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It is an honor for me to meet, for the first time,
Chinese readers, who are hard at work to developing
first rate business practices in a very competitive

world.

My book is built on my experience in the Scandi-
navian national airline (SAS—Scandinavian Airline )
to which I was appointed CEQ. SAS had always been
regarded as a technically very competent airline and a
World leader in traffic operations. Since it was foun-
ded in 1946 it had operated in a regulated market.
Therefore it had not put much effort in developing its
business and service reputation. Quite a number of
customers regarded it as bureaucratic but could not

chose since there was limited competition.

We developed a motto : “We used to fly air-
planes—now we need to learn how to fly people” and
with that motto we managed, in a period of less than
two years, to create an airline dr.iven by clear busi-
ness considerations. It received several awards and

was praised by its customers for its unique service. At

the same time it was one of the most profitable airlines
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in the World.

Our strategy platform was “the best alternative
for the business traveler” and our aim was to become
1% better in 100 service details rather than 100%
better in on detail. We wanted to make all the
hundreds of improvements to “speak the same lan-

guage” .

By opening up all internal information channels
we managed to create a common cause and a sense of
shared responsibility from all employees in the front-
line—where the company representative meets the

in the M t of Truth.

The successful turnaround of SAS was much
talked about at the time. Since then, however, much

water has flowed under the bridges.

In my career I have been the leader of five dif-
ferent companies. They have been brought from crisis
to a new and profitable competitiveness. My experi-
ence tells me that the basic message in this book still
is valid—in China as well as in a Scandinavian Air-

lines. And the importance of the message seems to
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become even more important as the global competition

increases.

1 hope my readers in China will be able to follow
my story and enjoy the experience. Should the book
inspire to developing improved businesses 1 will be

more than happy.

Jan Carlzon
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