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Unit One

Part One Dialogues: Passenger Reception

Good morning, sir. Welcome aboard!

Good morning.

I'm Helen, the purser of this flight. My service number is 52. If there is any-
thing I can do for you, just let me know,

Thank you. Pleased to meet you.

Good morning, ladies and gentlemen, May I introduce myself? My name is
Kathy. I'm in charge of the first class.

Nice to meet you.

Please don’t hesitate to call me if there is anything I can do for you.

OK. Thank you very much.

Good morning, sir. Welcome aboard.

Thank you. Where is my seat? I can’t find it.

May I see your boarding pass, please.

Here you are.

Your seat number is 12C. It’s an aisle seat. Please take this aisle to the 12th
row. The number is indicated on the overhead locker.

Thank you very much.

You're welcome, sir.

Good morning.. What can I do for you, madam?

I'm looking for my seat. Could you guide me to my seat?

Sure. Your boarding pass, please.

Yes. Here it is.

The seat number is 15A. Well, it’s in the middle of the cabin, a window seat.

Please carry your bag and follow me.

(The seat has been occupied by a woman. )

(To the cabin attendant) Did you say a window seat?

Yes, Row 15. Oh, I'm afraid the woman might be in the wrong seat. Please wait
1
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a moment here,

(To the woman) Excuse me, madam. May I see your boarding pass?

Here you are.

I’'m afraid you’re sitting in the wrong seat. This is 15A, but your seat number is
5A, in the front of the cabin. The numbers are shown along the edge of the o-
verhead compartment.

Oh, I'm sorry. I'll move, then.

That’s all right. May I help you with your bags?

No, I can manage. Thank you just the same.

(To the passenger standing aside) That’s all right now, sir.
Thanks a lot.

"~ It’s a pleasure.

Excuse me, where can I find my seat? ~
Your boarding pass, please, \\#
Here you are.

Your seat number is 21B. It’s in the back of the cabin, the third row from the
last, the one in the middle. This way, please. I'll show you your seat. Just
walk along the aisle, ’

Thank you very much.

(A passenger is standing in the aisle blocking the way. )

Excuse me, sir, could you please step aside and allow the other passengers to go
through?

Oh, sorry, I didn’t notice that!

Words and Expressions

hesitate [ 'heziteit | vi. BEEE ; IR

aisle [ail] n. (EREEIMDAELEHE ; EE
indicate ['indikeit] vz, FE;FEH

locker [ 'loks] n. 4R/ ME

compartment| kem'patment] adj. [RIR&IE]; %R
notice [ 'noutis] vz. HE n BHER

in charge of i3

L Questions for Discussion

You are going to talk about passenger reception during boarding. Read the following

questions and discuss them with your partner.

1. How will you greet your passengers when you are meeting them at the cabln door?

2. As a flight attendant, how do you make a self-introduction to passengers when you

first meet them on board?

2
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8.
9.

When you want to introduce your crew members to passengers, what will you say?
How do you start your conversation when you know a person just-by name?

If the passenger cannot find his seat, what can you do for him?

Tell the passenger how to find his seat according to the seat number.

If a passenger is standing or has placed his baggage in the aisle blocking the way,
what will you say to him?

If a passenger thanks you for what you have done for him, what will you say?

If a passenger says sorry to you, how will you respond to him?

10. What will you do if a passenger’s seat is occupied by somebody else?
11, Language Focus

Here are some useful sentences or structures that you might find handy in discussing the

above questions.

1.
2.
3.

PN A

Good morning/afternoon/evening. Welcome aboard!
Nice/Pleased/Glad to meet you.
May 1 introduce myself? I'm/ My name is Wang Lin, the cabin attendant/purser of

“this flight.

I'm in charge of the first class/ the economy class/the rear cabin/the whole plane.
This one is the call button. If you need our help, please push it.

It is our duty to let you feel as comfortable as possible.

This way, please. / Come with me, please. /Follow me, please.

Could you please step aside to allow other passengers to pass through?

The seat numbers are shown along the edge of the overhead compartment.

10, May 1 see your boarding pass? I'm afraid you are in the wrong seat.
II1, Situational Conversations

The subject matters are given below for several kinds of conversations between the flight

attendant and the passenger. Make up short dialogues—four or five lines—that could

develop from these situations, .

1.

The crew are having a bdefiﬁg at the briefing room. The captain advises the crew on
the flight plan and weather conditions, while the purser informs her flight attendants
of the special passengers—two VIPs on the flight.

Linda is a new flight attendant. She is helping some passengers boarding the plane.
One of them cannot take his own seat because it has been occupied by a lady with a

_baby.

Li Sha is the purser of HU 7182. She is going to meet the president of GE. She is go-
ing to introduce herself and the captain to him.

A passenger is looking for his seat with the boarding pass in his hand. His seat num-
ber is 28A, but he cannot find the corresponding seat number in the cabin. A flight

attendant comes towards him.

. Two or three passengers are standing in the aisle and arranging their baggage. The

3



- RAEHE

passengers behind them are waiting and also complaining. Some baggage is put in the
aisle blocking the way. A flight attendant is trying to solve the problem.

Part Two Announcements: Welcome and
Recheck of Boarding Pass

Boarding

Good morning, Ladies and Gentlemen: ¢

Welcome aboard Air China Flight CA . Please ask your flight attendant for
help if you cannot find your seat. The seat numbers are shown on the overhead locker.

Please take your assigned seats as quickly as possible and keep the aisle clear for
others to go through,

Thank you for your cooperation,

Boarding Pass Recheck

Good morning/afternoon/evening, Ladies and Gentlemen:

Welcome aboard Hainan Airline (HNA) Flight HU from to

(via ) ,we will extend our warm welcome to Fortune Wing Club members to join

our journey again. Please check your ticket and boarding pass again to make sure you're
boarding the right flight. Please take care of your boarding pass and ticket if you land
midway. '
Thank you!
L Oral Practice
1. How do you usually start an in-flight announcement as soon as passengers board the
plane?

M

What would you do if someone is standing in the aisle and has blocked the way?
Why do you ask your passenger to recheck the boarding pass and ticket?

Le

4. What should you remind the passenger who will land midway?
Welcome |
Good morning/afternoon/evening, Ladies and Gentlemen; -
Captain and your crew welcome you abroad Air China Flight CA to
via _ . There are flight attendants at your service on the flight to-

day. Please don’t hesitate to call us if there is anything we can do for you.

We will take off immediately. Please make sure that your seat belt is securely fas-
tened and keep your mobile phone off. Please ensure all your baggage is in the overhead
lockers or under the seat in front of you. We hope you enjoy the flight,

Thank you!

IL. Oral Practice

1. How do you express yourself if you are ready to help your passenger?

2. How do you stop him if you see someone is talking on his mobile phone when the
4
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plane is just about to take off?
3. Where is luggage usually stored?
4. Suppose you are the purser of China Southern CZ8342 Shanghai—Beijing, make an
announcément to introduce yourself and your crew.
A Welcothe after a Delayed Departure
Good morning, Ladies and Gentlemen.
We apologize for the delay in departure and welcome you aboard Hainan Airlines

flight from to via . The flying distance between and
is kilometers and our flight will take hours and " minutes,
We'll be flying at an altitude of meters and at a speed of kilometers an hour.

We are due to take off immediately. Please fasten your seat belt and do not smoke.
Please ensure all your baggage is in the overhead locker or under the seat in front of
you. We hope you enjoy the flight.

Thank you! ‘

Salutations
Ladies and Gentlemen;

Welcome aboard HNA. Our cabin crew will try their best to provide you with ex-
cellent service. Sit back and enjoy the flight.

Thank you!

IIL. Oral Practice

1. What will you do if your passengers cannot find his seat as the purser of the flight?
2. What will you say to him if someone is in the wrong seat as the cabin attendant?

3. Try to discuss what the main duties of flight attendants are during boarding,.

Words and Expressions

announcement [ o'naunsment | #. 3HHI
extend [iks'tend] v. {H13E; {53k

captain [ 'keeptin] n. #li

crew [krui] n. LA AR

secure [si'kjus] adj. LTS
fasten [ 'fawsen] vt. FAE;HME

ensure [ in'fua] vt. Waff

baggage [ "oeegidz | n. 723

purser[ 'poso] n. THFE :

delay [di'lei] vz. ¥R ; BLiR; R
departure [di'patfo] n. BEFF; Hi% ;B
apologize [o'polod3aiz] vi. FE#k: TR ;A
altitude ['eeltitju:d] n. ;B ‘
salutation[ jseelju:'teifon] n. IZPE; HHE -
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seat belt Z4HF
boarding pass B4

Part Three Phonetics: American and British Phonetic
Symbols in Contrast

BEFE

1. TEFR

EREFEAEALFAOD LEX—, AWERENELTE L—%ER, B8
RIAEUT=R. '

(1) #iEBEPR//F/o/BRUBTEWNEILI, B4 3 ERIBWNTE/e/f/su/
XFIE .

(2) FR/2/ A RREXFTEREZT PHRAAM KR, R ILEDGTE H, 1. flight
/flait/ , towel /taul/,

(3) RBFEFRATLE/V/e/v/BEMBERE/ o/ BMEEFH=ARTHE /i/io/ea/,
FERE SRR /ir/er/ur/ RRETCE , EfTRE—F R R FHIHE.

2. HEFH

BEFHHTENXANEREUTILA.

(D ZEPHREFTE r TREXTEFN BINRARYRETF/v/; MAERE BF
B r (VTR RA R

(2) EEET,. FHES/A/EFERAERNTEFZREREWZE, N S/EmME TR
2, MY TF/A/E.

RiEMBELHER ,

FED-ary BR-ory S RMEFWEP, EEXKBPERH a F o B, MERXHKER
XTI, BB 2 5E o FRTEEMF W I EREH .
Read the following sentences and pay attention to American and British phonetic symbols in
contrast.
I can’t get my bags into the overhead compartment.
Morning, madam, Welcome Aboard!
Excuse me, miss. Do you have a cot for my baby on board?
Would you mind me putting your bags in the rear cabin?
The plane is going to take off, but a passenger on board wants to go to the lavatory.
The cabin attendants walk along the aisles checking that all the overhead lockers are

securely closed; passengers have fastened their seat belts.

oo W

7. The flight is arriving on schedule,
8. The legroom in Economy is so narrow that I can’t stretch my legs.
9. The flight is equipped with supplementary seat belts.
10. Now we will be showing a drama documentary on board.
6
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Part Four Reading

Flight Crew

Flight crew is a group of people employed by an airline who have duties on board
the aircraft, It consists of two kinds of people: those who are responsible for the safety,
efficient operation of an aircraft and those who are responsible for the safety and wellbe-
ing of passengers on a flight. The first kind is called pilots and the other, cabin crew.

Pilots exercise command over the crew, including the co-pilots (first officers) and
cabin crew. Aircraft are usually operated by two, three or four pilots, depending on the
type of aircraft and length of journey. The pilot who is called the captain is the more
senior one. He has full responsibility for the safety of the aircraft and its occupants.

Pilots are needed in four areas: passenger scheduled services; passenger charter
services; freight services; and business aviation (general aviation). The business avia-
tion is the biggest sector worldwide and includes private aircraft, flying schools, and
companies transporting oil and gas workers to offshore rigs.

Many consider flying to be a dream job but perhaps have an unrealistic idea about
what it is really like. In fact, the job demands a great deal of personal commitment and
self-sacrifice. A pilot has to pass stringent training courses, and then be tested in recur-
rent training twice yearly in order to maintain the relevant license,

Cabin crew is the people who are working with the passengers in the cabin. They
attend to passengers’ needs throughout the flight, serving refreshments and selling du-
ty-free goods, so customer service is vital. They are expected to be friendly, enthusias-
tic and courteous at all times, Cabin crew can also be divided into two groups: the senior
member is called flight director or purser and those who work under the senior member
are called cabin attendants, '

A qualified cabin crew must be with lofty goals and passion. But that’s not enough.,
High level of professionalism and hard working attitude are a must. Language is also
important, and an excellent cabin crew must be able to communicate with passengers in
English fluently who are not sharing the same language.

Cabin attendant should carry out a range of duties:

« attending a pre-flight briefing, and crew members are assigned their tasks for the
coming flight, '

o carrying out pre-flight duties, including checking the safety equipment, ensuring the
aircraft is clean and tidy, ensuring that information in the seat pockets is up to date
and that all meals and sufficient supplies are on board.

o welcoming passengers on board and directing them to their seats.

 demonstrating safety procedures and ensuring that all hand luggage is securely stored

away.



