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CURRICULUM

G Cabin Crew Fundamentals and In-flight Service

9 chapters - 50 classes 100 marks

1 Understanding In-flight Service Protocols — 5 classes * 2 Payment Processing Systems — 6 classes

1.1 Exploring the Basics of In-flight Service Protocols

1.2 Identifying Key Roles and Responsibilities in In-flight Service
1.3 Understanding Passenger Interaction Techniques

1.4 Implementing Effective Communication with Passengers

1.5 Applying Safety and Emergency Protocols During Service

* 2 Mastering Communication and Interpersonal Skills — 5 classes
2.1 Understanding Effective Communication in In-flight Service
2.2 Developing Active Listening Skills with Passengers
2.3 Enhancing Non-verbal Communication Techniques
2.4 Building Rapport and Positive Relationships on Board
2.5 Managing Conflict and Difficult Conversations in the Cabin

« 3 Efficient Meal and Beverage Service Techniques — 5 classes
3.1 Understanding the Basics of Meal and Beverage Service
3.2 Setting Up the Service Environment Efficiently
3.3 Mastering Beverage Selection and Serving Techniques
3.4 Practicing Meal Service with Customer Interaction
3.5 Implementing Time-saving Strategies in In-flight Service

* 4 Advanced Customer Care and Problem Resolution — 5 classes

4.1 Understanding Advanced Customer Expectations

4.2 Techniques for Active Listening and Empathy

4.3 Strategies for De-escalating In-flight Conflicts

4.4 Methods for Efficient Problem Solving and Resolution
4.5 Applying Feedback to Enhance Customer Experience

* 1 Catering Coordination Strategies — 6 classes
1.1 Effective Menu Planning
1.2 Supplier Relationship Management
1.3 Inventory Control Techniques
1.4 Catering Logistics Optimization
1.5 Quality Assurance in Catering
1.6 Catering Trends and Innovations

2.1 Understanding Payment Gateways
2.2 Secure Transaction Protocols

2.3 Mobile Payment Solutions

2.4 Fraud Prevention Strategies

2.5 Customer Data Protection

2.6 Integrating Payment Systems

« 3 Customer Service Best Practices — 6 classes

3.1 Building Rapport with Passengers
3.2 Handling Difficult Situations

3.3 Effective Communication Skills

3.4 Personalizing Customer Experience
3.5 Service Recovery Techniques

3.6 Cultural Sensitivity in Service

* 4 Managing Trolley Services — 6 classes

4.1 Trolley Setup and Organization
4.2 Efficient Service Delivery

4.3 Product Knowledge for Crew
4.4 Time Management in Service
4.5 Health and Safety Standards
4.6 Trolley Maintenance Practices

* 5 Feedback Mechanisms for Service Improvement — 6 classes

5.1 Collecting Customer Feedback

5.2 Analyzing Feedback Data

5.3 Implementing Service Changes

5.4 Feedback Loop Importance

5.5 Training Based on Feedback

5.6 Continuous Improvement Strategies



6 Cabin Safety, Emergency and Medical Procedures 20 chapters - 121 classes 100 marks



« 1 Understanding Safety Equipment and Protocols — 11 classes

1.1 Identifying Essential Safety Equipment

1.2 Understanding Personal Protective Gear Use

1.3 Demonstrating Emergency Protocols

1.4 Operating Emergency Communication Devices

1.5 Evaluating and Responding to Safety Scenarios

1.6 Common Aircraft Types and Cabin Layouts

1.7 Cabin Zones, Doors and Crew Positions

1.8 Basic In-flight First Aid Principles

1.9 Responding to Common Medical Emergencies Onboard
1.10 Onboard Security Awareness and Prevention

1.11 Handling Disruptive Passengers and Security Threats

« 2 Identifying and Managing In-flight Emergencies — 5 classes

2.1 Understanding In-flight Emergency Scenarios

2.2 Identifying Signs and Symptoms of Common Emergencies
2.3 Prioritizing Actions during an Emergency

2.4 Implementing Emergency Protocols and Procedures

2.5 Communicating Effectively with Crew and Passengers

« 3 Evacuation Procedures and Crew Coordination — 5 classes

3.1 Understanding Evacuation Signals and Procedures

3.2 Coordination and Communication in Emergency Situations
3.3 Executing Efficient Evacuations: Roles and Responsibilities
3.4 Prioritizing Passenger Safety during Evacuations

3.5 Assessing and Improving Crew Coordination Skills

* 4 Passenger Safety Management and Regulation Compliance — 5

classes

4.1 Understanding Passenger Safety Regulations and Compliance
4.2 Recognising and Mitigating Passenger Risks

4.3 Ensuring Proper Use of Safety Equipment by Passengers

4.4 Implementing Effective Communication During Emergencies
4.5 Assessing and Responding to Passenger Safety Violations

« 5 Dangerous Goods Awareness for Cabin Crew — 5 classes

5.1 Dangerous Goods Basics for Cabin Crew

5.2 Recognising Passenger Dangerous Goods Restrictions
5.3 Dangerous Goods in Baggage and Cabin ltems

5.4 Dealing with Lithium Batteries and Smoke Events

5.5 Reporting Dangerous Goods Occurrences Onboard

« 1 Understanding Aviation Safety Regulations — 6 classes

1.1 Explore the Evolution of Aviation Safety Regulations

1.2 Understand Key International Aviation Safety Organizations

1.3 Analyze the Role of ICAO in Safety Regulation Development

1.4 Examine UK CAA Safety Standards and Implementation

1.5 Interpret Common Safety Protocols and Compliance Requirements
1.6 Apply Safety Regulations to Cabin Crew Scenarios

* 2 Emergency Equipment and Procedures — 6 classes

2.1 Understanding Emergency Equipment Types and Functions
2.2 Conducting Pre-Flight Checks for Emergency Equipment
2.3 Responding to In-Flight Medical Emergencies

2.4 Executing Evacuation Procedures

2.5 Utilizing Communication Systems in Emergencies

2.6 Reviewing Real-world Case Studies and Lessons Learned

« 3 Risk Assessment and Mitigation Strategies — 6 classes

3.1 Understanding Risk: Identifying Potential Hazards in Aviation
3.2 Analyzing Scenarios: Methods for Risk Assessment

3.3 Exploring Tools: Utilizing Risk Assessment Models

3.4 Developing Strategies: Creating Effective Risk Mitigation Plans
3.5 Implementing Controls: Applying Mitigation Strategies Onboard
3.6 Evaluating Effectiveness: Monitoring and Adjusting Plans

« 4 Crew Resource Management and Communication — 6 classes

4.1 Understanding Crew Resource Management Principles
4.2 Recognizing Barriers to Effective Communication

4.3 Developing Assertiveness and Decision-Making Skills
4.4 Enhancing Teamwork through Active Listening

4.5 Applying Conflict Resolution Techniques in Cabin Crew
4.6 Implementing Effective Briefing and Debriefing Practices

* 1 Emergency Leadership Fundamentals — 6 classes

1.1 Command Responsibilities in Emergencies

1.2 Emergency Procedures and Crew Roles

1.3 Decision Making Under Stress

1.4 Communication with Flight Deck in Emergencies
1.5 Crew Resource Management in the Cabin

1.6 Preparing the Cabin for Emergency Landing

* 2 Managing Onboard Emergencies — 6 classes

2.1 Responding to Cabin Fire and Smoke
2.2 Managing Decompression Events
2.3 Directing Evacuation Procedures

2.4 Ditching and Survival Leadership

2.5 Handling Severe Turbulence Injuries
2.6 Post-emergency Passenger Care

* 3 Medical Incident Management — 6 classes

3.1 Assessing Passenger Medical Emergencies
3.2 First Aid Coordination Among Crew

3.3 Using Onboard Medical Equipment

3.4 Working with Ground Medical Support

3.5 Deciding on Diversion with the Captain

3.6 Medical Incident Documentation

« 4 Disruptive Passenger Management — 6 classes
4.1 Recognising Early Signs of Disruption
4.2 De-escalation Techniques for Crew
4.3 Dealing with Intoxicated Passengers
4.4 Levels of Disruptive Behaviour and Response
4.5 Using Restraint Procedures Safely
4.6 Legal Aspects of Passenger Misconduct

* 5 Security Threats and Crisis Communication — 6 classes

5.1 Cabin Security Awareness and Searches

5.2 Responding to Bomb Threats and Hijack

5.3 Managing Passenger Panic and Anxiety

5.4 Communicating with Passengers During Crisis
5.5 Supporting Crew After Critical Incidents

5.6 Incident Reporting to Authorities

1 Introduction to Aviation Security — 6 classes

1.1 Overview of Aviation Security

1.2 Importance of Security in Aviation
1.3 Key Security Regulations

1.4 Roles of Security Personnel

1.5 Security Threats in Aviation

1.6 Global Security Standards

* 2 Monitoring Security Protocols — 6 classes

2.1 Surveillance Techniques in Aviation
2.2 Evaluating Security Measures

2.3 Incident Reporting Procedures

2.4 Use of Technology in Monitoring

2.5 Continuous Improvement in Protocols
2.6 Training for Security Monitoring

* 3 Emergency Procedures and Protocols — 6 classes

3.1 Types of Emergencies in Aviation
3.2 Evacuation Procedures

3.3 Communication During Emergencies
3.4 First Aid and Medical Response

3.5 Post-Emergency Procedures

3.6 Regular Drills and Training

* 4 Risk Assessment Techniques — 6 classes

4.1 Identifying Potential Risks

4.2 Risk Evaluation Methods

4.3 Quantitative vs Qualitative Assessment
4.4 Developing Risk Mitigation Strategies
4.5 Monitoring and Reviewing Risks

4.6 Case Studies in Risk Assessment

« 5 Crisis Management in Aviation — 6 classes



e Cabin Command, Crew Resource Management and Welfare 24 chapters - 140 classes 100 marks



¢ 1 Understanding Team Dynamics in Cabin Crew Operations — 5 * 4 Role Allocation and Team Coordination — 6 classes

classes

1.1 Exploring Team Dynamics in Cabin Crew Settings

1.2 Identifying Roles and Responsibilities within Cabin Crew Teams
1.3 Enhancing Communication Strategies for Effective Teamwork
1.4 Managing Conflict: Strategies for Cabin Crew Cohesion

1.5 Applying Crew Resource Management in Real-World Scenarios

* 2 Communication Strategies for Effective Crew Coordination — 5

classes

2.1 Understanding the Fundamentals of Crew Communication

2.2 ldentifying and Overcoming Barriers in Crew Communication

2.3 Mastering Active Listening Techniques for Effective Crew Interaction
2.4 Implementing Clear and Concise Communication for Safety Assurance
2.5 Applying Advanced Communication Strategies in Flight Scenarios

« 3 Conflict Resolution and Decision-Making in the Air — 5 classes

3.1 Understanding Conflict: Identifying Sources and Types Aboard

3.2 Analyzing Conflict: Assessing Situations and Stakeholders

3.3 Communication Strategies: Techniques for De-escalation

3.4 Collaborative Solutions: Engaging in Problem-Solving with the Crew
3.5 Decision-Making Under Pressure: Applying CRM Principles

* 4 Advanced Crew Resource Management and Leadership — 5

classes

4.1 Understanding Crew Resource Management Principles
4.2 Analyzing Leadership Styles in Aviation

4.3 Enhancing Communication and Decision-Making Skills

4.4 Implementing Conflict Resolution Strategies

4.5 Applying Situational Awareness for Effective Leadership

« 1 Understanding Leadership Roles and Responsibilities in Aviation

— 6 classes

1.1 Exploring Core Leadership Concepts in Aviation

1.2 Identifying Key Leadership Roles in Aviation Operations

1.3 Understanding Responsibilities of Aviation Leaders

1.4 Analyzing Challenges Faced by Aviation Leaders

1.5 Developing Effective Communication Strategies for Leaders
1.6 Applying Leadership Styles in Real-Life Aviation Scenarios

« 2 Effective Communication and Influencing Skills — 6 classes

2.1 Understanding the Basics of Communication in Aviation

2.2 Exploring Verbal and Non-Verbal Communication Techniques
2.3 Identifying Barriers to Effective Communication

2.4 Developing Active Listening Skills for Cabin Crew

2.5 Mastering Assertiveness for Leadership in the Cabin

2.6 Applying Influencing Skills to Enhance Crew Performance

¢ 3 Cultural Competency and Conflict Resolution — 6 classes

3.1 Understanding Cultural Differences in Aviation

3.2 Identifying and Acknowledging Biases

3.3 Building Effective Cross-Cultural Communication

3.4 Strategies for Managing Cultural Conflicts

3.5 Enhancing Collaboration in a Diverse Workforce

3.6 Applying Cultural Competency in Leadership Scenarios

« 4 Crisis Management and Decision-Making in Aviation — 6 classes

4.1 Understanding Crisis Scenarios in Aviation

4.2 Analyzing Decision-Making Models for Emergencies
4.3 Identifying Key Stakeholders in Crisis Situations

4.4 Applying Quick Decision-Making Techniques

4.5 Engaging Communication Strategies During Crises
4.6 Evaluating Crisis Management Outcomes

« 5 Developing Leadership Skills for Career Advancement — 6 classes

5.1 Understanding Core Leadership Principles

5.2 Identifying Personal Leadership Styles

5.3 Enhancing Communication and Conflict Resolution Skills
5.4 Applying Decision-Making Strategies in Real Scenarios
5.5 Building and Maintaining Team Motivation

5.6 Creating a Personal Leadership Development Plan

« 1 Foundations of Cabin Leadership — 6 classes

4.1 Allocating Positions and Duties

4.2 Matching Crew Strengths to Roles
4.3 Managing Mixed Experience Teams
4.4 Coordinating with the Flight Deck
4.5 Coordinating with Ground Teams
4.6 Managing Multinational Crew

5 Inflight Communication and Team Control — 6 classes

5.1 Clear Communication Under Pressure

5.2 Cabin Interphone and Public Address Protocols
5.3 Passing Information During Turbulence

5.4 Giving Feedback During the Flight

5.5 Resolving Conflicts Between Crew

5.6 Debriefing Crew at Sector End

« 1 Duty Time and Rest Regulations — 6 classes

1.1 Flight Time Limitations Explained

1.2 Rest Period Requirements

1.3 Understanding Rostering Principles
1.4 Managing Standby and Reserve Duty
1.5 Time Zone Changes and Layovers
1.6 Compliance Records and Audits

« 2 Fatigue Management — 6 classes

2.1 Causes and Signs of Crew Fatigue
2.2 Fatigue Risk Management Systems
2.3 Sleep Strategies for Long Haul

2.4 Reporting Fatigue Without Blame
2.5 Fatigue and Safety Performance
2.6 Leader Actions for Fatigued Crews

« 3 Crew Welfare and Wellbeing — 6 classes

3.1 Physical Health of Cabin Crew

3.2 Mental Wellbeing and Stress Support

3.3 Managing Burnout in Cabin Teams

3.4 Inclusion and Respect in Crew Teams

3.5 Employee Assistance and Support Services
3.6 Building a Positive Crew Climate

« 4 Performance Appraisal Methods — 6 classes

4.1 Setting Performance Objectives for Crew
4.2 Observation Based Appraisal Methods
4.3 Using Passenger Feedback in Appraisals
4.4 Writing Fair Appraisal Reports

4.5 Conducting Appraisal Conversations

4.6 Avoiding Bias in Assessments

< 5 Discipline, Development and Retention — 6 classes

5.1 Handling Attendance and Lateness Issues
5.2 Disciplinary Procedures and Records

5.3 Career Pathways in Cabin Crew

5.4 Training Needs Analysis for Crew

5.5 Succession Planning for Pursers

5.6 Retaining Talented Cabin Crew

¢ 1 Building High-Performance Teams — 6 classes
1.1 Understanding Team Dynamics
1.2 Roles and Responsibilities in Teams
1.3 Fostering Collaboration and Trust
1.4 Setting Team Goals and Objectives
1.5 Encouraging Diversity in Teams
1.6 Evaluating Team Performance

« 2 Effective Communication Skills — 6 classes

2.1 Active Listening Techniques

2.2 Non-Verbal Communication Cues

2.3 Communicating with Clarity and Purpose
2.4 Adapting Communication Styles

2.5 Building Rapport with Team Members
2.6 Feedback and Constructive Criticism

« 3 Conflict Resolution Techniques — 6 classes



° In-flight Service Quality, Premium Cabin and Cabin Environment 25 chapters - 150 classes 100 marks



¢ 1 Understanding Customer Service in Aviation — 6 classes * 4 Managing Onboard Revenue — 6 classes

1.1 Recognizing the Importance of Customer Service in Aviation 4.1 Cash and Card Handling Procedures
1.2 Identifying Customer Needs and Expectations 4.2 Stock Control and Inventory Records
1.3 Exploring the Role of Communication in Enhancing Service 4.3 Reconciling Sales and Takings
1.4 Understanding Cultural Sensitivity and Diversity in Aviation 4.4 Preventing Loss and Fraud
1.5 Implementing Effective Problem-Solving Techniques 4.5 Setting Sales Targets for Crew
1.6 Applying Customer Feedback to Improve Service Quality 4.6 Reading Sales Performance Reports
* 2 Designing Service Protocols for Effective Delivery — 6 classes * 5 Revenue Growth and Premium Loyalty — 6 classes
2.1 Understanding Service Protocol Fundamentals 5.1 Analysing Passenger Buying Patterns
2.2 Analyzing Key Elements of Cabin Crew Service Design 5.2 Motivating Crew with Sales Incentives
2.3 Exploring Effective Communication Strategies 5.3 Loyalty Programme Support Onboard
2.4 Developing Coherent Service Procedures 5.4 Promoting Ancillary Services
2.5 Coordinating Team Roles for Optimal Service Delivery 5.5 Balancing Service Quality and Sales
2.6 Evaluating and Refining Service Protocols 5.6 Planning Seasonal Sales Campaigns
« 3 Coordination and Team Dynamics in Cabin Crew — 6 classes « 1 Post-flight Reporting Essentials — 6 classes
3.1 Understanding Cabin Crew Roles and Responsibilities in Team Settings 1.1 Purpose of Cabin Reports
3.2 Exploring Effective Communication Strategies for Cabin Crew 1.2 Writing a Clear Cabin Report
3.3 Developing Collaborative Problem-Solving Skills Among Crew Members 1.3 Reporting Safety and Security Events
3.4 Enhancing Team Cohesion Through Trust-Building Exercises 1.4 Reporting Service and Catering Issues
3.5 Coordinating Efficient Service Delivery During Flight Operations 1.5 Reporting Equipment Defects
3.6 Applying Conflict Resolution Techniques in Cabin Crew Scenarios 1.6 Submitting Reports on Time
« 4 Cultural Sensitivity and Personalized Service — 6 classes « 2 Passenger Feedback Analysis — 6 classes
4.1 Understanding Cultural Sensitivity: Key Concepts and Importance 2.1 Sources of Passenger Feedback
4.2 |dentifying Cultural Differences: How to Recognize and Appreciate 2.2 Reading Survey Results
4.3 Developing Personalized Service: Tailoring Experiences for Diverse 2.3 Identifying Trends in Complaints
Cultures 2.4 Using Social Media Feedback
4.4 Effective Communication: Strategies for Cross-Cultural Interactions 2.5 Categorising Feedback for Action
4.5 Handling Cultural Misunderstandings: Techniques and Best Practices 2.6 Reporting Insights to Management

4.6 Implementing Culturally Sensitive Practices: Real-life Applications and
Scenarios < 3 Debriefing and Learning Culture — 6 classes

3.1 Running an Effective Post-flight Debrief
3.2 Just Culture and Safety Reporting
3.3 Learning from Incidents and Near Misses

* 5 Handling Service Challenges and Continuous Improvement — 6

classes
5.1 Identifying Common Service Challenges in Cabin Operations 3.4 Sharing Lessons Across Crews
5.2 Employing Effective Communication Strategies to Manage Service

; . 3.5 Recognising Success Stories
Disruptions

) ) ) . 3.6 Capturing Crew Suggestions
5.3 Implementing Proactive Problem-Solving Techniques

5.4 Utilizing Feedback for Continuous Service Improvement * 4 Continuous Improvement Methods — 6 classes
5.5 Developing Adaptive Leadership Skills in Service Environments 4.1 Principles of Continuous Improvement
5.6 Evaluating and Refining Service Protocols for Optimal Performance 4.2 Root Cause Analysis for Cabin Issues

« 1 Service Standards and Benchmarks — 6 classes 4.3 Setting Improvement Goals

4.4 Planning and Testing Small Changes
1.1 Defining Service Standards for the Cabin . ) .

4.5 Using Simple Quality Tools
1.2 Understanding Airline Brand Promise .

4.6 Measuring Improvement Results
1.3 Service Standard Documents and Manuals

1.4 Measuring Service Against Benchmarks * 5 Leading Change and Compliance Assurance — 6 classes

1.5 Standards for Different Cabin Classes 5.1 Leading Cabin Teams Through Change

1.6 Aligning Standards with Passenger Expectations 5.2 Overcoming Resistance to New Procedures

« 2 Service Flow Planning — 6 classes 5.3 Audit Readiness for Cabin Operations
5.4 Regulatory Compliance Monitoring
2.1 Planning Service Timelines by Sector Length . . )
o 5.5 Tracking Corrective Actions
2.2 Galley Organisation and Workflow o
i ) 5.6 Building a Long-term Improvement Plan
2.3 Catering Loading and Stock Checks

2.4 Managing Special Meals and Dietary Needs * 1 Assessing Cabin Comfort — 6 classes
2.5 Handling Service Delays and Shortened Sectors 1.1 Understanding Passenger Comfort Needs
2.6 Beverage and Meal Service Sequencing 1.2 Measuring Cabin Temperature and Humidity

« 3 Inspecting Service Delivery — 6 classes 1.3 Evaluating Seat Design and Ergonomics

) o 1.4 Noise Management in the Cabin
3.1 Walking the Cabin with Purpose

) . ) . 1.5 Lighting Effects on Passenger Comfort
3.2 Observation Checklists for Service Quality

) . . 1.6 Creating a Relaxing Cabin Atmosphere
3.3 Checking Presentation and Grooming

3.4 Spotting Gaps in Passenger Care * 2 Health and Hygiene Standards — 6 classes
3.5 Verifying Cleanliness and Cabin Condition 2.1 Importance of Cabin Sanitation
3.6 Recording Inspection Findings 2.2 Implementing Hygiene Protocols

¢ 4 Coaching and Developing Crew — 6 classes 2.3 Managing Allergens in the Cabin

o _ 2.4 Infection Control Measures
4.1 Principles of Onboard Coaching I
o ) 2.5 Passenger Health Awareness Initiatives
4.2 Giving Constructive Feedback
o ) ) 2.6 Emergency Health Procedures
4.3 Recognising and Rewarding Good Service

4.4 Addressing Underperformance Fairly < 3 Environmental Sustainability Practices — 6 classes
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