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Chapter 1 Greeting Passengers and Baggage Arrangement

Chapter 1  Greeting Passengers and
Baggage Arrangement

I. Warm-up Questions

1. How would you greet passengers when they board the plane? What would you say?

2. What would you say to the passenger who is blocking the cabin aisle while other passen-
gers are waiting behind him?

3. How to tell a passenger when he/she sits in a wrong seat?

4. How to explain to the passenger about the equipment being used?

5. How to deal with and say when one’ s baggage is too big to put in the overhead compart-
ment?

6. How to explain to the passenger when his/her baggage is blocking the cabin aisle?

7. How to provide service and communicate with the first class passengers?

II. The Responsibilities of Flight Attendants

As a flight attendant, you will stand at cabin doors to welcome passengers warmly
while passengers begin to board the plane. And you will also greet passengers with smiles
and lead them to their seats, especially for the old, the weak, the sick, the disabled. .. If
the passengers are blocking the aisles, you should remind them politely. You help passen-
gers place their baggage. The space of overhead compartment should be properly arranged.

If the passenger’s hand baggage is not in accordance with the safety regulations, you have

1
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to notify the chief purser. When everyone is on board, you will count the numbers of pas-
sengers.

In the first class cabin, flight attendants have to hang clothes for passengers and pro-
vide service items like hot towel, drinks and give them slippers, pillows, blankets, maga-
zines, newspapers per their request. Besides magazines and newspapers, there are films
and music available on the flight. You will set the screens, assist passengers to adjust their
headsets. You will offer toys or color books or gifts to the children to keep them occupied.
You should respectfully address the surnames of VIPs. If time is limited, this part of job
must be done after take-off.

III. Useful Terms

international passenger [EPRiR % boarding pass EHLi

domestic passenger & PN ik & cabin aisle HLAELIE

crew UARHLLL AL 5 row

captain LI aisle seat g iB HE(L

flight attendant Fe55 51 (%) window seat FE 7 JBE{iL

stewardess ZIHF G (£) vacant seat %5 R JAE{V

steward HIFEFH (3£) overhead compartment {72548

purser FeFK carry-on luggage/cabin baggage Pl &173=
chief purser FALFESH K checked baggage +LiZfT2E

air marshal Z5% wheelchair 217

security guard &4 5

IV. Useful Expressions

1. Good morning. Welcome aboard !
B Ear, JGREL

2. Hello! Nice to meet you!
by WRIEAR %!

3. Miss/Sir, what can I do for you?
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or; Is there anything I can do for you?

ANIH/ S, TR B2

May I introduce myself? My name is  , the first class cabin attendant / purser of
this flight.

TATLME— T BRA A7 REAMILFHRAS G/ TFK
Excuse me. May I see your boarding pass?

or: Would you mind showing me your boarding pass?

or: Your boarding pass, please?

XA, RER— TR B ?

The seat number is indicated along the edge of the overhead bin / compartment.
JEALS L BN TEAT 2 AN b

Would you please take the seat according to your seat number?

TR L 5 A JRE NG 2

. Would you please go back to your assigned seat for the time being? After taking off you

may return to this seat.
T ERBUAE AL B8 58 BE A oo S5 K5 R[] RE
In order to ensure weight balance when our plane takes off, you should be seated in the
assigned seat.
T RHLE O RO, AN ARTESE R AL E
I’ m afraid you are in the wrong seat.
R AL T AL
Please take this/that aisle to your seat.
T S/ R SRt T E
It’ s a window/a middle/an aisle seat.
ORESEE /P A/ SR B A
Go ahead please.
HAERTE .
It’ s in another compartment, please go ahead.
e —%M, 1ERE,
You can talk to the madam to see if she’s willing to change seat with you.
TR LU, £ R i, B bR A AR R

OK, I'll try to consult with the person beside him to exchange the seat with you.
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Would you mind changing your seat with another passenger?

TR S — LR Z 4 — T HEL 7

Excuse me, sir. Could you please step aside and allow other passengers to pass
through?

AR, e, BREE bl — s AR 2 g e

May I help you with your bag?

FRAEH R T2

Please carry your bag and follow me.

THEMATEEREIR

The overhead compartments are all occupied. 1’ m afraid you’ 1l have to stow your bag
under the seat in front of you.

TR 1, R GEOREA T 2 A i T A e R T T,

Please put it under your seat, thank you!

L E (w20 €9 NI VAN AT

Would you mind me putting your baggage somewhere else?

AN BB AT R0 B4 5 e 7

Please don’t put your handcart in the overhead compartment.
HEAREETFHEEMAETER

Your bag is too heavy. It might fall down in case of turbulence and hurt somebody.
AR, 7 — CHLEE R T ok 230l A

Your baggage is too big to put into the compartment or under the seat. It should be
checked. Would you mind my putting your bag to the ground staff?

T RERATERK, RN T EARBA T, wiitia, RILEZAHIE
N RAFEE 47

Please don’ t put your box in the overhead compartment, as it’ s too heavy, but it can
be put under your seat.

WA ZIEAAE TIEAT RN, KE T, ol ESr )RR i,

Please place your carry-on luggage in the overhead bin or under the seat in front
of you.

TEHE AT R T2 AR el T A S AR T T

For the convenience of others, please keep the aisle clear.
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A THNETIE, IERFRTE K@

Thank you for your cooperation!

A R BC A !

Please carry the bag and follow me. Maybe there will be some room in the front cabin.
HRETRRROR, AT T,

There is no bassinet on the plane, but I will try to find some empty seats, remove the
armrest and make some room for your baby.

CHLEBA R, HIRAT AR IS A sk T U, AT AT
Feel free to adjust your seat back to a more comfortable position.

fEEIE RS AR BB A E AL E

Just press the button on your armrest and lean backward at the same time.

T R B T R T AR, [FIR B A R ST T,

You can turn the knob here in any direction you like. If you want to shut it off, you
can turn it tightly to the right.

G DHERX A e VA R B W E Ay . RS, imA R,

If there’ s anything we can do for you, just press the call button.

UNA A A 5 B AR VA

Your hot towel, madam/sir.

b e, WERRED,

I am very honored to be at your service.

TRERSE RS

Would you like to hang up your clothes?

T 1) AR e B R R g 7

Could you please check if you have any valuables in your pockets?

or: Are there any valuables in the pockets?

HRA— N A STEY A AR E

Just leave them here. It’ 1l be right.

BRR, AUBAEA R B0

We are not responsible for any valuables or important items.

EAIA A TR BT SRS &,

Here is hot towel.

HHREN,



RMFESIIBLARIE

44. We have People’ s Daily, China Daily, Commercial Travel and other local papers.
Which one would you like?
il (ARBHR) . CREBMR) . (ki) FHA L rR48, ER&
AW — Ao
45. What would you like to drink?
G A A
46. Which one do you like, black tea or jasmine tea?
AEIRLLRE AL
47. Would you like to change to slippers now?
TR E 5 B OO Y
48. You’ll feel more comfortable in slippers.
e b EESRBET IR AL
49. Here is the slippers bag and the shoehorn.
XA T
50. You’re not allowed to smoke on the flight.
ATIE AR
51. 1’1l hang up your coat in the wardrobe and give it back to you before arriving.
AR AR R, XS ERRSAE,
52. 1" m sorry to keep you waiting so long.

TRAHK, 1EBAET
V. Situational Dialogues

Dialogue 1: Seeking seat

A =flight attendant P1=passenger | P2=passenger 2

Scene: A flight attendant stands at the front cabin door to welcome the passengers aboard.
The other flight attendants show the passengers to their seats.

A: Good morning! Welcome aboard !

P1. Good morning! Could you direct me to my seat?

A: Sure. Let me have a look at your boarding pass please!

P1: Yes, Here it is.
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A: Your seat is in the middle of the cabin, the aisle seat. Follow me, please!

P1: Thank you! (The flight attendant finds that the seat has been occupied by a woman. )
A to P1. Please wait a moment.

A to P2: Excuse me, madam. Would you like to show me your boarding pass please? I’ m
afraid you sit in the wrong seat. This is 16A, but yours is 6A , in the front of the cabin. The
seat number is shown along the edge of the overhead compartment.

P2: Oh! Let me check... You are right. I’ m in the wrong seat. I am sorry!

A to P1: Here’s your seat.

P1: Thanks a lot!

A: You are welcome.
XiE 1. FIREA

A=3% 0 Pl=FE1 P2=3FfEK2

Y. —{iFess IS ERTALAR T T ORI % , HAhTe s f5| SRE B,
P . A Y IR AL AR AP |

Fe& 1. F L4 RREREIRE — T IR A EE AL 7 MF B

Fe o R, IERE —TEBHLE,

F’eE 1. 11, A

Fe 5 on . BERLAETME, FEEMENL, ERETRE,

Fex 1. HHAT! (GRS KRB N ek E ik t,)

P AXTTER 1. EEXBRERZ,

Fe 5 BN E 2. XMAR, Lt EEEHEBIGARE —F Dy GBABENTF T,
Xt 16 HE A JE, A6 HE A B, TERIE, JBALS BRTEITES T,
P& 2. M ERE TR0, RABEET, MAE,

Fe 5 AXTHER 1. KRN,

P& 1. KBET

Fe g5 51 AU

Dialogue 2: Helping a madam to seek her seat

A =flight attendant M= madam
Scene: A woman with a baby comes up to a flight attendant.

A: Good afternoon, madam. What can I do for you?
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: Where’s my seat? Could you tell me, please?
May I see your boarding pass?

. Here you are.

rEFE

It’s 22F, six rows up on the right, the window seat. Come with me! Can I help you
with your bag?

. Thanks a lot .

Here we are! (The woman with her baby settles into her seat. )

This is the call button. If you need us for anything, please push it.

. Yes, I will.

=rrE

XfiE 2: WX TIHEN

A=FHFHR M= &+

Yk, —0s/MER Lt — i % FE K,

Fess . AP, KK, REEREMET 25

7t RELLETE LY

Fe 55 . WA — T EHBHLIRLFG?

T+ B,

e 5 b . FERTRONHEA LSRG RN, THREFOR | W R A EET
ot REHEET,

Fe s . BMXH) (K EWEBETARE,)

e 55 . DOORMPINFREL, WIREFERNMM; 4, DFHE—T,
7t i, REM,

Dialogue 3: Explain about the equipment being used

A =flight attendant M= madam with a baby

Scene : A flight attendant comes to a madam who is sitting with a baby and helps the madam

A: This is the seat recliner button. If you push it, your seat back will recline. But make
sure it’ s in the upright position when taking off or landing. Now you can try.

M: Ah! It’s really comfortable. Thank you very much. .. Would you please help me adjust
the air flow? 1 feel a bit cold.

A: Yes. You can adjust the air flow by turning the knob left or right. If you also feel cold,

8
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you can turn it off .

M. I see. Let me try...It"s all right now.

A This is your seat belt. To be on the safe side, you should keep your seat belt fastened
when the plane takes off or lands.

M: Could you tell me how to fasten the seat belt?

A Certainly! Tt’s very easy. Just insert the metal fitting into the buckle and pull on the
loose end to tighten the belt. That’ s all.

M: How can I unfasten the seat belt?

A: You just pull the metal button up. You can try.

M. ... Am I right?

A: Very good! One more thing, you can hold your baby outside the seat belt. That’1l be
comfortable for your baby.

M. It’s a good idea. Thank you very much for all your help.

A. You’ re welcome.
XtiE 3. WfafE AL _EigiE

A=3e55 5 M = & THL L

Yt —(iRss Ryl —E STk, #E it

Fes5 b1 XRERREFLM ., BT, BREREET M2 EHA, (B7E WLE
WAERGE], R EERAE, KA,

ks W) WRSCEFAR, A, - TERET FOM — T =AM FREIA [,

Feds B 4FE), ST DUEE ZE A B AR T AR/ . AR AR R BN ]
Ik L,

ks WA T, kAR X T T

Fed5 A XREMLEN, AT RERN, 75 WHLE CEFEEERT, N ZATE AL
EREeN, BEAERRES, RN — ks, REmMhES—
3k, BUXFE,

ot ARG AT E 2T

Fe 5 A . AT XAERINE LR AT, HlikE

ot R

Heds b1 R4, A, BAZKLEEWHEZLTH L, ZHEEETREFMRL

Tt RERAMEER, JER SR B
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Fes5 5. AHEA,
Dialogue 4: Change seats

A =flight attendant P1= passengerl P2= passenger2 P3=passenger3

Scene: A passenger doesn’t take the seat assigned to him.

A: Excuse me, sir. May I see your boarding pass?

P1: According to my seat number, I should be seated in the middle of the cabin. But since
I got up this morning, I’ ve got a terrible stomachache. So I really need a seat by the lava-
tory. Would it be possible for me to sit here?

A: I understand. But for the safety’s reason, you should be seated in the assigned seat.
P1: I don’t understand. Can you explain it to me?

A: The reason is very simple. The plane should be kept proper weight and balance when it
takes off.

P1. OK, Isee. I'll go back to my assigned seat.

A: You may return to this seat after it takes off.

P1: Really? Thanks a lot.

P2. Excuse me. Do you mind if I ask you a question?

A . Go ahead.

P2. The man over there is a friend of mine. I wonder if I could sit next to him.

A: Well. Let me try to talk with the girl next to him to change the seat with you. (To an-
other passenger) May I trouble you, Miss? The man over there would like to sit together
with the passenger here. Would you be kind enough to change to another seat?

P3. OK, no problem.

A: Thank you, Miss. (To P2) Now, you can sit with your friend.

P2. (To the flight attendant) Thanks a lot.

A: You’re welcome.
IiE 4. HREEAL

A= FFHR Pl= FHE1 P2= FK2

WS, R WA s LA,

Fess . AR, fedk. REF— T EMBHLE?

Fe& 1. FLIWABENLS, FRIZAIETME, HERSKE R FEGEE, U
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T E—AFEE DA AR, FRAEAAFEX LD

P 51 . WIMRE, (B THRZELEIOZREREMILE L,

Pk 1. RAHE, EEME—FE?

Fe 5 b1 JRPARMI R, AL QI B AR R 48 R 0 1

P& 1. 4, RIAE T, ARFRIEFFE 2 B BEAL 1 AE

Fe g5 51 . FRA] LAFERR RS BRI AT R,

FeF 1. HG? KFgET

%Ez:ﬁ%ﬁo&%@WAm@@?

Fe g5 51, g,

P& 2. ALHAARNI A RIR— A, RBFIEIRGEAGEAL ML |,
Fe g5 5i. W, FREFABLIEMD FWLRIE—T, FEHRAEEN,

(X H—FEVL) /MH, BREUE— i AR S AR 7 e & AL 7E— L, i
TRER A BENL 4T e 7

P& 3. A7 ?&l‘ﬂ@

Fe 55 b1 - %ﬁ@, o (XFIRE 2 L) BFEMAT AR Ak —i2 T,
Fex 2. (Xﬂ‘i}'é%mﬁé) ZWET

P bl RES.

Dialogue 5: Baggage arrangement

A=flight attendant P1= passengerl P2= passenger2

Scene: A bag is put on the aisle.

A . Excuse me, whose bag is this?

P1: It’ s mine. The overhead compartment is full and I’ ve tried to put it under the seat,
but it doesn’t fit. I don’t know where to put it. Can you help me?

A: Sure. Don’t worry. Please carry the bag and follow me. Maybe there is some room in
the rear of the cabin.

(They come to the rear of the cabin. The attendant opens one of the overhead compartments
and she finds a handcart in it. )

A: Whose handcart is this, please?

P2: It’s mine. What’s up?

A Please don’t put your handcart in the overhead compartment, in case of turbulence, it

might fall down and hurt somebody. Could you place it under your seat?
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