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Airport GCEO Speaks

I t is a proud moment for us with KLIA being 
ranked among the world’s top 10 airports 
in the latest Airport Service Quality (ASQ) 

survey carried out by the Airports Council 
International (ACI). Achieving an overall score 
of 4.94 out of 5.00 from 4.69 previously, 
KLIA rose to ninth placing for the first half of 
2020 from its 17th position in 2019 when 
benchmarked against airports of similar 
capacity. 

KLIA proudly scored a perfect five for overall 
satisfaction by both business and leisure 
passengers, 4.99 for cleanliness of airport 
terminal and 4.97 for the availability of 
washrooms. That is undoubtedly a stellar 
performance and I am happy to announce 
that the preliminary ASQ results for KLIA’s 
overall satisfaction score for the third quarter 
is 4.96 out of 5.00.

We are also honoured by ACI’s recent 
recognition of LIA as one of the world’s top 
seven airports. Such recognitions will certainly 
motivate our airport community and partners 
to continue giving their best as we navigate 
together during this unprecedented period.

Silk Air’s resumption of its Singapore- 
Penang service and plans to increase more 
flights from December coupled with British 
Airways (BA), Oman Air and Ethiopian 
Airlines flying again into Malaysia are 
another boost for us. 

BA is offering four weekly flights from London 
Heathrow to Kuala Lumpur (KL) on Boeing 
787-900. Oman Air’s twice weekly flights 
from Muscat to KL and Ethiopian Airlines’ 
once weekly flight from Addis Ababa via 
Bangkok to KL will soon be joined by many 
more international airlines, which have 
submitted their filings. 

Istanbul Sabiha Gokcen International Airport, 
also managed by us, recently saw its seventh 
foreign airline, Kuwait Airways, resuming 
operations and the low-cost carrier Pegasus 
Airlines starting a new route to Karachi 
with four weekly flights. According to our 
latest third quarter data, our total network of 
airports registered 9.4 million passengers, 
an improvement from 1.3 million passengers 
posted in the second quarter.

Although targeted enhanced movement 
control order plus conditional movement 
control order imposed in several states  
and zones in Malaysia have dented domestic 
traffic, we anticipate demand for air travel 
to be resilient and have taken the necessary 
steps to ensure our guests’ safety as we 
combat the spread of the pandemic.

So far, we have installed 23 new thermal 
scanners and 600 sneeze guards at 19 
airports nationwide. Various contactless 
and physical distancing solutions at critical 
checkpoints throughout the terminals have 
also been implemented. We expect our 
air traffic recovery in the near-term to be 
dependent on flexible measures and effective 
standard operating procedures being meted 
out by the government and relevant authorities 
concerned. 

Valuing the cooperation from all parties in 
terms of maintaining safety and security 
protocols, we hope to see more passengers 
travelling again soon.

A corporate leader with diverse experience, he  
is harnessing the latest technological advances  
to spur Malaysia Airports to greater heights as  
a smart aviation regional hub. 

This month, Dato’ Mohd Shukrie Mohd Salleh 
is jubilant as KL International Airport (KLIA) 
and Langkawi International Airport (LIA) are 
recognised globally for their exceptionally 
high service standards and facilities despite 
the challenges which emerged from the new 
normal requirements in airport operations  
as the airport operator combats against the  
on-going novel coronavirus (Covid-19) pandemic. 
More international airlines are also returning  
to Malaysia. 
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At the heart of instilling Malaysia 
Airport’s corporate culture, the 
airport operator starts from the top, 

deploying its senior leaders or management 
team to drive its core values - integrity, 
customer centricity, accountability and new 
ideas - into its workforce’s mindset. 

In driving customer centricity, the Guest 
Advocacy division is responsible to 
spearhead the service culture transformation 
journey taglined as ‘Happy Guests, Caring 
Hosts. Spanning over five phases starting 
2018, it targets to inculcate service culture 
change among the 20,000 community at KL 
International Airport (KLIA). 

The ‘Happy Guests, Caring Hosts’ initiative 
was introduced with a 3W3P framework. 
3W refers to the Warm, Welcoming and 
Wonderful experience a Happy Guest will 
feel when they are given exceptional service 
level by Caring Hosts who demonstrate the 
Service Culture Values of 3Ps, namely Proud, 
Personal and Passionate.

Now into its third phase, Malaysia Airports 
continues to crystalise its service culture 
values further by translating the 3Ps into 
five frontliner’s personality traits and 12 
demonstrated behaviours. 

The five personality traits are always on 
show, integrity, going the extra mile, being 
resourceful and enthusiastic. These traits are 
aligned with the organisation’s mission in 
Hosting Joyful Connections.

Uplifting service levels during 
demanding times
Malaysia Airports Group CEO Dato’ 
Mohd Shukrie Mohd Salleh says, “Despite 
challenges arising from new normal 
requirements in airport operations, the whole 
airport community has displayed a strong 
spirit of collaboration and came together as 

In efforts to smoothen Covid-19 screening of 
all arrivals from Sabah recently, Malaysia 
Airports had also worked together with 
Ministry of Health and National Disaster 
Management Agency to implement additional 
initiatives. 

Deployment of mobile food and beverage carts 
in the test waiting areas were enabled while 
the elderly, disabled, pregnant mothers and 
families with young children were given access 
to priority lanes to help ease their arrival 
process.

Additional seats were also provided at the 
arrival gates as well as at along the flow path 
to the testing area while passengers wait for 
their turn to be tested. These efforts are evident 
that Malaysia Airports takes its guests’ health 
and safety seriously without compromising to 
provide exceptional guest experience.

Significance of Guest Advocacy
In steering the organisation towards becoming 
more guest-centric, Guest Advocacy was 
established to plan, develop, operate and 
monitor guest experience governance and 
service culture transformation management.

Divided into three teams, the Host Culture 
Transformation unit zoom in on continuous 
education journey on service culture focusing 
on people and mindset change while 
Governance and Planning looks into driving 

one to elevate KLIA’s service performance in 
the eyes of the world.”

Malaysia Airports has been proactively 
ensuring that all safety measures and 
precautions are taken seriously by prioritising 
on guests’ safety. The entire airport community 
came together in playing their respective 
roles in ensuring consistent and increased 
sanitisation procedures, placement of thermal 
screenings and mask detector, and the usage 
of personal protective equipment.

Customer-centric Service Culture, 
Focus of Malaysia Airports’ 

 Guest Advocacy 
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implementation of governance framework 
for service operational excellence. Lastly, 
the Guest Experience Transformation 
Management Office concentrates on 
planning and operating rigorous programme 
management for all service culture initiatives.

SLAP 3.0
Malaysia Airports’ Service Leadership 
Immersion and Appearance programme or 
SLAP 3.0 has been introduced to enable its 
leaders to immerse themselves in their guests’ 
shoes and experience first-hand real airport 
situations. 

Via SLAP 3.0 programme, the leaders can 
observe and rate our frontliners’ behaviour 
using the ‘Frontliner behavioral assessment’ 
(FBAP) mobile web tool designed in-house.

Malaysia Airports Head of Guest Advocacy 
division, Mohammad Suhaimi Abdul Mubin 
shares, “To ensure consistency in providing 
exceptional service level, our frontliners 
are guided by the standardised interaction 
module in the exceptional people practice 
(EPP) playbook, which has been developed 
to demonstrate the five personality traits as a 
Caring Host.”

During SLAP 3.0, leaders also conduct on-site 
coaching by leveraging on the EPP playbook 
as to inspire frontliners to go extra mile in 
serving our guests. 

As SLAP 3.0 aims to move the service 
leadership needle by focusing on the courtesy 
and helpfulness of frontliners, the Operational 
Excellence team, on the other hand, is driving 

Operational Excellence
Operational excellence is fundamental in 
delivering service excellence. It is the pursuit 
of operational perfection which inculcates 
the culture of continuous improvement and 
innovation which results in better experience. 

The General Manager of Operational 
Excellence and Innovation (OE&I), 
Mohammad Azmel Harun Rasheed quips, 
“At Malaysia Airports, we integrate Design 
Thinking methodologies into OE to empathise 
and improve passenger experience. We look 
at the pain-points of a passenger’s journey in 
the new normal and improve the passenger 
flow and hygiene experience.”

Over 60 solutions along the new norm 
passenger journey have been identified for 
KLIA and klia2. He adds, “The customer-
centric design thinking provides insightful 
operational improvements and innovations 
from the passenger perspective to the smallest 
little things that matters.” 

A major focus of improvement in the 

passenger journey is the washroom. It is a 
basic service for any airport to provide at an 
excellent service level. 

Operational Excellence division and Guest 
Advocacy division launched a Washroom 
Adoption programme, where senior leaders 
adopt dedicated washrooms and become 
the extra critical eyes from a passenger 
perspective to the operation teams on the 
ground. It is another evidence in adopting 
customer centric mindset into operational 
excellence.

High ASQ ratings
Aspiring to provide consistent exceptional 
service level to its guests at all times, 
Mohammad Suhaimi believes that its efforts 
have borne fruits with the KLIA ranked ninth in 
the latest global Airport Service Quality (ASQ) 
survey for the first half of 2020.

“Courtesy and helpfulness shown at the KLIA 
community were among the top five ASQ 
elements,” he adds. 

According to ASQ preliminary results for the 
third quarter, four courtesy and helpfulness 
elements at KLIA secured high scores of 
between 4.97 and 4.99 in September to give 
an overall satisfaction rate of 4.96 out of 
5.00, thus surpassing its ASQ target of 4.9 for 
2020 for three consecutive quarters this year.

With all these efforts in place, Malaysia 
Airports has been named as one of the 
finalists for the International Customer 
Experience Award for the customer-centric 
culture category whose results will be 
announced on 19 November. 

Malaysia Airports is also participating in 
the upcoming Skytrax Awards 2021 for two 
categories, namely Best Airport Staff and 
World’s Best Airport. 

SCAN TO VOTE 
WORLD’S BEST 
AIRPORT STAFF

SCAN TO VOTE 
WORLD’S BEST 
AIRPORT

the non-frontliners towards the culture of 
continuous improvements and innovations.
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I ndia’s leading carrier, IndiGo, has been 
ranked #1 by the Safe Travel Barometer 
with a rating of 4.2 out of 5 as the safest 

airline in India. Safe Travel Barometer, which 
is the world’s most comprehensive database 
for COVID-19 traveller health and safety 
protocols, has released the Safe Travel Score 
for airlines worldwide.

William Boulter, Chief Commercial Officer, 
Indigo said, “We are pleased to be ranked 
as the safest airline in India by the Safe 
Travel Barometer. We have not only taken all 
precautionary measures as mandated by the 
government but have also gone beyond to 
ensure the safety of our passengers onboard 
our flight. This recognition is the evidence of 
our commitment towards safety and it further 
encourages us to strive for better services for 
our customers as they travel onboard our 
lead, clean flying machine”. 

C hina Airlines is continuing to assess travel demand as well as 
national border restrictions and quarantine policies during 
the Covid-19 pandemic. From September, passenger services 

have resumed for Northeast Asian routes such as Osaka, Fukuoka and 
Nagoya. More flights will also be added to Tokyo (NRT) and Seoul 
(ICN) routes.  

In October, flight frequency has increased for Southeast Asian 
destinations including Bangkok, Singapore, Penang, Kuala Lumpur, 

China Airlines Increases Passenger Services 
Ho Chi Minh City, Hanoi, Manila, Phnom Penh and Yangon. Daily 
passenger services are operating on the Taipei (Taoyuan)-Jakarta 
route.

On North American routes, flight frequency is being increased in 
response to travel demand for Los Angeles, San Francisco, Vancouver 
and New York. 

For European routes, services will be available for Amsterdam, 
Frankfurt, and London (LHR). Passenger services are available for 
Oceania routes such as Sydney, Melbourne, Brisbane and Auckland. 
Flights on routes such as Hong Kong, Shanghai (PVG), Beijing, Xiamen 
and Chengdu are also available.

China Airlines is headquartered in Taipei Taoyuan International 
Airport, Taiwan’s largest and busiest airport, and operates a network 
of 160 destinations in 29 countries/districts across Asia, Europe, 
North America, and Oceania as of 30 September 2020. The airline 
possesses a fleet of 86 aircrafts, including 68 passenger jets and 18 
freighters.

For more information, please visit www.china-airlines.com or  
call 03 – 2142 7344

The safe travel score by 
Safe Travel is based on an 
independent audit of various 
parameters which are 
applicable to an air journey 
starting from pre-boarding, 
boarding till onboarding. It 
takes into consideration the 
COVID-19 related hygiene 
and the safety measures 
announced by the airlines 
for its travellers as well as its 
crew members.

The parameters taken into 
consideration to measure the airlines for 
their safety include thermal screening of the 
passengers, face masks and hand sanitizers 
provided by the airlines and submission of a 
health declaration form by the traveller.

Indigo Tops Safe Travel Barometer in India

AVIAREPS is the General Sales Agent (GSA) 
for Indigo in Malaysia. 

For more information, 
please call 03 – 2148 8033
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More 
International 
Airlines Resume 
Operations at 
KL International 
Airport

Effective Covid-19 safety measures 
at KL International Airport continue 
to contribute towards increasing 

confidence in air travel. In early October 
2020, three more international airlines 
resumed operations at KUL with British 
Airways offering four flights a week from KUL 
to the UK and beyond, Oman Air offering 
twice weekly flights to Muscat, and Ethiopian 
Airlines offering a weekly flight to Addis 
Ababa.

Airports in Malaysia continue to see gradual 
monthly increases in both passenger and 
traffic movements. In September 2020, 
passenger traffic movements rose by 19% 
from August to 1.7 million, while aircraft 
movements increased by 9.8% to 27,010. 
Meanwhile, our operations at Istanbul Sabiha 
Gokcen International Airport (SAW) continue 

to see close to 2 million passengers last month 
with 5 international airlines operating at SAW 
to date. This led to the Group  registering 
a total of 3.5 million passenger traffic 
movements in September 2020. 

A freighter airline, Pos Asia Cargo Express 
also recently introduced a new route from 
KUL to Sibu Airport that operates six times a 
week using a B737-400F aircraft. Throughout 
the year, air cargo operations in Malaysia 
have remained relatively stable. Despite 
the significant drop in passenger aircraft 
movements, cargo movements have shown 
resilience. Data from January to August 2020 
showed that cargo operations in Malaysia 
averaged about 65,000 metric tonnes a 
month compared to about 76,000 metric 
tonnes a month in 2019. 

According to the Group Chief Executive 
Officer of Malaysia Airports,  Dato’ Mohd 
Shukrie Mohd Salleh, KUL has maintained the 
same number of freighter airlines operating 
from the airport since 2019, “There are 21 
freighter airlines in KUL (including charters). 
Although there was an initial dip in air 
cargo tonnage in March and April due to a 
reduction in belly cargo capacity, this capacity 
crunch was immediately taken up by full 
freighter airlines. This proves that KUL remains 
an attractive regional hub for aviation.” 

“With the upcoming operationalisation of 
the e-fulfillment hub at KLIA Aeropolis - a 
joint venture between Malaysia Airports and 
Alibaba group’s logistics unit, Cainiao – it will 
further cement KUL’s position as a regional 
distribution hub,” he added.
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Gulf Air, the national carrier of the Kingdom of Bahrain, 
proudly announces the resumption of its direct flights to  
and from the Kingdom of Saudi Arabia starting with  

Jeddah on 27 September 2020 along with plans to announce a 
further expansion into more destinations within Saudi Arabia soon. 

Gulf Air has been operating a strong network of direct flights  
between the Kingdom of Bahrain and the Kingdom of Saudi Arabia 
in the last decades and the airline’s original network in Saudi Arabia 
significantly feeds into the airline’s global network.  

On the other hand, the airline also announced that it has resumed its 
direct flights to and from Delhi’s Indira Gandhi International Airport 
on 19 September and Amman’s Queen Alia International Airport on 
24 September. 

Flights have resumed to Thiruvananthapuram (Trivandrum), Cochin 
and Calicut with plans to announce a further expansion into more 
destinations within India soon. The flights are operating based on 
a special agreement between the governments of the Kingdom of 
Bahrain and the Republic of India.

Gulf Air has been operating direct flights between the Kingdom of 
Bahrain and the capital of the Republic of India since 1981 and its 
network of Indian cities has always been key within the Gulf Air’s 
global network. 

Meanwhile, the airline has been operating direct flights to the 
Hashemite Kingdom of Jordan since 1982 and Amman has always 
been a key route within the Gulf Air’s network in the Middle East.

The airline currently flies to and from London, Paris, Frankfurt, Manila, 
Athens, Cairo, Abu Dhabi, Dubai, Kuwait, Peshawar, Islamabad, 
Lahore, Karachi, Thiruvananthapuram, Cochin, Calicut and Delhi.

Being one of the few airlines that continued scheduled commercial 
operations, Gulf Air continuously works closely with the government’s 
authorities throughout the destinations on its network to resume 
operations as soon as airports open. Gulf Air boasts a flexible and 
agile network by immediately adapting to government orders and 
civil aviation directives around its network and has been responsive to 
continuous changes and updates regarding operations to and from its 
network destinations.

For more information, please visit www.gulfair.com 

Gulf Air Proudly Announces Return to  
Saudi Arabia, India and Jordan
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bringing enough to replace them every 
four hours for longer flights. Thirdly, asking 
customers not to travel if they think they have 
any symptoms of Covid-19. 

Besides the cabin crew wearing PPE, a new 
food service, which reduces the number of 
interactions required with customers will be 
introduced. And lastly, asking customers to 
ensure they have everything they need from 
their hand luggage before departure, and 
where possible, storing their carry-on bag 
under the seat in front of them. 

For more information, please visit 
www.britishairways.com or 
call 03 – 7712 4747 

B ritish Airways resumed its flights to 
Kuala Lumpur from 3 October after a 
gap of six months. The airline resumed 

four flights a week from Kuala Lumpur, giving 
customers in Malaysia convenient flying 
options for those who want to travel directly to 
the UK or beyond. 

Moran Birger, Head of Sales, Asia Pacific and 
the Middle East at British Airways, said: “After 
a long period of uncertainty caused by the 
global pandemic, we are glad to be able to 
offer four flights a week from Kuala Lumpur to 
London Heathrow, UK. We know many of our 
customers in Malaysia have been waiting to 
be reunited with their loved ones or to travel 
for business and these flights will give them the 
opportunity to do that.”

The Group Chief Executive Officer (CEO) of 
Malaysia Airports, Dato’ Mohd Shukrie Mohd 
Salleh said, “To date, we have around 33 
airlines that are operating in KL International 
Airport (IATA Code: KUL). British Airways will 
be the third airline offering the Europe flight 
route. Malaysia Airports is glad that more 
international airlines are resuming their flight 
operations at KUL. We will continue to do our 

British Airways Resumes Flight to Kuala Lumpur

best in ensuring a safe airport experience for 
our passengers. We remain strictly guided 
by the International Air Transport Association 
and Airports Council International as well as 
the local authorities on all health and security 
protocols.”

In response to Covid-19, British Airways 
has introduced a range of measures to 
keep its customers safe. These includes, 
firstly, checking-in online, downloading 
their boarding pass and where possible 
self-scanning their boarding passes at the 
departure gate as well as observing social 
distancing and using hand sanitisers that  
are placed throughout airports. Secondly, 
wearing a facemask at all times and  
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Air Arabia Abu Dhabi Continues to Expand 

Air Arabia Abu Dhabi, the capital’s 
first low-cost carrier, has announced 
the introduction of a new service to 

Bangladesh’s port city of Chattogram with 
direct flights from Abu Dhabi on 25 October 
2020. 

The twice a week service offers greater 
connectivity and value-for-money options 
making it easier and more convenient for 
customers to travel between the two countries. 
The schedule for both outbound and inbound 
flights, effective 25 October, are twice weekly 
flights on Tuesday and Sunday. 

Chattogram joins Air Arabia Abu Dhabi’s 
growing network in Bangladesh with current 
flights connecting Abu Dhabi with Dhaka. The 
new service represents the seventh route for 

Air Arabia Abu Dhabi since the launch of the 
carrier’s service from Abu Dhabi International 
Airport on 14 July 2020.

In addition, the airline has announced the 
introduction of a new service to the capital of 
Sudan, Khartoum with direct flights from Abu 
Dhabi that commenced on 7 October 2020. 
Scheduled flights to and from Khartoum are 
thrice weekly flights on Monday, Wednesday 
and Friday. 

Customers can now book their flights by 
visiting Air Arabia’s website, contacting the 
call centre or through travel agencies.

Since the Covid-19 outbreak, Air Arabia’s 
customer journey has been upgraded to 
include all safety measures that are in line 

with the highest international measures. Air 
Arabia’s entire fleet is fitted with HEPA cabin 
air filters, which help to provide a safer 
and healthier environment for passengers. 
Customers are always requested to comply 
with the conditions and requirements of the 
countries of departure and destination.

Air Arabia Abu Dhabi was formed following 
an agreement by Etihad Airways and Air 
Arabia to establish the capital’s first low-cost 
carrier that follows the business model of 
Air Arabia and complements the services 
of Etihad Airways from Abu Dhabi thereby 
catering to the growing low-cost travel market 
segment in the region.

For more information, please visit 
www.airarabia.com 
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Emirates announced on 24 September that it will resume flights to 
Johannesburg (1 October), Cape Town (1 October), and Durban 
(4 October) in South Africa; Harare in Zimbabwe (1 October); 

and Mauritius (3 October). The addition of the five points will expand 
the Emirates’ global network to 92 destinations, as the airline gradually 
resumes its operations while prioritising the safety of its customers, 
crew and the communities it serves around the world. Emirates’ African 
network will also now extend to 19 cities.

Customers flying in and out of Emirates’ three South African gateways 
can safely connect to Dubai and to an array of onwards connections to 
Europe, the Far East, Middle East, West Asia and Australasia.

Emirates will operate to Harare with two weekly flights linked to 
its Lusaka service. The linked services will connect Zambia and 
Zimbabwe to key destinations across Europe, the Far East, the 
Americas, Australasia and West Asia with one convenient stop in 
Dubai.

Flights from Dubai to Mauritius will initially operate once a week on 
Saturdays, supporting the Mauritian government’s repatriation efforts 
to bring its citizens home, and enabling the recovery of the country’s 
tourism industry by safely connecting leisure travellers from Europe, 
the Far East and the Middle East to the popular Indian Ocean island 
destination. 

Customers can stop over or travel to Dubai as the city has re-opened 
for international business and leisure visitors. Ensuring the safety 
of travellers, visitors, and the community, Covid-19 polymerase 
chain reaction (PCR) tests are mandatory for all inbound and transit 
passengers arriving to Dubai (and the UAE), including UAE citizens, 
residents and tourists, irrespective of the country they are coming from.

For more information, please visit www.emirates.com 

Emirates Boosts Global Network 
to 92 Destinations
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Malaysia Wins Esteemed 
‘Destination of the Year’ Title Once Again

Malaysia was recognised at the 
recently concluded International 
Medical Travel Journal (IMTJ) 

Medical Travel Awards 2020 by winning the 
highly coveted ‘Health and Medical Tourism: 
Destination of the Year’ title. The win enhances 
Malaysia’s positioning as the World’s 
Healthcare Marvel and reflects the steadfast 
commitment from relevant organisations in 
ensuring a dedicated continuity of care from 
Malaysia Healthcare amidst the Covid-19 
pandemic.

Taking home the highly coveted ‘Destination 
of the Year’ award marked the fourth time 
that Malaysia has claimed the title, having 
previously won it thrice in a row from 
2015 – 2017. The results are evident in the 
progress of the industry whereby the country 
has received a total of 1.3 million healthcare 
travellers in 2019 as compared to 643,000 
in 2011, further fortifying Malaysia’s status as 
a trusted destination in the eyes of the world.

Meanwhile, Malaysia Healthcare Travel 
Council (MHTC) continued its winning streak 
by clinching an impressive fourth ‘Cluster of 
the Year’ award. This can be attributed to the 
solid public-private partnerships that have 
been integral to Malaysia Healthcare’s thriving 
growth for the past few years.

“We are immensely honoured to be  
bestowed with two awards by IMTJ. It is 
a privilege to receive the ‘Destination of 
the Year’ and ‘Cluster of the Year’ awards 
yet again as it signifies the global trust in 
our country’s excellent healthcare travel 
infrastructure and exemplary patient journey 
experience which have been made possible 
thanks to the dedication and effort from all 
parties. This motivates us to further improve 
our service delivery and to keep the Malaysia 
Healthcare brand flying high,” said Sherene 
Azli, CEO of MHTC.

Several of Malaysia’s leading private 
healthcare institutions also nabbed several 
prestigious wins at the awards. These include, 
Thompson Hospital Kota Damansara– Best 
Quality Initiative; Sunway Fertility Centre 
– International Fertility Clinic of the Year; 
Prince Court Medical Centre – International 
Hospital of the Year; and, Sunway Eye Centre 
– International Eye Clinic of the Year.

As the healthcare travel industry continues 
to be impacted by the Covid-19 pandemic, 
Malaysia Healthcare is proactively working on 
recovery plans for the industry by highlighting 
the nation’s abilities and strengths as a world-
class quality healthcare provider. A core 
element is healthcare digitalisation, which 
enables continuity of care for patients.

  Our commitment in 
upholding Malaysia as the 
World’s Healthcare Marvel 
will never waver. While we 
work hand-in-hand with the 
Ministry of Health to ensure 
the stringent SOPs are closely 
followed as the safety of the 
public continues to be our 
topmost priority, we do look 
forward to the day when we 
are able to welcome healthcare 
travellers at full force to seek 
health and wellness treatments 
in Malaysia. Till then, we 
will continue to direct a more 
concentrated effort in driving 
sustainable industry growth 
for Malaysia to continually 
be recognised as the World’s 
Healthcare Marvel.

Sherene Azli, CEO of MHTC

Taking place on a virtual platform, the IMTJ 
Medical Travel Awards 2020 celebrates 
outstanding achievement in medical travel 
worldwide. 

For more information, please visit 
www.mhtc.org.my
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KLIA Crazy Sale Returns with More Bargains!

Malaysia Airports hosted the second 
edition of the much-awaited 
KLIA Crazy Sale shopping event 

that took place from 25 to 30 September 
at the main terminal of KL International 
Airport. There were exciting brands on sale 
that ranged from perfumes and cosmetics, 
chocolates and confectionery, fashion and 
lifestyle from participating airport retailers 
including Dimensi Eksklusif, DR Group, 
Eraman, Heinemann, Karyaneka, Lagardere 
Travel Retail, Retail One and Valiram.

The airport operator collaborated with Tourism 
Malaysia to host the Cuti-Cuti Malaysia 
Mini Travel Fair in conjunction with the KLIA 
Crazy Sale. Visitors enjoyed fun deals and 
family activities from participating exhibitors 

including Malindo Air, Avenue Garden Hotel, 
Farm in the City, Flywind Holidays, GIT Tours 
& Travels, Gopeng Glamping Park, GR Travel 
& Tours,I-City, Paulini Heritage Craft and Lotus 
Desaru Beach Resort & Spa. 

“The first KLIA Crazy Sale was a success 
as we welcomed over 10,000 shoppers to 
KUL, hence we are delighted to host the 
event for the second time running. This is 
a great opportunity for non-travellers and 
bargain-hunters to grab the best deals, while 
we provide an additional sales avenue to 
our retailers to market their products at the 
airport,” said Hani Ezra Hussin, covering 
senior general manager of Commercial 
Services at Malaysia Airports. 

During the KLIA Crazy Sale, ten lucky 
shoppers won RM300 worth of shopping 
vouchers spent on shopMYairports; Malaysia’s 
first travel-retail e-commerce platform. 
Shoppers were required to spend a minimum 
of RM250 in a maximum of two accumulated 
receipts for a chance to win. Maybank 
cardholders were entitled to double entries. 

For a more convenient trip to KUL, the public 
enjoyed free parking with minimum spend of 
RM250 and discounted fares on KLIA Ekspres 
and KLIA Transit.

For more information on the KLIA Crazy 
Sale or any other promotion in KUL, 
please follow @shopMYairports on 
Instagram and Facebook.
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AVIATION INTERVIEW WITH  
AZRUL HISHAM DATO’ ABDUL WAHAB
CEO of My Jet Xpress Airlines Sdn Bhd

Please share how you started your 
journey in the aviation industry, 
including the charter and air cargo 
business. 
I have been involved in the aviation 
industry for almost 15 years, including 
experience in aviation training, specifically 
training pilots when I was country manager 
of an aviation academy from 2011-2013. 
I started in general aviation as director of 
a local aviation company. When I ventured 
into the air cargo industry in 2013, I found 
it to be very interesting and challenging. 
Prior to my seven years with My Jet Xpress, 
I was CEO of another local company that 
provides corporate jet charters and air 
ambulance services.

What are some milestones or 
highlights of your career?
Armed with the best team on my side, we 
managed to spread our wings from the 
domestic market overseas to countries such 
as China and most of the Southeast Asia 
region. Moving from being a charter airline 
operator previously, we were extremely 
pleased when the Civil Aviation Authority 
Malaysia and the Malaysian Aviation 
Commission granted us to be a scheduled 
airline operator.  As one of the three 
operating cargo airlines granted this license 
in Malaysia, it is truly a huge achievement 
for us as we are now able to operate our 

The personal strength of the 45-year-old Azrul Hisham who helms My Jet Xpress, formerly known as Neptune Air Sdn Bhd before its rebranding 
exercise, is more than just a dynamic team leader. Creative, resourceful and passionate for continuous learning as well as personal growth, he 
is also equipped with outstanding interpersonal and communication skills.

His responsibilities include liaising with the Transport Ministry and regulatory agencies, looking into the business development and strategic 
planning of the company.  This highly motivated and driven man possesses a strong desire to excel. Being a proud member of ANSARA 
Malaysia, a product of Majlis Amanah Rakyat (MARA), he is grateful for the knowledge and skills Maktab Rendah Sains MARA has equipped 
him with. On top of that, Azrul Hisham not only has a diploma in marketing but also a Bachelor of Law degree from a university in the United 
Kingdom. 
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journeys with a fixed schedule, thus giving us 
the opportunity to compete with other foreign 
cargo airlines in this industry.  

You mentioned recently about 
expanding My Jet Xpress Airlines’ 
fleet size from your existing two 
aircraft with two more additional 
planes by the second quarter of 
2021.  What kind of aircraft type 
will you be operating for the 
new planes and what were their 
investment costs?
We are delighted to announce that we are 
now expecting to receive two additional 
aircraft by end-October instead of next 
year. The wise decision made by our board 
members to expediate the additional two new 
aircraft is much appreciated as we intend to 
use this opportunity to accommodate the high 
demand from the market, which has seen our 
cargo increasing from 30-50 tonnes pre-
Covid-19 to 100 tonnes daily. The investment 
for the two new aircraft, comprising a Boeing 
737-300 and Boeing 737-400, is about 
RM40 million to complement our existing two 
Boeing 737-300 planes.

How is the recent launch of your 
new routes to Kota Kinabalu and 
Kuching performing, especially since 
the former has now been declared 
to be under targeted enhanced 
movement control order (TEMCO)?
We have successfully achieved 98% of 
on-time performance since the launch and 
catered to the demand for both these markets. 
Fortunately, the TEMCO in Sabah has not 
affected our operations and cargo movement. 
This may well be attributed to the flexible 
adaptation by the locals since total lockdown 
was announced in March.

Tell us more about your partnership 
with Zen Aviation Sdn Bhd to 
explore international routes 
and to offer fast delivery for the 
e-commerce market.
After witnessing the success of Zen Aviation as 
our partner in establishing the East Malaysian 
market, we both view East Malaysia as a 

strategic transit point connecting us to China 
and the Indochina markets.

How has the emergence of 
e-commerce fuelled demand for 
airfreight services for your airline?
With the strong e-commerce market growing 
rapidly, we acknowledge the consumer 
demand for greater transparency, speed and 
reliability. Thus, we are trying our best to 
fulfill these demands in order to ensure that 
we are always competent and relevant to 
e-commerce growth. It is also consistent with 
our company’s motto, “The Way To Go”. 

What are the different types of 
cargo that My Jet Xpress Airlines 
carry?
As a reliable cargo airline, we provide 
flexibility and a broad range of options best 
suited to the logistical needs. They include 
general cargo, dangerous goods and 
transportation of animals such as horses.

How optimistic are you of riding 
out this storm created by the novel 
coronavirus (Covid-19) pandemic?
I always believe whenever there is a crisis, 
there will be opportunities. Thus, we take 

the current crisis as a challenge rather than 
an obstacle. Undoubtfully, the pandemic 
has hugely impacted the aviation industry, 
particularly the airlines with bigger fleets. It 
will be easier for smaller operators like us to 
manoeuvre under the present situation.

What is your company’s vision for 
the next five years?
I hope to see MY Jet Xpress as one of the 
main players in the air cargo industry, 
expanding not only in Southeast Asia but also 
throughout Asia with more fleet comprising 
narrow and wide body aircraft. I also wish to 
see us venturing into the maintenance, repair 
and overhaul segment within the aviation 
industry. 

On the personal front, what are 
your interests or hobbies to help you 
unwind?
Other than my passion in aviation, I am 
also a big bike enthusiast. Despite my hectic 
working schedule, I always find time to join 
such bike convoys. I also play golf to unleash 
my stress and maintain a healthy lifestyle. 
Brushing aside the stereotype idea that most 
men cannot cook, I have found joy in cooking 
for my family whenever I have the free time. 
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