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About the book

Air travel starts with a ticket reservation and ends when a passenger picks up his checked

luggage and clears customs.

The book tells the story of the air travel the Smith family experienced on their trip from San
Francisco, USA to Guiyang, China.

The Smiths, a family of four from San Francizco, decide to visit a good friend of theirs in
Guiyang, China. John Smith, an engineer of a big firm in the U. 8. , is a frequent flyer of
Air China. Every year he makes several trips between America and China on business. He
has a three-week vacation in April. Flying to Guiyang with his family to visit one of his
Chinese friends is part of their holidays. His wife Mary Smith will for the first time fly on a
Iong-haul flight to China. They have two kids. Alex is a four-year-old boy and lris a one-
year-old baby girl. They are all excited about this coming trip and are counting the days to
their departure.

Mrs. Smith begins their trip by contacting the airlines’ reservation desk days before
departure. The departure day has finally come. They go to the airport to board their flight.
They check their bags. With the help of the airlines concierge agent, they have gone
through the security screening and arrived at the boarding gate. They board the aireraft and
take their seats. Unfortunately the flight is delayed for 20 minutes. While waiting for the
airplane to take off, they receive excellent in-flight service from flight attendants. After the
airplane takes off, they are served with food and beverage. Mary is a vegetarian. She orders
her children a kids meal, which gives them a pleasant surprise. They also select duty-free
presents for their friend in Guiyang. Many things on board arouse their curiosity and
generate a lot of questions. They have met a handicapped passenger and a child traveling

alone. They have seen some troubled passengers who keep drinking whiskey and annoy
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others. Some passengers use cell phones to make calls during flight. They have watched a
passenger who suffers a heart attack and is helped by flight aitendants. The Smiths also go
through the process of taking a connecting flight to Guiyang upon arrival in Beijing. Due to
mistakes by the ground staff in San Francisco, one of their checked baggage is not on the
same flight. They contact the Baggage Lost and Found office at the Beijing Capital
International Airport to track the bag. What an interesting trip!

The book introduces the terminology of aviation service based on the Smiths’ travel
experiences. A collection of 15 units, the book tells how air travel is carried out and how
the civil aviation service works to accomplish its goals. The units are inter-related with the

civil aviation industry.

Dealing with particular topics, for example, Unit 5 ( Delayed Flight} demonstrates how
airline staff perform their duties on occasions when a flight is delayed. Unit 7 { Food and
Beverage ) , highlights the careful service provided for passengers who have different needs.
Unit 9 ( Troubled Passengers ), tells some of the communication skills a flight attendant

should possess when dealing with difficult passengers.

In each unit, the more useful parts are Part 3 and Part 4. Part 3 ( Dialogue ard Role-
play}, comprises of a situational dialogue between the Smiths and other people, along with
two Role-play scenarios that readers can utilize for practice. It is strongly recommended that
Part 3 be learned intensively. Part 4 (Case Study) is interesting because it reflects real life
situations. It tells of incidents that are quite common to the civil aviation business. Part 4

enhances your work knowledge and improves your service skills.

Additionally, the book focuses on the practical application of civil aviation service skills.
Being informative and user-friendly, it provides hands on knowledge for students who expect

to begin their career in the civil aviation industry.
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