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Unit 1 About the Job as Flight Attendant

Section A Text

About the Job as Flight Attendant

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

Cabin attendants should possess essential 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 passen-
ger 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 directly 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 communicate with the passengers and their language level must be high

enough to show professionalism, courtesy and respect. When they speak to the
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passengers, they ought to face them and use clear simple words instead of airline
jargon to avoid misunderstanding. They should use their voice effectively to con-
vey a feeling of warm hospitality. Cabin attendants are also expected to speak
several 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 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 requirements and psychological needs of their pas-
sengers. A special effort to develop this understanding is necessary in cases in-
volving 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 pri-
ority 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 be-
tween cabin attendants is essential if the highest possible standards of serving 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 knowledge of essential information and an ability to

work in a team are also important qualifications.

Section B Exercises

I Answer the following questions according to the text.

1. How do passengers get their opinions of the airlines?

2. What is the excellent quality of cabin service judged on?
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. 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 communi-

cate?
. To whom should they pay special attention?

. What is essential between cabin attendants?

10. What do they do in an emergency?

I Translate the following sentences into English.

1. =PRSS B 5T E HEAT T T B 3

- BT BRI ER SN, S RN TR BA LA EAR .

- AT T 2 B A AL AR T R R AR 55«

. EHRRF RMFRE S ITAXRNER.

- EERTRI A2 R TR SRR T A AT RS BIATIA

. ST R AL e i S PR AR S

. ERAER T ITEEEENER.

. Fess RALUBATHE ERIHATT .
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Section C Supplementary Reading

Crew

The men and women who work in an aircraft when it is flying from one city
to another are called the flight crew. They can be divided into two groups: those
who fly the aircraft and those who work with the passengers.

The first group consists of two people. They work on the flight deck. The
more senior one is the pilot who is called the captain. He is in charge of not only
the flight crew, but also the plane. There is a second pilot, known as the copi-
lot.

The copilot may hold the same rank as the captain or he may hold the lower
rank of First Officer. On some airlines there is a flight engineer. He is responsi-
ble for monitoring the airliner’s engines and systems. More and more this respon-
sibility is being taken over by the two pilots, and two-man crews are common.

The people working in the cabin with the passengers are called the cabin
crew. The senior member of the cabin crew is called the flight director or cabin
service director on wide-bodied aircraft, the Boeing 747, for example, and the
purser on smaller aircraft. On wide bodied aircraft, a purser is in charge of a sep-
arate cabin area or class of passengers, and report to flight director.

Those who work under senior member of the cabin crew are called stewards
or stewardesses by the public, but they should be correctly called cabin attend-
ants or CAs for short.

The minimum number of cabin attendants working on a particular flight is
determined by the number of passengers and the aircraft type and its number of
emergency exits. If there are a large number of children traveling alone, extra
cabin attendants are used. The maximum number of cabin attendants is deter-
mined by the airline, and it depends on the level of service required.

For the crew, there is a great deal to do to prepare for the flight even before

they board the airplane. After arriving at the airport and signing in for work,
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they meet the other members of the crew and attend a briefing that is held by the
captain. When the briefing is finished, the crew proceeds to the airplane for a
pre-flight check of the cabin to see that all necessary equipment is on board and
ready to use. The flight attendants check the emergency equipment—fire extin-
guishers, oxygen bottles, first-aid kits, megaphones, life vests and life rafts.
They prepare the emergency demonstration kit for use after all the passengers
have boarded; the kit shows the use of the life vest and oxygen systems. They
also check baby equipment, newspapers and magazines, and any other items
which are necessary on that particular flight. They check the kitchen—called the
galley on an airplane—to see that proper supplies are all there. Each crew mem-
ber, whether he or she works in the galley, the cabin, or the cockpit, has certain
duties to perform and these must be coordinated with the rest of the crew.

About a half hour before departure, the passengers begin boarding the air-
craft. The cabin crew welcomes them on board and helps them to find their
seats. There are welcoming and other pre-takeoff announcements, as well as the
emergency equipment demonstration. The last thing the stewardesses do before
takeoff is to check the passengers’ seat belts.

Incidentally, most people in the airline industry as well as the travelling
public would agree that the primary mission of the flight attendants is to ensure
the safety of the passengers in the event of an emergency. The cabin crews be-
come very busy once the plane is airborne. It consists largely of providing the
passengers with food and beverages.

When the flight is going to reach its destination, the purser makes the an-
nouncements about landing, and the cabin crew checks to see that the passengers
and the cabin are prepared for landing. After landing, they assist the passengers
in disembarking and say goodbye to them.

This is a brief view of the most important part of the work of the cabin

Crew.
Section D Exercises

I Questions for discussion.

1. What are people working on an airplane called?
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2. What are the duties performed by the crew?

3. What is the most important thing for an air stewardess?

I Pick out the correct answer from the four choices marked
a, b, cand d.

1. Flight crew members melan
a. pilots b. flight engineers
c. cabin attendants d. all of them
2. Which group of the following works in the cabin?
a. captain and flight director
b. cabin service director and cabin attendants
c. cabin attendants and pilot
d. pilot and first officer

3. Who is responsible for the cabin crew?

a. copilot b. purser

c. flight director d. flight engineer
4, According to the text, CA is the best abbreviation of

a. Civil Aviation b. Cabin attendants

c. China Airlines d. Civil Airport
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Unit 2 Airline Services

Section A Text

Airline Services( [ )

The airlines of the world offer many varieties of services in many different
kinds of aircraft, Transcontinental and transoceanic flights are made in giant jet
planes, and some of them can carry several hundred passengers on each flight.
Small jets are commonly used on the shorter, more heavily traveled routes be-
tween major centers of population—Paris—London, for example. IN contrast to
the jets are propeller airplanes, as they are now generally called. They are slower
and smaller than the jets. Many different kinds of propeller airplanes fly on short
routes into small airports that cannot handle the big planes. The DC-3 (or the
Dakota, as the British call it), one of the first successful commercial airplanes, is
still used in many parts of the world.

There are several ways in which airline service can be divided into catego-
ries. One distinction is between trunk lines and feeder lines. Trunk lines operate
between major population centers. Feeder lines are sometimes called local lines.
They connect smaller cities and towns with each other or with the major centers
and the major airports. In the past few years, there has been a rapid development
of feeder airlines in the United States and in many other countries. Some smaller
cities have no other means of public passenger transportation.

Airline passenger service can also be divided into scheduled an non-scheduled
flights. As published by the airline in its timetable, the passenger can make a
reservation in advance for a scheduled flight. Many scheduled flights often carry
only a small number of passengers. A non- scheduled flight, on the other hand,
depends on availability of passengers and aircraft. They may carry only a few
passengers in a small plane, or they may carry hundreds of people on a jumbo jet.
These latter flights are called charters. Scheduled airlines often provide non-

scheduled services—particularly charter flights—during the tourist season.
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On the flight itself, there is usually a distinction between first class and e-
conomy. The first class passenger has more space and receives more in-flight
service. In modern jet, the seating plan in first class is usually two seats on each
side of the aisle; in economy there are usually three seats side by side. The first
class seats are usually farther apart so that the passenger has more room for his
legs. To the passenger, the chief difference between first class and economy may
well be the cost—first class fares are much more higher than economy fares.

Many airlines offer one-service flights, especially on short, heavily travelled
routes. On a few routes, notably New York—Washington and Los Angeles—San
Francisco, there are shuttle flights. The passenger does not have to make a res-
ervation in advance, and he pays for his ticket either at the departure gate or on
the flight itself.

A final distinction is between passenger and freight (or cargo) service. In
the early days of the airlines, freight was usually carried in the baggage compart-
ment of the plane. In some cases, freight was even carried in the passenger com-
partment. In this event, the reclining seats were taken out, the passengers sat in
“bucket seats” along the sides of the plane, and the freight was strapped down in
the middle of the compartment. Nowadays, small shipments may still be carried
in the baggage compartment, but there are also special planes. They provide
scheduled and non- scheduled air freight service; others are specially designed to
carry freight. With these special planes, freight in bulk can be moved by air,
though the cost is usually considerably higher than surface shipment.

The airline industry is still very young. The first scheduled service across
the Atlantic, for instance, began in 1939. Today the airlines carry millions of
passengers every year on both local and long distance flights. In some areas of
the world, air service is the only effective means of public transportation. The
airlines are still growing rapidly and at the same time occupying an increasingly
important place in the economy of many nations. They employ thousands of peo-
ple to handle the passengers and freight.

Many of these people work in various technical jobs where they have little or
no direct contact with the public—in aircraft maintenance or air traffic control,
for example. Thousands of others, however, come into daily contact with trave-

ling public. They include reservations and ticket agents, ground service person-



