we can do so much.”

4. “Teamwork is the ability to work together toward a common vision, the ability to direct 

individual accomplishments toward organizational objectives. It is the fuel that allows common 

people to attain uncommon results.”

5. “Talent wins’ games, but teamwork and intelligence win championships.”

6. “Teamwork is so important that it is virtually impossible for you to reach the heights of your 

capabilities or make the money that you want without becoming very good at it.”

7. “In teamwork, silence isn’t golden, it’s deadly.

8. “If you can laugh together, you can work together

9: “The speed of the boss is the speed of the team.”

10. “The strength of the team is each individual member. The strength of each member is the 

team”

11. “Great teams do not hold back with one another. They are unafraid to air their dirty 

laundry. They admit their mistakes, their weaknesses and their concerns without fear of 

reprisal.”

12. “You need to be aware of what others are doing, applaud their efforts, acknowledge their 

successes and encourage them in their pursuits. When we all help one another, everybody 

wins.” 

13. “There is no such thing as a self-made man. You will reach your goals only with the help of 

others.” 

14. “There’s nothing greater in the world than when somebody on the team does something 

good and everybody gathers around to pat him on the back.” 

15. “No matter how brilliant your mind or strategy, if you’re playing a solo game, you’ll always 

lose out to a team.” 

          Compiled by;
          GALABUZI ENOCK
          RAMP ATTENDANT
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DAS Handling starts Fast Track Services at 
Entebbe International Airport!! 

Fast track means to expedite or 
make it easier for someone to 
achieve something more quickly than 
usual.
It’s all too familiar with the dreaded 
feeling of frustration that arrives at 
the airport. If you are travelling to 
Uganda the Pearl of Africa for the 
first time or you have made it your 
vacation destination, you do not 
want to start on a wrong note. Our 
Team will be there to welcome you 
and make it worthwhile! There are 
many reasons to book this service. 
Here are some good reasons to get 
you relaxed:

Saves time!  
Well of course it does! Fast 
track means speeding through 
immigration and custom lines. Peak 
time departures and arrivals at our 
international airport result in long 
queues and an even longer waiting 
time. Our DAS Fast Track at Arrivals 
and Departure services allows our 
members to skip all the long queues 
and in no time you will be out while 
you wait on your flight or hotel 
shuttle. 
With our personalized preferential 

service, Das Handling Fast Track 
Services welcomes you- our 
esteemed guests. The moment 
you disembark the flight, a 
warm and friendly Ugandan 
smile awaits you with a paddle 
bearing your name. From here, 
you are escorted to a special 
immigration counter then 
assisted with the retrieval of 
your luggage at baggage claim. 
You are then whisked through 
customs and on your way to 
relaxation.
At departures, our friendly staff 
welcome you with a warm smile 
and quickly show you through 
security and expedite your 
check-in through to immigration 
and to the waiting lounge.

Hassle-free travelling; 
whether you are travelling 
alone or in groups for a 
special occasion, your airport 
experience can become 
confusing and unpleasant. 
With our Fast Track Service, 
we provide special assistance 
to large groups, couples 
travelling for their wedding or 
honeymoon, families wishing 
to ease the stress especially 

with young children, and 
business groups with no 
time to spare.

Avoid the crowd; 
your average departure 
or arrival line may be 
disorganized and painfully 
confusing. By booking 
our  Fast Track Service, 
you are guaranteed to 
be escorted through a 
special line to quickly 
pass through security, 
immigration, customs and 
get on with your business 
or vacation. We want 
to make every moment 
count!

No more anxieties; 
unaccompanied minors, 
expectant mothers and 
senior citizens are among 
the vulnerable groups 
who dread the airport 
hassle. Our dedicated 
representative will be 
with you or your child 
though each moment 
until you find your driver. 
For departure, we will 
do the very same and 
ensure your comfort until 
you board the plane.

Relax in style; 
after being expedited 
through immigration, 
our guests relax in 
our departure lounge. 
Imagine enjoying 
complimentary snacks 
and hot or cold 
beverages while waiting 
for your flight in comfort! 
Our lounge gives you 
the perfect opportunity 
to relax as you wait for 
your flight. Our aim is to 
give you a VIP and world 
class experience that you 
deserve.

Fast track welcome team

By Nampa Deo
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Fundamentals of great customer service

1. Know  who is boss

2. Be a good listener

3. Identify and anticipate needs

4. Make customers feel important

5. Help customers understand your  systems

6. Appreciate the power of ‘’YES’’

7. Know how to apologize

8. Give more than expected

9. Get regular feedback

10. Treat employees well.   

                                              

A Few Email Etiquette Rules Every Professional Should Follow

Despite our daily use of emails, many of us could still work on 
using email more appropriately. Because of the sheer volume of 
messages we are reading and writing each day, we may be prone 
to making embarrassing errors – and those mistakes can have 
serious professional consequences.
Below are some few rules we may need to know and practice.
1. Include a clear, direct subject line. People often decide whether 
to open an email based on the subject line. Choose one that 
lets readers know you are addressing their concerns or business 
issues. Examples of a good subject line include: “Meeting 
date changed,” “Quick question about your presentation,” or 
“Suggestions for the proposal.”
2. Use a professional email address. For company related 
matters, you should use your company email address. You should 
have an email address that conveys your name so that the 

By Gladys Acuku

recipient knows exactly who is 
sending the email. Don’t use 
inappropriate addresses say 
from your school days, such as 
babygirl@.... Or beerlover@..... 
No matter how much you love 
your cold beer.
3. Think twice before hitting 
‘reply all.’ Refrain from hitting 
‘reply all’ unless you really 
think everyone on the list really 
needs to receive the email. No 
one wants to read emails from 
20 people that have nothing to 
do with them.
4. Include a signature 
block. Provide your reader with 
some information about you. 
Don’t however go overboard 
with any sayings or artwork. 
Basic information like your full 
name, company name, contact 
information etc. IT department 
can help you with this.
5. Use professional salutations. 
Don’t use laid back expressions 
like, “Hey you guys,” “Yo,” or 
“Hi folks.” Also, don’t shorten 
anyone’s name, like Mike 
instead of Michael. Unless if 
that’s their preference.
6. Use exclamation points 
sparingly. Don’t get carried 

By Rwanyonga James Mwika
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away and put one at the end of every sentence. 
This may come off as emotional or immature. You 
could probably use only one, to convey excitement.
7. Be cautious with humour. Sometimes, humour 
can get lost in translation without the right tone or 
facial expressions. In a professional exchange, it is 
better to leave humour out unless if you know the 
recipient well.
8. Know that people from different cultures 
speak and write differently. This can easily lead 
to miscommunication. Tailor your message to 
the receiver’s cultural background or how well 
you know them. As an example, Germans and 
Americans prefer to get to the point very quickly. 
However, Japanese, Arabs or Chinese want to get 
to know you before doing business with you, and 
so may be more personal in their writings. 
9. Reply to your emails – even if the email 
wasn’t intended for you. It’s hard to reply to all 
emails sent to you, but you should try to. Even 
if accidentally sent to you, especially when the 
sender is expecting a reply. This serves as good 
email etiquette.
10. Proofread every message. Your mistakes won’t 
go unnoticed by the recipients of your email. 
You may be judged for that. Don’t rely on spell 
checkers. Read and re-read your email before 
sending it off.
11. Add the email address last. This is a good 
precaution. You do not want to send an email 
accidentally before you have finished writing and 
proofing the message. Even when replying to a 
message, delete the recipient’s address, and insert 
when sure the message is ready to be sent.
12. Double check that you’ve selected the correct 
recipient. We all make this mistake sometimes. 
It’s easy to avoid…check and double check. Avoid 
embarrassment.
13. Keep your fonts classic. The cardinal rule is: 
Your emails should be easy for other people to 
read. This refers to font type, size, color, etc.
14. Keep tabs on your tone. Read your message 
out loud before hitting send. If it sounds harsh to 
you, it will sound harsh to the reader. Avoid using 
negative words (“failure,” “wrong,” or “neglected.” 
Always say “please” and “thank you.”
guideline is to assume that others will see what 
you write. Don’t write anything that will be ruinous 
or harmful to others. After all, email is dangerously 
easy to forward, and it’s better to be safe than 
sorry.

Puzzle
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Row Labels Sum of V.satisfied Sum of Satisfied
Consistency of service 59 92
Disemination of information and PA announcements 76 81
Knowledgable and professional 99 72
Organised,well groomed and smart 92 86
Que and Document check time 96 75
Treated as valued customer 90 60
Welcoming and courteous 96 65
Grand Total 608 531
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Question
Excellent        Good

Overall, how would you rate our service delivery? 49 121

Overall, how would you rate our service delivery? 

Excellent        Good        Needs improvement            Poor

Customer Survey

In our quest for continual 
improvement, we carried 
out a customer survey 
in order to get feedback. 
Survey questionnaires 
were given out and 185 
passengers (customers) 
dully filled and returned 
the forms. Below is the 
summary of the ratings for 
some key areas that were 
highlighted in the survey;
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