
Crew Mobility Solution (CMS):  Know The guests better, Serve Them Better! 

On Tuesday 7
TH

 May 2019, we marked yet another milestone when we launched the much-awaited 

Crew Mobility Solution (CMS) that allows our crew to offer personalised service to our passengers. 

This is in line with the airline’s plan to enhance customer experience through service innovation. 

CMS will enhance guest satisfaction by ensuring that our crew offer customised service to our guests 

as we will know them better, thus offer prompt personalised service.   

Speaking during the launch, Capt. Paul Njoroge, Director Operations said, "The CMS will 

enhance our service delivery on board. Our crew will be able to access vital information on an 

IPAD; where each customer is seated for easy identification, whether the guest is travelling with 

family, their frequent flyer status and any special requests they might have.    

Game Changer 

This innovation is a gamechanger in that the devices give cabin crew access to work related 

content literally at their fingertips, enabling them to access manuals, crew information, voyage 

reports and even conduct performance appraisals on board. What’s more, issues can also be 

logged with ground services teams prior and post departure so that solutions can be delivered 

real time an al in a paperless environment, thus contributing to a greener planet. 

 “We are now working on a progressive roll out plan. Some of our flight pursers and Senior 

flight attendants across the airline have received the devices and we shall continue to distribute 

the devices in the coming months. We are already receiving great feedback from the cabin crew 

team” said Pauline Kihara, Head of inflight Services. 

 

 

QUICK FACTS ABOUT THE ON-BOARD IPADS 

 

The IPAD will give the cabin crew access to: 

 Flight Information 

 Pre-flight briefing guide 

 Meals on board and any special meal/catering information on the guests in board 

 Specific guest information (special needs) 

 Reports (Cabin Voyage Report, Passenger Report- {complaints, compliment, suggestion etc.}, 

Frequent Flyer recruitment etc.) 

 

What’s in it for the Cabin Crew?  

 Provide near real time communication with stakeholders 

 Promote Customer data enrichment 



 Give the Cabin crew a 360-degree view of our guests for more efficient and personalized 

services 

 Minimize the amount of time and movement it takes from one 

 stakeholder supporting the flights to get information to the crew 

 Provide the crew with a library of their Manuals, Crew Information, Voyage report and 

Performance Appraisal tools on board 

 Reduce paperwork 

 Give better interaction with teams on board 

 

What is in it for the Customer? 

 Increased satisfaction through prompt resolution of challenges  

 Provides better flow of information between crew and guests in the shortest time  

 Minimises the amount of time and movement it takes for one stakeholder supporting the flights to 

get information to the crew 

 Promote customer data enrichment for better service delivery 

 

What is in it for the Business? 

 Increased revenue due to customer loyalty and retention 

 Reduce paperwork 

 Give better interaction with teams on board 

 Provide near real time communication with stakeholders reducing delay in resolutions 

 

 

 

 

 

 

 

 

 

 

 


