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Unit 1 1

Cabin Attendants’
Qualifications

Cabin attendants make face-to-face
B contact with passengers. Their professional
image reflects the airlines service image.
| Passengers opinion of an airline is based
on their speech, behavior and service
standard.

Cabin attendants should possess essen-

tial qualifications for their work, as well as
the rigid physical requirements such as height and vision. The quality of the cabin service is judged
on the friendliness, courtesy and appearance of the cabin attendants.

First, cabin attendants should enjoy their work. They are doing an exciting and challenging job.
They should be friendly and helpful to passengers. They must keep smiling during their work, for
a smile is a good way to help passengers relax. They must also provide a courteous and efficient
service to the passengers. Second, a warm concern for other people is a necessary qualification for
passenger service work. Dignity, warmth and a sincere liking for people are the best qualities.

The cabin attendants ability to provide good service in an efficient manner depends to a large
extent on their command of a wide range of information. Cabin attendants must be acquainted with
information about the flight. That is to say, they should command not only information that is di-
rectly related to the tasks to be performed on that flight, but also information that is required to
respond to passengers requests. Possession of the information necessary to perform duties to which
cabin attendants are assigned, including the preparation of documents is an essential qualification
for all crew.

Language skill is another requirement for the cabin attendants. They must be able to commu-
nicate with the passengers and their language level must be high enough to show professionalism,
courtesy and respect. When they speak to the passengers, they ought to face them and use clear,
simple words instead of airline jargon to avoid misunderstanding. They should use their voice ef-
fectively to convey a feeling of warm hospitality. Cabin attendants are also expected to speak sev-
eral languages. English is an international language. If the cabin attendants don t share the
same mother-tongue with the passengers, English will probably be the means of communication. In
addition, cabin attendants may need English to report a cabin fault at a foreign airport or refer to
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the manufacturer s manual.

" In order to provide a high standard of service cabin attendants must respond to the actual needs
of passengers. They need to develop an understanding and awareness of both the physical re-
quirements and psychological needs of their passengers. A special effort to develop this under-
standing is necessary in cases involving the elderly, those travelling with small children, children
travelling alone, and those who have a physical impairment of some kind, all of whom may have
needs of which others, including the crew, are not always aware. The term " priority guest is used
to refer to these passengers. In brief, cabin attendants must also be psychologists and nurses.

A cabin attendant must be trained to perform her own assigned duties and to provide whatever
assistance the other cabin attendants require. Co-operation between cabin attendants is essential if
the highest possible standards of service are to be achieved.

Finally, cabin attendants should be prepared for any emergency_ because they play such an
important role. They should be able to remain calm and to keep the passengers calm and they must
be familiar with routine emergency procedures.

To become a qualified cabin attendant is not easy. Cabin attendants should pay attention to
every detail of their appearance, language, behavior and service to the passengers. Their knowl-

edge of essential information and an ability to work in a team are also important qualifications.

New Words

qualification [kwolifi llmi_l':;n ]
contact ['kontakt]

. RS, R, B
A, BRAR; Bt
POl rg, BRI EAY

ST

* professional [pra'fefonl]

reflect| ri'flekt ] v. IR, FTI
image[ imid3 ] n. JER

speech [ spiit[] n. S, wa, Wia
behavior|[ bi'heivia] n. 1178, %1k
standard [ 'steendod | n. WUk, L

* rigid[ 'rid3id ] a. JUREH), [EEANZER)
physical [ 'fizikal ] a. BIKH, AEKD
vision|[ 'vizon] n. W7, N

judge [d3Ad3] v. FWr, BrE
friendliness n. KiH,RKZF,%EV]
courtesy [ 'ka:tasi] n. FLE%

appearance [9'piorons] n. Y6, 5MR ,SM R
challenging[ 't[zlind3in ] a. PEE%HY

relax [ ri'leeks ] v. TP, PAG
courteous| 'ka:tios ] a. B, BRH

concern| kon'sain] n. X, =%



dignity [ 'digniti ]
warmth [ woim0 |
sincere [ sin'sia ]
liking[ laikin ]
ability [ 2'biliti ]
extent [ ik'stent ]

command [ ka'ma:nd]

% acquaint[a'kweint ]

relate[ ri'leit ]

perform [ pa 'form]

respond [ ris'pond ]

% possession[pd'ze[an]

assign [ a'sain |

preparation|[ ;prepa'reifan]
essential [1i'sen[al]

communicate | ka 'mju rnikeit |

4+ professionalism|[ pro'fe[onalizom ]
s jargon['d3a:gon]

avoid[ 9'void]

misunderstanding [ imisAnda'stzendip |
effectively[i'fektivli]

convey [ kan'vei ]

+ hospitality[ |hospi taeliti ]
expect [ik'spekt]

share[ [ea]

communication [ ka,mju:ni'keifon]
fault [ forlt]

manufacturer| ;mzzenju'f&ktfara ]
understanding[ Anda'steendin ]

4 awareness|2'weonis |

s« psychological [ ;saika'lod3zikal ]
4 impairment[im'peamant ]
aware [2'wea]

priority [ prai'oriti ]

% psychologist[ sai'kolad3zist]
achieve[a't[iiv]

emergency [ 1'ma:d3ansi ]

routine[ ru:'tizn]

qualified [ 'kwolifaid ]
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Phrases & Expressions

make contact with ... T, He----- ;s F 3

base on PA--- NEEE, BF----Z
as well as BR----- U%(E)

depend on HoHE, K

to a large extent ERAXEE L

be acquainted with 2E, T, AR

that is to say sl 2

be related to Al AR, M- HX
respond to B, Wb, kR
instead of A% =3

in addition #nsh, WA, mH

refer to 2%, BR;ENE, BiE
in brief LT

play a role in. . . R =nminee PHEAe; - HEfEH
be familiar with Ak, b

pay attention to EE

Proper Nouns & Terms

cabin attendant 7 P 5
professional image BOLER

cabin fault AR

priority guest LR
Notes

1. ZFFS H o] ALAFP 7k F iR air stewardess; air hostess; flight attendant; cabin at-
tendant, . air stewardess fll air hostess T45 & ¥k, HAIE b ¥ HAE flight attendant
cabin attendant, 2~ 35—k H cabin attendant,

2. They must keep smiling during their work, for smile is a good way to help passengers relax.
FELAEPR, i ARRFEEE, HABKRERE B —FFE I E

® for 5| FEHERTENE], fERM T,

3. The cabin attendants’ ability to provide good service in an efficient manner depends to a large

extent on their command of a wide range of information.
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Zs the 45 R B BOB R AL F R 55 (9 B EER AR E Lk T K REENEEERE.

@® to provide good service in an efficient manner A 3R A E R E IR, {E ability B E 15 o

4. ... they should command not only information that is directly related to the tasks to be performed

on that flight, but also information that is required to respond to passengers requests.

----- AU X EESHI L ESENEFHEMAXHER, MENXFEEEEREN

HRIABHEER

@ that is directly related to the tasks to be performed on that flight B iFN 4], BWHE—1
information; that is required to respond to passengers requests = EIB M A, fEE 1 in-
formation B E 15 o

5. Possession of the information necessary to perform duties to which cabin attendants are as-

ZPRF REETEEENEFIrRER -

@® necessary to perform duties to which cabin attendants are assigned JE & iH8151E /G B 218,
-1 information, to which cabin attendants are assigned HEBENE], B0 duties,

6. In order to provide a high standard of service cabin attendants must respond to the actual needs

of passengers.

AT REERENRSY , = PR F 5 DN e E B SEhrTe M .

® FiFEAER SIS to provide a high standard of service 5 in order to # H{E H HIIR1E .

7. They need to develop an understanding and awareness of both the physical requirements and

psychological needs of their passengers.

fib R A SRR AT R ODHERE,

8. A special effort to develop this understanding is necessary in the cases involving the elderly,

those traveling with small children, children traveling alone, and those who have a physical im-

pairment of some kind, all of whom may have needs of which others, including the crew, are not a

lways be aware.

EREZEAN. AAFPE. DEHAKRITEREREZAEAEROGOBEE T, ERES N XZHFEXH

o, BEREF REA, AMHFA B XL ARNREEFTE,

@ involving the elderly, . . . and those who have a physical impairment of some kind J543-i4)58
ia, YE cases B 1S, traveling with small children, traveling alone X P~ 43in) 8155 HI1E
those 1 children €15 . who have a physical impairment of some kind A EEMN 5], B0
those; all of whom. . . JNIEFRFHEENF],

9. Co-operation between cabin attendants is essential if the highest possible standards of service are

to be achieved.

MREZAIBRSHRFHE, ZPRFRZENSERLLERN,

@ be to SHADERAFRILTRIZ RAERFEN, Hlm:

We are to meet at the school gate.
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Exercises
l. Answer the following questions according to the text.

How do passengers get their opinions of the airlines?

What is the excellent quality of cabin service judged on?

Why should cabin attendants keep smiling during their work?

What are the best qualities?

What kind of information should they command?

What words should they use when they communicate with passengers? Why?
English is an international language. When do they need English to communicate?

To whom should they pay special attention?

e - o

What is essential between cabin attendants?
10. What should they do in an emergency?
11. What are the qualifications for cabin attendants?

Il. Fill in the blanks with words or expressions given below. Change the form where
necessary.

emergency relax ability fault communicate
assign sincere reflect routine qualified

1. Cabin attendants may need English to report a cabin ____at a foreign airport.

2. Their professional image __the airlines’ service image.

3. Smile is a good way to help passengers _____

4. The cabin attendant was ____ to first class section.

5. In order to be _____ cabin attendants, they should pay attention to every detail of their appear-

ance, language, behavior and service to the passengers.

6. They should be able to remain calm and to keep the passengers calm in an _____

7. Cabin attendants must be able to _____ with pass.engers.

8. Dignity, warmth and a ____ liking for people are the best qualities.

9. The job, though not difficult, includes many ____ tasks, which are quite boring.

10. Dogs have the ____to hear sounds that people cannot.

lll. Replace the italicized parts in the following sentences with words or expressions
from the text.

1. The cabin attendants were worried about Janet because no one knew where she had gone.
2. If the cabin attendants don 't speak the same language with the passengers, English will
probably be the means of communication.

3. Passengers opinion of an airline is based on their speech, action and service standard.
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M

To some degree that was my own fault.

This is the normal polite manner of introduction among speakers of American English.
The purser did all her duties perfectly.

They should possess the necessary information.

It’s a long letter, but in a few words, he says “no .

0 0 N

Cooperation between cabin attendants is essential if the highest possible standards of service are
to be got.

10. I can't express my feelings in words.

V. Fill in the missing words or phrases.

Cabin attendants make face-to-face contact passengers. Cabin attendants should possess
essential for their work. The quality of the cabin is judged on the friendliness, courtesy
and appearance of the cabin attendants. They should their work. They are doing an exciting

and challenging job. They should be friendly and helpful __ passengers. They should ____ a wide
range of information. They must be able to communicate _____passengers and they are also expected
to speak several languages. In ____, they must understand the actual needs of their passengers.

They should be ____for any emergency. At last, they must be trained to perform tiieir own assigned

and to provide whatever assistance the other cabin attendants require.

V. Translate the following sentences into English.

. ZEHPRF R SREHATEN EHAIZLE, (make contact with)
FENMMEARINBEETRF R F R EIEFRFSIAHE, (base on)

BR T X BB A E KN, FeFRMETFEFTFRAUDTHIELER, (as well as)
7020 D 3 25 5 AL A L3 i v B8 AR 55

= PR F RUONBES CITAXMER .. (acquaint ... with)

R R IR R, MATEZERRERIFEEmMARMRE RGEHMITIE. (instead of)

. B HIEST AN R E B SEPRE B M., (respond to)
EESBEN T MEEFEZNIEM. (play a role in)

. RS RLMBITIE € ERTT o (perform)

10. )\ﬂ]%%%%ﬁ BEVFLAMES o (expec_t)

@mquﬁww'—

VI. Word Building

Study the following words. Then use them correctly in the sentences below.

The prefixes un-, in- can be used before adjectives to make them negative in meaning, for
example:

usual EHH,FHEH - - - - - - - - - - - - - - unusual A~ [

happy FHEH - - - - = = = = = — = — = — — — — - unhappy A& K
satisfied BH) — = = = = = = = = = = = = - = — unsatisfied AN E R




