“In a service industry ... you must
do all of the things that you're

doing just a little bit better than
the competition. The seats have
to be a little more comfortable,
your cabin crew has to be a little
hit more helpful and polite, your
aircraft have to be a little bit
more punctual, hopefully 100 per
cent ... so that all of those littie
things add up.’

- Nk D Aive













