ot dbalibe AR Y

= Jo

i

Vg =

Wil - & T KA

ENGLISH READERS IN TOURISM
AND INTERNATIONAL TRADE

- e e ib r~4=
iR Emss
AIR TRAVEL IN ENGLISH
(IN -FLIGHT SERVICE)

BRAEARWEMRI




UNIT ONE
THE CREW

For half a century, the job of airline stewardess
has been an exciting, stimulating, and rewarding ca-
reer. Although the profession is generally thought'
of in terms of women, it is by no means limited to
them. Men, too, play an important role in this ever
- growing field. And this is not something new. Pan
Am, one of the largest international airlines, first
hired stewards in 1928 with the introduction of pas-
senger flights. Today the airlines in all countries
continue to employ stewards as well as stewardess-
es, and there is every indication that the number of
" men serving on flight service crews will continue to
grow.

An airline, especially an international one, is a
huge organization with many complex functions.
There are ticket and reservations agents, airport
passenger service personnel, cargo personnel, me-
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chanics, catering service personnel, the flight crew,
the flight service crew, and so on. It is hard to say
which job is the most important. All of these per-
sonnel perform vital functions; it would be diffcult
for an airline to exist without any one of them. But
there is little doubt that the airline personnel who
have the greatest exposure to the passengers are the
members of the flight service crew. This is why the
selection, training, and performance of a flight at-
tendant is so important. No matter how many be-
hind - the - scenes airline personnel contribute to-
ward the success of the flight, or how many others
participate in face — to ~ face contact, it is the cabin
attendant who makes the most lasting impression on
the passengers. Often a passenger — especially one
new to flying—will base his opinion of an entire air-
line on the way in which the cabin crew has respond-
ed to his needs during a flight.

No matter which airline a passenger selects he
will get convenient routes, safe aircraft, experi-
enced pilots, and nourishing food. There is not
much that an airline can do to increase its share of
the passenger market in regard to these factors.
What can make a difference, however, is the quality
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of service during the flight. This recurrent theme is
given much attention in all phases of airline planning
and performance. The competition to provide supe-
rior service continually helps to improve the experi-
ence of flying for the passenger and to ensure that
the job of flight attendant remains challenging and
rewarding.

Through the years, the search to attract new
passengers and keep old ones has resulted in differ-
ent stewardess images for the different airlines. For
example, one airline may look for language ability;
another may seek sophistication; still another may
try to recruit the “girl next door”. Special advertis-
ing campaigns have tried to stress the unique fea-
tures of each airline’s cabin crew services. Some air-
lines have leading fashion designers design new uni-
forms for their cabin crew. Other airlines, such as
Thai International and Pakistan International Air-
lines, feature stewardesses in traditional national
dress. In spite of the attention to a glamorous im-
age, there is a lot of hard work underneath it all.
The goal is always better service for the passenger.

In addition to the emphasis on the stewardess —
passenger relationship, another crucial factor in
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good service is the degree of teamwork among the
entire crew on the aircraft. This includes both the
flight crew and the flight service crew. Good rap-
port among the members of the crew is the heart of
smooth functioning on each flight. This begins with
the concept of chain - of - command, which means
that each member of the crew has specific, clear —
cut duties.

The captain, or piiot, is in charge of not only
the flight crew, but also the entire crew and the
plane. He is assisted by the first officer, or copilot,
who is second in command. There is also a flight en-
gineer who is responsible for the fuhctioning of all
mechanical equipment. He is alsoa pilot. In the case
of long - range flights, there may be an additional
pilot, called a second officer. The flight crew per-
. forms its functions in the cockpit of the plane.
Therefore, the passengers rarely see this part of the
crew, though the captain may speak to them over
the loudspeaker system. He usually greets them
shortly after takeoff and then gives them informa-
tion about geographic points of interest and weather
conditions during the flight. '

The captain is in chafge of the entire flight from
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start to finish, just like the captain of a ship. His re-
sponsibility includes complete authority over the
flight service crew. . The purser and other cabinsat-
tendants are all under his command, although their
duties are normally performed in the cabin, the pas-
senger section of the airplane.

For the crew, there is a great deal to do to pre-
pare for the flight even before they board the air-
craft. After arriving at the airport and signing in for
work, they meet the other members of the crew and
attend a briefing that is held by the captain. At this
time, he advises the crew of the flight plan, weather
conditions, and other factors that might affect the
meal service. There might also be some discussion
by the purser of any special information about the
passengers — he might mention, for example, any
VIPs (very irhportant persons) who have reserva-
tions on the flight. When the briefing is concluded,
the crew proceeds to the airplane for a complete pre
- flight check of the cabin to see that all necessary e-
quipment is on board and ready to use. The flight
attendants check the emergency equipment—fire ex-
tinguishers, oxygen bottles, first — aid kits, mega-
phones, life vests, and life rafts.« They prepare the
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emergency demonstration kit for use after all the
passengers have boarded; the kit shows the use of
theMlife vest and oxygen system. They also check
baby equipment, newspapers and magazines, and
any other items which are necessary on that particu-
lar flight. They check the kitchen —called the galley
on an airplane —to see that proper provisions are all
there. Each crew member, whether he or she works
in the galley, the cabin, or the cockpit, has certain
duties to perform, and these must be coordinated
with those of the rest of the crew.

About a half - hour before departure, the pas-
sengers begin boarding the aircraft, and the cabin
crew welcome them on board and help them to find
their seats. There are welcoming and other pre -
takeoff announcements, as well as the emergency e-
quipment demonstration. The last thing the stew-
ardesses do before takeoff is to check the
passengers’ seat belts.

Incidentally, most people in the airlines indus-
try as well as the traveling public. would agree that
the primary mission of the flight service attendant is
to help ensure the safety of the passengers in the
event of an emergency. An extensive description of
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the operation of the emergency equipment and the
procedures that the passengers should follow will be
discussed in Unit Seven.

The role of the cabin crew becomes a very busy
one once the plane is airborne. It consists largely of
providing the passengers with food and beverages,
and this involves a great deal of work and attention
to detail.

Each airline offers two classes of service on reg-
ular flights, first class and economy. Cabin crew as-
signed to the first - class section serve elaborate
cocktails, aperitifs, and canapés before the meal.
They arrange linens, flowers, china, and glassware
and serve an elegant meal service, often from rolling
carts. The meal features many courses, with wines
and champagnes accompanying each course and each
entrée cooked to order. The airlines try to duplicate
the quality of food and service that would be offered
by a first - class restaurant.

The meal service for economy - class passengers
is much simpler, with cocktails and other drinks
served before the meal. The meal itself is served on
individual trays. On very short flights, or on flights
that take place between mealtimes, there is no meal
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service. However, even on those fligh.ts there is
usually < food service of some sort. It often consists
of coffee or juice and a light snack.

Although the meal service, where there is one,
takes up most of the cabin attendants’ time, this is
by no means all that has to be done. Passengers
with small children may require special assistance.
Passengers on international flights may need help in
filling out customs and other landing documents.
Passengers may be worried about connections for
continuing their journey. There are many other situ-
ations that flight attendants have to deal with, and
the way in which they handle them may determine
not only the degree of satisfaction they get from
their job, but also which airline the passenger will
choose for his next flight. _ \

When the flight nears its destination, the purs-
er makes the annuncements concerning landing pro-
cedures, and the cabin crew check to see that the
passengers and the cabin are prepared for landing.
After landing, they assist the passengers in disem-
barking and say good - bye to them.

This is a brief view of the most important part
of the work of a flight attendant —the flight itself.
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In the following units, we will deal with the life and

work of the cabin crew in greater detail.

I . Useful Words and Expressions

1. crew HLAHA G

2. stewardess LI FK B (TIRE D
3. stimulate #I§#;¥k

4. reward RE ;M35

5. profession ER )

6. in terms of FtHE ; B eeseer T CGEB)
7. by no means of ZA;HIEE

8. play a role in fE+++- FiEH

9. steward B FG;HFEEEK

10. flight service crew &R S A 5
11. reservation FisE

12. personnel (£ & AiF) 2KHL R
13. cargo ¥

14. cater itV ES

15. vital MRy

16. exposure #HEFE

17. flight attendant Z¥Ej A 5

18. behind - the —scenes fEJ5 G E R G
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19.
20.
21.
22.
23.
24.
25.
26.
27.
28.
28.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
- 41,
42.

cabin crew HLAE A R

nourishing food & F & M

in regard to X&T

challenge 5K ; Pk
sophistication & #t%

recruit MRC; 4 75

campaign 351 ; 12 31

feature FE%%

lay (put) emphatis on {8 &1
rapport (JLfEFIEE; FEMXE
concept HEA ;W&

chain - of - command & 8154

" be in charge of £H

copilot B E 3 R (KAL)
cockpit KHLEEAR
purser HFHK

briefing R B2
extinguisher K K #§
first — aid kits 2R
life vest $rAERK

life raft 44
departure &

pre — takeoff #2 K &J

in the event of g k4
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. procedure #5%

. airborne F%

. beverage Bt

. elaborate ¥5/UH1ERY
. cocktail % i

. aperitif JFEHH

. canapé (FEOKFEEHR

champagne Tz

. course ”'“'j;é:?‘;?i‘

entrée (B IEEHMER
duplicate &
tray 1LH&

. snack 4
. destination HfJHL; & &
. disembark T ¥#HL; &R

Proper Names

1.

Pan Am (Pan — American World Airways)
iz it R AT AR (EED
Thai International Airlines
7% [H H b AL 7S 4 F]
Pakistan International Airlines
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I . Discussion Questions

1. Do stewards play an important role in the

airline profession?

2. When were stewards first employed, and by

whom?

3. Which of the airline personnel makes the

most lasting impression on the passengers?

4. Why have different stewardess images a-

mong the different airlines developed?
5. What is the chain - of - command?

6. What do the members of the crew attend be-

fore they board the aircraft?

7. What is discussed at the crew’s briefing?



10.

11.

12.

13.

14.

What is the pre - flight check of the cabin?

Once the airplane is airbone, what takes up

the greatest amount of the cabin crew’s

time?

What is the difference between the meal
service for first — class and economy —class

passengers?

What do cabin attendants do in addition to

serving the meal?

What does the purser do when the flight

nears its destination?

Would you rather be a stewardess (or

steward) or a pildt? Why?

Why are most members of the. flight crevs%
male? Why are most members of the flight
service crew female? Do you think this is
the way it should be? Give youf reasons.



V. Vocabulary Practice

Select a suitable word or phrase from the choic-

. es given below and try to match the numbered defi-

nition. Put your choices beside the numbers.

b

Tmoowe

Crew

Flight Crews

Flight Service Crew
Purser

Steward

Stewardess

. The part of the crew that is responsible for

the flying and safety of the plane. This in-
cludes the pilot or captain, the co — pilot or
first officer, and the flight engineer. The
section of the plane where they sit is called
the cockpit, and therefore the flight crew is

sometimes called the cockpit crew.

2. Female member of the flight service crew.

This is the term that is used most often,



but a stewardess méy also be called a cabin
attendant, a flight service attendant, or a
hostess. Some airlines may prefer one term
to the others, but all of them mean the

same thing.
. Male memember of the flight service crew.

A group of people employed by an airline
who have duties on board the aircraft.
They may be concerned with either the fly-
ing and safety of the aircraft or with pas-
senger service. An individual in this group
is called a member of the crew or a crew

member.

. The leader of the flight service crew. The
purser supervises all phases of cabin service
— the pre - depafture, in — flight, and
postarrival phases. He or she makes sure
that correct procedures are followed and de-
cides such things as the time of meal ser-

vice,



6. The part of the crew that is responsible for
service to the passengers aboard the air-
plane. Their duties are performed in the
part of the plane called the cabin, and
therefore the flight service crew is also

called the cabin crew.

V. Review

A. Fill in the space in the following sentences

with the appropriate word or phrase.
Example: The term crew includes both the
piIots and the cabin attendants

on a flight.

1. A crucial factor in good service on a flight
is the degree of among the

members of the crew,
2. The member of the crew who makes the
most lasting impression on the passenger

is the



