
 

 
South African Airways Stakeholder Update 

 
Dear Friends and Colleagues, 
 
There are moments in history that leave an indelible mark. For all of us at South African 
Airways, a moment that will forever be etched in our minds was the airline’s maiden voyage 
on 23 September – flight SA 317 from Johannesburg to Cape Town – after being grounded 
for several months due to business rescue.  
 
It was an early start for team SAA as we rallied together to make sure our check-in and 
ticket sales counters, airport and aircraft operations, business lounges, and crew and 
ground staff were ready to go the distance for our loyal customers. Throughout my career, 
I have never witnessed a workforce so committed and dedicated to delivering on customer 
excellence.   
 
After three weeks back in the air, if feels like the right time to give you an update on 
progress and give you some reassurance and clarity following some misleading media 
reports this week. 
 
First of all, thank you. Because of your support, the first three weeks of operation have 
surpassed expectation. Given the challenges of starting an airline during COVID, I’m 
extremely proud of what the team has achieved hand in hand with our customers and 
partners.  
 
In addition, during the last three weeks SAA has: 

 Launched My Extra Seat, an innovative option for customers to buy more space 
onboard with up to three extra reserved seats. 

 Introduced new more affordable advance purchase Business Class fares to help 
leisure passengers to access the bigger seats. 

 Announced the return of service to Mauritius from 21 Nov 2021. 

 Introduced codeshare service to Dubai with Emirates Airlines. 

 Introduced codeshare service to Maputo with LAM Airlines. 

 Introduced codeshare service to Mauritius with Air Mauritius. 



And there’s much more to come! 
 
Refunds:  
 
Processing refunds is a priority in rebuilding customer confidence. SAA has committed 
additional resources to accelerate the refund process and bring quicker resolution for our 
customers. The team is at various stages of specialist training so they are not yet working 
at full capacity but the benefits of the additional resource will become increasingly evident 
over the coming weeks. There’s still work to do to better manage a high volume of related 
customer calls and we know there have been instances where customers have not been 
able to reach us. We’re working hard to build capacity to manage this high volume and 
thank you for your patience to date. 
 
Media coverage:  
 
To add important perspective to recent reports of SAA flight cancellations.  SAA has indeed 
proactively and prudently adjusted schedules to ensure that capacity best matches demand. This is 
a normal practice, and SAA’s commitment is to make these planned changes well in advance of 
customer travel. The last schedule adjustments were made in the week prior to re-starting regional 
services on 27 September. Customers were contacted in advance and provided alternative travel 
options to suit their requirements. 
 
Media also reported strikes at SAA. This is also not true. We have indeed experienced 
protests from a small group within the airline. Our people have been through a lot of change 
during the business rescue process and we acknowledge that pay and benefit structures 
are not what they were prior. SAA continues to engage with the group directly to better 
understand their claims with the goal of reaching a mutually beneficial outcome. In the 
meantime, SAA continues to operate as normal. 
 

On behalf of the Interim Board and Executives, this is a heartfelt thanks to all of you for 

your continued support and the confidence you instil in us to, Go The Distance! 

 
Best Regards, 
Thomas Kgokolo CA (SA)  
Interim Chief Executive Officer 

 

 

 


