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About this Book
This programme is designed for training applicants for the job of an “Airline Cabin Crew ”, in the “Aerospace
and Aviation” sector/industry and aims at building capacities amongst the students.
To address the future sector demand, this Participant Handbook is designed to enable training for the
specific Qualifications Pack (QP). Each National Occupational Standard (NOS) is covered across Unit(s).
The Qualifications Pack of an Airline Cabin Crew, Level-4 includes the following NOS's which have all been
covered across the units:
1. AAS/N0502 Follow safety and security procedures
2. AAS/N0608 Maintain updated information regarding the job
3. AAS/N0609 Perform pre-flight tasks of cabin
4. AAS/N0610 Passenger handling during flight operations
5. AAS/N0611 Perform post flight tasks of cabin crew
Key Learning Outcomes for the specific NOS mark the beginning of the Unit(s) for that NOS.
The symbols used in this book are described below.

Symbols Used

!
Key Learning
Outcomes

Exercise

Steps

Tips

Example

Activity
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1. Introduction
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 1.1 – About the Training Programme
Unit 1.2 – About the Job Role – Airline Cabin Crew
Unit 1.3 – About the Qualifications Pack (QP) and National
Occupational Standards (NOS)
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Key Learning Outcomes
At the end of this module, you will be able to:
Ÿ develop effective learning environment to know each other in the training programme.
Ÿ list expectations from the training programme.
Ÿ identify the roles and responsibilities of Airline Cabin Crew.
Ÿ get clarity on the roles of Airline Cabin Crew.
Ÿ improve communication and interpersonal skills.
Ÿ acquire and improve employability and entrepreneurship skills.
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UNIT 1.1: About the Training
Programme
Programme
Unit Objectives
At the end of this unit, you will be able to:
Ÿ discuss the outline of the training programme.
Ÿ build effective environment to know each other in the training programme.
Ÿ list out the expectations from the training programme.

1.1.1 Overview of the Training Programme
The training programme will help the participants to:
Ÿ Provide service to the passengers.
Ÿ Ensure passenger comfort and safety throughout the flight.
Ÿ Identify and use basic tools, equipment and materials.
Ÿ Understand how to operate various equipment and relevant systems.
Ÿ Achieve essential communication skills and excellent interpersonal skills.
Ÿ Acquire abilities to stand and walk for long periods of time consistent kneeling, squatting and
reaching above the head with caution to avoid accidents.

1.1.2 Participant Guidelines
While undergoing training, trainees are expected to:
Ÿ Behave in a professional and ethical manner.
Ÿ Use intellectual and analytical abilities to enhance in the profession as an Airline Cabin Crew.
Ÿ Take an initiative to learn more from the training.
Ÿ Improve communication, decision making and leadership skills, thereby gaining self-confidence
related to their professional and social behaviour.
Ÿ Complement formal training with innovative skills and self-motivation.
Ÿ Retrieve and use relevant information.
Ÿ Use diagnostic skills to identify problems and find possible solutions.
Ÿ To develop an analytical sense of questioning, with an aim of improving procedures and productivity.
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Activity
Knowing Each Other
1. List out two names of fellow participants whom you have met and interacted with.

2. List out two names of those from the same place/district/state.

3. List out two names among the participants whose hobbies are the same as yours.

Expectation Mapping
1. My expectations from the training programme are:
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UNIT 1.2:
1.1: About the Job
Programme
Role - Airline Cabin Crew
Unit Objectives
At the end of this unit, you will be able to:
Ÿ explain the personal attributes of Airline Cabin Crew.
Ÿ describe the role of Airline Cabin Crew.

1.2.1 Job Description of an Airline Cabin Crew
Airline Cabin Crew are the members employed by airlines to assure the comfort and safety of the
passengers on board. They are also referred to as stewards or stewardesses, cabin attendants and air
hosts/hostesses.
Personal Attributes of an Airline Cabin Crew
Airline Cabin Crew work requires:
Ÿ Working for long hours inside an aircraft, with an ability to deliver exceptional customer service
with a positive attitude and empathy for passengers.
Ÿ Strong cultural awareness and ability to adapt to a new environment and people.
Ÿ Adaptability and motivation to regulate a challenging work schedule.
Ÿ Compliance with the regulatory requirements on health and physical standards.

1.2.2 Roles and Responsibilities of an Airline Cabin Crew
Main responsibilities
The Airline Cabin Crew must:
Ÿ Greet the passengers as they board the aircraft and guide them to their seats.
Ÿ Ensure that the luggage is safely stored away in the overhead cabins.
Ÿ Demonstrate the emergency procedures whilst the plane is preparing for take-off.
Ÿ Make calls on behalf of the captain and serve food, drinks and sell duty free goods.
Ÿ Reassure the passengers to follow the correct emergency procedures.
Ÿ Deal with several emergencies such as cabin fires and first-aid situations.
Ÿ Ensure that the passengers disembark safely.
Ÿ Complete a written report on the details of the flight, which includes duty free sales, food and
drink sales, customs and immigration documentation.
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1.2.2 Cont...
Typical work activities of an Airline Cabin Crew are as follows:
Ÿ Check the cabin before take-off and confirm compliance to safety regulations.
Ÿ Welcome the passengers onboard and direct them to their seats.
Ÿ Inform passengers about the aircraft safety procedures and check that all hand luggage is stored
securely.
Ÿ Secure all the passenger seat belts and galleys before take-off.
Ÿ Make announcements in support of the pilot and answer the passenger queries during the flight.
Ÿ Serve meals and refreshments to passengers.
Ÿ Sell duty-free goods and advise passengers regarding allowance restrictions in force at their
destination.
Ÿ Give the “safety” presentation in a discrete manner.
Ÿ Give first aid to passengers if required.
Ÿ Monitor the cabin frequently during the flight.
Ÿ Adhere to the regulations and the procedures which are set up.
Ÿ Ensure that the passengers disembark safely at the end of a flight and make sure that there is no
luggage left in the overhead lockers.
Ÿ Complete the paperwork, including flight report.
Ÿ Focus on the passengers with special needs (children, disabled, elders).

1.2.3 Airline Cabin Crew Grooming Guidelines and Standards
Grooming training is a fundamental part of an Airline Cabin Crew which is as detailed as follows:
Grooming Standards:
Company Issued Uniform Guidelines:
Ÿ Uniforms must be cleaned and pressed while away from the base.
Ÿ Shirts must be tucked in (except for maternity shirts).
Ÿ Uniform items should not be used personally.
Ÿ Do not wear the uniforms while consuming or purchasing alcohol.
Ÿ The original design of the uniform should not be changed. Alterations can be done for proper fit, e.g.,
hemming, waist diameter etc. The uniform fitting company will accomplish it, upon receipt of the
uniform.
Ÿ Return all the uniform pieces issued by the company (in good condition); upon termination of
employment.
Ÿ Company issued items include: polo style shirts, long pants, shorts, sweater, apron and wings.
Ÿ Shoes: Plain white leather (no mesh or canvas), low cut or athletic style shoe, mid tops are acceptable
(No high tops). No side colors, emblems, or marking (other than white or light gray stitching) of any
kind allowed.
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1.2.3 Cont...
Ÿ Hats: Only ICS logo hats purchased at the ICS store are permitted.
Ÿ Socks: With Tennis Shoes (long or short pants).
Ÿ Females must wear coloured socks to exactly match the shirts. White socks are acceptable.
Ÿ Males must wear only white socks with tennis shoes.
Ÿ Crew, bobby sock apes, or tennis types are allowed, but they must cover the ankle bone (No pompoms allowed).
Ÿ Navy blue socks with Penny loafers (long pants, male or female). White socks with Penny loafers
(shorts, male or female).
Ÿ Belts: Made of leather or leather look; must coordinate with the uniform pants. Woven belts are
acceptable.
Ÿ Buckle should be leather covered, silver or gold.
Ÿ Blue belt with tennis shoes.
Ÿ Oxblood belt with penny loafers.

Fig 1.2.3 (a) Cabin Crew Uniform /Dress Code in Indian Aviation
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1.2.3 Cont...
Jewellery Guidelines:
Ÿ Rings: One on each hand is allowed for both males and females. Engagement and wedding bands are
considered as one.
Ÿ Necklaces: Gold or silver short chains next to skin acceptable. Neither males nor females are allowed
to wear necklace outside of wardrobe.
Ÿ Bracelets:
Ÿ Only one allowed; should not exceed 1/2 inch in width.
Ÿ Must be silver, or gold tennis style bracelet.
Ÿ No Bangle style bracelets allowed.
Ÿ Medic alert bracelets are permitted.
Ÿ Ankle bracelets are not permitted with uniform.
Ÿ Visible body piercing (other than for the ear) are not permitted. Earrings no larger than a 50 cent piece
are acceptable. Gold, silver, pearl or diamond earrings are preferable. Only two (2) earrings per ear is
allowed and both must be in the lobe of the ear, stud or hoop types only. Dangling and ear cuffs are not
permitted.
Ÿ If a second earring is worn, only a gold, silver, pearl or diamond stud is allowed. Males are not allowed
to wear earrings.

Fig 1.2.3 (b) Female Cabin Crew Hair Styles
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1.2.3 Cont...
Additional Accessories/Jewellery Guidelines:
Ÿ Watches: All Cabin Crew attendants are required to wear elegant style watch while on duty.
Ÿ Flashlight: All flight attendants are required to purchase their own flashlight and have reasonable
accessibility to it while on duty. Flashlights must be able to turn on and stay on (no "push to illuminate"
flashlights).
Ÿ Eye wear: Glasses must have elegant designs, lenses should be clear and free of tint. Sunglasses must
be worn outside only.
Ÿ Name badges: Company issued wings must be worn while on duty on the left side above the company
logo.
Ÿ Belts: Must match in colour with uniform pants. Made of leather or fabric material.
Additional Optional Clothing and Accessories:
Ÿ Luggage may be payroll deducted.
Ÿ Navy Parkas may be payroll deducted.
Ÿ Apron (butcher block style).
Ÿ Baseball caps purchased only through the company store may be worn inflight. Denim uniform shire
(pink) may be payroll deducted.
Ÿ Oxblood penny loafer shoes - Bass, Dexter, or approved by supervisor.
Ÿ Nylon jacket.

Fig 1.2.3 (c) Cabin Crew Staff at Work
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1.2.3 Cont...
Personal Hygiene and Appearance Guidelines:
Ÿ Undergarments: All male and female employees are expected to wear appropriate undergarments.
Females must wear a bra.
Ÿ Make-Up:
Ÿ Females: Make-up includes foundation, blush, mascara and lipstick; it must be worn in a way that it
reflects a natural, wholesome appearance with no garish or overdone effects. Never apply make-up
in public.
Ÿ Males are not permitted to wear make-up.
Ÿ Fragrances: Perfumes, colognes, and after shaves should be used in light scents and sparingly.
Ÿ Nails:
Ÿ Females:
i) Well cleaned and shaped at all times.
ii) Not to exceed 3/4" length from the cuticle to the end of the nail.
iii) Nails must be of equal length on both hands.
iv) Shade of polish must blend with uniform. Polish must not be peeling or chipped.
v) Decals and gold nails are not permitted.
Ÿ Males:
I) Kept clean and trim.
ii) Length should not pass the tip of the finger.
iii) Coloured polish is not permitted.

Fig 1.2.3 (d) Cabin Crew Staff
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UNIT 1.3: About the Qualifications Pack-QP and
National Organisational Standards-NOS
Unit Objectives
At the end of this unit, you will be able to:
Ÿ explain the meaning and purpose of Performance Criteria.
Ÿ describe the concept of Qualifications Pack (QP) and National Occupational Standards (NOS).
Ÿ explain the Knowledge Criteria.

1.3.1 Performance Criteria
Performance Criteria are the standards by which performance is evaluated:

Fig 1.3.1 Performance Criteria

A written description of the standards or characteristics to be assessed for a given task or activity used by a
line manager or assessor to ascertain if an individual, group or organisation can perform a specified task or
activity to the defined standard or characteristics.
Performance criteria are used in business, companies, organisations, training settings for a variety of
purposes. Performance criteria help assessors maintain objectivity and inform students and employees
about expectations, giving them a target or goal for which to strive.
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1.3.2 Knowledge
Knowledge:
Knowledge is a familiarity, awareness, or understanding of someone or something, such as facts,
information, descriptions, or skills, which is acquired through experience or education by perceiving,
discovering, or learning.

Fig 1.3.2 Illustrative Diagram for Knowledge

1.3.3 Skills
Skills:
A skill is the ability to carry out a task with pre-determined results often within a given amount of time,
energy, or both. Skills can often be divided into domain-generic skills and domain-specific skills. For
example, in the domain of work, some general skills would include time management, teamwork and
leadership, self-motivation and others, whereas domain-specific skills would be useful only for a certain
job. Skill usually requires certain environmental stimuli and situations to assess the level of skill being
shown and used.

Fig 1.3.3 Illustrative Diagram for Skills

Knowledge is prerequisite for a person to perform an activity. But organisation and companies focus on
performance of its employees and their contribution to achieve the organisational vision or goal.
Skilled workforce improves productivity and enhances quality of products and services. It is very important
that a person possess adequate skills to perform his job and meet the expected outcomes of the
organisations.
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1.3.4 Qualifications Pack (QP) and National Occupational
Standards (NOS)

Involve
Industry
Occupational
Mapping

MoU’s /
Missions

Skill Gap
Analysis
Skilled
Manpower

NOS / QP
Development
Assessment

Curriculum
Development

Train the
Trainers

Fig 1.3.4 Complete Cycle Of Qualifications Pack-QP and National Occupational Standards-NOS
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1.3.4 Cont...
Qualifications Pack (QP)
A set of National Occupational Standards (NOS), aligned to a job role, called Qualifications Pack (QP), would
be available for every job role in each industry sector. These drive both the creation of curriculum and
assessments. These job roles would be at various proficiency levels and aligned to the National Skill
Qualifications Framework (NSQF). Examples would be Qualifications Pack for job roles such as Airline Cabin
Crew, Aircraft Power plant Technician, Airport Ramp Executive etc.
Characteristics of Qualifications Pack (QP):
Ÿ It is an industrial standard.
Ÿ It consists of expectation of industry concerning knowledge and performance criteria.
Ÿ It drives both the creation of curriculum as well as assessments.
Ÿ Any person certified under NSQF for a job role should possess knowledge and skills to meet the
expected outcomes (Performance Criteria).
Ÿ Employers through their respective SSCs contribute to the development and validation of QP.
Ÿ It specifies the standard of performance for an individual and benchmark for good performance.
Ÿ It defines the measurable outcome required from an individual.

1.3.5 Key Learning Outcomes
Definition of Key Learning Outcomes:
Statements that describe significant and essential knowledge that learners have achieved and can
demonstrate at the end of a course or programme. In other words, learning outcomes identify what the
learner will know and be able to do by the end of a session or programme.
Key learning outcomes refer to observable and measurable:
Ÿ Knowledge
Ÿ Skills
Ÿ Attitude
Key expected outcomes:
At the end of this programme the trainee/individual is expected to:
Ÿ Have a clear understanding of the job role for which he/she is trained.
Ÿ Possess sufficient knowledge specified in the QP-NOS.
Ÿ Perform the activities listed in the QP-NOS.
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1.3.6 Various NOS of Airline Cabin Crew
Sl.No

01

Sl.No

02

Sl.No

03

Unit Code

AAS/N0502

NOS-Title

Follow Safety and Security Procedures

Description

This unit is about following safety and security procedures as defined by
organisational policies and regulatory guidelines.

Scope

This Occupational Standard unit/task covers the following:
Comprehending the safety and security procedures to conduct the
operations.

Unit Code

AAS/N0608

NOS-Title

Maintain Updated Information Regarding the Job

Description

This unit is about maintaining updated information regarding the changes in job
requirements mandated by company policies or regulatory policies.

Scope

This Occupational Standard unit/task covers the following:
Updated information with regards to job requirements and responsibilities.

Unit Code

AAS/N0609

NOS-Title

Perform Pre-flight Tasks of Airline Cabin Crew

Description

This unit is about performing pre-flight tasks of Cabin Crew.

Scope

This Occupational Standard unit/task covers the following:
Ÿ Pre-flight briefing
Ÿ Receive and welcoming passengers
Ÿ Pre-departure checks
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1.3.6 Cont...
Sl.No

04

Unit Code

AAS/N0610

NOS-Title

Passenger Handling during Flight Operations

Description

This unit is about passenger handling functions of cabin crew during
flight operations.

Scope

Sl.No

05

This OS unit/task covers the following:
Ÿ Passenger handling during flight operations
Ÿ Handling passenger during medical emergency
Ÿ Handling passenger during fire emergency on board the aircraft
Ÿ Handling passenger during emergency landing on water

Unit Code

AAS/N0611

NOS-Title

Perform Post-flight Tasks of Cabin Crew

Description

This unit is about performing post-flight tasks

Scope

This OS unit/task covers the following:
Ÿ Post flight activities
Ÿ Post flight debriefing and documentation
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Activity
Read and understand the QP-NOS of “Airline Cabin Crew AAS/Q0605”.

1. Explain briefly the personal attributes of Airline Cabin Crew.

2. Explain the difference between knowledge and skill.

3. What is the role of Airline Cabin Crew?
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2. Follow Safety and
Security Procedures
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 2.1 – Safety Policy and Safety Management System
Unit 2.2 – Hazard and Reporting
Unit 2.3 – Workplace Health and Safety
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Key Learning Outcomes
At the end of this module, you will be able to:
Ÿ list the prominent organisations in aviation sector.
Ÿ describe the importance of safety policy.
Ÿ explain the Safety Management System and its elements.
Ÿ outline Airline Cabin Crew manuals (SEP, QRH and training manual) and circulars and its revision
process.
Ÿ define Airport Entry Permit and different security zones at the airport.
Ÿ summarise the importance of the DGCA inspectors to conduct safety audit.
Ÿ log in the defects noticed in the airline cabin and summarise minimum equipment list.
Ÿ identify dangerous goods and perform duties and responsibilities related to dangerous goods.
Ÿ recognise dangerous goods hazard labels and different classes of dangerous goods.
Ÿ identify hazards and consequences, as applicable to flight safety and cabin operations.
Ÿ describe means of reporting the hazards and follow-up actions.
Ÿ explain the Safety Risk Management (SRM).
Ÿ demonstrate flight emergency and safety equipment.
Ÿ perform first-aid assistance for the person in need.
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UNIT 2.1: Safety Policy and Safety Management System
Unit Objectives
At the end of this unit, you will be able to:
Ÿ list the prominent organisations in aviation sector.
Ÿ describe the importance of safety policy.
Ÿ explain the Safety Management System and its elements.
Ÿ outline Airline Cabin Crew manuals (SEP, QRH and training manual) and circulars and its revision
process.
Ÿ define Airport Entry Permit and different security zones at the airport.
Ÿ summarise the importance of the DGCA inspectors to conduct safety audit.
Ÿ log in the defects noticed in the airline cabin and summarise minimum equipment list.
Ÿ identify the dangerous goods and perform duties and responsibilities related to dangerous goods.
Ÿ recognise the dangerous goods hazard labels and different classes of dangerous goods.

2.1.1 Prominent Organisations in Aviation
The prominent organisations in Aviation are as follows:
Ÿ International Air Transport Association (IATA)
Ÿ International Civil Aviation Organisation (ICAO)
Ÿ Directorate General of Civil Aviation (DGCA)
Ÿ Bureau of Civil Aviation Security (BCAS)
Ÿ Airports Authority of India (AAI)
Ÿ Federal Aviation Administration (FAA)
International Air Transport Association (IATA)
IATA is a trade corporation of the world's airlines. Consisting of 278
airlines, primarily significant carriers, representing 117 countries,
the IATA's member airlines account for carrying approximately 83%
of total Available Seat Kilometers air traffic. IATA supports airline
activity and helps formulate industry policy and standards. It is
headquartered in Montreal, Quebec, Canada with Executive
Offices in Geneva, Switzerland.
Fig 2.1.1 (a) IATA
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2.1.1 Cont...
International Civil Aviation Organisation (ICAO)
ICAO is a specialised agency of the United Nations. It codifies the principles
and techniques of international air navigation and fosters the planning and
development of international air transport to ensure safe and orderly
growth. Its headquarters is located in the Quartier International of
Montreal, Quebec, Canada.
Fig 2.1.1 (b) ICAO

The ICAO council adopts standards and recommended practices concerning air navigation, its
infrastructure, flight inspection, prevention of unlawful interference and facilitation of border-crossing
procedures for international civil aviation. ICAO defines the protocols for air accident, investigation
followed by transport safety authorities in countries signatory to the Chicago Convention on International
Civil Aviation.
Directorate General of Civil Aviation (DGCA)
DGCA is the regulatory body in the field of Civil Aviation, primarily dealing
with safety issues. It is responsible for regulation of air transport services
to/from/within India and for enforcement of civil air regulations, air safety
and airworthiness standards. The DGCA also coordinates all regulatory
functions with the ICAO.
Fig 2.1.1 (c) DGCA

Major Functions of DGCA:
Ÿ Registration to the civil aircrafts.
Ÿ Formulate standards of airworthiness for civil aircrafts registered in India and grant certificates of
airworthiness to such apparatus.
Ÿ Licensing of pilots, aircraft maintenance engineers, flight engineers and conducting examinations and
checks for that purpose.
Ÿ Issue license to the air traffic controllers.
Ÿ Certification of aerodromes and CNS/ATM facilities.
Ÿ Granting of air operator's certificates to Indian carriers and regulation of air transport services
operating to/from/within/over India by Indian and foreign operators, including clearance of
scheduled and non-scheduled flights of such operators.
Ÿ Investigating accidents/incidents and taking accident prevention measures including formulation and
implementation of safety aviation management programs.
Ÿ Carrying out amendments to the aircraft act, the aircraft rules and the Civil Aviation Requirements for
complying with the changes to ICAO annexes and initiating proposals for amendment to any other act
or for passing a new act to give effect to an international convention or modification to an existing
convention.
Ÿ Coordinating at national level for flexible use of airspace by civil and military air traffic agencies and
interaction with ICAO for provision of more air routes for civil use through Indian Airspace.
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2.1.1 Cont...
Ÿ Keeping a check on aircraft noise and engine emissions following ICAO Annex 16 and collaborating
with the environmental authorities in this matter, if required.
Ÿ Promoting indigenous design and manufacture of aircraft and aircraft components by acting as a
catalytic agent.
Ÿ Approving training programs of operators for carriage of dangerous goods, issuing authorisations for
transport of dangerous goods, etc.

Bureau of Civil Aviation Security (BCAS)
BCAS was initially set up as a cell in the DGCA in January 1978 on the
recommendation of the Pande Committee. The BCAS was re-organised into an
independent department under the Ministry of Civil Aviation on 1st April 1987. The
primary responsibilities of BCAS include laying down standards and measures
concerning the security of civil flights at international and domestic airports in India.
BCAS headquarter is located at "A" Wing, I-III floor, Janpath Bhavan, Janpath, New
Delhi-110001.

Fig 2.1.1 (d) BCAS

Functions of BCAS:
Ÿ Laying down Aviation Security Standards by following Annex 17 to Chicago Convention of ICAO for
airport operators, airline operators and their security agencies responsible for implementing AVSEC
measures.
Ÿ Monitoring the implementation of security rules and regulations and surveying of security needs.
Ÿ Ensure that the persons implementing security controls must have appropriate training and possess all
competencies required to perform their duties.
Ÿ Plan and coordinate aviation security matters.
Ÿ Surprise/mock checks to test professional efficiency and alertness of security staff.
Ÿ Mock exercise to test the effectiveness of emergency plans and operational preparedness of various
agencies.

Airports Authority of India (AAI)
AAI was formed on 1st April 1995 by merging the International Airports
Authority of India and the National Airports Authority to accelerate the
integrated development, expansion and modernisation of the
operational, terminal and cargo facilities at the airports in the country
conforming to international standards.
Fig 2.1.1 (e) AAI
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2.1.1 Cont...
Functions of AAI:
Ÿ Design, development, operation and maintenance of international and domestic airports and civil
enclaves.
Ÿ Control and manage the Indian airspace extending beyond the territorial limits of the country, as
accepted by ICAO.
Ÿ Construction, modification and management of passenger terminals.
Ÿ Development and management of cargo terminals at international and domestic airports.
Ÿ Provision of passenger facilities and information system at the passenger terminals at airports.
Ÿ Expansion and strengthening of operation area, viz.,runways, aprons, taxiway etc.
Ÿ Provision of visual aids.
Ÿ Provision of communication and navigation aids, viz., ILS, DVOR, DME, Radar etc.

2.1.2 General Safety Policy

Eliminate
accidents

Provide
safety
guidelines
and training

Ensure
safety

Aims of
Safety Policy

Safety
communication
with the
employees

Evaluate risks
to health

Assess the
risks
Provide
hazard
controls

Fig 2.1.2 Safety Policy

A safety policy of an organisation is recognised by the written statement that states an organisation's
involvement in the protection of the health and safety of the employees, as well as the society in the immediate
surrounding neighbourhood. It gives the details of all occupational health and safety elements of the policy to
protect the employees' life and health up to or surpassing what would require by the laws, regulations and
practices in the relevant industry.
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A general policy should include, but not be limited to measures that will:
Ÿ Eliminate or reduce possible accidents, incidents and occurrences.
Ÿ Ensure the safety of airport employees.
Ÿ Evaluate all risks to health and safety associated with airport operations.
Ÿ Assess all risks to the safety of aviation operations at the airport.
Ÿ Provide adequate hazard controls for affected parties (including airport users, airport staff and the
airport community at large), whether these are health and safety related or not.
Ÿ Encourage consultation with airport employees and the airport community.
Ÿ Provide safety guidelines for purchasing and maintaining equipment.
Ÿ Provide suitable instruction, training and other information.
Safety Policies and their Objectives:
1. The service provider shall define its safety policy by following international and national requirements.
The safety policy statement shall:
Ÿ Reflect service provider commitment regarding safety, including the promotion of a positive safety
culture.
Ÿ Include a clear statement about the provision of the necessary resources for implementation of the
safety policy.
Ÿ Include safety reporting procedures.
Ÿ Indicate which type of behaviours are unacceptable to the service provider's aviation activities.
Ÿ Be signed by the accountable executive of the service provider.
Ÿ Be communicated, with the visible endorsement.
Ÿ Be periodically reviewed to ensure that it remains relevant and appropriate to the service provider.
2. The safety policy statement shall include commitment to:
Ÿ Achieve the highest safety standards.
Ÿ Comply with all applicable regulatory requirements.
Ÿ Comply with international standards.
Ÿ Adopt proven best practices appropriate to the activity.
Ÿ Provide all the necessary resources.
Ÿ Ensure safety as a primary responsibility of all managers.
Ÿ Ensure that the safety policy is understood, implemented and maintained at all levels.
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3. The management shall ensure the following to mitigate the organisation’s risks:
Ÿ Document service provider's priorities.
Ÿ Prescribe and document procedures for performing activities/processes.
Ÿ Provide training to the staff to develop the necessary knowledge, skills and attitude.
Ÿ Provide safety directives and controls to ensure their compliance.
Ÿ Procure suitable equipment and systems to support the activities and ensure its continuous
serviceability.
Ÿ Ensure that necessary resources are deployed to maximise the service providers' safety performance.
Safety Accountabilities and Responsibilities:
The service provider shall:
Ÿ Identify the executive who, irrespective of other functions, is accountable on behalf of the
organisation for the implementation and maintenance of an effective SMS.
Ÿ Clearly define lines of safety accountability throughout the organisation.
Ÿ Include a direct accountability for safety on the part of senior management.
Ÿ Identify the responsibilities of all members of management, irrespective of other functions, as well as
of employees, with respect to the safety performance of the organisation.
Ÿ Document and communicate safety accountabilities, responsibilities and authorities.
Ÿ Define the levels of management with authority to make decisions regarding safety risk tolerability.
Appointment of Key Safety Personnel:
1. The service provider shall appoint a safety manager, who is responsible for the implementation and
maintenance of the SMS on behalf of the accountable executive. The safety manager's functions include:
Ÿ Performing/facilitating hazard identification and safety risk analysis.
Ÿ Monitoring corrective actions and evaluating their results.
Ÿ Providing periodic reports on the organisation's safety performance.
Ÿ Maintaining records and safety documentation.
Ÿ Planning and facilitating staff safety training.
Ÿ Providing independent advice on safety matters.
Ÿ Monitoring safety concerns in the aviation industry.
Ÿ Co-ordinating and communicating (on behalf of the accountable executive) with DGCA and other
service providers on issues relating to safety.
2. After induction, the safety manager shall impart knowledge of the organisation's operations, procedures
and activities as well as the applicable ICAO Standards and Recommended Practices (SARPS).
3. The service provider shall establish Safety Review Committee (SRC) and Safety Action Group (SAG)
depending upon size and scope of the service provider.

26

Airline Cabin Crew

2.1.2 Cont...
Co-ordination of Emergency Response Planning:
Ÿ The service provider shall establish and maintain Emergency Response Plan (ERP) for aircraft
accidents, incidents and other aviation-related emergencies. He/she should ensure that the ERP is
coordinated adequately with ERPs of those organisation, it must interface with the provision of its
products and services.
Ÿ The ERP shall suit the scope and complexity of the service provider.
Documentation:
Ÿ The service provider shall develop and maintain the SMS manual that describes its safety policy and
objectives; SMS requirements; SMS processes and procedures; accountability, responsibilities and
authorities for SMS processes and procedures.
Ÿ The service provider shall develop and maintain SMS operational records as part of its SMS
documentation.

2.1.3 Safety Management System (SMS)
This is a statement about
what the organisation is
trying to achieve in terms
of safety.

There has to be some
means of measuring
whether the organisation is
achieving its safety
objectives. This is safety
assurance.

This is the ‘heart’ of the SMS.
The organisation will have
processes to evaluate safety
risks and control them.
Safety
policy and
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Safety risk
management

Safety
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Safety
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Fig 2.1.3 Components of SMS

Safety Management System is a business-like approach to manage safety in aviation. Standard with all
management systems, SMS provides for goal setting, planning and measuring performance. It concerns
itself with the organisational approach to safety rather than the conventional reactive approach.
SMS integrates existing operational policies, processes and procedures as well as it introduces new
elements necessary for a systematic approach to manage the safety risks. It also provides a common
framework to assess safety risks and addresses all aspects of airport operations.
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Regulatory Requirements:
DGCA CAR subject establishment of a SMS, lays down the regulatory provisions where all scheduled
operators are required to implement Safety Management System as part of their safety programme to
achieve an Acceptable Level of Safety (ALS) in the operation of an aircraft.
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Aim of SMS
The aim of introduction of SMS is to improve existing levels of safety in airline operation, i.e., reduction in
aviation accidents and incidents, through a systematic process of hazard and risk management. An effective
SMS will also reap the following additional benefits:
Ÿ Minimise direct and indirect costs resulting from accidents and incidents.
Ÿ Gain safety recognition from travelling public.
Ÿ Create a positive, reliable and generative organizational culture.
Ÿ Reduction in insurance rate.
Ÿ Exceed regulatory requirements with simultaneous bottom line and productivity gains.
Ÿ Proof of due diligence in event of legal or regulatory safety enquiries.
Ÿ Improved working environment resulting in better productivity and morale.
Ÿ Synergy in the safety related processes and functions within the organisation.
SMS training
All activities whether reactive, proactive or predictive methods are used towards enhancing safety
standards. These can be achieved through safety promotion. Safety promotion is linked closely with safety
training, safety awareness and safety communication.
Safety training
An organisation's safety culture is linked to the success of the safety management training programs. All
personnel must understand operator’s safety policies, procedures and practices. They should understand
their roles and responsibilities within the safety management framework.
Safety training will be imparted to all employees depending on the nature of an individual’s task. For new
employees, the safety training will be conducted during the indoctrination training. The level of safety
management training required will vary from general safety familiarisation to expert level for safety
specialist. The safety training imparted will be as follows:
Ÿ Basic safety training for all staff.
Ÿ Safety training for managers.
Ÿ Safety training for senior management.
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Basic safety training
Basic safety training is to create awareness of the Safety Policy and Objectives and the importance of
developing a safety culture. The training will cover the following topics:
Ÿ Safety policy and objectives of airline’s operator.
Ÿ Importance of complying with the safety policy and with the procedures that form part of the SMS.
Ÿ SMS fundamentals including definition of hazards, consequences and risks, safety risk management
process.
Ÿ Roles and responsibilities of staff in relation to safety.
Ÿ Requirement for on-going internal assessment of organisational safety performance (e.g. employee
surveys, safety audits and assessments).
Ÿ Safety reporting and airline’s operator safety reporting system.
Safety training for managers
It is essential that managers understand the principles on which the SMS is based. Training would ensure
that managers and supervisors are familiar with the principles of the SMS, their responsibilities and
accountabilities for safety. The training will cover the following topics:
Ÿ Basic Safety Training as described above.
Ÿ Safety responsibilities in promoting the SMS and engaging operational personnel in hazard reporting.
Ÿ Knowledge of safety process.
Ÿ Safety data analysis.

2.1.4 Elements of SMS
Plan

Do

Review

Check

Fig 2.1.4 Elements of SMS
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Plan: Airside Safety
Ÿ Understand statutory requirements, best industry practices and organisational requirements.
Ÿ Identify safety objectives.
Ÿ Establish emergency plans and business continuity/recovery plans.
Ÿ Confirm airside procedures documented and updated for all activities.
Ÿ Check if all risk assessments are complete.
Do: Airside Safety
Ÿ Provide initial training and testing.
Ÿ Ensure competencies and review training processes are in place.
Ÿ Ensure if infrastructure and equipment checks are being carried out.
Ÿ Discuss safety during staff meetings and consultation process.
Ÿ Check if all accidents, incidents and occurrences are reported.
Ÿ Investigate all accidents, incidents and occurrences and proceed with trend analysis.
Ÿ Ensure that insufficiency reporting process is in place.
Ÿ Ensure that behavioural reporting is in place.
Ÿ Ensure that appropriate records are kept.
Ÿ Comply with all rules, regulations, policies, SOPs and other requirements.
Check: Airside Safety
Ÿ Ensure that senior management regularly audits or inspects all airside areas.
Ÿ Audit trainers and trainees, including any third parties.
Ÿ Confirm different levels of checks take place for all airside areas.
Ÿ Validate risk assessments, identify deficiency trends, accidents, incidents and occurrence trends.
Ÿ Measure safety performance.
Review: Airside Safety
Ÿ Identify causes of accidents, incidents and occurrences.
Ÿ Ensure preventive actions are taken and documented.
Ÿ Share safety information with the airside community.
Ÿ Work with others to identify and understand best industry practices.
Ÿ Understand the regulator's future requirements in the right time.
Ÿ Establish future safety objectives.
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2.1.5 Airline Cabin Crew Manuals
Ÿ The following documents shall be issued to the Airline Cabin Crew for the conduct of their daily
operations.
Ÿ QRH manual: The QRH (Quick Reference Handbook) is a practical manual to be used by Airline
Cabin Crew for the conduct of cabin operations as reference document in normal and emergency
operations.
Ÿ Circulars: All mandatory circulars to be carried at all times when on flight duty until the duration
of its validity. Such circulars explain in detail the subject of change, which integrally affects
operations.
Ÿ The controlled safety and emergency procedures manual and training manuals will be available online
on the intranet portal. Airline Cabin Crew and all stakeholders will have direct access to their manual
through official login ID and password on the portal. Accurate and up-to-date documents shall be
available to Airline Cabin Crew and base support team on the portal.
Ÿ The training manual is approved by the DGCA before any training procedures contained in the manual
are implemented. Controlled hard copies of the training manual will be distributed as given in the
distribution list of the training manual. The training manual contains all the training guidelines of
various mandatory trainings. All policies in the manuals are in accordance with the regulatory
requirements.
Ÿ The safety and emergency procedures manual which contains the operational procedures is
submitted to the DGCA for acceptance.
Ÿ The QRH manual will be distributed with a control number against individual signature in hard form to
each Airline Cabin Crew during initial course.
Ÿ To ensure management and control of cabin operations documentation is used directly in the conduct
or support of operations, Associate Director (SEP and First-Aid)/Manager (SEP) will be responsible to
ensure that these documents (SEP, QRH & training manual) are updated at all times. Amendments to
any of these documents are promulgated by means of revisions issued whenever necessary to cover
corrections and to add or modify the contents. Any revisions to the document will be shown with a
vertical bar on the left side of the revised data. The page number and the revision number of the
affected page, effective pages and history of revisions page shall be amended accordingly.
Ÿ Essential operational and immediate safety/emergency information relevant to Airline Cabin Crew
policies, procedures and responsibilities shall be disseminated to the Airline Cabin Crew and IFS
management in the form of circulars (controlled documents) by Associate Director (SEP and FirstAid)/Manager (SEP).
Ÿ Each circular (Template as per training manual) will be uploaded on the portal. Once done an email
shall be triggered notifying all of the release of a new circular. An automated log shall be created for all
once it has been viewed. In addition to the circulars various reiterations may be communicated to
Airline Cabin Crew via electronic platforms, emails, informatory fliers, briefing corners-learning
videos and FAQs on portal. In the event Airline Cabin Crew does not receive such information due to
reasons like mail box full, leave etc., then same will be escalated to their base management who will
ensure the receipt of communication to the individual crew. The above shall be the official
communication process for information dissemination. This communication process will enable and
ensure an exchange of information relevant to the conduct of cabin operations and ensure that the
essential operation is communicated to the Airline Cabin Crew prior to each flight.
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Ÿ The QRH manual shall be individually disseminated to the Airline Cabin Crew against signatures at
various communication bases. The In-flight Base Manager shall be responsible for disseminating
these records to portal for documentation purposes. The base management shall be responsible to
disseminate these documents to Airline Cabin Crew who are on leave or on posting to other stations. It
is the responsibility of the Airline Cabin Crew to remove these documents when they are no longer in
effect or revised. Redundant documents in soft copy shall be archived and/or destroyed by raising a
permanent deletion request to IT helpdesk and redundant documents in hard copy shall be destroyed
using shredder machine. Intimation shall be given about hard copies of redundant documents and
Airline Cabin Crew shall not carry the same.
Ÿ If the information in the circulars is of a permanent nature, then Associate Director (SEP and FirstAid)/Manager (SEP) shall issue timely revisions to the various manuals like SEP, QRH and training
manual. The intimation of these revisions shall be promulgated by a way of an email and the revision
pages (if applicable) shall be individually disseminated to the Airline Cabin Crew accordingly. It shall be
the responsibility of the each Airline Cabin Crew to incorporate the revisions in their manual. It is also
their responsibility to destroy the redundant pages of the manual. Redundant documents in hard copy
shall be destroyed using shredder machine. Redundant documents in soft copy shall be archived
and/or destroyed by raising a permanent deletion request to IT helpdesk.
Ÿ Each manual (SEP, QRH and training manual) shall be reviewed by Associate Director (SEP & FirstAid)/Manager (SEP) once in two years if not done earlier.
Ÿ Receiving of the hard copies of SEP manual, QRH manual and circulars from individual departments
and from Airline Cabin Crew (where applicable) shall be documented. However, accountability will be
imposed on individual departments and on individual Airline Cabin Crew.
Ÿ Smearing, tampering or loss of any hard copy would lead to pay off by the one who has been issued the
same. If anything must be written ensure that it is done by an erasable pencil.
Safety and Emergency Procedures (SEP) Manual Policy
Ÿ SEP manual is a part of the Operations Manual. It contains all relevant regulatory policies along with
safety and emergency procedures which are used in direct conduct of cabin operations.
Ÿ The manual shall be distributed and controlled by Associate Director (SEP and First-Aid)/Manager
(SEP).
Ÿ This manual contains legible, identifiable and accurate information.
Ÿ English will be the medium of training in all sessions. This manual is written in English which is
understood by cabin operations personnel. This manual is presented in a format appropriate for use
by cabin operations personnel.
Ÿ A hard copy of this manual is submitted to the DGCA for acceptance. The revisions and updates to this
manual shall be submitted to DGCA for acceptance.
Ÿ The controlled copy of the SEP manual shall also be accessible to all stakeholders on the intranet
portal. Airline Cabin Crew and base support team shall have direct access to their manual through
official login ID and password on the portal.
Ÿ Whenever any Airline Cabin Crew reports for training, they will be issued a hard copy of the latest
version of the SEP manual to be used during their training course against signatures.
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Ÿ Post training SEP manual shall be returned by Airline Cabin Crew to be kept under custody of the
learning support team.
Ÿ Revisions issued to the SEP manual shall be notified to the Airline Cabin Crew by an email highlighting
the revision. It shall be individual Airline Cabin Crew's responsibility to keep abreast of latest
information in the manual. If any Airline Cabin Crew does not receive this communication (mail box,
full or any other). The same shall be communicated to their base management for further action.
Procedure to initiate the revision process is as follows:

Ÿ
Ÿ

Revision due to
Regulatory requirement
Internal/external up-gradation

Initiation by SPOC of Document Owner
Department
Suggestion for
improvement/
negative vote

Nodal Officer

Circulation to Core DMS team

Feedback

Does revision
affects other
Documents

Approval

Revision Issued

Fig 2.1.5 SEP Revision Process

Ÿ Only the latest revision/issue of the document shall be available online with reference number,
revision number and revision date. All previous revision/issue of the documents shall be made
available on the archive folder. The manual shall have a record of revision and list of effective pages.
Redundant documents in soft copy shall be destroyed by raising a permanent deletion request to IT
helpdesk.
Ÿ The version of the document downloaded on individual computers, tablets, smart phones or any
other electronic device will constitute as an un-controlled copy. Print outs taken by individuals will also
be considered as uncontrolled copies.
Ÿ One SEP manual shall be available on board in the cockpit (on board papers). This process is
undertaken by the Manager Flight operations, including maintaining of latest revisions or updates.
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2.1.6 Airport Entry Permit (AEP)
Definition:
A permit system comprises of cards or other documents issued to individuals employed at aerodromes or
to those who need to access an aerodrome's airside, landside or security restricted areas. It is mandatory
that all people working at an airport be issued an entry permit by the appropriate authority for security
(BCAS) and the airport.
Proper procedures and guidelines for issuance of airport entry pass should be followed by all new joining/
existing staff whose duties require them to work in restricted areas of the airport.
Entry permit shall be displayed at all times while working at the airport.
Issuance Based on Security Zones:
Security restricted areas are divided into different zones at the airports as follows:
SL. No

Zone

Areas Covered

Location

Visitors’ area of arrival/ departure hall and other parts of the
Terminal Building airport other than SHA (to facilitate delegates/ passengers and
for administration purposes).

1

Zone-1

2

Zone-2

Security Hold
Area (SHA)

Security check counters including screened passenger waiting
for areas till boarding gate/aerobridge.

3

Zone-3

Airside

Apron area including runway/taxiway/parking/maintenance/
Hangar area.

Conditions for Issue of AEP:
Airport Entry Permit shall be issued to a person to perform legitimate functions at the airport only after
background checks.
Such person can successfully attend the "One-day Aviation Security Awareness Training Programme” which
has a validity of one year.
The AEP of any person who is involved in any unlawful activity or found misusing it, his/her AEP may be
cancelled, withdrawn, forfeited by the Commissioner of Security (BCAS) or any of the officers authorised by
him/her.
Types of AEP: Types of AEP that are being issued by the authorities to grant airport entry are as follows:
Ÿ Three days: Three days APE is issued after an application for AEP is submitted. It has to be submitted
three days before the expiry of the existing AEP permit. However, with this type of AEP entry to some
regions of the aerodrome is restricted and one should have mandatory Escort (Exiting staff) to enter
those areas.
Ÿ Fresh Airport Entry Permit: Fresh AEP is issued for the newly registered individual to be working in the
airport.
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Ÿ Foreign nationals: Foreign national AEP is issued to the foreign nationals, who have valid working visa.
Ÿ Three months renewal: This type of AEP is issued when the employee has been confirmed within the
organisation and have valid AEP issues earlier which is expired.
Ÿ Permanent Airport Entry Permit: This is for the duration of one year, with valid passport and police
verification through Airport Operator.
Mandatory verification must be done by following organisation:
Ÿ SP Bureau
Ÿ Commissionerate
Ÿ Passport Office
AVSEC training is mandatory to acquire any of the AEP types.

2.1.7 Safety Audit
DGCA Inspectors
DGCA Inspectors are appointed by DGCA to carry out periodic inspections and surveillance of airlines and
their Airline Cabin Crew in order to ensure that the required standards of cabin safety and operations are
maintained. Their type of regulatory control exercises include:
Ÿ Periodic inspections and surveillance of airlines.
Ÿ Proficiency checks of Airline Cabin Crew.
Ÿ Inspection of training programme of airlines.
Ÿ Associate in drafting/policy formulation of reformatory measures in the area of cabin safety.
Ÿ Any other function assigned by DGCA to enhance cabin safety.
The Airline Cabin Crew may also come in contact with the following (other than cabin safety inspectors):
Ÿ Air safety inspectors: are related to interpreting and evaluating the quality of training programmes,
operations and safety manuals, pilot, Airline Cabin Crew, ATC personnel, AME and persons involved in
aviation activities.
Ÿ Dangerous goods inspectors: required to carry out the inspection of the operators and other agencies
such as shippers, airport operators etc., in order to ensure compliance with relevant regulations.
Ÿ Any other inspector as designated by DGCA.
The Lead (Senior Airline Cabin Crew) shall ensure that the credentials of an inspector (when on board) is
checked and inform the Pilot-in-Command (PIC) regarding the same. It is the responsibility of an inspector
on board to furbish all necessary credentials while identifying themselves. An inspectors' entry into the
flight deck shall be in accordance with AIC 03/1997.
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To Identify the
potential hazards

To advise the
company about
the measures to be
taken against the
risks involved

To assess the
safety standards
maintained

To recommend
measures for improving
the effectiveness of
existing organisations

Fig 2.1.7 Objectives of Safety Audit

2.1.8 Cabin Defect Log Book (CDLB) and Minimum
Equipment List (MEL)
An MEL (Minimum Equipment List) is a list of items that need not be operational for an aircraft to conduct a
safe flight. The duration for which any item onboard may remain inoperative is clearly mentioned in the
MEL. When a defect is not rectified immediately (due to the allowance made by MEL); it is referred to as a
‘deferred defect’.
The Cabin Defect Log Book (CDLB) is used by the Airline Cabin Crew to log in defects (aircraft technical
issues) noticed in the cabin. A defect log page has a self-duplicating copy. The CDLB has pages where
corrective actions taken by AMEs are mentioned. The CDLB is located in the overhead bin in the 1st row on
the starboard side. The Lead (Senior Cabin Crew) will check the CDLB for any defects from previous flights
and inform the captain, the Aircraft Maintenance Engineer (AME) and crew, of defects that are deferred (so
that an entry regarding the same item is not made in the CDLB).
The procedure to make an entry in the CDLB is as follows:
Ÿ The Lead (Senior Cabin Crew) will make an entry regarding the defect or any item that is noticed to be
missing or does not satisfy operational requirements.
Ÿ The Lead (Senior Cabin Crew) will report about any existing equipment discrepancies, malfunctioning
of aircraft equipment to the captain and AME for rectification or further action as applicable before
the flight.
Ÿ The Lead (Senior Cabin Crew) will fill in all the details on the form for example: the date, sector, the
aircraft registration, flight number, name and staff number, Pilot-in-Command (PIC) details etc., and
also record the date and time of reporting.
Ÿ The Lead (Senior Cabin Crew) will get the entry duly signed by the PIC.

36

Airline Cabin Crew

2.1.8 Conti...
Ÿ On arrival, the Lead (Senior Cabin Crew) will inform the AME and the incoming crew about the
existence of malfunctioning aircraft equipment.
Ÿ The AME will check the CDLB for any defects entered and take further action. The action taken by the
engineers (AMEs) is as per the MEL.
Note: All defects in the cabin shall be brought to the notice of the captain at the top of descent; this shall
provide ample time for the arrival station to make appropriate arrangements.

2.1.9 Dangerous Goods
Dangerous goods are articles or substances which are capable of posing a risk to health, safety, property or
the environment.
Not all the dangerous goods can be transported in passenger aircraft because of the apparent risk they
cause for the safety of passengers. Some dangerous goods are even forbidden for transport by air. When
they are allowed for transport by air, they must be wrapped with specific packages to minimise the risk of
accident and incident.

Fig 2.1.9 (a) Dangerous Goods

Acceptable Dangerous Goods:
A significant amount of dangerous goods may be carried on the aircraft, provided that they are properly
packed, labelled and marked for the safe transportation by the regulations. Those dangerous goods that
are restricted to all cargo aircrafts are either in large or small quantities are forbidden on passenger
aircrafts.
Forbidden Dangerous Goods:
Dangerous Goods Forbidden under any Circumstances: Some dangerous goods are considered to be too
hazardous for transportation by air under any circumstances. Substances or articles falling under this
category are liable to explode, dangerously react, produce a flame or cause a dangerous evolution of heat
or dangerous emission of toxic, corrosive or flammable gas or vapours under conditions usually
encountered in transport. Such goods must not be carried on aircraft under any circumstances.
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Dangerous Goods Forbidden unless Exempted:
Certain dangerous goods are considered to be too dangerous to be transported by air in the normal course
of events. However, in exceptional circumstances and under an exemption granted by the states
concerned, these dangerous goods may be carried, if details of the government exemptions are provided.
Acceptance of dangerous goods, offered under state exemption is at the discretion of the operator. The
supplement to the ICAO technical instructions provides details of adequate quantities per package and
proper packaging for any substances permitted under an exemption to the competent authorities. This will
provide an overall level of safety, which is equivalent to that provided by the DGR. The Government
exemption document shows the details of required packaging and accompanies the shipment.
Hidden Dangerous Goods:
At the airports, check-in staff must be adequately trained to identify and detect dangerous goods which
passengers normally carry/may carry with them in their baggage.
Passengers carry item(s) which may contain hazardous articles that are not apparent. Such articles may be
found in the passenger baggage too. With the aim of limiting undeclared dangerous goods that are being
loaded on the aircraft and restricting passengers from taking on board, passenger handling staff should
seek confirmation from the passengers about the contents of the item(s) carried in baggage that may
contain dangerous goods.
Passenger check-in staff, must be alert and check:
Ÿ General descriptions which are often used for items in passengers' baggage which may contain
dangerous goods.
Ÿ Other indications on the packages, which show the presence of dangerous goods (e.g. labels,
markings).
Ÿ Staff must be aware to cross-examine against the class definitions and special provisions in the
regulations and confirm that no part of the package contents is dangerous; e.g., “Not restricted”.
Dangerous goods are divided into nine classes based on the type of risk involved.
Some of these classes are further divided into sub-divisions to identify the particular risk within the class. In
such cases, reference is made only to the sub-divisions and not to those main classes.
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Dangerous goods are divided into nine classes based on the type of risk involved.
Some of these classes are further divided into sub-divisions to identify the particular risk within the class. In
such cases, reference is made only to the sub-divisions and not to those main classes.

Class 1 - Explosives
Class 2 - Gases
Class 3 - Flammable Liquids
Class 4 - Flammable Solids
Class 5 - Oxidisers and Organic Peroxides
Class 6 - Toxic and Infectious Substances
Class 7 - Radioactive Materials
Class 8 - Corrosive Materials
Class 9 - Miscellaneous Dangerous Goods
2.1.9 (b) Classes of Dangerous Goods

Classes are expressed by a single digit number. For example, class 3.2 digit numbers define divisions. The
first digit identifies the class number and second identifies the variation within that class.
For example, Toxic gas is class 2 division 3 and is referred to as "Division 2.3". Each class or division has clear
guidelines that are used to determine whether an article or substance belongs to that class or division.
These criteria are technically detailed in the Dangerous Goods Regulations Manual in Section 3 of
Classification.
The order in which the classes and divisions are numbered is for convenience and does not imply a relative
degree of danger. This means that Class 1 is not necessarily more dangerous than Class 2, Class 3 or any
other class.
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Class 1 - Explosives
The explosives are usually prohibited from carriage by air.
E.g. TNT, Dynamite or Torpedoes.
Note: Symbol on the label shows the place for division and compatibility group.

Class/ Div. No.

IMP
Codes

1.1

REX

Articles and substances having a minor blast
or projection hazard.

1.2

REX

Articles and substances having a minor blast
or projection hazard.
When permitted to transport in an aircraft
the IMP code will be RCX and RGX.
Transport only possible with Cargo Aircraft
Only.

1.3

REX
RCX and RGX

Description and Example

Articles and substances having a mass
explosion hazard.
E.g. TNT, Dynamite or Torpedoes
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Description and Example

Class/ Div. No.

IMP
Codes

Articles and substances which cause no
significant hazard.

1.4

REX

Very insensitive substances which have a
mass explosion hazard.

1.5

REX

Extremely insensitive substances which do
not have a mass explosion hazard.

1.6

REX

Hazard
Label

Explosives which can be transported on a passenger aircraft are:
RXS (1.4 S) – Articles and substances which cause no significant hazard. The effect of the accidental
functioning is confined within the package.
E.g. Ammunition for hand weapons, safety fuses, some types of fireworks, etc.
Explosives which can be transported on a cargo aircraft are:
RCX (1.3 C), RGX (1.3 G), RXB (1.4 B), RXC (1.4C), RXD (1.4 D), RXE (1.4 E), RXG (1.4 G), RXS (1.4 S)
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Class 2 - Gases

Description and Example

Class/ Div. No.

IMP
Codes

Any gas, which when mixed with air in
certain proportions form a flammable
mixture.

2.1

RFG

2.2

RNG

E.g. Butane, Propane, Acetylene, Lighters.

Any non-flammable, non-toxic gas or lowtemperature liquified gas.
E.g. Carbon dioxide, Neon, fire
extinguisher, Liquified Nitrogen or
Helium.

Gases that are known to be toxic or corrosive to humans and pose a health risk.
E.g. Most toxic gases are forbidden for
carriage by air (Ammonia, Chlorine). Some
are permitted (Aerosols of low toxicity,
tear gas devices).

2.3
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Class 3 - Flammable Liquids

Description and Example

Class/ Div. No.

IMP
Codes

Any liquid having a closed cup flash point
of 60º C or below

3

RFL

Hazard
Label

E.g. Paint, Alcohols, Acetone, Petrol etc.

Class 4 - Flammable Solids

Description and Example

Class/ Div. No.

IMP
Codes

Any solid material which is readily
combustible or may cause or contribute to
fire through friction.

4.1

RFS

4.2

RSC

E.g. Matches, Celluloid

Spontaneously combustible (reacts with
air).
Such substances are liable to spontaneous
heating or to heating up in contact with air
and then catch fire.
E.g. White or Yellow Phosphorus.

Dangerous when wet (reacts with water).
Substances, which by interaction with
water is liable to become spontaneously
flammable or give off flammable gases.

4.3

E.g. Calcium carbide, Sodium.
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Class 5 - Oxidisers and Organic Peroxides

Class/ Div. No.

IMP
Codes

5.1

ROX

5.2

ROP

Description and Example

Class/ Div. No.

IMP
Codes

Toxic Substances:
Liquids or solids, which are dangerous, if
inhaled, swallowed or absorbed through
the skin.

6.1

RPB

6.2

RIS

Description and Example

Oxidizers:
A substance that yields Oxygen readily to
stimulate the combustion of other material.

Hazard
Label

E.g. Ammonium nitrate fertiliser, Calcium
chlorate, Bleaches.

Organic Peroxides:
An organic material (liquid or solid) that
ignite easily to cause an external flame and
then burns with an accelerating rate; some
substances react dangerously with others.

Class 6 - Toxic and Infectious Substances

E.g. Arsenic, Nicotine, Cyanide,
Pesticides.

Infectious substances which are known or
reasonably expected to contain pathogens
and cause disease in humans or in animals.
E.g. Virus (HIV), Bacteria, Rabies,
Biological products.
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Class 7 - Radioactive Materials

Description and Example

Class/ Div. No.

IMP
Codes

Category I - White
Radioactive material with a low radiation
level on the package surface (No Transport
Index indicated).

7.1

RRW

7.2

RRY

Category II - Yellow
Radiation level higher than Category I and
Transport Index not exceeding 1.
E.g. Radionuclides or Isotopes, Medical or
Industrial purposes.

Category III - Yellow
Radiation level higher than Category II and
Transport Index exceeding 1 but not
exceeding 10.

Fissile – Critical Safety Index
Criticality safety index labels must be used
in addition to the appropriate
Radioactive labels to provide control over
accumulation of packages or over packs
containing fissile material.

7.3

7.4

E.g. Fissile material – Uranium 233.
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Class 8 - Corrosive Materials

Class/ Div. No.

IMP
Codes

8

RCM

Description and Example

Class/ Div. No.

IMP
Codes

Any substance which causes a danger
during air transportation that is not
covered by other classes. These include
aviation regulated solid or liquid with anaesthetic, noxious or similar properties,
which could cause extreme annoyance or
discomfort to the crew members to limit
the accurate performance of assigned
duties.

9

ICE
RMD
RSB

Description and Example

A liquid or solid that will cause severe
damage when in contact with living tissue
or, in the case of leakage will materially
damage or even destroy other goods or
the means of transport.

Hazard
Label

E.g. Battery acids, Mercury, Sulphuric
acid.

Class 9 - Miscellaneous Dangerous Goods
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Marking:
For each package and over pack containing dangerous goods that require marking, the shipper must:
Ÿ Check that the required marking is applied in the correct location on the package and that it meets the
quality and specification requirements of the regulations.
Ÿ Ensure that where specification packaging is required, the specification markings are specified exactly.
Ÿ Remove or destroy any irrelevant marking.
Ÿ Ensure that all the required markings have been applied before the package is presented to the
operator.
Markings used in dangerous goods for transportation are of two types:
Ÿ Package use markings: Markings which identify the use of a particular packaging for a particular
shipment. Every package of dangerous goods must be marked with the proper shipping name, the UN
or ID number, the full name, the address of the shipper and consignee.
Ÿ Package specification markings: Markings which identify the design or specification of a packaging.
Packaging and Marking Requirements:
As a minimum, each package or over pack containing dangerous goods must be marked to show:
Ÿ Proper shipping name(s)
Ÿ Applicable UN or ID no(s)
Ÿ Name of the shipper, address of the shipper and the consignee.

Example

Fig 2.1.9 (c) Marking of Dangerous Goods
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Labelling:
Packages containing dangerous goods are usually identified with special labels. The main intention of all
the labels is to alert the risks inherent to the contents. Each class or division has a unique identification label
which should be displayed on the outer side of the package. These labels must correspond to the detailed
specifications such as size, colour, symbols and class/division number. The labels, which are used for
dangerous goods packages are divided into two types:
Ÿ Hazard labels.
Ÿ Handling labels.
Hazard Labels:
The diamond-shaped labels are mandatory for all packages transported by air. They represent the hazard
type, class and division of the dangerous goods. As per the IATA Dangerous Goods Regulations, minimum
dimensions of these labels should be100 x 100 mm.

Fig 2.1.9 (d) Hazard Label

Handling Labels:
The handling labels are also known as handling information labels. They indicate how the consignment
should be handled. These labels are to be glued along with the package for proper handling.
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Example
Examples for handling labels are listed below:
Magnetic Material Label (MAG):
These labels are applied to materials that have relatively
high magnetic field strength.

Fig 2.1.9 (e) MAG

Cargo Aircraft only Label (CAO):
These labels must be used on packages that are not
permitted on passenger aircraft and are acceptable only on
All-Cargo/ Freighter aircrafts.
Fig 2.1.9 (f) CAO

Cryogenic Liquid Label (RCL)
These labels must be used in addition to the nonflammable gas (Division 2.2) hazard label on packages
and overpack.

Fig 2.1.9 (g) RCL

2.1.9 Conti...
Handling Label for Battery-Powered Wheel-chairs or Mobility
Aids.
These labels may be attached to the wheelchairs and mobility
aids with batteries.
These labels indicate the battery removal status. This label has
two partitions. One remains with the wheel-chair and indicates
whether or not the battery has been removed. The other may be
used to assist in identifying the battery and also in reconciling the
battery and with its wheel-chair.
Fig 2.1.9 (I) Labels on Battery Powered Wheel-chair
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Package Orientation Label (This way up):
These labels must be used on the packages whose orientation
must not be altered during transportation.

Fig 2.1.9 (h) This Way Up

Handling Label for Keep Away from Heat.
This label must be used in addition to the hazard label on the
packages and overpack containing substances in division 4.1,
division 5.2 and any other such shipments. These packages must
be protected from direct sunlight and stored in a cool, wellventilated place and away from all sources of heat.
Fig 2.1.9 (j) Away from Heat

Fig 2.1.9 (k) Dangerous Goods being Shipped with Warning

Fig 2.1.9 (l) Dangerous Goods being Shipped with Warning

Label

Label

Fig 2.1.9 (m) Manual Checks Being Performed on Dangerous Goods
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IATA Cargo-IMP Codes
Given below is the list of Cargo-IMP codes with meanings that are used extensively within the airline
industry:
Code

Meaning

CAO:

Cargo Aircraft Only

DGD:

Shipper's declaration for dangerous goods

ICE:

Carbon dioxide, solid (dry ice)

IMP:

Interline Message Procedure

MAG: Magnetized material
RCL:

Cryogenic liquid

RCM:

Corrosive

RCX:

Explosives 1.3C

RDS:

Diagnostic specimens

REQ:

Dangerous goods in excepted quantities

REX:

To be reserved for normally forbidden Explosives, Divisions 1.1, 1.2, 1.3, 1.4F, 1.5 and 1.6

RFG:

Flammable gas

RFL:

Flammable liquid

RFS:

Flammable solid

RFW:

Dangerous when wet

RGX:

Explosives 1.3G

RIS:

Infectious substance

RMD: Miscellaneous dangerous goods
RNG:

Non-flammable, non-toxic gas

ROP:

Organic peroxide

ROX:

Oxidizing substances

RPB:

Toxic substance

RPG:

Toxic gas

R RE:

Excepted packages of radioactive material

RRW:

Radioactive material Category I-White

RRY:

Radioactive material Categories II-Yellow and III-Yellow

RSB:

Polymeric beads

RSC:

Spontaneously combustible

RXB:

Explosives 1.4B

RXC:

Explosives 1.4C

RXD:

Explosives 1.4D

RXE:

Explosives 1.4E

RXG:

Explosives 1.4G

RXS:

Explosives 1.4S
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UNIT 2.2: Hazard and Reporting
Unit Objectives
At the end of this unit, you will be able to:
Ÿ identify hazards and consequences, as applicable to flight safety and cabin operations.
Ÿ describe means of reporting hazards and follow-up actions.
Ÿ explain the Safety Risk Management (SRM).

2.2.1 General Causes for Accidents
Factors responsible for an accident and incident:
Ÿ Miscommunication.
Ÿ Inadequate signage, markings or lights.
Ÿ Inadequate training of those involved.
Ÿ Trained staff not acting in the way they were trained.
Ÿ Inadequate equipment/mechanical condition/mechanical failure.
Ÿ Tasks carried out too quickly with inadequate resources.
Ÿ Failure to use PPE.
Ÿ Inadequate risk assessment.
Ÿ Human and organisational factors.
Ÿ Non adherence to Standard Operating Procedures (SOP).
Ÿ Inadequate response to changing circumstances.

2.2.2 Hazard Identification
Hazard Identification Process
Hazard is any situation or condition that has potential to cause adverse consequences. Hazard
identification is a process where organisational hazards are identified and managed so that safety is not
compromised. The systematic identification and control of all hazards is the foundation for the
effectiveness of a risk management programme.
In Airlines, hazard identification and reporting process is open to all employees. It may be done through
formal as well as informal processes. It may be performed at any time as well as under specific conditions
which would include:
Ÿ When there is an unexplained increase in safety-related events or infractions.
Ÿ When there are abnormal audit or safety indicator trends.
Ÿ When major operational changes are planned.
Ÿ Before a new project, major equipment or facility is set up.
Ÿ During a period of significant organisational change.
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Hazard identification at Airlines is accomplished through predictive, proactive and reactive process.
Predictive Hazard Identification Process
Predictive hazard identification involves process of identifying hazard before introduction of a new system
/ procedure or change in existing system / procedure. In Airlines as part of predictive hazard identification
process, under mentioned tools will be used:
Ÿ System and Task Analysis- In Airlines generally all departments will carry out the system and task
analysis for identifying hazards related to:
Ÿ Initial designs of systems, organisations and/or products.
Ÿ Changes to existing system designs.
Ÿ Whenever new operations/procedures adopted.
Ÿ Existing operations/procedures when modified.
Ÿ External Information can also be used as means of safety hazard identification. Such information can
be obtained from:
Ÿ Safety publication
Ÿ Incident/accident reports
Ÿ Conferences
Ÿ Aircraft manufacturer
Ÿ Other operators
Proactive Hazard Identification Process
Proactive hazard identification involves the process of identifying hazard before the event has occurred. In
Airlines generally as part of proactive hazard identification process, under mentioned tools will be used:
Anonymous Reporting: Airlines has introduced Anonymous reporting system. This is a system of hazard
reporting where employee can forward the details of a specific hazard without identifying himself /herself.
Anonymous reports can be mailed to Safety Manager or online reporting system can be utilised for the
same.
Voluntary Reporting: Voluntary reporting of errors and hazards. Voluntary reporting system is available
throughout the Airlines' organisation that facilitates reporting of events, hazards and / or concerns
resulting from or associated with human performance in operations. This system is fully supported by the
management. Voluntary reports can be raised using online reporting system as well. The voluntary reports
as and when received will be acknowledged and analysed by Safety Manager. Once the action has been
taken with regard to Voluntary report feedback of the same will be provided to the report initiator.
Safety Inspections: As part of proactive hazard identification process findings from inspections / spot
checks carried out internally or externally will also be utilised.
Safety Audits: As part of proactive hazard identification process findings from audits carried out internally
or externally will also be utilised.

53

Participant Handbook

2.2.2 Conti...
Confidential Reporting: The success of a confidential safety reporting system depends on two
fundamentals:
Ÿ The ability to assure absolute protection of a report submitted by any individual
Ÿ The level to which individuals within the organization exercise their freedom to report actual or
potential unsafe conditions or occurrences
Confidential reports can be emailed to the Safety Manager or online reporting system can be utilised for the
same.
Reactive Hazard Identification Process
Reactive hazard identification is a process of identifying hazard after the event has occurred. In general
Airlines as part of reactive hazard identification process, under mentioned tools will be used:
Accident Reports: All industry related accident reports from manufacturer / regulator will be used to
identify hazards as part of reactive hazard identification process. All incidents will be notified to Chief of
Safety by the quickest means available (by SMS, Fax, Telephone, Mobile) and in any case within 24 hours.
The accident will be reported by filling of accident notification form and mailed to Chief of Safety.
Incident Reports: All incident reports will be used to identify hazards as part of reactive hazard
identification process. Involved staff will notify incident to Chief of Safety by the quickest means available
(by SMS, Fax, Telephone, Mobile) and in any case within 24 hours. The incidents will be reported by filling of
respective incident reporting form and mail to Chief of Safety.
Minor Occurrences: Minor occurrences / non-routine operational occurrences such as medical emergency,
ground turn backs and minor ramp occurrences shall be investigated for reactive hazard identification.
Minor events, irregularities and occurrences occur often during normal operations, many times without
noticeable consequences. Identifying and investigating certain irregular operational occurrences can
reveal system weaknesses or deficiencies that, if left un-checked could eventually lead to an accident or
serious incident.

2.2.3 Hazard Reporting
The safety management team is responsible for ensuring the implementation of the incident reporting
system. All staff is encouraged to report any accident/incident on an immediate basis.
Proper and in-time reporting facilitates the collection of information on actual and potential safety
deficiencies. Besides, all staff including the outsourced team is encouraged to submit voluntary incident
reports.
It is mandatory to report any incident involving unsafe or potentially unsafe, occurrence or condition,
irrespective of whether it consists of injury/property damage. The report is to be submitted to the safety
and security department as soon as possible after the occurrence/incident within 24 hours.
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What are the hazards a staff should report?
It is vital for all personnel to know what hazards they are required to report. The examples listed below are
commonly reported items; however, personnel should also be encouraged to report any other event or
situation with the potential to result in degradation of safety:
Ÿ Fire/smoke warnings declared emergencies
Ÿ Inadequate safety equipment
Ÿ Insufficiencies in existing operating procedures or manuals
Ÿ Dangerous goods in cabin
Ÿ Degraded operating standards
Ÿ Ground damage
Ÿ Evacuation of an aircraft
Ÿ Wake turbulence event
Ÿ Significant turbulence, wind shear or other severe weather encounters
Ÿ Crew or passenger illness or injury or crew incapacitation
Ÿ Violent, armed or intoxicated passengers
Ÿ Activation of lavatory smoke detectors
Reporting Formats and Procedures:
Reporting boxes are kept for Operational Hazard Report (OHR)/ Near Miss Report (NMR) and for Voluntary
Hazard Report (VHR), at the following locations so that staff can access them easily:
Ÿ Airport operational office
Ÿ Ramp office
Ÿ Domestic cargo warehouse
These forms will be collected by the safety and security representative on a weekly basis, reviewed and
corrective action would be taken accordingly.
The safety management team is responsible for submitting the report to the customer airlines (if involved,
through the SPOC), local authorities, AVP – SQP and the SVP office within 24 hours of the occurrence,
irrespective of whether the dangerous goods are cargo, mail, passenger baggage or crew baggage.

2.2.4 Safety Risk Management (SRM) and Control
Risk management allows airport operators to develop an objective assessment of the risk associated with a
specific activity. Risk assessments should be conducted for every task carried out by staff and can also be
carried out on a higher level of the operational business. For example, concerning bird strikes or runway
incursions.
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SRM Background Information:
SRM is a systematic, explicit and comprehensive approach to managing safety risk at all levels throughout
the airport. A complete SMS using SRM will develop layers of safety built upon the measures taken to
mitigate risk. These layers are examples of implemented protective measures such as vehicle driver's
training programs, marking and lighting standards and reflective vests. An unsafe event can occur when
gaps occur in the system's protective layers. These gaps are not static and may appear unexpectedly. For an
incident or accident to take place, there is usually a succession of holes in a system that will line up and
enable an event to occur.
There are five phases to the SRM Process:

Phase 1 Describe the system
Phase 2 Identify the hazards
Phase 3 Determine the risk
Phase 4 Assess and analyse the risk
Phase 5 Treat the risk
Fig 2.2.4 (a) Five Phases of SRM

Phase 1:
Describe the System.
When considering the environment of the airport system, consider all the safety-related functions already
outlined in the ACM. The existing safety functions should steer the focus of the risk management analysis
and will assist in determining potential mitigation strategies.
Phase 2:
Identify Hazards.
In this phase, hazards to the system (i.e. operation, equipment, people and procedures) are identified in a
systematic, disciplined way. The three elements used in operational expertise are as follows:
Ÿ Training in SMS and Hazard analysis techniques.
Ÿ A well-defined hazard analysis tool.
Ÿ Adequate documentation of the process.
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The hazard identification effort should mirror the management structure and complexity of the airport in
question. The airport manager at a small airport can conduct it alone, while a committee or group may
conduct it at a larger airport. Regardless, the person or the group will require sufficient expertise, safety
experience and training to perform the assessment adequately.
The hazard identification stage considers all the possible sources of system failure. Depending on the
nature and size of the system under consideration, these should include:
Ÿ The equipment (example: construction equipment on a movement surface)
Ÿ Operating environment (example: cold, night, low visibility)
Ÿ Human element (example: shift work)
Ÿ Operational procedures (example: staffing levels)
Ÿ Maintenance procedures (example: nightly movement area inspections by airport electricians)
Ÿ External services [example: ramp traffic by Fixed-Base Operator (FBO) or law enforcement vehicles]
Phase 3:
Determine the Risk.
In this phase, each hazard in its system context is identified to determine, what risks exist, if any, that may be
related to the hazard. In this phase, there is no determination of the severity or potential of the risk
occurring. First, all potential hazards are identified and documented. Next, the hazards are subjected to an
assessment of the possible severity and potential risk as described in Phase 4.
In a very simple example, an airport may have identified the hazard of Foreign Object Damage (FOD) on the
ramp, with the associated risk of the FOD being ingested into the engines of taxiing aircraft. That hazard and
the identified risk would be documented before moving to Phase 4, a determination of the probability of
that risk occurring and the severity if such an event were to occur.
Phase 4:
Assess and analyse the risk.
In this phase, the airport operator estimates the level of risk by using the predictive risk matrix shown in the
figure 2.2.4 (b).
The risk is the composite of the predicted severity and likelihood of the outcome or effect of the hazard in
the worst credible system state. To assess the risk of an accident or incident occurring, severity and
likelihood are first determined.
Severity is determined by the worst probable potential outcome. Over time, quantitative data may support
or alter the determination of severity and probability, but the initial risk determination will most likely be
qualitative, based on experience and judgement and not on the data.
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The risk levels used in the matrix can be defined as:
Ÿ High Risk – Unacceptable level of risk: The proposal cannot be implemented or the activity cannot be
continued unless hazards are further mitigated so that risk is reduced to a medium or low level.
Tracking is required and management must approve any proposed mitigating controls. Catastrophic
hazards that are caused by:
Ÿ Single-point events or failures
Ÿ Common-cause events or failures
Ÿ Undetectable latent events in combination with single point or common cause events are
considered high risk, even if remote.
Ÿ Medium Risk – Acceptable level of risk: The proposal may be implemented or the activity can
continue, but tracking and management are required.
Ÿ Low Risk – The target level of risk: Acceptable without restriction or limitation; the identified hazards
are not required to be actively managed but are documented.
Hazards are ranked according to the severity and the likelihood of their risk, which is illustrated, by where
they fall on the risk matrix. Hazards with high risk receive higher priority for treatment and mitigation.

Severity
No Safety Effect

Minor

Major

likelihood
Frequent

Probable

Remote

Extremely
Remote

Extremely
Improbable

HIGH RISK
MEDIUM RISK
LOW RISK
Fig 2.2.4 (b) Predictive Risk Matrix
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Phase 5:
Treat the Risk.
In this phase, the airport operator develops options to mitigate the risk and alternative strategies for
managing the hazard. These strategies can be used to reduce the hazardous effects on the system. It should
be noted that the majority of risk management strategies address medium and high-risk hazards. Low-risk
hazards may be accepted after considering risk.
The risk management activity should identify feasible options to control or mitigate risk. Some options
could include:
Ÿ Avoidance: Selecting a different approach or not participating or allowing the operation or
procedure.
Ÿ Assumption: Accepting the likelihood, probability and consequences associated with the risk.
Ÿ Control: Development of options and alternatives that minimise or eliminate the risk.
Ÿ Transfer: Shifting the risk to another area.
Utilisation of SRM increases the level of safety in airport operations, maintenance and new systems.
Through SRM, hazards are assessed, mitigated, documented, tracked and operational data are
continuously monitored to provide feedback on hazards. Understanding the consequences of risk
increases the ability to anticipate and control the impacts of internal or external events on a programme.
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UNIT 2.3: Workplace Health and Safety
Unit Objectives
At the end of this unit, you will be able to:
Ÿ describe the importance of health and safety.
Ÿ demonstrate flight emergency and safety equipment.
Ÿ perform first-aid assistance for the person in need.

2.3.1 Personal Health and Safety

Fig 2.3.1 (a) Health and Safety

The health and safety of all staff and third party workers, working on the airside needs careful
consideration. Risk assessments should be carried out by covering each task that airside staff are required
to complete. An airport should also ensure that third-party companies (including contractors) operating
airside, have completed risk assessments for the activities of their staff. Once the hazards and residual risks
have been identified, using a risk assessment, they should be eliminated or reduced as low as reasonably
possible.
One method to do this is to consider the following options:
Ÿ Eliminate: Cease doing the task, remove the hazard altogether.
Ÿ Reduce: Reduce the time exposed to the hazard, substitute with something less hazardous.
Ÿ Isolate: Physically isolate people from the hazard – fit guards, enclose the hazard.
Ÿ Control: Ensure appropriate supervision is in place to train the staff to follow the procedures.
Ÿ Provide Personal Protective Equipment (PPE): Issue PPE appropriate to the identified hazard and
perform regular maintenance.
Ÿ Discipline: Put procedures in place requiring staff to behave in a particular way.
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The importance of cabin crew in safety procedures
Cabin crew is the first line of defense inside the aircraft being the ones whose work ensures the safety of all
passengers.
When it comes to security, cabin crew have to take everything very seriously since they are responsible for
the well-being of the passengers and the fellow crew.
Even though training is different in every airline, cabin crew are usually highly trained in safety and security
procedures to guarantee the maximum response in case is needed. The main goal of safety and emergency
procedures training is to ensure crew are equipped with the necessary skills to handle any emergency or
unusual situation that can occur on board. During training they are taught how to prevent incidents and
how to predict potential threats.
Cabin crew must continuously monitor the security of the passengers. This starts even before the plane
take off with the pre-flight check when they make sure that everything was properly checked according to
the galley, cabin, safety equipment, crew seat, crew rest area and lavatories. During flight, vigilance is the
most important issue since they must detect any strange or aggressive behaviour in the passengers to
prevent any large problems that can come out. Reporting suspicious items or persons are crucial to
maintain the safety on board.
Most airlines share a common set of flight safety equipment on board their aircrafts. The number, quality,
brands, locations of each of them differ from airline to airline. But on a particular airline and on a specific
type of aircraft the locations of all the safety equipment, their numbers, are all nearly 99% identical. This
enables the crew to easily remember the locations and reach them as quickly as possible in an emergency.
This also helps the airline to train them on how to use the equipment easy. The equipment found on most
airlines are given below:
Asbestos gloves
For protection of hands during fire fighting.

Fig 2.3.2 (a) Asbestos Gloves

Smoke goggles
Thick goggle found in the cockpit, which protect
eyes against smoke thus helping crew fight the fire.

Fig 2.3.2 (b) Smoke Goggle
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Fire axe/crash axe
To assist in cutting or hacking exits or any area
that is blocked during emergencies.

Fig 2.3.2 (c) Fire Axe

Meghaphone
Hand held loudspeakers used by crew to enable
t h e m t o d i re c t e m e rg e n c y e va c u a t i o n
procedures by being heard over various sounds
associated with the emergency.

Fig 2.3.2 (d) Meghaphone

Seat belts
Found on the passenger's seats to protect the
occupants against injury during sudden stops,
impacts etc., encountered during forced
landings, aborted take-off, turbulence etc.,
fastened around the hips, as they are capable of
taking high stress.
Fig 2.3.2 (e) Seat Belts

Descent devices
Found only in the cockpit to help the flight crew
to exit through the cockpit windows.

Fig 2.3.2 (f) Descent Devices

Radio beacon
A radio device on board to give out emergency
signals on particular frequencies in case of an
emergency with no contact with outside world.
Found in the bins as well as in the slide/rafts.

Fig 2.3.2 (g) Radio Beacon
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Safety barrier straps
A guard against personnel and passengers accidently stepping off the aircraft after the removal of the
stepladder or aerobridge.
Harness
Straps on the seats to provide added protection to
crew against head and spine injuries caused by
abrupt stops and impacts.

Fig 2.3.2 (h) Harness

Manual release tool
Thin screwdriver like tools placed at exits under the
crew seats, which help the crew to release oxygen
masks, which haven't automatically opened out in
case of decompression.

Fig 2.3.2 (i) Manual Release Tool

Exits/ doors with slide/rafts
Exists is used normally for embarking and disembarking passengers and crew. Also used as main exists
during emergency. The slide/raft opens out when the exit is opened in the auto/armed mode and the
slide/raft inflates automatically. The passengers and crew then slide down and move away to safety.

Fig 2.3.2 (j) Main Door Slide (left) and Over-wing Exit Slide (right)
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Fire extinguishers

Fig 2.3.2 (k) Survival Slide Raft

Devices used to contain and overcome fire. They are of two types: Halon and water.

Fig 2.3.2 (l) Fire Extinguisher Operation
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Life vests
Automatically inflatable vests found under every seat on board to help in floating during ditching.
Children's life vests are also present in smaller sizes.

Fig 2.3.2 (m) Life Jacket Donning
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Life Preserver Cover

5

Crotch Strap

9

Buckle
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Fig 2.3.2 (n) Parts of Life Vest
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Oxygen mask with first-aid/full face mask
Canisters of pure oxygen placed in the cabin for first aid and smoke fighting purpose.

Fig 2.3.2 (o) Oxygen Mask with Full Face Mask

First-aid kit
Kits used in minor cases of injury or an emergency. Contain general items for treatment and can be
administered by crew.

Physician's kit
This kit contains drugs, syringes, and other equipment, which are used in case of life saving situations and
can be administered only by a licensed doctor or nurse.

Fig 2.3.2 (p) Physician’s Kit
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2.3.3 First Aid

Fig 2.3.3 (a) First Aid

Definition:
First aid is an immediate treatment given to the victim of an accident or sudden illness before medical help
is obtained.
An injury is any wound or damage to the body resulting from an event. Injuries can be caused by activities
such as accidents or physical trauma.
Aims of First Aid:
First aid is based on scientific medicine and surgery. It is a skilled assistance but the first aider is not a doctor.
After the doctor takes charge, the first aider's responsibility ends. He can then stand by to help the doctor.
1. Preserve Life:
Ÿ Ensure the air passages are open and remain so.
Ÿ Check for and control bleeding immediately.
2. Prevent Complications:
Ÿ Cover wounds.
Ÿ Immobilize fractures and large wounds.
3. Promote Recovery:
Ÿ Reassure the casualty.
Ÿ Handle casualty gently and make him/her comfortable.
Ÿ Arrange to transport the casualty to hospital or obtain medical aid.
Ÿ

General Rules to be followed as a First Aider:
Ÿ Ensure that there is no further danger to the casualty.
Ÿ Do first things first, quickly and without fuss or panic.
Ÿ Give CPR if breathing has stopped because every second counts.
Ÿ Stop any bleeding.
Ÿ Guard against or treat for shock by keeping the casualty warm, by moving him as little as possible and
handle him gently.
Ÿ Reassure the casualty and those around, to help to reduce anxiety or embarrassment.
Ÿ Do not allow people to crowd around, as fresh air is essential.
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Ÿ Do not remove clothes unnecessarily, as they help to keep the casualty warm and to protect against
shocks.
Ÿ Arrange for assistance of the casualty by a doctor or hospital as soon as possible.
Diagnosis:
A diagnosis includes the following:
Ÿ History: It is the story of the accident (namely how the accident occurred) or the nature of illness of
the casualty. This is taken by asking the person directly or if the casualty is unconscious, then asking
the person with him or some person who has seen the accident.
Ÿ Symptoms: Symptoms are what the casualty tells the first aider e.g. pain, shivering, faintness, injury,
bruises, etc. leading the first aider to the region of injury.
Ÿ Signs: Signs are what the first aider feels and finds out for himself like paleness, swelling of parts,
injury, bleeding, deformity of the limbs etc.
Treatment:
Ÿ Should be done step by step. Continue treatment until the doctor takes charge.
Disposal:
Ÿ The earlier the doctor takes charge, greater are the chances of recovery. Casualty should be taken to the
nearest hospital or clinic using quickest means of transport.
Basic First-aid Kit:
Constituents of a basic first-aid kit are listed as follows:
Ÿ Plasters of different sizes and shapes
Ÿ Small, medium and large sterile gauze dressings
Ÿ At least two sterile eye dressings
Ÿ Triangular bandages
Ÿ Crepe rolled bandages
Ÿ Safety pins
Ÿ Disposable sterile gloves
Ÿ Tweezers
Ÿ Scissors
Ÿ Alcohol-free cleansing wipes
Ÿ Sticky tape
Ÿ Thermometer (preferably digital)
Ÿ Skin rash cream, such as Hydrocortisone or Calendula
Ÿ Cream or spray to relieve insect bites and stings
Ÿ Antiseptic cream
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Ÿ Painkillers such as Paracetamol (or infant Paracetamol for children), Aspirin (not to be given to
children under 16) or Ibuprofen
Ÿ Cough medicine
Ÿ Antihistamine tablets
Ÿ Distilled water for cleaning wounds
Ÿ Eye wash and eye bath

bandaids

scissors

gloves

tape

large wound
dressings

instant ice
pack

triangular
bandages

a whistle

Fig 2.3.3 (b) Basic First-aid Kit
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2.3.4 Do’s and Dont’s
Sl.No

Do’s

Don’ts

1

Accept change and implement strategies Do not by-pass the company norms and policies as
in order to eliminate risks from the stated in the PH.
company.

2

Create awareness about safety hazards.

3

Always perform situation analysis (follow Avoid these following statement and common
protocol).
excuses.

Do not encourage illegal activity in and around
airport premises.

Ÿ I have enough time.
Ÿ I am not paid to be nice, I am measured by my
productivity and accuracy.
Ÿ Every passenger is bonkers today.
Ÿ I can’t deal with the passenger who do not show
me respect.
Ÿ How can we do a good job if other departments
are not well coordinated.
Ÿ I am too busy.
4

Keep respective team informed in case of Never go into an argument with the passenger, as
emergency situation to provide assistance make your points clear with proper facts.
whenever required.

5

Switch off your mobile phones and always Never sympathise with passenger instead
coordinate using duty mobile.
empathise with them.

6

Keep to the point during conversations.

-

7

Ask questions. when required

-

8

Maintain a calm behaviour at all point of
time.

-

9

Listen carefully to the customer.

-
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Exercise
Briefly answer the following questions
1. List the prominent organisations for aviation in India.

2. Explain an airline safety policy.

3. Explain SMS and its importance.

4. What are the hazards a staff should report?

5. Explain proactive hazard identification process.

6. List any five emergency safety equipment used in an aircraft.
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3. Maintain Updated
Information Regarding
the Job
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 3.1 – Terminology and Theory of Flight
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Key Learning Outcomes
At the end of this module, you will be able to:
Ÿ summarise latest revisions of the Aviation terminology.
Ÿ outline the theory of flight and phases of flight.
Ÿ develop aviation phonetics.
Ÿ identify parts of an aircraft and its function.
Ÿ develop and demonstrate the Airline cabin crew responsibilities.
Ÿ build crew co-ordination and communication.
Ÿ summarise the regulatory requirements and organisation's procedures for maintenance of safety and
security standards.
Ÿ summarise exit row relocation policy.
Ÿ explain Airline Cabin Crew seating.
Ÿ outline the critical phases of flight, sterile cockpit and no contact periods.
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UNIT 3.1: Terminology and Theory of Flight
Unit Objectives
At the end of this unit, you will be able to:
Ÿ summarise latest revisions of the aviation terminology.
Ÿ outline the theory of flight and phases of flight.
Ÿ develop aviation phonetics.
Ÿ identify parts of an aircraft and its function.

3.1.1 Aviation Terminology
Introduction to Aviation Terminology
For an Airline Cabin Crew, it is imperative to use the correct terminology on duty or else it could be
detrimental for flight safety as result of misinterpretation. The terminologies required for performing day to
day functions are as follows:
A. General
Senior Airline Cabin Crew: A crew member who has comprehensive responsibility for the conduct and
coordination of cabin safety procedures. These procedures are applicable during normal/abnormal
operations and emergency situations. Generally, the Senior Airline Cabin Crew member is referred to as the
Lead.
Line Check Airline Cabin Crew: They are employed to carry out periodic checks on the online Airline Cabin
Crew and surveillance of cabin. They are well trained by the operator and have relevant experience.
Generally, the Line Check Airline Cabin Crew is referred to as the Check Lead.
Stand By: The time when the operator requires the Airline Cabin Crew member to be available to receive an
assignment for a specific duty.
Flight: It is defined as the movement of an aircraft from its point of origin to its final destination.
Passenger Flight: Is a flight with a certified aircraft, flight schedules and routes which are published.
Ferry Flight: The movement of an aircraft from one place to another and frequently without full crew
compliment and never with passengers is referred to as ferry flight.
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No Airline Cabin Crew shall be carried on a damaged ferry/substandard flight. Atleast one Airline Cabin
Crew must be on board for a normal ferry/relief flight. A qualified mechanic, engineer or flight crew
member can satisfy this requirement. If any passenger is carried the minimum stipulated Airline Cabin Crew
are required.
International Date Line: An imaginary line that separates two consecutive calendar days. The places
immediately to the left of the International Date Line (the date) are always one day ahead of the date (or
day) to places at the right of the International Date Line.
GMT/UTC: Greenwich Mean Time /Universal Time Co-ordinated - is a term referring to mean solar time at
the Royal Observatory in Greenwich. This is the standard time used in aviation for time keeping each flight
flying within different time zones.
24 Hour Clock: The 24-hour clock is a way of telling the time in which the day runs from midnight to
midnight and is divided into 24 hours, numbered from 0 to 24. This form of keeping time is used in aviation
because different time zones are involved.

Fig 3.1.1 (a) 24 Hours Clock

Aircraft Chocks: A wedge placed in front and in the rear of the aircraft wheels to hold the aircraft firmly and
prevent accidental movement.
Time Zone: The region of the earth which has adopted the same standard time is referred to as time zone.
12 Hour Clock: It can be defined as a way of determining the time in which the 24 hours of the day are
divided into two sections called ante meridian or a.m. (time from midnight to noon) and post meridian or
p.m. (time from noon to midnight).
Block Time/chock Time/ Flight Time: The time period from chocks off to chocks on or blocks out to blocks in
is called as flight time.
Checked In Baggage: Baggage accepted for transportation which is kept in the cargo hold for which the
passenger holds a claim tag.
Excess Baggage: Is the baggage in excess of allotted baggage allowance. Generally Airlines allows 15kg free
balance allowance on domestic flights and 20 kgs on international flights.
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Fig 3.1.1 (b) Time Zone

Carry-on Baggage/hand baggage: Is the acceptable amount of free carry-on bags allowed per passenger on
board the aircraft for use during the flight. It should not exceed 7Kgs in weight and 115 cms in size (the sum
of L + B + H).
Runway: A runway is a hard-surfaced straight path, used for take-off and landing.
Taxiway: Is a specially prepared path over which the aircraft moves from the parking bay to and from the
runway.
Aero Ramp: Mobile and adjustable ramp used for passenger embarkation and disembarkation.
Step Ladder: Mobile and adjustable flight of stairs used for passenger embarkation and disembarkation.
Aero Bridge: An aerobridge extends from airport terminal gate to the aeroplane. It is an enclosed moveable
bridge; allowing the passengers to board and disembark without going outside.
Head Wind: Winds which blow approximately parallel and in opposite direction to the path of the aircraft,
decreasing the speed of aircraft.
Tail Wind: Winds which blow approximately parallel and in the same direction to the path of the aircraft
increasing the speed of the aircraft.
Altitude: The vertical distance of a level, a point or an object measured from mean-sea level.
Cockpit Voice Recorder: It is used to record the aural environment in the cockpit or flight deck of an aircraft
for the purpose of investigation of accidents and incidents. Duration: It records the cockpit sounds of the
last 02 hours of its operation.
Digital Flight Data Recorder: The DFDR is a device used to record specific aircraft performance parameters,
for e.g. altitude, speed etc. The data of the last 25 hours is recorded.
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Break in Areas: Specific areas marked on the aircraft fuselage by the manufacturer, suitable for break in by
rescue crew from outside in an emergency. These are marked in red or yellow.
Incident: An occurrence, other than an accident / serious incident, associated with the operation of an
aircraft, which affects or could have seriously affected the safety of operation.
Serious Incident: An incident involving circumstances indicating that there was a high probability of an
accident and associated with the operation of an aircraft.
Significant Incident: An incident involving circumstances indicating that an accident or a serious
incident could have occurred, if the risk had not been managed within safety margins.
Accident: An accident is when
i) a person is fatally or seriously injured as a result of:
Ÿ direct contact with any part of the aircraft, including parts which have become detached from the
aircraft
Ÿ direct exposure to jet blast
ii) the aircraft sustains damage or structural failure which:
Ÿ adversely affects the structural strength, performance or flight
Ÿ affects the characteristics of the aircraft
Ÿ would normally require major repair or replacement of the affected component
Accidents do not include injuries which occur due to natural causes, self-inflicted or inflicted by other
persons or when the injuries are to stowaways hiding outside the areas normally available to the
passengers and crew.
Aircraft Accident Investigation Bureau of India (AAIB): An independent AAIB was set up by the Ministry of
Civil Aviation, Government of India via notification to separate the functions of the regulator (DGCA) and
the accident investigation. The operator shall notify various official groups tasked with accident
investigation within 24 hours.
The official groups are as follows:
Ÿ The Aircraft Accident Investigation Bureau, Ministry of Civil Aviation
Ÿ Director General of Civil Aviation
Ÿ Regional Air Safety Office(s) of occurrence
Ÿ District Magistrate and the Officer in-charge of the nearest police station
Ÿ Chairman, Airports Authority of India
Ÿ Member (Air Navigation Services), Airports Authority of India
Ÿ Executive Director (Air Traffic Management) of Airports Authority of India
Their role in aviation safety includes investigation by determining:
Ÿ What happened?
Ÿ Why did it occur?
Ÿ What can be done to prevent such occurrences in future?
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NTSB (The National Transportation Safety Board): This is an independent board charged with investigating
all civil and certain public use aircraft in the United States. In the United States, the NTSB may delegate
certain investigations to the FAA for investigation. There are similar independent boards or groups in
Canada, England, Australia, New Zealand and several other countries.
Infant: An infant is any person who is less than two years of age.
UMNR-Unaccompanied Minor: A child of an age group between 5 to 12 years (before completion of 12th
birthday) travelling alone is termed as an unaccompanied minor.
Critical Phases of Flight: Are all flight operations below 10,000 ft. involving take-off and landing. These
phases are considered critical as the likelihood of an emergency is very high.
Load and Trim Sheet: A document prepared for each flight which gives the details of weight and balance of
an aircraft.
Brace Position: A protective position of the body which minimises the risk of injury to an individual upon
impact.
EELC-Emergency Equipment Location Chart: Depicts aircraft layout and the equipment location. The EELC
is located in the manual. It is also referred to as the LOPA (Layout Plan of an Aircraft).
QRH-Quick Reference Handbook: The QRH is a practical manual to be used by Airline Cabin Crew for the
conduct of cabin operation as a reference document in normal and emergency operations.
Deadhead: The term deadhead refers to transportation of non-operating crew members typically for
positioning purposes before or after an operational duty assignment.
Air Traffic Control (ATC): ATC is a service provided by ground-based controllers who direct aircraft on the
ground and through controlled airspace. The primary purpose of ATC worldwide is to prevent collisions,
organise and expedite the flow of traffic and provide information and other support for pilots.
Meteorology: The science that deals with the phenomena of the atmosphere, especially weather and
weather conditions.
B. Government Documentation
Certificate Of Registration (C of R): An aircraft must be registered with the Government of India and each
aircraft is given a certificate known as the C of R.
Certificate Of Airworthiness (C of A): After the issue of the certificate of registration the aircraft must be
flown to test its airworthiness. If it is worthy a certificate of airworthiness will be issued to it for operational
purposes.
C. Civil Aviation (International Regulatory Bodies)
I.A.T.A: The main offices of IATA is in Montreal, Canada and in Geneva, Switzerland. A voluntary world trade
organisation of scheduled airlines, formed in Havana, Cuba in 1945.It works closely with I.C.A.O and seeks
to ensure high standards of flight safety.
I.C.A.O: The headquarters of ICAO is in Montreal, Canada is an international organisation of civil aviation
authorities of member countries. It works closely with I.A.T.A and seeks to ensure high standards of flight
safety.
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IOSA (The IATA Operational Safety Audit): IOSA aims to provide a standardised audit programme of the
operational management and control systems of an airline that is based on internationally-recognised
standards and supported by a rigorous quality assurance process, for the purpose of serving the airline
industry in terms of improving worldwide operations and reducing the number of operational audits that
are conducted.
Airports Authority of India (AAI): It is a semi-government authority responsible for the proper
administration, maintenance and security of all airports under its jurisdiction.
DGCA: Directorate General of Civil Aviation is the regulatory authority of civil aviation under the ministry of
civil aviation in India. The DGCA is responsible for implementing, controlling, supervising airworthiness
standards and safety operations, crew training and licensing in India.

Fig 3.1.1 (c) DGCA Organisation Flowchart

Every direction issued by DGCA in the form of CAR should comply with by the person or organisation to
whom/which such direction is issued. Non-compliance with the provisions of the CAR shall attract penalty
as provided in Schedule VI of the Aircraft Rules, 1937.
D. Other Regulatory Authorities
Customs: Customs is an authority or agency responsible for collecting and safeguarding customs duties and
for controlling the flow of goods including animals, personal effects and hazardous items in and out of a
country. Customs also work in tandem with the state's drug enforcement agency to ensure no prohibited
drugs are allowed either in or out of a country.
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Immigration Services: Immigration services of a country help an individual to understand and adhere to the
rules of entry into the country, visa applications for foreign nationals. These services help detecting and
apprehending those that have breached the border and removing them or pursuing those in breach of
immigration and criminal laws.
Health Services: Health Services of a country ensure that standards pertaining to health and hygiene are
adhered to such services conduct periodic and random checks ensuring compliance of health regulations. It
also comprises of a quarantine section which can be used to isolate persons with suspected or confirmed
contagious diseases or during an outbreak of such a disease.
E. Phases of Flight

Fig 3.1.1 (d) Phases of Flight

Taxi: Is the aircraft's movement on the ground under its own power, except during take- off and landing.
Take Off: The act of beginning a flight, in which the aircraft is accelerated from a state of rest to a height of
1500 feet above ground level.
Climb: Is the phase of flight during which the aircraft altitude increases continuously along a flight path.
Cruise: Straight and level flight of an aircraft maintaining a constant altitude is termed as cruising.
Descend: Is the continuous decrease in aircraft altitude along a flight path.
Approach: Is the process of manoeuvring the aircraft towards the designated runway for the purpose of
landing.
Landing: Is the final phase of flight in which the aircraft is manoeuvred in a smooth gradient in order to
touch down on the runway and bring the aircraft to a complete stop in a controlled manner.
F. Aviation Phonetics
The phonetic alphabet or "spelling alphabet", replaces letters and numbers with code words. The alphabet
is used by the pilots and air traffic control when they are talking over the radio to ensure that voice
communications are understandable. Certain combinations of letters and numbers can be hard to
understand over the radio, particularly when spoken by non-native speakers or people with unfamiliar
accents. An international system like this is essential for airspace safety.
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Letter
A
B
C
D
E
F
G
H
I
J
K
L
M
N
O
P
Q
R
S
T
U
V
W
X
Y
Z

Code word
Alfa
Bravo
Charlie
Delta
Echo
Foxtrot
Golf
Hotel
India
Juliett
Kilo
Lima
Mike
November
Oscar
Papa
Quebec
Romeo
Sierra
Tango
Uniform
Victor
Whiskey
X-ray
Yankee
Zulu

Pronunciation
AL FAH
BRAH VOH
CHAR LEE
DELL TAH
ECK OH
FOKS TROT
GOLF
HOH TELL
IN DEE AH
JEW LEE ETT
KEY LOH
LEE MAH
MIKE
NO VEM BER
OSS CAH
PAH PAH
KEH BECK
ROW ME OH
SEE AIR AH
TANG GO
YOU NEE FORM
VIK TAH
WISS KEY
ECKS RAY
YANG KEY
ZOO LOO

Digit

Code word

Pronunciation

0
1
2
3
4
5
6
7
8

Zero
One
Two
Three
Four
Five
Six
Seven
Eight

ZE RO
WUN
TOO
TREE
FOW ER
FIFE
SIX
SEV EN
AIT
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G. Station Codes
All airports are assigned a three letter code for identification known as IATA location identifier, IATA station
code or simply a location identifier. The assignment of these codes is governed by IATA Resolution 763 and it
is administered by IATA headquarters in Montreal. The codes are published biannually in the IATA Airline
Coding Directory. When different cities with the same name each have an airport, the airports need to be
assigned different codes. The below mentioned are the few station codes of the airports:

Domestic Sectors
City
Amritsar
Agartala
Ahmedabad
Bagdogra
Bangalore
Bhubaneswar
Calcutta (Kolkata)
Chandigarh
Chennai (Madras)
Cochin
Coimbatore
Dibrugarh
Dimapur
Guwahati
Goa
Hyderabad
Imphal
Indore
Jaipur
Jammu
Kozhikode
(Calicut)

Airport
code
ATQ
IXA
AMD
IXB
BLR
BBI
CCU
IXC
MAA
COK
CJB
DIB
DMU
GAU
GOI
HYD
IMF
IDR
JAI
IXJ
CCJ

City

Airport code

Lucknow
LKO
Madurai
IXM
Mumbai
BOM
Nagpur
NAG
New Delhi
DEL
Patna
PAT
Poona (Pune)
PNQ
Ranchi
IXR
Srinagar
SXR
Trivandrum
TRV
Vadodara
BDQ
Varanasi
VNS
Vishakhapatnam VTZ
International Sectors
Dubai
DXB
Muscat
MCT
Bankok
BKK
Singapore
SIN
Sharjah
SHJ
Kathmandu
KTM
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H. Aviation Abbreviations

A/C – Aircraft
AAP – Additional Attendant Panel
AED – Automated External
Defibrillator
ACP – Area Call Panel
ABP – Able Bodied Passenger
AFT – Rear
AIP – Attendant Indication Panel
AMU – Audio Management Unit
AOC – Air Operator Certificate
APU – Auxiliary Power Unit
ATC – Air Traffic Control
BGM – Boarding Music
CC – Airline Cabin Crew
CCOM – Airline Cabin Crew
Operations Manual
CDLB – Cabin Defect Log Book
CIDS – Cabin InterCommunication Data System
CPR – Cardio Pulmonary
Resuscitation
CRM – Crew Resource
Management
CVR – Cockpit Voice Recorder
DFDR – Digital Flight Data
Recorder
EOD – Explosive Ordinance
Disposal
ELT – Emergency Locator
Transmitter
EMER – Emergency

EPSU – Emergency Power
Supply Unit
F/O – First Officer
FAA – Federal Aviation
Administration
FLT – Flight
FWD – Forward
AME – Aircraft Maintenance
Engineer
INOP – Inoperative
INT – Interphone
LAV – Lavatory
LRBL – Least Risk Bomb
Location
LSU – Lavatory Service Unit
MEL – Minimum Equipment
List
OXY – Oxygen
PA – Public Address
PAX – Passenger
ECAM – Electronic Centralised
Aircraft Monitoring
PBE – Protective Breathing
Equipment
PED – Portable Electronic
Device
PIC – Pilot-in-Command
PIU – Passenger Information
Unit
ACARS – Aircraft
Communications Addressing
and Reporting System
PSU – Passenger Service Unit
UNMR – Unaccompanied
Minor

FAP-Flight Attendant Panel
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3.1.2 Theory of Flight
Parts of an Aircraft (Major Aircraft Components)

Fig 3.1.2 (a) Parts of an Aircraft

Fuselage: Is the central body of the aircraft designed to accommodate the crew, passengers and cargo. It is
this structure to which the wings, empennage, landing gears and engines are attached.
Wings: Are designed to generate a major part of the lift for an aircraft.
Under Carriage: Undercarriage or landing gears are the structure that support an aircraft on ground and
allows it to taxi, take-off and land. Undercarriage consists of Main Landing Gears (MLG) and Nose Landing
Gear (NLG).
Horizontal Stabiliser: The horizontal stabiliser is attached to the aft portion of the fuselage which is
positioned horizontally and it assists in balancing the aircraft.
Vertical Stabiliser: The vertical stabiliser is also attached to the tail portion of the fuselage, it is positioned
vertically and it assists in balancing the aircraft.
Ailerons: The ailerons are attached to the trailing edge of the wing on either side. They help in
rolling/banking.
Rudder: The rudder is attached to the trailing edge of the vertical stabiliser and help in yawing.
Elevators: The elevators are attached to the trailing edge of the horizontal stabiliser and help in pitching
(nose-up/nose down).
Flaps: The flaps are attached to the trailing edges of the wing.
Slats: The slats are attached to the leading edge of the wing.
Note: Slats and flaps are also referred to as high lift devices as they help the aircraft take-off and land on
shorter airfields.
Spoilers: The spoilers are located on the upper surface of the wing and they reduce the speed of the aircraft.
Empennage: The horizontal stabiliser with the elevators and the vertical stabiliser with the rudder together
are termed as the empennage.
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How Does an Aircraft Fly (Basic Theory Of Flight)
For an aircraft to fly a force termed as lift is required. The basic theory of flight is based on this lift force.
Although various factors contribute to generation of lift, the wings are primarily responsible for it.
It is the design of the wing that enables generation of lift.
The process of lift generation begins when the aircraft gathers speed on the runway.
Ÿ Air flow on the upper surface is fast; this leads to a low pressure zone on this surface as air escapes
easily from it.
Ÿ The component that acts in the opposite direction to the aircraft's movement is termed as “drag”.
Ÿ The component acting in the same direction of the aircraft's movement is termed as “thrust”.
Ÿ The component acting downwards perpendicular to the aircraft is termed as “weight”.
Ÿ Finally the component that acts upwards perpendicular to the aircraft is termed as ‘lift”.
Ÿ When lift exceeds all other components of net resultant force, the aircraft takes off.

Fig 3.1.2 (b) Aircraft Wing

Axis on an Aircraft

Fig 3.1.2 (c) Axis on an Aircraft
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An axis is an imaginary line around which the aircraft rotates/ moves.
An aeroplane in flight moves around three axes of rotation, they are as follows:
Ÿ Longitudinal axis
Ÿ Lateral axis
Ÿ Vertical axis
Critical Surfaces and Contamination
Icing is a threat with critical controls (for e.g. primary and secondary flight controls); it can be identified
visually during external checks. If icing is observed, inform the cockpit crew.
Aircraft Operation Abnormalities
If a system becomes inoperative during flight time, the aircraft can continue to its alternate station. For
example- cockpit door in-op, fuel leak, flight control system-flaps, slats, landing gear not retracting etc.
These abnormal operations would be as per procedures given in the operations manual. It is extremely
important for crew members to be alert for a normal aircraft functioning as it could avert a major incident or
accident. Thus effective pre-flight checks enable crew members in early detection of an abnormality.
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Exercise
Briefly answer the following questions
1. Explain: International date line, Greenwich mean time and 24 hour clock.

2. List and explain the different phases of flight.

3. What is aviation phonetics?

4. List out any five major components of an aircraft.

5. What are the mandatory announcements to be made on board?
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4. Perform Pre-flight Tasks
of Cabin Crew
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 4.1 – Pre-flight Briefing
Unit 4.2 – Receiving and Welcoming Passengers
Unit 4.3 – Pre-departure Check
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Key Learning Outcomes
At the end of this module, you will be able to:
Ÿ take part in Airline Cabin Crew pre-flight briefing.
Ÿ summarise Airline Cabin Crew pre-flight briefing.
Ÿ outline the key points of Airline Cabin Crew pre-flight briefing.
Ÿ outline the aircraft chain and succession of command.
Ÿ take part in Airline Cabin Crew joint briefing.
Ÿ summarise the mandatory briefings to passengers.
Ÿ greet and welcome the passengers.
Ÿ assist the passengers by directing them to their assigned seats.
Ÿ assist the passengers in storing hand baggage in the overhead bin.
Ÿ summarise and explain the safety checks to be followed.
Ÿ describe the procedure for serving meals to the passengers.
Ÿ demonstrate cabin preparation.
Ÿ perform aircraft door closing and arming.
Ÿ outline and perform over wing exit briefing to passengers.
Ÿ explain post door closing and arming procedure.
Ÿ perform announcements/briefing as required by organisational policy and regulatory policies.
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UNIT 4.1:
1.1: Pre-flight
About theBriefing
Programme
Unit Objectives
At the end of this unit, you will be able to:
Ÿ take part in Airline Cabin Crew pre-flight briefing.
Ÿ summarise Airline Cabin Crew pre-flight briefing.
Ÿ outline the key points of Airline Cabin Crew pre-flight briefing.
Ÿ outline the aircraft chain and succession of command.
Ÿ take part in Airline Cabin Crew joint briefing.
Ÿ summarise the mandatory briefings to passengers.

4.1.1 Airline Cabin Crew Briefings
Airline Cabin Crew Pre-flight briefing:
This briefing is to mentally prepare the Airline Cabin Crew for the flight. This briefing is not a forum for
discussions about social events. It is a designated time that is allotted to the necessary review of
information and procedures for a particular flight.
Airline Cabin Crew is required to be always alert and ready to use a few actions/procedures in an
emergency situation. The pre-flight briefing prepares the Airline Cabin Crew for any unforeseen emergency
and routine procedures. With time and non-usage of acquired knowledge certain deficiencies/mistakes
may occur; which can have disastrous results for the individual and for the travelling public in an
emergency.
Conduct of pre-flight briefing:
Ÿ Must be conducted:
Ÿ Before the commencement of the flight duties, every day.
Ÿ During a change in the crew composition (replacement of crew).
Ÿ Within the duty time allocated to the Airline Cabin Crew.
Ÿ By the Lead (Senior Airline Cabin Crew) for approximately 10 minutes.
Ÿ At the operations centre, in an area where there are no external disturbances/interruptions.
(Note: On captain's request, the briefing may be conducted on-board the aircraft.)
Ÿ The Lead (Senior Cabin Crew) must check the most current amendments in circulars, the QRH and
announcement manual for any security alerts. The Lead (Senior Cabin Crew) shall ensure the Airline
Cabin Crew also have it and are also aware of the same during the briefing. It is extremely important
that all Airline Cabin Crew are aware of all the latest updates to maintain highest safety standards.
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Ÿ The Lead (Senior Cabin Crew) should ensure that the Airline Cabin Crew are in possession of night kits,
spare uniform and are aware of latest SOPs.
Ÿ The pre-flight briefing will be attended by all Airline Cabin Crew reporting for flight, captain/first
officer; base manager/assistant base manager may be part of the briefing. After the pre-flight briefing,
the Airline Cabin Crew will proceed for joint briefing with pilots.
Ÿ The Lead (Senior Cabin Crew) will refer to the Lead briefing checklist while conducting the pre-flight
briefing.
Ÿ During the pre-flight briefing, the Airline Cabin Crew manifest is filled in by the Lead (Senior Cabin
Crew). Jump seats allotted will indicate where the Airline Cabin Crew works onboard the aircraft. This
will reflect on the crew manifest. The minimum number of Airline Cabin Crew and their seating
arrangement on flights shall be in accordance with Aircraft Rule 38 B.
Ÿ All communication during line operations shall be in English. When conversing over the interphone,
conversation shall begin with identification and designation of Airline Cabin Crew.
Ÿ The Lead (Senior Cabin Crew) will always be assigned the L1 jump seat.
Ÿ The remaining jump seats will be granted in an order of seniority. The L2 position on flights has a
significant responsibility and is accountable for the entire aft zone both in regards to passenger
comfort and safety. Whenever an Airline Cabin Crew member who has been assigned the L2 works;
she/he shall wear the “Second in Command” badge.
Ÿ

The onboard aircraft chain and succession of command is listed below in descending order:
Position (Minimum Crew)
Pilot-in-command
First officer
L1
L2
R2 (shall occupy swivel seat)
R1
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Aviation Limited

IFF 007

Cabin Crew Manifest

Issue 2 Rev 1
A-320

CABIN CREW MANIFEST
BASE

Origin of Flight

DATE

DD-MM-YY

A/C REG
SNY :1

Capt.

2
F.Q.

NAME :

EMP-Code:

l

R1

L1

L2

R2

Check Crew
Observer

LEAD SIGN

CAPT SIGN.
Page no : 1 of 1

Fig 4.1.1 (a) Airline Cabin Crew Manifest

95

Participant Handbook

4.1.1 Cont...
Position (if 5th and 6th crew are
present onboard)
Pilot-in-command
First officer
L1
L2
R2
R1
R2B if 5th crew onboard (shall
occupy swivel seat)
R2C if 6th crew onboard (shall
occupy R2B jump seat)
Airline Cabin Crew assigned a particular work position will be responsible for the corresponding main cabin
door:
Position
L1
L2
R1
R2

Door
First door on aircraft left
Second door on the aircraft left
First door on aircraft right
Second door on the aircraft right

Other exits in the cabin:
OWL 1
OWL 2

First over wing exit on the left
Second over wing exit on the left

OWR 1
OWR 2

First over wing exit on the right
Second over wing on the right

Each Airline Cabin Crew assigned work position has an area of responsibility on the aircraft as follows:
Position
R1
R2
L2

Area of responsibility
Rows 1 – 11
Rows 12 – 21
Rows 22 – 30

After completing pre-flight briefing Airline Cabin Crew must proceed for a joint briefing with the pilots
(Note: briefing with sky marshals to be done if required).
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Joint Briefing
A joint briefing must be conducted before the first flight of the day or a sequence of flights for that day. The
operating crew-cockpit and Airline Cabin Crew should participate in this briefing. It should preferably be
conducted at the operations centre before take-off. However, if that is not possible (in case of captain's are
already on the aircraft, some other unforeseen condition) it should be then conducted on-board the
aircraft.
This briefing is of extreme importance from crew resource management point of view. The Lead (Senior
Cabin Crew) will hand over the crew manifest, give a self-introduction and also introduce his/her crew to
the cockpit crew. They make sure that all the crew members attend the joint briefing. If in case some crew is
not part of it, the lead will individually brief the crew.
Briefing includes crew allocation and introduction; information regarding the number of sky marshals
travelling; seat numbers and other information required by Airline Cabin Crew such as:
Ÿ In-flight cockpit-cabin communication.
Ÿ En-route weather.
Ÿ Taxi Time and Sector Time - This may be updated before the beginning of each sector.
Ÿ Entry to the cockpit procedure (normal, emergency and highjack).
Ÿ Meal requests.
After the joint briefing the Lead (Senior Cabin Crew) ensures that all the Airline Cabin Crew proceed to the
security hold area to clear the security screening and reach the aircraft on time via Airlines' cabs.
If joint briefing has not been conducted for some reason, then it should be conducted on-board.
Sky Marshals Briefing
A co-ordination briefing/meeting must be conducted with pilots, Airline Cabin Crew and Sky Marshalls
(SMs) to ensure the following:
Ÿ Familiarisation with each other.
Ÿ Co-ordination between Airline Cabin Crew and Sky Marshals: as both will clarify doubts and
communicate with each other about various contingencies.
Ÿ Spread awareness and alert Airline Cabin Crew.
Airline Cabin Crew must pay due attention to the instructions given by the Sky Marshalls. If there are any
doubts, it should be cleared during the briefing. It should be ensured that briefing is done at a secure place
so as not to compromise the identity of the Sky Marshals.
Handling Sky Marshalls:
Ÿ Do not entertain any requests from passengers to exchange seats with Sky Marshals.
Ÿ All crew members should be aware of the seat numbers of Sky Marshals.
Ÿ Assist Sky Marshals if their seats have been allotted to passengers by mistake and resolve the issue at
the earliest.
Ÿ Do not address Sky Marshals on aircraft PA system. Do not disclose their identity to any unauthorised
person.
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Ÿ The Airline Cabin Crew should be able to carry out general profiling of all passengers entering the
aircraft. Any suspect observed should be intimated to the Sky Marshals.
Ÿ In case of a disturbance with passengers, do not expect any involvement from the Sky Marshals; unless
there is a threat to the aircraft or passengers.
Cockpit – Lead (Senior Cabin Crew) briefing in the Aircraft includes:
Ÿ Serviceability and status of galley, safety equipment and the passenger cabin.
Ÿ Ascertaining the choice of meals of pilots and agree on when these should be served so as to cause
least disruption to on-board cabin services.
Briefing on short taxi:
Crew must be ready for demonstration keeping a short taxi in their minds. The demonstration
announcement is essential on all flights before take-off. The Lead (Senior Cabin Crew) must take briefing
from the cockpit crew regarding the taxi time on ground for each sector and plan accordingly. Crew will
ensure that their seatbelt and harness is set as per individual requirement at the time of conducting preflight check.
Emergency Situation Briefings:
Emergency situation briefings are to be conducted amongst crew and for passengers in the event of an
emergency. These briefings are specific and concise, keeping in mind the importance of time in such
situations and to avoid uncertainty.

4.1.2 Passenger Briefings
The following are the mandatory briefings for daily operations:
Ÿ Overwing exit row briefing: regarding when and how to use the exit before take-off.
Ÿ Parent with infant briefing : regarding precautions and safety aspects before take-off (if applicable).
Ÿ Unaccompanied minor briefing: to a child between 5-12 years travelling alone, before take-off (if
applicable).
Ÿ 3 point briefing: to non-ambulatory passenger before take-off (if applicable)
Ÿ Modified briefing: to the visually and hearing impaired before take-off (if applicable)
Ÿ Emergency briefings: as per the situations
All Airline Cabin Crew must ensure that briefings are conducted thoroughly and check for passenger's
understanding. The briefings must be clear and concise. Crew member must ask passengers which
language they would like to be briefed in.
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UNIT 4.2:
1.1: Receiving
About theand
Programme
Welcoming Passengers
Unit Objectives
At the end of this unit, you will be able to:
Ÿ greet the incoming passengers in a courteous manner.
Ÿ assist the passengers by directing them to their assigned seats.
Ÿ assist the passengers in storing hand baggage in the overhead bin.
Ÿ describe the procedure for serving meals to the passengers.

4.2.1 General
A very important part of being an Airline Cabin Crew is helping passengers get onto aeroplanes. As an
Airline Cabin Crew, you will need to be at the gate for each flight. The passengers are given information
about the gate, the flight and their tickets.
Passengers are also informed about when it is time to get on the flight.
Airline Cabin Crew will call one group of passengers at a time. Each group of passengers is determined by
where their seats are on the plane.
Types of seats:
First class - The passengers sitting in the first rows are in first class seating. The seats in first class have more
space for passengers to move around. The seats are usually bigger and more comfortable. First class
passengers may also receive special services while on the flight. For these reasons, first class seats are more
expensive and the first class passengers get to board the plane first.
Business class - Seats in business class have less special services and benefits than first class, but they are
better than economy seating (see below for definition). Business class seats are usually a little bit less
expensive than first class seats.
Economy class - Economy class seating is where most passengers will sit. These tickets are less expensive
than first class. This is also known as coach seating.
Aisle seats - The aisle is the hallway where people can walk on the plane. Aisle seats are the seats closest to
the aisle.
Exit row - The exit row is the row of seats near the emergency exit. You will need to make sure that strong,
healthy people sit in these rows. For example, elderly people and children should be seated elsewhere. If
there is an emergency, somebody strong must be able to open the emergency exit door.
Standard - Standard seats are normal seats that have no restrictions (such as exit row seats, where some
passengers should not sit) and have no special services (such as extra space).
Bulkhead - Bulkhead seats offer more legroom (extra space where passengers can stretch out their legs and
be more comfortable). There are not many of these seats on a plane.
Airline Cabin Crew must give information to the passengers at the gate. There is usually a microphone at the
gate, which makes voice much louder. Use this microphone to give instructions to all the passengers. Say
whose turn it is to come to the gate, show their documents and board the plane.
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Meal Service and Course
A meal consists of several courses and types of food.
The meal services are broadly classified into two main categories, namely:
Ÿ Major meal service
Ÿ Minor meal service
The procedure for serving meals to passengers differs for each of the various classes: business, executive
and the economy in an aircraft.
Major Meal Service

Fig 4.2.1 (b) Major Meal Timings

Fig 4.2.1 (a) Major Meal (typical)

The major meal service is provided on long sectors where more than 45 minutes are allocated for the whole
procedure. The main course is served fresh and hot.
The beverage service generally precedes or accompanies it. This meal service is more long and detailed.
Components of Major Meal Services
Major meals mainly comprise breakfast, lunch and dinner. Different
kinds of food and beverages are served during three different meal
courses.
Breakfast consists of:
Ÿ Juice
Ÿ Tea/Coffee
Ÿ Fruit compote (diced/sliced mixed fruit)
Ÿ Main course (choice of vegetarian or non-vegetarian food)
Ÿ Breads with butter and preserves (Jam/Honey)
Lunch/Dinner comprises:
Ÿ Appetizer/Starter/Hors d'oeuvres (first and business class
only)
Ÿ Salad
Ÿ Soup (first class only)
Ÿ Main course/entrée with accompaniments and breads
Fig 4.2.1 (c) Components of Major
Meal (typical)

Ÿ Dessert
Ÿ Fresh fruits/cheese (first and business class only)
Ÿ Tea/Coffee
Ÿ Supper, but soups are not included in it.
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Minor Meal Service
The minor meal service is conducted on flights of short duration or on a long sector where a small meal
needs to be provided. This meal service is short panned.

Fig 4.2.1 (e) Minor Meal Timings (typical)
Fig 4.2.1 (d) Minor Meal (typical)

Components of Minor Meal Services
Minor meals mainly comprise breakfast and snacks.
Continental breakfast consists of:
Ÿ Tea/Coffee
Ÿ Bread with butter and preserves
Ÿ Juice
Ÿ Fruits (optional)
Ÿ Dessert
Mid morning snacks consist of:
Ÿ Tea/Coffee
Ÿ Cold main course (sandwiches and puff pastries)
Ÿ Fruits (optional)
Ÿ Dessert
Fig 4.2.1 (f) Components of Minor
Meal (typical)

Afternoon tea consists of:
Ÿ Tea/Coffee
Ÿ Main course (hot/cold)
Ÿ Dessert
Collation consists of:
Ÿ Tea/Coffee
Ÿ Open sandwiches/cold cuts/cheese and bread
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Meal Service Procedure for Economy/ Coach Class

The large number of passengers and the limited time to serve
them makes it mandatory that the meal service in the economy
class should be fast.

Fig 4.2.1 (g) Meal Service Economy Class (typical)

The main course is arranged on the cart and the passengers are given their choice of meal. The choice of
meal is restricted to two non-vegetarian and one or two vegetarian meals. Beverages are arranged on the
beverage cart. Tea/coffee is generally served in hand-held pots.

Fig 4.2.1 (h) Meal Service Economy Class (typical)

The different meal services offered to the economy class passengers are:
Ÿ Breakfast service
Ÿ Main meal service
Ÿ Snack service
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Meal Service Procedure for Business/Club/Executive

Fig 4.2.1 (i) Meal Service Business/Club/Executive (typical)

The most special service onboard is provided to the business/club/executive class passengers.
Be it beverage service or food service, proper attention is paid to make the service exclusive and
personalised.
The crew members follow a particular style or pattern while serving meals to these classes. Food and
beverages that are to be offered are set on a trolley and are served to the passengers.
A full range of alcoholic and non-alcoholic beverages are served before every course of meal. Fresh and
warm bread from the oven is served in a basket. At the end of the service, tea and coffee are offered to the
passengers.
The different meal services for the business class include:
Ÿ Breakfast service
Ÿ Main meal service
Ÿ Snack service
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4.2.2 Passenger Boarding
Boarding is the process of getting passengers aboard the aircraft. Certain stations will require a 40 minute
turnaround time. This is the amount of time a station has before chocks are to be removed (for departure).
Boarding commencement time will be 30 minutes prior to departure at these stations. Other stations will
require a 30 minute turnaround time. Boarding commencement time will be 20 minutes prior to departure
at these stations. The Lead (Senior Cabin Crew) will coordinate with the customer service agents for the
exact boarding time. The captain shall inform the cabin crew about delays, if any. Passengers will board
through the L1 and L2 doors respectively. (This may vary from station to station). This may vary during
certain conditions like heavy rainfall etc.
Pre- Boarding
Passengers with special needs are pre-boarded to give them a little extra time to board the aircraft without
being rushed. If possible, operators pre-board the following people:
Ÿ Elderly
Ÿ Passengers with reduced mobility.
Ÿ Unaccompanied minor
Ÿ Deportees
Ÿ Prisoners
The Lead (Senior Cabin Crew) will make an announcement to the Airline Cabin Crew over the public address
system, crew members to station for pre-boards. All Airline Cabin Crew must be ready for pre-board
passengers. Airline Cabin Crew will be assigned pre-board passenger in their area of responsibility and will
be responsible for briefing them as applicable. The Lead (Senior Cabin Crew) will inform the captain about
these special passengers and pre- boarding
(Note: In special circumstances when less time is available, pre-boarding may not happen. All passengers
will board at the same time).
Airline Cabin Crew boarding positions:
During boarding the Airline Cabin Crew must be in their designated boarding positions as per the following
tables:
Single or 1 point boarding (boarding only from L1 door)
Cabin crew Position
Duties
L1
Forward
L1 is to greet passengers (using 6galley
point greeting) assist, complete
paper work, announcements and
conduct the completion of the
boarding in co-ordination with the
customer service agent and the
captain. She/he will assist with seatverification and any other important
information they may need for
flight.
R1
Row 1 – 11
She/he will assist passengers with
their baggage and seat location.
R2
Row 12 – 21
She/he will assist passengers with
their baggage and seat location.
L2
Row 22 – 30
She/he will assist passengers with
their baggage and seat location.
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2 point boarding (boarding from L1 and L2 doors)
Cabin crew Position
Duties
L1 and L2
At L1 and L2 L1-same as 1 point boarding.
door
L2 same as L1.
respectively
R1 and R2
Row 1 – 15 and Same as 1 point boarding.
16 – 30
respectively
Completion of boarding:
On completion of boarding the following should be ensured:
Ÿ The Lead (Senior Cabin Crew) is to verify with the customer service agent for the final count of
passengers and ensure receiving of passenger manifest. In case of any discrepancy, the customer
service agent might ask the Lead (Senior Cabin Crew) to take a head count. Airline Cabin Crew should
ensure that the passengers at the overwing exit rows and all special passengers in their area of
responsibility are briefed.
Ÿ The Lead (Senior Cabin Crew) shall ensure that the following details are shared with the rest of the
crew members, with R1 directly and with the aft crew through L2:
Ÿ Load details with infant count.
Ÿ VIP/ CIP details. Crew is desired to recognise such passengers so that the entire team extends
the special treatment to such a passenger.
Ÿ Count of WCHR's onboard: Crew is desired to recognise such passengers so that the entire
team extends the desired treatment to such a passenger under normal and emergency
situations.
Ÿ Unaccompanied Minor (UMNR) travel with seat number: Crew is desired to recognise such
passengers so that the entire team extends the desired treatment to such a passenger under
normal and emergency situations.
Ÿ Any other information as deemed fit by lead.
Ÿ L2 will also inform L1 of any special handling cases in the aft.
Ÿ L1 and L2 will be responsible for checking the lavatories for:
Ÿ No one is in the lavatory for take-off.
Ÿ The lid to the commode is closed.
Ÿ Rubbish container is closed and secured.
Ÿ L1 and L2 are also responsible for latching the lavatories for all take-off and landings.
Ÿ The customer service agent must hand over load and trim sheet to the Lead (Senior Cabin Crew),
except in case the station and aircraft is equipped with an ACARS (Aircraft Communication and Report
System).
Ÿ The Lead (Senior Cabin Crew) will then inform the captain that the boarding is complete and if the
doors can be closed.
Ÿ The Lead (Senior Cabin Crew) will close the cockpit door before closing L1 door and post flight, open
the cockpit door after opening the L1 door.
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Giving Safety Instructions
When all the passengers are on the aeroplane, Airline Cabin Crew must welcome them. Give safety
instructions and read the safety instructions into a microphone so that all the passengers can know what to
do if there is an emergency. The other Airline Cabin Crew will demonstrate how to use emergency
equipment.
Flying can sometimes be stressful and passengers can get hurt if they are not given good instructions. A big
part of being an Airline Cabin Crew is making sure that everybody stays safe and healthy.
Primary role is to keep people calm and keep things organised and also need to make sure that people
follow the rules and policies of the aeroplane.
Here are some things that Airline Cabin Crew might need to say to passengers to keep them safe:
Ÿ Please stow (store) your luggage properly in the overhead compartments.
Ÿ Please fasten your seat belts.
Ÿ Please seat back to upright position.
Ÿ Please remain seated.
Ÿ Please return to your seats.
Ÿ Please turn off all the electronic devices.
Ÿ Please disable WiFi on all electronic devices.
Ÿ Please fill out the forms for Immigration and Customs.
Airline Cabin Crew must pay attention to what is happening and what information the pilot and co-pilot are
giving. Need to update the passengers in the following cases:
Ÿ Route changes
Ÿ Delays
Ÿ Bad weather
Ÿ Turbulence
If passengers are scared, angry and nervous or upset; be polite and kind. Try to smile and keep them happy.
Use these phrases to calm down the passengers:
Ÿ Sir/Ma'am, please remain calm and explain the problem to me.
Ÿ Sir/Ma'am, I am here to help you with whatever you need.
Ÿ Sir/Ma'am, I understand that you feel scared/angry/nervous/upset/sick. Please let me know how I can
help you.
In-flight announcements
In-flight announcements are made on all airlines and on every sector. Usually the cabin crew working in the
forward zone of the aircraft (that is close to the cockpit/flight deck) makes the announcement, as prior to
take -off and prior to landing, he/she can get the flight details from the crew.
P.A (Passenger Address) announcements are made first in the National language of the carrier (Airline) –for
e.g. On Indian airlines the Hindi announcement will be made first, while on Air France, the French
announcement will be made first and then the English announcements are made.
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The main functions of these announcements are:
Ÿ To greet the passengers when they board the aircraft before the start of the flight.
Ÿ To give them information regarding the flight like the distance flown, flying time, meals that are going
to be served etc.
Ÿ To appraise the passengers of the various emergency procedures for the flight including the
demonstrations for the safety equipment like the oxygen mask and life jacket.
Ÿ To give specific information regarding the destination-some strict laws, rules and regulations etc-for
e.g. liquor is not allowed into most countries in the Middle East, fresh foods are not allowed into the
USA and photography is prohibited in and over most airports in India.
Ÿ To wish passengers 'Good bye' when they deplane and thank them for flying with your airline.
In-flight announcements 'TEXT' differ from airline to airline even though the 'Gist' of a specific kind of
announcement is the same on most. These announcements can be broadly categorised into:
Prior to take-off announcements
Ÿ Door closing
Ÿ Greeting and flight information
Ÿ Safety demonstration drill
After take-off announcements
Ÿ Emergency signs 'off' announcement
Ÿ Bad weather
Ÿ In –flight entertainment (names of movies/ serials/ documentaries)
Ÿ Duty free sale
Ÿ Commencement of food service (the meal to be served)
Prior to landing
Ÿ Fasten seat belt sign
Ÿ Destination specific announcement
Ÿ Bar closing
Ÿ Disembarkation card –filling and regulations
After landing
Ÿ Thanking the passengers
Ÿ Crew change
Ÿ Airport specific announcement
Ÿ Delay/connecting flights/gate number etc., special announcements.
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Announcements should be made in a 'clear and crisp' voice. They should be spoken slowly, with some
emotion, in a neutral accent and good diction so that all passengers can understand them and need not ask
the cabin crew to repeat any of the information included in the announcements. A good announcement
gives the initial 'Feel Good' factor about the flight to the passenger, thus making the whole flight easier on
the passenger and the crew. Announcements are made from the handsets that are located usually at every
crew station on board.
Prior to take-off
Before the door is closed or while it is closed, this announcement is made.
“Ladies and Gentlemen, on behalf of Captain ________ and the entire crew, we would like to welcome you
aboard_______(Flt number and airline name) non-stop service to _______(then continuing on to
_________). We will be flying at an altitude of________ feet/ meters at a speed of _____ miles per
hour/kilometres per hour. Our flight time today/to ________will be of ________hours and _____minutes.
At this time, make sure your seat backs and tray tables are in their full upright position. Also make sure your
seat belt is correctly fastened. Thank you”.
When the door is closed and the aircraft is about to pushback, the Captain or the Lead (Senior Cabin Crew)
will make an announcement intended to the Airline Cabin Crew.
“Airline Cabin Crew, please prepare for gate departure”.
“Airline Cabin Crew, doors on automatic, cross –check and report. Thank you”
Depending on the type of aircraft and presence of a video system, this announcement will be made.
“Ladies and gentlemen, I'd like to direct your attention to the television monitors/screen in front of the
cabin. We will be showing our safety demonstration and would like the next few minutes of your complete
attention”.
If there is no video system, the Airline Cabin Crew do the demonstration themselves in the aisles, the
announcement might be as follows.
“Now we request your full attention as the Airline Cabin Crew demonstrate the safety features of this
aircraft”.
“To fasten your seat belt, insert the metal tip into the buckle and tighten by pulling on the loose end of the
strap. To release your seat belt, lift up the top of the buckle. Once we reach a safe altitude, the Captain will
turn off the seat belt sign but, for your safety, please keep your seat belt fastened while you're seated, as we
cannot always prevent turbulence.
In the unlikely event of a loss of cabin pressure, an oxygen mask will automatically drop down in front of you.
To start the flow of oxygen, pull the mask towards you. Place the mask over your nose and mouth, secure it
using the elastic band and breathe normally. Secure your own mask first before helping others; you may
remove the mask when indicated by an Airline Cabin Crew.
There is ______emergency exits,______forward, _______aft and______ over each wing. Please locate the
two exits nearest to your seat. In some cases, your nearest exit may be behind you. In the event of an
evacuation, leave your carry-on luggage and proceed to the exit. Floor lighting will guide you. Open the exit
by moving the handle in the direction of the arrow.
In case of an emergency landing, please assume this bracing position. If the demonstration is live: Cross
your arms and hold the top of the seat back in front of you/ bend down and grab your ankles.
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Essential on overwater flights, optional for other flights: In the event of a water landing, you will find a life
vest under your seat. This is how you place the life vest on. Open the plastic bag and remove the life vest. Slip
it over your head. Pass the straps around your waist and adjust loosely at the front. To inflate the vest, pull
firmly on the red cord, only when you leave the aircraft. If you need to refill the vest, blow into the mouth
pieces. Also your seat bottom cushion can be used as a flotation device. Each exit is equipped with an
evacuation slide, which can also be used as a life raft.
When the seat belt sign is illuminated or when requested by an Airline Cabin Crew, please turn off electronic
devices. The use of cellular/mobile phones or any electronic device operating with an antenna is forbidden
till an announcement is made.
Tampering with, disabling or destroying lavatory smoke detectors are prohibited by law.
You will find all this safety information in the card located by your seat, please read it. If you have any
questions, please don't hesitate to ask one of our Airline Cabin Crew. Thank you for your attention. We wish
you all an enjoyable flight.
Usually, the Captain will make a small briefing before take-off, sometimes indicating the priority for take-off.
“Ladies and gentlemen, we have just been cleared for take-off. Airline Cabin Crew, please be seated
/prepare for take-off. ”
After take-off
After passing above clouds or turbulence, the Captain will turn off the fasten seat belt sign, but usually, the
aircraft is still climbing to its cruising altitude. The Airline Cabin Crew will then invite the passengers to
release their seat belts if needed.
Ladies and gentlemen, the Captain has turned off the fasten seat belt sign and you may now move around
the cabin. However we always recommend keeping your seat belt fastened while you are seated. You may
now turn on your electronic devices such as calculators, CD players and laptop computers”.
Occasionally, turbulence may occur during a flight. Shortly after the seat belt sign illuminates, this
announcement will be made.
“Ladies and gentleman, the Captain has turned on the fasten seat belt sign. Please return to your seats and
keep your seat belts fastened. “Thank you”.
Prior to landing
Ladies and gentlemen, we have started our descent/in preparation for our descent into ______, please
make sure your seat backs and tray tables are in their full upright position. Make sure your seat belt is
securely fastened and all carry-on luggages are underneath the seat in front of you or in the overhead bins.
Please turn off all electronic devices until we are safely parked at the gate. The Airline Cabin Crew is
currently passing around the cabin to make a final check and collect any remaining cups and glasses. Cabin
service is now terminated. “Thank you”.
Sometimes there are special announcements to be made for the destination; they are made at this point.
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After landing
After touchdown and as the aircraft is turning off the active runway and taxing to the gate, the Airline Cabin
Crew will do one last announcement:
Ladies and gentlemen, welcome to _______airport_____ local time is_____and the outside temperature
is_______, for your safety and comfort, we ask that you please remain seated with your seat belt fastened
until the Captain turns off the fasten seat belt sign. This will indicate that we have come to a complete stop
at the gate and it is safe for you to move about. Please check around your seat for any personal belongings
you may have brought on-board with you. When you open the overhead bins, please be cautious as some
heavy objects may have shifted during the flight.
On behalf of the entire crew, it has been a pleasure serving you today and we are looking forward to see you
in one of our future flights. Have a nice day and thank you for choosing/flying_______.
Special announcements for Airline Cabin Crew change, transit passengers, boarding for deplaning transit
passengers, location of the airline lounges for the first class and club/executive class passengers etc., are
incorporated here.
Sometimes the Commander/ Co-pilot make an announcement during the flight as a part of the 'public
relation' exercise on board.
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UNIT 4.3:
1.1: Pre-departure
About the Programme
Check
Unit Objectives
At the end of this unit, you will be able to:
Ÿ summarise and explain the safety checks to be followed.
Ÿ demonstrate cabin preparation.
Ÿ perform aircraft door closing and arming.
Ÿ outline and perform over wing exit briefing to passengers.
Ÿ explain post door closing and arming procedure.
Ÿ perform announcements/briefing as required by organisational policy and regulatory policies.

4.3.1 Safety Checks
A. Importance of Safety Checks
Safety checks in daily operations are of utmost importance as they can prevent a lapse in safe flight
operations. Safety checks pertain to equipment, aircraft systems and daily operations. The following
discrepancies are to be brought to the captain's attention immediately as they adversely affect the
airworthiness of an aircraft:
Ÿ A cracked window
Ÿ Damaged door seal
Ÿ Excessive water spills or leaks
Ÿ The spindle stuck in the open position
Ÿ Obvious structural damage
Ÿ Window pane
Once onboard after stowing their baggage and QRH, the Lead (Senior Cabin Crew) and each Airline Cabin
Crew conduct the pre-flight equipment checks. (Note: equipment shall include doors, jump seats, galley
waste bin flaps and lavatories).
B. Procedures for safety checks
Equipment checks
Ÿ The Airline Cabin Crew will check the equipment in their respective zones only. Pre-flight checks are to
be conducted:
Ÿ On the first flight of the day.
Ÿ After a night halt.
Ÿ After a crew swap (After a new crew has assumed control of the aircraft cabin)
Ÿ After a change in aircraft during operations.(After a new crew has assumed control of the aircraft
cabin)
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Ÿ After an aircraft has been left unattended by flight or Airline Cabin Crew for any period of time.
Ÿ Upon completion of the pre-flight equipment check, each Airline Cabin Crew must verbally report to
the Lead (Senior Cabin Crew) that all equipment has been checked.
Each Airline Cabin Crew has an area of responsibility on the aircraft as follows:

Forward zone

The pre-flight check for the forward
entry and forward galley area and 1st
fwd., overhead bins shall be conducted
by L1 and R1 Airline Cabin Crew.
Thereafter, R1 shall pass a check: All
equipment
checked
and
found
satisfactory to the Lead (Senior Cabin
Crew) after the completion of the same.
Aft zone
The pre-flight check for the aft entry
and aft galley area and overhead bins in
the aft shall be conducted by L2 and R2
Airline Cabin Crew. Thereafter both L2
and R2 Airline Cabin Crew shall pass on
a check to the Lead (Senior Cabin Crew)
individually: All equipment checked and
found satisfactory.
In case of any deviation from standard the Airline Cabin Crews are to inform the
Lead (Senior Cabin Crew) of the discrepancy for further action.
The Lead (Senior Cabin Crew) will report any equipment discrepancies which do
not satisfy operational requirements to the captain and AME for rectification.

Galley checks and handover
R1 and L2 are responsible for checking the forward and aft galleys respectively. After completion of the preflight check, they must perform the following functions:
Ÿ Check that all catering items have been placed onboard.
Ÿ Check all service carts have brakes and all are in working order.
Ÿ Check for running water.
Ÿ Check for trash bags.
Ÿ Ensure galley and trash bins cleanliness.
Ÿ Check all service equipment in galley are properly stowed and latched and galley is secured prior to
take-off.
Ÿ Check all latches in the galley are functional.
Ÿ Check boilers are functional.
Ÿ Make sure that no circuit breakers are popped out or unserviceable.
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Ÿ Ensure that waste bin flap is spring loaded
Ÿ Check meals for cabin and cockpit crew are uplifted
Lavatory check
Other than the pre-flight checks of the lavatories, L2 is responsible for carefully checking the lavatories in
AFT and L1 is responsible for checking the lavatory in the forward for the following:
Ÿ Lavatory cleanliness
Ÿ Toilet paper
Ÿ Soap dispenser
Ÿ Toilet flushes
During transit and throughout the flight after the cleaners have departed the aircraft, it is important that all
lavatories are checked as per airlines requirements. The responsibility for service checks as conducted by
the following Airline Cabin Crew:
Ÿ R1- Lav A
Ÿ R2- Lav E
Ÿ L2- Lav D
Service carts
The service carts or trolleys are used to store catering and merchandise items and for food and beverage
service on the flight.
Stowage and normal use: The trolleys kept in the galley area should always be stowed and secured. The
trolleys will be restrained for a taxi, take–off and landing by applying the red brake and also the latches in
the galley (restraint mechanism) area. The trolleys kept in the galley area should always be stowed and
secured. Airline Cabin Crew must not leave carts or trolleys unattended in the aircraft aisle unless the
breaking devices are engaged.
Use during an emergency and in case of turbulence (mild and moderate); if the cart is in the cabin, the cart
brakes will be applied immediately by the Airline Cabin Crew as soon as the seatbelt sign comes on. For
Moderate turbulence-cart will be rolled back to the galley and secured and latched. In case of severe
turbulence, the cart brakes will be immediately applied and the cart will be stowed in the diagonal position
(wedge the cart) in between two rows.
As part of pre-flight check, the Airline Cabin Crew responsible for the galley L1 and L2 will check if the brakes
and locks of the trolleys are serviceable or not. This check is done by applying the red brake paddle at the
base of the trolley and check if the trolley moves after the brake is applied. If the cart remains locked in
position, it implies that the braking devices are operative. Pressing the green paddle will release the cart.
Airline Cabin Crew will inform the Lead (Senior Cabin Crew) in case there is any discrepancy pertaining to
the serviceability of the carts on the ground, so that she/he can inform the catering staff to replace the cart
before departure. The Lead (Senior Cabin Crew) will place the catering equipment unserviceable sticker
(available on the aircraft) on the cart and write the cart serial number, station of catering and flight number
on the flight report for further action.
If a defective braking device is discovered during the flight, the cart shall be stowed and not utilised for cabin
service.
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Unserviceable stickers:
These stickers are displayed by the Airline Cabin Crew on any catering equipment that is unserviceable like
jugs, flasks, POS machines etc. The Lead (Senior Cabin Crew) will make an appropriate entry in the flight
report about the unserviceable equipment, its description and flight number.
The Lead (Senior Cabin Crew) has the overall responsibility to ensure checks are carried out for the entire
cabin.
Additional Checks
The Airline Cabin Crew will check the following in their zones:
Ÿ Clean tray tables.
Ÿ Safety information cards and air sickness bags in seat pockets in their area of responsibility.
Ÿ Clean seat pockets and tray tables.
Ÿ Suspicious/unclaimed items that do not belong.
Ÿ Carpet cleanliness.
Ÿ Workable seatbelts.
Ÿ Seatbelts are not hanging and are placed properly overlapping each other.
Ÿ Window shades up on all rows ( down for overwing exit rows)
Ÿ All seatbacks are straight.
Ÿ Headrest covers are on each seat.
Ÿ Life Jackets are present under each seat
Ÿ Window shades closed except for over-wing exits.
Ÿ Reading lights to be switched off (if not in use.)
Pre-flight checks to the Captain
The Lead (Senior Cabin Crew) shall go to the flight deck immediately when the captain comes in and brief
the following:
Ÿ Introduce self and the other crew members by handing over the Airline Cabin Crew manifest (if a joint
briefing has not taken place at the operations centre).
Ÿ Status of emergency equipment.
Ÿ Serviceability of galley and passenger cabin.
Ÿ Reconfirm the emergency code and unlawful interference code.
Ÿ Due to heightened security measures, the captain shall discuss any new/relevant Notice To
Aerodrome Certificate Holder (NOTAC) and Bureau of Civil Aviation Security (BCAS) procedures.
Passenger Address System Check
The captain will announce PA check. The Lead (Senior Cabin Crew) will check for the clarity of the
announcement and report to the captain:
Ÿ If the check is satisfactory: PA check loud and clear.
Ÿ Check unsatisfactory: PA not loud and clear (reasons to be given: needs to be louder/too loud, voice
muffled etc.).
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On completion of boarding, Airline Cabin Crew must close doors and arm slide once instructions from the
cockpit are received.
Baggage Verification
After all the passengers have boarded, L2 will pass the first part of the baggage verification check to the
Lead (Senior Cabin Crew) verbally, in person or via interphone after ensuring all crew and passenger bags
are stowed in galleys and overhead bins respectively. The standard verbiage is as follows: “All baggage is
stowed and verified.”
The second part of the baggage verification check shall be given post door close stating that all passengers
are seated and all briefings have been conducted in the cabin. Verbiage for second part of baggage
verification is as follows: there are ___ infants in the cabin and ___ no. of overwing passengers and all
briefings are complete.”
(Note: Airline Cabin Crew will ensure that all the passengers are seated and overhead bins are closed before
aircraft movement on ground. Each Airline Cabin Crew will be responsible for closing the overhead bins in
their area of responsibility, so as not to hurt passengers or self, as there is risk of bags falling and causing
injury. Exercise greater caution when opening the overhead bins)
Door Closing and Arming
Door closing procedure
Airline Cabin Crew must close the doors before the departure on hearing captain's announcement, “All
ground personnel to deplane please, Airline Cabin Crew close all doors”. Airline Cabin Crew will check the
following areas to ensure that all the ground personnel have deplaned and will pass a check to the Lead
(Senior Cabin Crew).

L1
L2

Forward galley lavatories and flight deck
Aft galley lavatories and informs L1 of aft
clearance
R1
Rows 1-14 and informs L1
R2
Rows 15 - 30 and informs L2
If any ground personnel are onboard, Lead (Senior
Cabin Crew) will inform cockpit and will not close
the doors till they do not deplane.
The port side doors will be closed first. Each Airline Cabin Crew will need a witness for door closing
procedure for L1 it will be R1 and vice versa and for L2 it will be R2.
Precaution: Please ensure the door is clear of foreign objects like spoons, bottle caps etc. These foreign
objects may result in the improper closing of the door. (Note: The Airline Cabin Crew should be prepared to
respond to the announcement for door closure immediately..)
Door arming procedures
Ÿ Airline Cabin Crew must wait for the captain to announce “Airline Cabin Crew arm all slides” (This will
be done once the ramp or step ladder has been removed to a safe distance).
Ÿ The Lead (Senior Cabin Crew) will make this announcement only if a command is not heard from the
captain and the aircraft begins to move and the engines have started. In this case, the Lead (Senior
Cabin Crew) will mention this in her report.
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Ÿ On hearing this instruction Airline Cabin Crew in the forward and aft galleys (L1 and R1 forward / L2
and R2 aft) will proceed to the port side doors; as the port side door slides will be armed first. Each
Airline Cabin Crew will need a witness for the slide arming procedure for L1 it will be R1 and vice versa,
for L2 it will be R2 and vice versa.
Ÿ Airline Cabin Crew should ensure that they arm their respective slides only.
Ÿ The PIN-LEVER-PIN method will be used to arm the slide.
Ÿ After arming the slide the red flag should not be visible and Airline Cabin Crew responsible for the door
must cross-check the slide arming status.
Ÿ The witness will now visually and physically cross-check the same.
Physically touch the arming/dis-arming lever to ensure it is completely flushed to the door surface. Visually
check that the arming indicator reads ‘ARMED’ in red colour.
Ÿ The same procedure will be repeated on the starboard side door slides.
Ÿ Once both doors are armed each Airline Cabin Crew must give the arming check to the Lead (Senior
Cabin Crew) individually. The verbiage suggested is:
Ÿ Hi, I am (name), (work position), my slide is armed and cross-checked.
Ÿ The captain will receive the indication on the ECAM in the flight deck. The Lead (Senior Cabin Crew)
will not inform the captain that all doors are armed; however she/he will check FAP to ensure that all
the doors are armed. If for any reason, the doors need to be opened after they have been armed the
ground force contacts the captain. The information to disarm the door will be passed on by the Pilot-in
-Command (PIC) to the Lead (Senior Cabin Crew) and the door to be opened after disarming.
Confirmation to do so shall be required from the Captain. If anyone knocks for the door to be opened,
the Lead (Senior Cabin Crew) /Airline Cabin Crew will disregard and seek permission by the PIC. The
Lead (Senior Cabin Crew) shall not insist on the captain making an announcement to disarm the slides.
This is an abnormal situation and the captain's instructions should be followed.

4.3.3 Doors (Airbus A320)
There are 4-floor level exits/doors on the Airbus A 320.All four doors are identical in size and operation. The
doors are referred to as the L1-fwd. port side, R1-fwd. starboard side, L2 aft port side and R2 aft starboard
side. They are equipped with an evacuation device (escape slide or slide raft) and become emergency exits
in case of an evacuation. All doors in the aircraft open outwards and forwards. The port side doors are used
for boarding and disembarkation and the starboard side doors are used for servicing purposes. Each Airline
Cabin Crew is responsible for all operations related to the door as per work allocation.
Features
Each door has the following features:
Ÿ A control handle: to open and close the door.
Ÿ Door assist handles: to help in opening of the door (on the door).
Ÿ Door frame assist handles: to enhance safety while operating the door (on the frame of the door).
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Ÿ An observation window: used to check external condition before opening the door.
Ÿ Slide pack: on the lower portion of the door contains an evacuation device (escape slide or slide raft)
which deploys when the door is opened in the armed mode.
Ÿ Door arming / disarming lever: is used to arm and disarm the door. Some of the aircrafts are equipped
with a plastic guard above the lever.
Ÿ A safety pin with a red flag: located beside the arming / disarming lever which is used in the process of
arming and disarming the door.
Ÿ Door access hole: is the stowage for the safety pin when the door is disarmed.
Ÿ Door support arm: The door support arm on the door houses, a pneumatic assist mechanism which
helps in opening of the door when in the armed mode.
Ÿ Door support arm access hole: is the stowage for the safety pin when the door is armed.
Ÿ Gust Lock: is located on the door support arm and it locks the door when in the open position.
Ÿ Arming/disarming indicator: is located next to the arming / disarming lever and indicates whether the
door is armed or disarmed.
Ÿ Door locked/unlocked indicator: is located on the top portion of the door and indicates whether the
door is opened or closed.
Ÿ Slide armed warning light: is located next to the observation window and illuminates white, if the door
is being opened in the armed mode.
Ÿ Cabin pressure warning light: is located next to the observation window and flashes red, if there is
residual pressure in the cabin after; the aircraft has come to a complete halt, the engines are OFF and
the door is disarmed.

Fig 4.3.3 (a) Airbus A320 Main Door
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Fig 4.3.3 (b) Airbus A320 Main Door

Operation: Opening
Ÿ Check that the door is disarmed. The slide arming / disarming lever must be in the disarmed position
(protruding out) and the safety pin must be stowed in the door access hole and the door arming /
disarming indicator should read DISARMED in green .
Ÿ Check that the cabin pressure warning light is not flashing red. Do not attempt to open the door if the
cabin pressure light flashes, the door may open violently as the cabin is not completely depressurised
(abnormal exit operation). Inform the Lead (Senior Cabin Crew) about it, who in turn will inform the
cockpit crew and the cabin will be depressurised.
Ÿ Check outside conditions are favourable to open the door.
Ÿ Hold the door frame assist handle.
Ÿ Lift the door control handle up slowly and keep a check on the slide arm warning light. If the light
illuminates, do not attempt to open the door as this indicates the door is still armed. This could occur
even if the arming indicator reads disarmed (abnormal exit operation). Airline Cabin Crew must
immediately push the door control handle down.
Ÿ Lift the control handle completely up.
Ÿ Push the door outward and forward by using the door assist handle until you hear a click sound of the
gust lock. It indicates that the door is locked in its fully open position.
(Note: If the main door is opened from outside in the armed mode, the arming lever moves up and the door
is automatically disarmed.)
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Operation: Closing
Ÿ Hold the assist handle on the door frame.
Ÿ Press the gust lock on the door support arm to unlock the door in the open position.
Ÿ Ensure that the door area is clear and hold the assist handle on the door frame.
Ÿ Slide pull the door rearwards and inwards until it is in front of the doorframe, then pull the door
inwards and lower the door control handle.
Ÿ Make sure that the door is properly locked by checking the door locking indicator which must be green
and read LOCKED.
(Note: If the LOCKED indicator is not completely green, reopen the door, check the door sill and, if it is a clear
area, close and check again. Never leave a door half open. It must be either fully open or closed.)
Arming
Ÿ To arm the door, the PIN/LEVER/PIN method must be followed.
Ÿ Remove the safety pin from the door access hole.
Ÿ Push the yellow arming lever down to the armed position (make sure it is flushed with the door).
Ÿ Secure the pin in the door support arm access hole.
Ÿ Check the arming/ disarming indicator. It must be red and should read ARMED
Ÿ The red flag must be stowed and not visible.
Note: For some of the aircrafts, lever may be protected and guarded with a plastic cover. The first step in the
PIN/LEVER/PIN method will include removing the protective plastic cover.
Disarming
The method to disarm the door is as follows:
Ÿ Follow PIN/LEVER/PIN method.
Ÿ Remove the safety pin from the door support arm access hole.
Ÿ Lift the yellow arming lever fully up to the disarmed position.
Ÿ Stow the safety pin back in location (door access hole) to avoid any inadvertent movement of the lever.
Ÿ Check the arming /disarming indicator. It must be green and read DISARMED.
Ÿ Secure the safety pin in door access hole with red flag visible.
Note:
For some of the aircrafts, lever may be protected and guarded with a plastic cover. Remove the plastic cover
before operating the lever.
It is imperative that, the safety pin with red warning flag must be installed to indicate that the door is
disarmed and prevent inadvertent movement of the slide arming lever.
Potential Hazards Associated with Door Operation
If proper precautions are not taken during door operations then there could be an inadvertent slide
deployment. The slides are large and when they inflate, they do so with considerable speed and force. One
could, conceivably, cause substantial damage.
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The table below is a non-exhaustive list of hazards and consequences related to an Inadvertent Slide
Deployment.

Hazards
• Ineffective communication
• Door opening/closing
• Different aircraft
types/procedures
• Operational environment
• Time pressure
• Distraction
• Insufficient training
• Unclear SOPs
• Irregular or abnormal
operations e.g. diversions,
ferry flights, return to
stand/gate
• Fatigue
• Technology

Consequences
• Inadvertent slide deployment
• Falling from height
• Damage to aircraft and
equipment
• Entrapment/injury during
normal door operation
• Injury or death
• Serviceability of aircraft and
cancellation with
compensation payment to
customers
• Slide repair/servicing costs
• Delays
• Media interest

4.3.4 Able-bodied Passengers (ABPs)
Briefing for overwing Exits (Emergency Landing)
The following briefing is to be given to each ABP for each side of the overwing exits after identifying each
ABP 1 to 5, R1 and R2 are responsible for briefing these ABPs. R1 – port side and R2 – starboard side:
Ÿ To all ABPs: “Remain seated until the aircraft has come to a complete stop and you hear the commandOpen Your Seat Belts.”
Ÿ To ABPs 3,4 and 5: “On hearing this command, create a barrier facing the ABP 1 and ABP 2 by
interlocking your arms at the elbows to avoid anybody from pushing them as they open the overwing
exit.”
Ÿ To ABPs 1 and 2:
Case 1: “The two of you are responsible for opening these exits. Before opening the overwing exit,
you shall assess the conditions outside. You will be looking for any fire, smoke, structural damage or
any other obstructions. In case of these signs, you both will block the exit and shout the commandExit blocked, go that way, use that exit (Show other available exits).”
Case 2: “In case the conditions outside are favorable, you will open the overwing exit. To open the
exit remove the cover plate and place it under the seat in front of you. As you do so, you will see a
control handle. Pull it down. When you pull it with force, the exit will come out completely. There is
a slide fitted which will inflate automatically towards the rear of the wing. Throw the exit outside,
towards the front of the aircraft and away from the slide. If the slide does not inflate, there is a red
handle inside the frame, towards the left/right on top. Pull it down. If it still does not inflate block
the exit and redirect the passengers.”
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Case 3: “You shall now re-assess the conditions outside. You will be looking for any fire, smoke,
structural damage, slide not deployed/inflated or any other obstructions. If these signs exist, you
will block the exit and shout the commandExit blocked, go that way, use that exit. (Show other available exits).”
“If the slide has deployed and outside conditions are safe you will get out of the aircraft using the
leg, body, leg technique and slide down the slide and hold one end of the slide for stability. You will
assist passengers off and away from the slide.”
Ÿ To ABPs 3 and 4: “Once the exits are open you will slide down the slide and stand to one side of the slide
and assist passengers off and away from the aircraft.”
Ÿ To ABP 5: “You will stay outside towards the leading edge of the wing facing the slide hold onto the exit
frame, call passengers to exit by shouting the commandsLeave your luggage, come this way exit foot first, run, jump into the slide.”
“You will evacuate if there is a danger to you or after everyone in your area has exited the aircraft. You
will then move away from the aircraft and gather passengers away from the aircraft, do not allow them
to smoke, re-enter the aircraft and conduct a head count.”

4.3.5 Post Door Closing and Arming Procedures
Once passenger boarding is complete and the aircraft doors have been closed and armed, after the
welcome announcement, the Lead (Senior Cabin Crew) will make the safety demo announcement. Airline
Cabin Crew will take the following demo positions and demonstrate safety features in synchronisation with
the Lead (Senior Cabin Crew) announcement:

Airline
Cabin
Crew
L1

Demo
Position
Aft galley

R1
R2
L2

Row 1
Row 12
Row 22

The announcement is either pre-recorded or made from the aft galley to ensure the safety of the
passengers. Airline Cabin Crew shall ensure passengers are familiar with location and use of seat belts,
emergency exits, life jackets, oxygen masks, other emergency equipment provided for individual use,
including safety briefing cards (the demo equipment for the same is to be used). It is a mandatory to
conduct safety demonstration before the take-off.
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Securing the Cabin
After the safety demonstration, the Airline Cabin Crew shall check the following while securing the cabin in
their area of responsibility and give a security check to the Lead (Senior Cabin Crew).
Ÿ Tray tables stowed.
Ÿ Seat back upright
Ÿ Window Shades open.
Ÿ Service carts/trolleys are secured
Ÿ Passengers have fastened their seat belts.
Ÿ All baggage to be in the overhead bins or under the seat in front.
Ÿ No baggage to be placed in the aisle or front of the exits.
Ÿ R2 and L2 will ensure no bags are stowed on the over-wing exit rows.
Ÿ Trash bags must be secured in lavatories for take-off and landing.
Ÿ All exits clear of any obstruction.
Ÿ Galleys to be secured: all carts SMUs to be closed and latched, boilers to be switched off.
Ÿ Lavatories to be vacated and latched and lid of the commode put down.
The Lead (Senior Cabin Crew) will check the entire cabin once all Airline Cabin Crew complete securing the
cabin in their respective zones:
After securing the cabin, galley and lavatories, the following checks (conformations) must be passed
amongst Airline Cabin Crew and to cockpit crew:

R1 to L1
R2 to L2
L2 to L1

Verbal check in person: Forward cabin, galley and
lavatory are secured for take-off.
Verbal check in person: Aft cabin, galley and lavatories
are secured for take-off.
Verbal check over the interphone: Aft cabin, galley and
lavatories are secured for take-off.

The Lead (Senior Cabin Crew) will inform the flight deck that the cabin has been briefed and is secure. The
Lead (Senior Cabin Crew) will make this notification by pressing the hash (#) button on the keypad. This will
give the flight deck the indication that the cabin is completely ready for take-off. This will prevent any
disturbance to the flight deck during a sterile flight deck period.

4.3.6 Galleys
Galleys are the areas where food and beverage items catered for flights are stored. Compartments and
containers are approved for stowage for galley equipment. The safety equipment and jump seat are located
in the galley and stored in such containers. These galleys are typically equipped with the following devices:
Ÿ Trolley compartments for half size and full-size trolleys
Ÿ Water Tap
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Ÿ Water Boiler / Beverages Maker (e.g. coffee maker, water heater etc.)
Ÿ Drain Valve and Sink
Ÿ Water Shut-Off Valves
Ÿ Container (standard units)
Ÿ Circuit Breakers
In addition, galleys also consist of waste bins which are used to dispose the waste goods. All waste items
shall be disposed of in waste bins. The waste bin flaps are spring loaded to ensure that they remain closed
thereby reducing the risk of fires. Cabin crew shall ensure the functioning of the same. Cabin crew must also
ensure that the waste bin is not overstuffed and can resort to using trash bags to store excess waste.
Precautions must be taken to ensure that such bags are secured in compartments and or lavatories.
Especially during take-off and landing keeping exits clear of obstruction.

Fig 4.3.6 (a) Location of the Galley

Galleys (typical)
Note: Galley illustrations are shown to represent typical installations and features and do not reflect actual
configuration and equipment installed.

Fig 4.3.6 (b) Galley Forward (typical)
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Fig 4.3.6 (c) Galley Aft Centerline (typical)

Fig 4.3.6 (d) Galley Aft (typical)
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Latches
Latches secure galley items and galley equipment. Different types of latches are installed to secure:
Ÿ 1/4-turn retainer in different sizes to latch and secure galley items
Ÿ Intermediate latch to (additionally, if in combination with other latches) latch and secure galley items
Ÿ Slam latch to close the doors
Ÿ Sliding latch/slam latch or combined latch to latch and close the doors.
The following Illustration depicts the use of the different types of latches.

Fig 4.3.6 (e) Galley Latches

Trolleys / Service Carts
A trolley / service cart is a mobile unit onboard the aircraft. Normal purpose is to store and to transport
catering items, for example meals and beverages and onboard-shop items. There are full size and half size
trolleys. Operated the same way, they only differ in housing length, interior volume and load limit. The load
limit of each trolley is specific. Placards at the trolley compartments (park positions) show the load limits.
Operating the Brake system:
Ÿ Engaging the trolley brake
Ÿ Push the red pedal using a foot to engage the brake.
Ÿ Disengaging the trolley brake
Ÿ Push the green pedal using a foot to disengage the brake.
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Removing the trolley from the compartments:
Ÿ Open the cover door or the securing latches at the trolley compartment.
Ÿ Disengage the trolley brake.
Ÿ Remove the trolley.
(Note: if there is a door to the trolley compartment ensure that the door is latched once the trolley is
removed)
Inserting the trolley into its compartment in the galley:
Ÿ If necessary turn the trolley around until its door is on the front side.
Ÿ Carefully insert the trolley into its compartment.
Ÿ Engage the trolley brake.
(Note: if there is a door to the trolley compartment ensures that the door is latched once the trolley is
stored).

Fig 4.3.6 (f) Trolleys / Service Carts

Stowage of carts
Stowage and normal use: The trolleys kept in the galley area should always be stowed and secured. The
trolleys will be restrained for taxi, take–off and landing by applying the red brake and also the latches in the
galley (restraint mechanism) area. The trolleys kept in the galley area should always be stowed and secured.
Cabin crew must not leave carts or trolleys unattended in the aircraft aisle unless the breaking devices are
engaged.
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Use during emergency and in case of turbulence (mild and moderate); if the cart is in the cabin the cart
brakes will be applied immediately by the cabin crew as soon as the seatbelt sign comes ON. For Moderate
turbulence, cart will be rolled back to galley, secured and latched. In case of severe turbulence, the cart
brakes will be immediately applied and the cart will be stowed in diagonal position (wedge the cart) in
between two rows.
As part of pre-flight check the cabin crew responsible for the galley L1 and L2 will check if the brakes and
locks of the trolleys are serviceable or not by applying the red brake paddle at the base of the trolley and
check if the trolley moves after the brake is applied. If the cart remains in locked position, it implies that the
braking devices are operative. Pressing the green paddle will release the cart.
Cabin crew will inform the Lead (Senior Cabin Crew) in case there is any discrepancy pertaining to the
serviceability of the carts on ground so that he/she can inform the catering staff to replace the cart prior to
departure. The Lead (Senior Cabin Crew) will place the catering equipment unserviceable sticker (available
on the aircraft) on the cart and write the cart serial number, station of catering and flight for further action.
If a defective braking device is discovered during the flight, the cart shall be stowed and not utilised for cabin
service.
Water boiler
The water boiler, is an electrically operated and thermostatically controlled unit, it is designed for use in an
aeroplane galley to heat water to a temperature of 85°C (185°F) and then to maintain the water at this
indicated temperature. The water boiler is installed in a wet galley and it is supplied from the aircraft water
system and electrical system. There are different types of water boilers; the following illustration is a
generic representation of a water boiler.
The following steps shall be followed while “Switching on” the
boiler (the same is mentioned on the boiler itself)
Ÿ Ensure drain valve is closed (lever up position).
Ÿ Open hot water tap until water flows from an outlet. Close the
hot water tap.
Ÿ Turn the power ON. Both lights will illuminate.
Ÿ When the amber light goes out the unit is ready. To withdraw
water open hot water tap.
Note: On ground during water servicing the boilers shall not be
used (the process will take approximately 3-4 minutes).

Fig 4.3.6 (g) Water Boiler
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Drain valve and sink
The wastewater draining is done through the sink and drain valve. All residual water and liquids except
those given mentioned below to be discarded through the sink:
Ÿ Cream
Ÿ Milk with acidic liquids (e.g. orange juice, apple juice, vinegar etc.) together
Ÿ Coffee grounds
Ÿ Tea ground
Ÿ Food rests
The drain is installed below the sink in the wastewater line of the galleys. It enables the wastewater drain to
the drain masts and prevents the loss of air pressure through the drain mast. Pull and release the operating
ring of the drain valve, when the wastewater does not flow through the sink.
Containers
A container is a mobile unit. The normal purpose is to store and transport several things. It has a closed
housing with a door. The door is opened and closed by a latch. The load limit is specified. Placards at the
galley compartment show the load limits.
Galley water shut-off valve

Fig 4.3.6 (h) Water Shut off Valve

Each Galley is equipped with a water shut-off valve. It has two positions: Open and Close. To stop the water
supply in the galley equipment (water tap, boiler) the valve must be turned to the ‘close’ position. A placard
SHUT-OFF VALVE shows the location of its operating handle.
Operation: With the help of operating handle the water shut-off valve can be set to the open or closed
position.
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CAUTION: Switch OFF all the electrical galley equipment after the water shut-off valve has been closed. This
will prevent electrical equipment from heating up while empty and will avoid the risk of potential hazards.
Crew actions in case of water overflowing in the galley:
Ÿ Shut off the valve
Ÿ Log it in CDLB
Ÿ Inform –Captain, AME, crew and incoming crew
Circuit breakers
Circuit breakers perform a dual function in the aircraft electrical systems. Their primary function is to
provide protection from overheating, due to an abnormal electrical load on a piece of equipment, which
may result in the total or partial deactivation of the electrical installation owing to a short circuit. The
secondary function is to facilitate the isolation of specific circuits that do not have any other switching
mechanism.
Galley power
Galley power may be disrupted in the following circumstances:
Ÿ If only one generator is available
Ÿ When there is an overload condition with APU generator system during ground operation.
Safe work practices
Safe work practices minimises the possibility of a serious incident and can prevent one from occurring. Safe
work practices include the following:
Ÿ Correctly stowing and latching equipment when not in use
Ÿ Ensuring that equipment is not left unattended as there is a danger of collision
Ÿ Being aware of the possibility of clamping of fingers between equipment
Ÿ Not overloading containers or trolleys /service carts
Ÿ Using equipment for a designated purpose only
Ÿ Keeping galley electrical switched OFF, when not in use
Ÿ Handling heavy items with caution
Ÿ Dealing with a possible leak immediately by use of the water shut off valve
Ÿ Ensuring any spillage of liquid is cleaned immediately in order to avoid people from slipping.
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Communication
The communication system in the cabin comprise of the following:
Ÿ Three Interphone/ handsets (at each cabin crew station)
Ÿ Four Area Call Panel (ACPs)
Ÿ Three Area Indication Panel (AIPs)
Ÿ Attendant call buttons-2 in each Passenger Service Unit (PSU) and 1 in each lavatory service unit (LSU).
The communication system in the cockpit includes equipment like handset, QDMs, mike etc.
The following communications are possible:
Ÿ Cabin crew to cockpit crew
Ÿ Cabin crew to cabin crew
Ÿ Cabin crew to passengers
Ÿ Passengers to cabin crew
Ÿ Cockpit crew to cabin crew
Ÿ Cockpit crew to passengers
A. Cabin crew to cockpit crew
Normal conditions: To initiate communication in normal operations with the cockpit crew, cabin crew must:
Ÿ Remove the handset from the cradle
Ÿ Press the CAPT button on it
The AIP of the station from where the call is originating, will display a message that shows communication
with cockpit from the respective station).
Communication can begin once the cockpit crew receives the call. The call is disconnected when the cabin
crew presses the reset button or places the handset back in the cradle or if the cockpit crew so desires.
Emergency situations: In order to initiate communication in an emergency situation with the cockpit crew,
cabin crew must:
Ÿ Remove the handset from the cradle
Ÿ Press the EMER button on it
Note: Few aircraft have an ALL ATT button which allows for a conference call.
B. Cabin crew to cabin crew
To initiate communication with cabin crew from one station to another, attendants must:
Ÿ Remove the handset from the cradle
Ÿ Press the INTPH + AFT / FWD from the respective station button on it
The indications are the following:
Ÿ Single HI LO chime is heard in the cabin
Ÿ The red light illuminates on the ACP of the station being called
Example: Forward calling aft station
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Fig 4.3.7 (a) Forward Calling Aft Station

Ÿ The AIPs at the stations where the call is originating and intended to display the messages CALL AFT /
FWD and the green LED illuminates
The call is disconnected when both the handsets are placed back in the cradle or the reset button on the
handset is pressed. The usage of another function is possible only when the reset button is pushed or the
handset is placed back in the cradle.
C. Cabin crew to passengers
For cabin crew to address passengers, the public address system on the handset is to be used. In order to do
this, cabin crew must:
Ÿ Remove the handset from the cradle
Ÿ Press PA + ALL + PTT (hold PTT while making the announcement)
The handsets have a source and a function priority. The source priority enables the forward station to
override announcements being made from the aft stations. The function priority is used by pressing and
holding PTT and is termed as a direct PA. On using this feature, announcements can be overridden from any
station provided that the forward station is not using the direct PA feature. This feature is used to make
emergency announcements to override any other announcements being made. The PA is reset when the
cabin crew selects the RESET key on the cabin handset or puts it back in its cradle.
D. Passengers to cabin crew
Passengers can request for the cabin crew assistance from their respective seats or the lavatory. To do this
from their seat, passengers must press the call bell on their respective PSU. The indications are given below:
Ÿ Single Hi chime is heard in the cabin
Ÿ The call button on the PSU illuminates amber
Ÿ Blue light on the respective ACP illuminates (Note: in some aircraft the Blue light illuminates on the 2
ACPs of the respective side i.e., port or starboard both in the forward and aft)
Ÿ All AIPs display a text message indicating the row from where the passenger call is initiated
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(Note: In a few aircraft when the aircraft is on ground and doors are open the call buttons are illuminated
and flash when they are pressed)

Fig 4.3.7 (b) Passenger Call from the Respective Seat

Passenger call from the lavatory: Passengers requiring assistance in the lavatory will press the call bell on
LSU. The indications are given below:
Ÿ Single chime will be heard in the cabin
Ÿ Call button on the LSU illuminates
Ÿ Amber light illuminates on the respective ACP (Note: In some of the aircrafts the Amber light
illuminates on the 2 ACPs of the respective side i.e., port or starboard both forward and aft)
Ÿ Outside the respective toilet lavatory, the lavatory wall light illuminates amber
Ÿ All AIPs display a text message indicating the lavatory from which the passenger call is initiated
To reset calls the related attendant call button (on the PSU or LSU) must be pressed again.

Fig 4.3.7 (c) Passenger Call from the Lavatory
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The Crew shall ensure the following regarding passenger call system:
Ÿ Passenger call system and its associated indications are functional.
Ÿ Answer all passenger call bells immediately and reset the call after responding.
E. Cockpit crew to cabin crew
For cockpit crew to contact the cabin crew in normal situations the FWD or AFT push button on the call
panel in the cockpit must be pushed.
The indications are the following:
Ÿ A single HI LO chime is heard in the cabin
Ÿ Red light illuminates on the respective ACP (station where communication is intended for)
Ÿ Green LED illuminates at the respective AIP along with a message CAPT CALL
Reset: The call ends when the pilot selects the RESET or the ATT key from the cockpit (or when the cabin
crew selects the RESET key on the cabin handset or puts it back in its cradle).

Fig 4.3.7 (d) Normal Call from Cockpit Crew to Cabin Crew

An emergency call from the cockpit can be made by pushing the guarded EMER button on the calls panel.
Indications are the following:
Ÿ Triple HI LO chime heard in the cabin
Ÿ Red lights on all ACPs flash
Ÿ The red LED light flashes and a text message appears on all AIPs – EMERGENCY CALL
Reset: The call ends when the pilot reset the call or when the cabin crew selects the RESET key on the cabin
handset or puts it back in its cradle.
F. Cockpit crew to passengers
The cockpit crew can use the handset, hand mikes, QDMs and boom sets to make announcements.
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G. PA source priority
A PA source with a higher priority interrupts a PA announcement from a source with a lower priority. Only
the announcement from the source with the higher priority is heard. The sources have the following
priority levels:

LEVEL
1
2
3
4
5
6
7
8

SOURCE
Boom Set, Oxygen Mask
Cockpit Handset (HS)
L1 station Handset (HS)
L2 / R2 station Attendant
Handset (HS)
Pre-recorded
Announcement
(PRAM)
EVAC Signaling Tone
Video or Entertainment Sounds
(VCU)
Boarding Music

H. Indications priority
The communication system functions have different priorities. The following table shows the priorities for
the displayed messages of the communications' subsequent systems on the AIP and the ACP. After a reset of
the indication with the higher priority, the AIP will display the previous indication. The indications are
queued up regarding their priority.

INDICATION RELATED TO SYSTEM FUNCTION
Cabin interphone

EMERGENCY CALL
ATTENDANT CALL
NORMAL CALL

Lav Smoke detection
Evacuation signaling
Service inter phone (not applicable)
Passenger Address
Pre-recorded announcement
Passenger call
Call from seat
Call from LAV
Cockpit Alert

PRIORITY ON
AIP
1
2
3
2
3
6
7
7
5
4
1

ACP
1
2
3
2
4
NA
NA
NA
5
5
1

I. PA inoperative procedures
Use of passenger address system: One or more may be inoperative provided that the passenger address
system is used for communication between the cockpit and the cabin.
PA inoperative procedures on a normal flight:
Inform the cockpit crew of situation. The Lead (Senior Cabin Crew) will conduct the required
announcements in agreement with the captain via the cockpit handset and will coordinate with the captain
for the landing announcements.
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PA inoperative procedures during a flight when emergency cabin preparation is necessary:
The Lead (Senior Cabin Crew) will obtain a megaphone and read emergency announcements at row 1,
facing cabin while R1 will begin demonstrations at row 1 upon completion of announcement and
demonstration this must be repeated in row 8.
L2 will obtain megaphone and read emergency announcements at row 15, facing cabin while R2 will begins
demonstrations at row 15 upon completion of announcement and demonstration this must be repeated at
row 22.
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Exercise
Briefly answer the following questions
1. Explain the importance of conducting pre-flight briefing.

2. What is Airline Cabin Crew manifest?

3. Who is sky marshal?

4. What is major and minor meal service?

5. What are the procedures for pre-departure safety checks?

6. List the in-flight announcements to be made on an aircraft.
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5. Passenger Handling
during Flight Operations
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 5.1 – Handling Passengers during Flight Activities
Unit 5.2 – Handling Passengers during Medical Emergency
Unit 5.3 – Handling Passengers during Fire Emergency
Onboard the Aircraft
Unit 5.4 – Handling Passengers during Emergency Landing on
Water
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Key Learning Outcomes
At the end of this module, you will be able to:
Ÿ recall the Airline's policies and procedures that govern the acceptable passenger activities onboard
the aircraft during flight.
Ÿ explain the procedures to handle the passengers with reduced mobility.
Ÿ identify the passengers suspected of being intoxicated onboard.
Ÿ identify and manage the unruly or disruptive passengers.
Ÿ outline the briefings carried out during turbulence.
Ÿ perform evacuation of passengers out from the cabin during an emergency.
Ÿ perform basic first-aid.
Ÿ identify the functions and uses of emergency equipment.
Ÿ maintain hygienic environment to passengers.
Ÿ develop travel hygiene and handle clinical waste.
Ÿ identify the type of fire and corresponding fire extinguisher used.
Ÿ recall the Airline Cabin Crew responsibilities in the course of fire emergency.
Ÿ manage and ensure that the passengers do not panic due to fire and smoke in the cabin.
Ÿ perform cabin fire fighting procedures.
Ÿ explain what is Aviation Flash Over and Fire.
Ÿ demonstrate standard emergency hand signals.
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UNIT 5.1:
1.1: Handling
About thePassengers
Programme
during Flight Activities
Unit Objectives
At the end of this unit, you will be able to:
Ÿ recall the Airline's policies and procedures that govern the acceptable passenger activities onboard
the aircraft during flight.
Ÿ summarise the regulatory requirements and organisation's procedures for maintenance of safety and
security standards.
Ÿ summarise exit row relocation policy and air line cabin crew seating.
Ÿ explain the procedures to handle the passengers with reduced mobility.
Ÿ identify the passengers suspected of being intoxicated onboard.
Ÿ identify and manage the unruly or disruptive passengers.
Ÿ outline the critical phases of flight, sterile cockpit and no contact periods.
Ÿ outline the briefings carried out during turbulence.
Ÿ perform evacuation of passengers out from the cabin during an emergency.

5.1.1 Handling the Passengers with Reduced Mobility
A. Definitions:
Ÿ A person with a disability means any individual who has a physical or mental impairment that, on a
permanent or temporary basis, substantially limits one or more major life activities, has a record of
such impairment or is regarded as having such impairment.
Ÿ Physical or mental impairment: Any physiological disorder or condition, cosmetic disfigurement or
anatomical loss affecting one or more of the following body systems:
Ÿ Neurological
Ÿ Musculoskeletal
Ÿ Special sense organs
Ÿ Respiratory and speech organs
Ÿ Cardiovascular
Ÿ Reproductive
Ÿ Digestive
Ÿ Genitourinary
Ÿ Hemic and lymphatic
Ÿ Skin and endocrine
It also includes mental or psychological disorder, such as mental retardation, organic brain syndrome,
emotional or mental illness and specific learning disabilities.
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Ÿ Major life activities: Functions such as caring for one's self, performing manual tasks, walking, seeing,
hearing, speaking, breathing, learning and working and has a record of such impairment, means has a
history of or has been classified or misclassified, as having a mental or physical impairment that
substantially limits one or more major life activities
A Person with Reduced Mobility (PRM): Any person having any physical disability (sensory or locomotor;
permanent or temporary) intellectual disability or impairment. It also includes any other cause of disability,
which needs proper attention and the adaptation.
Note: The term PRM is a generic term used for any passenger who needs assistance, even if this is only
required on ground. The detailed information with regards to various aspects of PRMs is mentioned in the
disability sensitisation booklet which is available on the portal and special/disability assistance tab on the
company website.
PRMs are categorised into two different types:
Ÿ Ambulatory passengers: Passengers with reduced mobility, who can embark, disembark and evacuate
on their own without assistance. (E.g.: Deaf, mute, aged passenger etc.)
Ÿ Non-ambulatory passengers: Passengers who require assistance while boarding, disembarking and
evacuating the aircraft (E.g.: Passengers on a stretcher, unaccompanied visually impaired (blind),
hemiplegic, paraplegic, quadriplegic etc.). Passengers with disability or reduced mobility should only
be required to travel with a safety assistant (escort) when it is evident that the customer is not selfreliant. Typically this will be the case when a person with a disability/reduced mobility is unable to:
Ÿ Fasten and unfasten the seat belt
Ÿ Take out and put on the life jacket
Ÿ Leave the seat and get to an emergency exit (this does not need to be by walking)
Ÿ Put on an oxygen mask
Ÿ Establish communication with the crew with regards to safety briefings and react to safety
instructions
B. Passengers on a Wheelchair
All PRMs do not always require a wheelchair. Wheelchair passengers may be accepted without an
attendant provided they can evacuate the aircraft without difficulty or special assistance. The captain must
be informed regarding carriage of such passengers. They must not be seated next to the emergency exits.
Reservation codes for walking disabilities:
WCHR (Wheelchair Ramp)
Assistance to the aircraft:
A passenger with a walking disability:
Ÿ requires a wheelchair or similar aid before embarkation or after disembarkation
Ÿ requires assistance in the airport terminal to/from the gate or exit can manage steps and use
an apron passenger bus unaided
Ÿ does not need assistance in the cabin
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WCHS (Wheelchair Steps)
Assistance to the aircraft door:
A passenger with a severe walking disability:
Ÿ has very restricted mobility
Ÿ cannot manage steps unaided and is unable to use an apron passenger vehicle
Ÿ does not, however, need assistance in the cabin
WCHC (Wheelchair Carry)
Assistance to the aircraft seat:
A passenger who is unable to walk:
Ÿ but can use a passenger seat with the backrest in the upright position
Ÿ cannot move unaided (e.g. on account of paraplegia or advanced multiple sclerosis)
Procedure for facilitation of passengers with a disability or reduced mobility:
Ÿ The Lead (Senior Airline Cabin Crew) will inform the total number of PRMs needing wheelchair and its
types to the skipper immediately on opening the door. It will also include the additional requests
(without sticker on their boarding pass) made onboard. Forward/aft Airline Cabin Crew will help the
skipper and the service providers in identifying them during the deplaning process.
Ÿ WCHR passengers may disembark with regular passengers, if they wish to.
Ÿ For WCHC (wheelchair up to cabin) a briefing will be given by the Airline Cabin Crew responsible for
that zone advising passengers to remain seated till all other passengers have disembarked.
Ÿ Any additional request/requirements during the flight (they will not have the sticker on their boarding
pass), the responsible Airline Cabin Crew of that zone will advise the passenger to remain seated till all
passengers have disembarked. This is keeping passenger comfort in view; as they may be required to
wait outside the aircraft because priority is given to the wheelchair passengers.
Ÿ The Lead (Senior Airline Cabin Crew) should keep the information ready based on SSR report given by
the departure station, during the arrival.
Ÿ The Lead (Senior Airline Cabin Crew) directs the Airline Cabin Crew to ensure that priority of
wheelchair facility (on aircraft arrival) is given to the passenger who has a sticker on their boarding
pass.
Ÿ In case of any last minute requests, Lead (Senior Airline Cabin Crew) will politely advise the passenger
to wait for the assistance during deplaning as PRMs who have pre-booked this facility shall get priority.
After arrival:
Ÿ R1 should personally monitor the deplaning of wheelchair passengers and two service providers
should deboard each PRM.
Ÿ The RAMP skipper or the Lead (Senior Airline Cabin Crew) will politely advise the passenger to wait for
the assistance during deplaning as PRMs who have pre-booked this facility shall get priority.
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C. Passengers Travelling on a Stretcher
The policy for a passenger travelling on a stretcher is as follows:
Ÿ Generally a maximum of 01 stretcher passenger maybe carried on flights and the captain will be
informed of their carriage.
Ÿ Carriage of the stretcher passenger depends on the approval of the patient's physician (the airline
company doctor will verify the same). He/she should be accompanied by an escort/attendant who will
be responsible for the patient and his needs of embarking, disembarking, in flight, during an
emergency evacuation. The responsibility of evacuating the STCR passenger will lie on the Airline
Cabin Crew.
Ÿ The stretcher passenger will be classified as an escorted non-ambulatory passenger.
Ÿ The AME will secure the stretcher which is attached to LHS (Aft rows: 28, 29 and 30 AB). An adequate
harness will secure the patient to the stretcher. The stretcher will be secured to the aircraft.
Ÿ

Approval of the carriage to be obtained from the Company Medical Officer (CMO) 48 hours prior to
departure.

D. Carriage of Infants
Infants are children less than or equal to 02 years of age. The carriage policy of infants is as follows:
Ÿ Newborn babies less than seven days old not accepted.
Ÿ Proof of age (birth certificate) is required.
Ÿ Flight over water carry maximum 12 infants on a flight.
Ÿ Flights over land carry maximum 28 infants on a flight (as in each row, only one additional oxygen mask
can be used by an infant during cabin pressure loss and infants are not allotted a seat on the exit row).
Ÿ Only 01 infant shall be allowed under the supervision of an adult.
The infant will be secured in the parent's arms during take-off, landing, turbulence and taxi as infant seat
belts are not considered safe as there is a possibility of the infant being crushed upon impact. Extension seat
belts shall not be given to parent with an infant to secure them during take-off and landing. The parent must
be given a mandatory briefing regarding the safety aspects which must include:
Ÿ Feeding the baby during take-off and landing to reduce discomfort.
Ÿ Donning of the mask before helping the infant.
Ÿ Holding the infant outside the seat belt.
Ÿ Informing the parent about the diaper changing table in the lavatory.
E. Carriage of Unaccompanied Minors (UMNR)
Unaccompanied Minors (UMNR's) are young children who have completed the fifth birthday; not yet
reached twelfth birthday and are travelling alone. There is no limit for carriage of unaccompanied minors.
However, they cannot be seated in an emergency exit row and are considered as ambulatory passengers.
Documentation:
Ÿ The UMNR form - quadruplicate (04) in nature.

144

Airline Cabin Crew

5.1.1 Cont...
Ÿ First copy is filled by the parent signed on by the ground staff on receiving the UMNR and then handed
back to the parent by the ground staff.
Ÿ Second copy is maintained by the ground staff at the departure station after taking the Lead's (Senior
Cabin Crew's) signature. The third and fourth copies are handed over to the Lead (Senior Cabin Crew).
Ÿ The third copy is submitted at the base.
Ÿ The fourth copy is handed over to the ground staff at the arrival station. The Lead (Senior Cabin Crew)
ensures that a receiving signature is taken from the ground staff on handing over the UMNR.
Ÿ The ground staff takes the signature of the parent/ guardian on the fourth copy while handing over the
UMNR.
F. Carriage of Pregnant Ladies
Expectant mother carriage policy is as mentioned in the table below:

Sl. Type of pregnancy
No.
1
Single uncomplicated pregnancy

Carriage Policy

2

Multiple uncomplicated pregnancies
(Twins, triplets etc.)

3

Complicated
pregnancies
(The
pregnant lady has some associated
disease or has pregnancy related
complications which can pose a risk
for the health of the mother and the
baby (fetus). A difficult/ complicated
delivery can be anticipated.)
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Fit to Fly certificate from the treating
obstetrician dated not more than seven
days before the date of travel is a must,
only if :Pregnancy is between 33rd till the end of
36th weeks.
Expectant mothers beyond 36 weeks of
pregnancy will not be allowed to travel.
Fit to Fly certificate from the treating
obstetrician dated not more than three
days before the date of travel is a must,
only if :Pregnancy is between 28th till the 32nd
weeks.
Expectant mothers beyond 32 weeks of
pregnancy will not be allowed to travel.
Fit to fly certificate from the treating
obstetrician dated not more than 3 days
before the date of travel is a must, only
if:Pregnancy is between 28th till the 32nd
weeks.
Medical clearance is given by the
company doctor who will discuss the case
on an individual basis with the
passenger’s doctor/or will check all the
medical documents of the passenger
(pregnant lady) if the treating obstetrician
is not contactable. Expectant mothers
beyond 32 weeks of pregnancy will not be
allowed to travel.
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5.1.2 Policy on Alcohol Consumption
Aircraft Rule 24 strictly prohibits any intoxicated person to enter or be in the aircraft: Airline Cabin Crew
manning the doors for boarding should be vigilant to ensure that no person enters the aircraft while in a
state of intoxication. Besides, Airline Cabin Crew should ensure that no passengers consume alcohol
onboard from the purchases made by them on the flight from the merchandise and duty-free stores on
international sectors.
Procedure for handling passengers under the influence of intoxicating substances:
Crew Action
Stop the suspected (intoxicated) person politely. Report the incident to the PIC and give symptoms of the
passenger regarding:
Ÿ Speech – if slurred
Ÿ Walk – if wobbly
Ÿ Language – if foul
Ÿ Behaviour – if threatening
Note: If passenger has to be offloaded by the decision of the PIC, notify the ramp staff and security.
Drunkenness, drugs and a combination of alcohol and drugs are often an underlying cause of disruptive
behaviour. If a passenger during the flight exhibits signs of drunkenness, the crew are empowered to refuse
to serve him any further alcohol (if applicable) and to remove unconsumed alcohol from his tray.
This refusal is because such a passenger might make himself objectionable or cause discomfort to other
passengers and endanger the safety or security of the aircraft, other passengers and the crew. The incident
might result in offloading the passenger and take legal action against him/her.
The following techniques (5Ds) are to be followed while handling an intoxicated passenger:
Ÿ Distract and delay: Politely distract the customer through conversations or by providing him with any
available spare magazines, newspapers or starting an interaction with other passengers etc. This will
distract the customer for a while. This step aims to delay his/her drink as far as possible.
Ÿ Deliver last drink: Before denying the passenger for any more drinks, clearly inform the passenger
regarding their last drink and inform that no more alcohol will be served to him/her. Be firm yet polite.
After the consent of the Lead (Senior Airline Cabin Crew) and a second opinion by a fellow crew
member, ascertain that the passenger should not be served more alcohol, the crew member taking
care of the customer request will serve him/her final drink.
Ÿ Deny: If the same passenger asks for more alcohol, the Lead (Senior Airline Cabin Crew) should
assertively deny serving alcohol. (Suggested Verbiage: Sir / Ma'am – at this point we would not be able
to serve you any more alcoholic drinks, I will be happy to serve you a soft drink/juice instead?)
Ÿ Dismiss: If a customer threatens the aircraft property or safety of the fellow passenger and crew
onboard, he/she should then be issued an 'assertive and clear final warning' by the Lead (Senior
Airline Cabin Crew) or second in command if the Lead (Senior Airline Cabin Crew) is busy. Do seek the
consent of PIC before issuing the final warning to the passenger. (Suggested verbiage: On behalf of the
commander of the flight/captain, I would like to inform you that your behaviour is unacceptable for
the safety of the aircraft and that of the fellow passengers. I would like to issue you a final warning. If
this behaviour continues, we will have to take further action).
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Ÿ Issue the red warning card if verbal abuse or non-conformity of Airline Cabin Crew's instructions
continue after verbal warnings or if there is a willful violation such as smoking. Witness forms must be
filled when a red warning card is shown to a passenger. Ask for assistance from other passengers (cotravellers, if they are in control of themselves else, other passengers). Keep the commander informed.
If the passenger continues to pose a threat, the crew may look at either using the restraining device or
call the security upon arrival. (Restraint device should only be used in case of level 2 and above of
disruptive behaviour and as a last resort). The captain shall be informed or permission should be taken
depending on the situation.

5.1.3 Unruly or Disruptive Passengers
Security procedures and their successful implementation, form the backbone of safe and reliable air
operations. Government procedures cater to the minimum laid down standards that an airline should abide
by; the responsibility lies with each operator to adopt these regulations to suit their operations. Airline
Cabin Crew members are directly involved in the implementation of security measures and thereby require
an awareness of obligations to the security program of the operator.
This section deals with general policies and procedures dealing with the security aspect of cabin operations
thereby providing safe and reliable transportation to its passengers.
Unruly passengers
Persons who commit, on board a civil aircraft, from the moment when the aircraft door is closed prior to
take-off to the moment when it is reopened after landing, an act of:
Ÿ Assault, intimidation, menace or interference with a crew member in the performance of duties or
which lessens the ability to perform duties.
Ÿ Wilful recklessness or damage to an aircraft, its equipment or attendant structures such as to
endanger good order and the safety of an aircraft or its occupants.
Ÿ Communication of information which is known to be false, thereby endangering the safety of an
aircraft in-flight.
Ÿ Disobedience of lawful commands or instructions for safe, orderly or efficient operations.
Identification of unruly or disruptive passengers
A passenger is considered as unruly when:
Ÿ They behave aggressively and refuses to comply with regulations (e.g. Refuses to the fasten seat belt
or refuses to switch off his / her mobile).
Ÿ They behave in such a way that he/she causes discomfort to other passengers or is objectionable to
them.
Ÿ They use unacceptable language towards a crew member: swearing or use of profane language.
Ÿ They behave in a way that might threaten flight safety or constitutes a serious offence or preparation
to commit an offence.
Ÿ They communicate displeasure through voice tone or rude gesture.
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Ÿ They make provoking arguments and unreasonable demands (e.g. refusal to give up on a denied
request).
Ÿ They do not follow crew instructions or challenging authority.
Ÿ They disrupt or hinder the normal functioning of the Airline Cabin Crew.
Note: Such passengers should be given a verbal warning and to be treated as unruly/disruptive passengerLevel 1.
Determination of the seriousness of an occurrence
For the determination of the seriousness of an occurrence ICAO categorises the unruly or disruptive
passengers into 4 threat levels as mentioned in the table below:
(ICAO - Doc 9811)
Level 1
Level 2
Level 3
Level 4

Disruptive behaviour not adhering to
crew’s instructions
Being verbally abusive
Physically abusive
Attempted breach or actual breach of
the flight crew compartment

Airline Cabin Crew Actions
Prior to take-off
Ÿ If an Airline Cabin Crew identifies a passenger who appears to be intoxicated or displaying disruptive
or unruly behaviour, inform the Lead (Senior Airline Cabin Crew), who in turn will notify the captain.
Ÿ If already seated, the passenger's seat number and name should be provided.
Ÿ After evaluating the situation, the captain may decide to off- load the passenger.
In-flight
Ÿ If a passenger behaves very aggressively and refuses to comply with regulations (e.g. refuses to fasten
the seat belts or refuses to switch off his mobile) he should be given a verbal warning. If the behaviour
does not change even after several repeated requests, the crew shall issue the red warning card and
make it clear that he/she is responsible for the behaviour and its consequences. Once the red card is
shown to a passenger, the witness forms (present in the cockpit) should also be duly filled (Advising to
keep triplicate copies in the Lead's folder) and details of 02 witnesses must be recorded.
Ÿ In case, of willful violations like smoking, consumption of alcohol, this warning card will be issued to
the passenger directly without any verbal warning.
Ÿ Post landing the Lead (Senior Airline Cabin Crew) will mention the same in the flight report under the
tab of Cabin incidents. All in-flight occurrences including the issue of red warning card must be
mentioned in this column.
Ÿ If the passenger changes the behaviour after the issue of the card, there will be no requirement to
declare the passenger unruly and follow up actions like filling up of FSF 014 or handing over the
passenger to the security (although it is advisable to record witness statements).
Ÿ If the passenger refuses to accept the warning, the Lead (Senior Airline Cabin Crew) will still read out
the content to the passenger and the witness form needs to be filled.
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Ÿ However, if the passenger continues with his disruptive behaviour and does not comply with the
instructions given by Airline Cabin Crew even after the warning, then the Lead (Senior Airline Cabin
Crew) must fill FSF 014 and hand over the passenger to the security on arrival. The commander must
be informed at all times via interphone. The handover of the passenger to the security and filling up of
FSF 14 should also be recorded in the in-flight cabin incidents tab of the flight report.
Ÿ Crew must ensure that all instances of unruly behaviour must be informed at all times to the captain.

5.1.4 Passenger and Crew Member Seats and Restraints
A. Passenger Seating
Airline Cabin Crew must ensure that each adult on-board must have a seat of his/her own. They must make
sure that the passengers comply with fasten seat belts sign until the fasten seatbelt sign is switched off i.e.
taxi, take-off, turbulence, landing and in an emergency situation (when applicable). Any non-compliance by
the passenger must be brought to the notice of the commander.
The Airline Cabin Crew should politely request the passenger to fasten the seat belt and explain the
requirement of doing so. The method of the use of seatbelt is to be explained to passengers via the safety
demonstration announcements. Crew members shall also ensure that passengers seated at exit rows fulfil
the exit row seating criteria as per CAR.
Airline Cabin Crew shall check the following while securing the cabin in their area of responsibility and give a
secure check to the Lead (Senior Airline Cabin Crew):
Ÿ Tray tables are stowed.
Ÿ Seat back is upright.
Ÿ Window Shades are open.
Ÿ Service carts/trolleys are secured.
Ÿ Passengers have fastened their seat belts.
Ÿ All baggage is in the overhead bins or under the seat in front.
Ÿ No baggage is placed in the aisle or in front of the exits.
Ÿ R2 (crewmember on the second door of the aircraft right) and L2 (crewmember on the second door of the
aircraft left) ensure no bags are stowed on the over-wing exit rows.
Ÿ Trash bags must be secured in lavatories for take-off and landing.
Ÿ All exits must be clear of any obstruction.
Ÿ Galleys to be secured: all carts SMUs to be closed and latched, boilers to be switched OFF.
Ÿ Lavatories must be vacated and latched and lid of the commode put down.
The Lead (Senior Airline Cabin Crew) will check the entire cabin after all Airline Cabin Crew complete
securing the cabin in their respective zones.
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Emergency exit row/ overwing exit seating
Passenger seated at the overwing exit row seats must be mandatorily briefed before take off. The L2 shall
brief the overwing exit row passengers, after the boarding process is complete and all passengers are
seated.
Ÿ Look upon the language preference of the passengers seated on the exit seats.
Ÿ Take consent from the passengers seated on the exit seats (either through a nod or a verbal
confirmation). Consider the occupied seat closest to the exit as the 'exit seat' (12A/13A/12F/13F or
nearest to the exit).
Ÿ Remove the Safety Information Briefing Card from the seat pocket and show it to the passengers and
brief the passengers (both row 12 and 13)simultaneously; standing in row 12.
Ÿ Be loud and clear enough for all the passengers to hear (loud enough to cover row 11 and 14 as well, as
this brings about safety awareness across the area).
Exit row relocation policy
If the passenger seated on the exit row is not willing to operate the exit he/she will be relocated to another
seat and a passenger willing to operate the exit will be seated at the over-wing exit seat.
overwing seating criteria as per CAR will apply to all passengers seated on the 12 and 13 row. Airline Cabin
Crew shall be extra vigilant and ensure that each and every passenger on the overwing exit row seat is
briefed before take-off by the Airline Cabin Crew.
B. Crew Seating
Operating Airline Cabin Crew shall occupy jump seats. The Airline Cabin Crew Jump seats are installed
next/near to a floor level exit.
Forward and rearward facing seats are installed at each emergency evacuation station (located near floor
level exits) for Airline Cabin Crew and fitted with a safety harness. This safety harness (4 point restraint
harness) consists of the seat belt/lap belt and shoulder straps/harness, fitting into a spin dial.
The electronic pictorial sign located in the passenger service unit is called as a seatbelt sign. It advises the
passengers and crew on when to fasten seatbelts. Flight deck controls this seatbelt sign.
Seat belt sign is not a turbulence sign. It is to be put ON for the procedural purpose or in the event of
anticipated/experienced turbulence and as required in abnormal operations. Airline Cabin Crew shall keep
their seat belt/harness fastened during take-off, landing and whenever the commander directs.
The commander shall announce for Airline Cabin Crew to occupy their seats before take-off or landing and
in anticipated/experienced turbulence. In case of turbulence, the seatbelt sign shall be switched ON to
indicate the passengers to be seated with seatbelts fastened.
When the captain wants the Airline Cabin Crew to be seated, they announce, "Airline Cabin Crew move to
your seats and fasten your seatbelts". Airline Cabin Crew will stop the cabin service/sale immediately and
secure the trolleys.
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C. Restraining a Passenger
The Airline Cabin Crew should consider restraining (if necessary) a violent or unruly passenger after the
Pilot-in-Command has been informed and approval has been sought. The Commander of the Pilot-inCommand is responsible to allow restraining.
While restraining an unruly or disruptive passenger:
Ÿ Use the restraint judiciously and only as a last resort, use it when the passenger becomes physically
violent. Ascertain that all other feasible means of calming the passenger have been exhausted or the
urgency of the situation demands immediate restraint; an effort to restrain the passenger is not likely
to increase the hazard to safety before considering restraining.
Ÿ Apply the restraint on the hands. Make sure that it is not too tight (may affect the blood circulation) or
too loose (may be rendered useless).
Ÿ Relocate the passenger to a window or a middle seat (preferably closer to the bulkheads) and ensure
that he/she is not on the over-wing exit row seats.
Ÿ Attend all medical issues with the passenger promptly and do not neglect any complaints like
breathlessness etc.
Ÿ Take witnesses and gather enough evidence:
Ÿ The Lead (Senior Airline Cabin Crew) should obtain statements from other passengers about
the incident, the restrained passenger's behaviour and the need for the use of the restraining
devices.
Ÿ Details of witness and addresses should be noted. Other useful details are aircraft registration,
captain's name, aircraft position and time of incident, name, nationality and journey details of
the person under restraint.
Ÿ For toileting procedures – Assign 02 non-disabled passengers (buddies) to assist the passenger.
Ÿ Do not provide alcohol service to the passenger.
Ÿ Fill up the unruly behaviour form (FS 14) at the end of the flight and the cabin incident tab in the flight
report.
Ÿ Hand over the passenger to the security on arrival.
Ÿ The passenger will be de-restrained only in the event of the following emergency situations: (prior
approval of Pilot-in-Command required).
Ÿ Planned / unplanned emergency evacuation
Ÿ Ditching
Ÿ Any confirmed medical condition like a heart attack
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Classification of Turbulence and Potential Hazards
Turbulence is an irregular motion of an aircraft in flight, characterised by rapid up and down motion, caused
by the atmospheric wind speed. Analysis has revealed many cases of turbulence-related injuries to Airline
Cabin Crew members:
Ÿ 64% of the injuries were due to Airline Cabin Crew members not being secured during turbulence.
Ÿ 44% of the injuries occurred in the galley.
Ÿ 9% of these incidents resulted in serious injury to Airline Cabin Crew members.
Preparedness is the only way of guarding against injury. In many of these cases, Airline Cabin Crew
members were lifted off the floor or lost their balance, causing injuries in foot, ankle and back/spinal. Other
Airline Cabin Crew injuries were due to loose items in the cabin, such as trolleys. These loose items can also
cause damage to the fuselage.
Turbulence may be anticipated or unanticipated and can be categorised based on its severity:
Ÿ Light turbulence: Causes slight, rapid and rhythmic bumpiness without noticeable changes in the
aircraft altitude.
Ÿ Moderate turbulence: Causes rapid bumps or jolts.
Ÿ Severe turbulence: Causes massive abrupt changes in the aircraft altitude.

Light Turbulence

Moderate Turbulence Severe Turbulence
Cabin conditions
Liquids do not Liquids do not splash Items fall or lift off
splash out of cups.
out of cups.
the floor.
Service carts can be Service carts are
manoeuvred with difficult to manoeuvre.
little difficulty.
Difficult to walk in the
Passengers may feel cabin. Difficult to stand
slight strain against without holding on to
their seat belts.
something.

Loose items are
tossed about the
cabin.
Impossible to walk.
Passengers are
forced against their
seat belts.

Passengers feel
definite strain against
their seat belts.
Crew Responsibilities
During mild turbulence, hot beverage services are provided only under the discretion of the Lead (Senior
Airline Cabin Crew)/Captain. They can suspend the hot beverage services, if required.
The Airline Cabin Crew shall ensure the lid on the cup is secured tightly. Passengers must be cautioned if the
liquid is hot.

152

Airline Cabin Crew

5.1.5 Cont...
Airline Cabin Crew actions for the different categories of turbulence are given below:

Procedures to be followed during turbulence
Scenario
Cockpit Crew
Pre Flight Briefing
The Captain must brief
(anticipated)
the Airline Cabin Crew
on expected weather
with specific reference
to location, severity and
duration of expected or
forecast turbulent
weather / CAT in terms
of likely timing or stage
of flight (Take-off /
Climb/CRZ/Descent etc.)
At the onset of The captain shall switch
light turbulence
ON the “Fasten seat
belt”.

Airline Cabin Crew
The Airline Cabin Crew must plan in advance
based on the forecast / expected weather.

1. Ensure that the Passengers return to their
seats and stay seated with seat belts
fastened.
2. The Airline Cabin Crew may continue
services, including hot beverage.
Note: If at any stage the Lead feels that the
services may not be feasible, then he/she
can suspend the services along with a
suitable announcement to the passengers.

If the captain feels
that the intensity
of the turbulence
is going to increase
or it is not safe for
the Airline Cabin
Crew to be moving
around

Make an announcement
– “Airline Cabin Crew
move to your seats.
Fasten your seat belts"

1. Ensure that passengers return to their
seats and stay seated with seat belts
fastened.
2. The Airline Cabin Crew will discontinue
the services and an announcement regarding
it is made.
3. Intimate the cockpit crew for the
compliance of the announcement.

No announcement
from the cockpit
and the turbulence
is increasing or it is
no longer safe/
manageable to
move around in
the cabin

Not applicable

1. The Lead must make the PA “Airline Cabin
Crew move to your seats. Fasten your seat
belts”.
2. Make a suitable announcement for the
passengers intimating them of the
suspension of services.
3. The Airline Cabin Crew shall call the
captain to inform him of the suspension of
services.
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At the onset of
moderate
turbulence or
higher level of
turbulence

Captain will make an
announcement –
“Passengers and Airline
Cabin Crew move to
your seats. Fasten your
seat belts".

1. Ensure that passengers return to their
seats and stay seated with seat belts
fastened.
2. The Airline Cabin Crew will discontinue
services, including hot beverage and a
suitable announcement shall be made for
the passengers.
3. Implement the instructions rapidly, secure
the cabin and themselves, make important
passenger announcement and inform the
captain on the compliance over the
interphone.

During severe turbulence, the Airline Cabin Crew must immediately apply brakes on the food
cart and place it across the aisle seats diagonally. If there are no seats for the crew; they must
sit on the aisle and hold a fixed object. If the crew members are in the galley; they must
immediately take their jump-seat and harness themselves. They must not attempt for any
visual check on the passenger compliance.

Note:
1. Fasten Seat Belt sign ON does not prevent the crew from taking any action in the interest of safety.
2. For expected turbulence (and yet considered unavoidable), the Captain will inform the Lead with
additional information such as expected time of entry into the area of turbulence. This prior information
will help the Airline Cabin Crew to secure the cabin before actually encountering the turbulence. The
action of switching seatbelt signs ON and making the PA (as above) remains unchanged and should be
done well in time.
3. When the situation improves, the Captain will inform the Airline Cabin Crew to resume the services,
through the intercom or PA "Airline Cabin Crew resume service" and put seat belt sign 'Off', depending on
the situation.
4. Seat Belt signs being switched OFF are an indication of exit from expected turbulence and resumption of
normal activity for the passengers and Airline Cabin Crew. The Lead shall brief the Captain on the
intercom regarding any notable occurrence such as injury to passenger/Airline Cabin Crew and so on.
5. If the seat belt sign remained ON through descent and the cabin is not clear of trolleys, the lead shall
contact the Captain and seek permission and time to clear the cabin before landing. Confirm completion
of the same either on intercom or through the standard 'Cabin Clearance' signal.
Post Turbulence Procedures
When the situation improves, the Captain can call the Airline Cabin Crew to resume the services and turn
OFF the seatbelt sign depending on the situation. In case the seatbelt sign has to remain ON during Landing
and the cabin is not clear of trolleys, the Lead (Senior Airline Cabin Crew) shall contact the Captain, seek
permission to clear the cabin and reconfirm after completion.
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Lead (Senior Airline Cabin Crew):
· Turn on the cabin and galley lights fully bright and resume all the duties.
· Report any passenger injuries and/or cabin damage to the cockpit crew.
Airline Cabin Crew:
· Check for passenger injuries, give first aid if necessary.
· Check for cabin damage.
· Report passenger injuries and damage to the Lead (Senior Airline Cabin Crew).

5.1.6 Evacuations
Definitions
Evacuation:
Evacuation is a rapid process of exiting the occupants of an aircraft out of the cabin due to life-threatening
conditions. The Airline Cabin Crew are expected to evacuate 180 passengers from the aircraft within 90
seconds, using only half the exits available.
Prepared/Planned Evacuation:
Situations when there is time for crew members to coordinate and prepare the passengers during the flight
for impact which could be potentially critical or life-threatening are termed as prepared/planned
emergency.
Since there is enough time to prepare the cabin before impact there is a set of nine steps in case of a
prepared evacuation:
Ÿ Step 1: Crew communication and co-ordination
Ÿ Step 2: Lead passenger briefing
Ÿ Step 3: Passenger relocation
Ÿ Step 4: Passengers brace positions
Ÿ Step 5: Brief 5 ABPs
Ÿ Step 6: Secure cabin
Ÿ Step 7: Cabin lights out
Ÿ Step 8: Airline Cabin Crew brace positions
Ÿ Step 9: Brace commands
In a prepared evacuation the Airline Cabin Crew can proactively plan and execute a successful evacuation.
Unprepared/Unplanned Evacuation:
Situations, when there is no or very little time for crew members to coordinate and prepare the passengers
during flight for impact which could be potentially critical or life-threatening, are termed as
unprepared/unplanned emergencies. During an unplanned emergency, the Airline Cabin Crew should be
reactive.
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Rapid Deplanement:
Rapid Deplanement is a quick process of getting the occupants of an aircraft out using an aero ramp or step
ladder.
This process is to be done in case of an emergency, during a threat to the life of the occupants and while an
aero ramp or step ladder is aligned to the aircraft.
Ditching:
Ditching is a planned event in which the flight crew makes a controlled Emergency landing in water.
Inadvertent Water Contact:
Inadvertent water contact is an unplanned emergency wherein in the flight crew alights on water without
preparation due to limited time available.
Crew Member Responsibilities:
Crew members are primarily onboard for the safety and wellbeing of the passengers. Airline's policies and
procedures, government regulations and manufacturer's recommendations develop their responsibilities.
The responsibilities devised, provide passengers with instructions for appropriate action during an
evacuation. These responsibilities specify Airline Cabin Crew functions and their actions expected during an
emergency or situation requiring an emergency evacuation.
Evacuation Techniques
During a life-threatening situation onboard the aircraft, a quick and efficient evacuation is essential to
increase the occupant's chances of survival. Minimum numbers of Airline Cabin Crew must always be
onboard to effect a safe and expeditious evacuation of the aircraft. Besides the presence of mind,
techniques leading to a successful evacuation involve the following:
Airline Cabin Crew Assertiveness:
Airline Cabin Crew should not be afraid of exerting force on passengers in order to keep the evacuation
flowing. Passengers should not be allowed to slow down the evacuation. The Airline Cabin Crew must use
positive verbal commands and physical gestures in order to efficiently direct passengers towards the exit.
Different types of passenger behaviour that Airline Cabin Crew may come across are:
Ÿ Passive- wherein they lack urgency
Ÿ Hysteric- wherein they have uncontrollable emotion or excitement.
Ÿ Aggressive- wherein they may display confrontational traits.
Exercising assertive evacuation techniques are required for passengers who may impede the evacuation
due to any of the mentioned behaviour types. (Airline Cabin Crew should evacuate passengers within 90
seconds even with 50 % of exits usable.)
Dedicated Assists Space:
This is the space adjacent to floor level exit, either forward or aft. It is crucial to remain out of the passenger
way when they are evacuating the aircraft in order to accelerate the process. Airline Cabin Crew must
secure themselves by holding onto the door frame assist handle, while occupying D.A.S.
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Unusable Exit and Redirection:
An unusable exit is where an exit needs to be blocked because of conditions that would prevent a safe
evacuation. Conditions outside the aircraft could also be potentially hazardous. Besides, if the exit has
failed to open correctly despite attempting to open such an exit, it must be blocked. An exit may be
unusable for the following reasons:
· The exit is jammed and will not open or opens inappropriately despite attempting to open it.
· The slide does not deploy correctly or the slide is damaged.
· There are external hazards like fire, obstruction, debris, high water level etc.
· Strong winds may blow the slide away.
If such conditions arise, the Airline Cabin Crew at that particular exit must guard and prevent it from being
used and redirect passengers by shouting commands “Exit blocked. go that way, use that exit (pointing
towards the usable exit)”.
This is done to maintain a balanced flow of evacuation; situational awareness will play an important role in
the evacuation process. The Airline Cabin Crew must be able to assess not only what is happening at their
exit, but also what is happening inside the cabin and at other exits.
Dried up Exits:
A dried up exit is a usable exit, but has inadequate flow of passengers. During evacuation, redirect
passengers towards such exits (if required).
Cardinal Rule for Evacuation:
Airline Cabin Crew must follow the below mentioned cardinal rules during all exit operations during an
emergency evacuation.
1. Assess: Check through the observation/viewing window for outside conditions such as:
· Fire/smoke.
· Structural damage/obstruction.
· High water level.
2. Open: Open your door in armed configuration. The escape slide/slide raft will deploy and inflate. If the
escape slide/slide raft does not inflate, pull the red manual inflation handle to inflate it manually. In case of
ditching and inadvertent water contact Airline Cabin Crew must ensure confirmed action (immediately
pulling of the red manual inflation handle on opening the door) is mandatorily done.
Detachment is to be done by pulling the white detachment handle below the velcro flap after slide inflation
in case of escape slide. Slide rafts are detached after everyone has boarded the raft.
(Confirmed action and detachment are actions in addition to the cardinal rule)
3. Reassess: After opening the door in armed mode, again assess the situation for the following conditions:
Ÿ Fire/smoke.
Ÿ Structural damage/obstruction.
Ÿ High water level.
Ÿ Correct slide deployment (slide is fully inflated and touching the ground)
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4. Evacuate: Once the conditions are favourable for evacuation, occupy the Dedicated Assist Space (DAS)
and start evacuation.

5.1.7 Critical Phases of Flight
Critical phases of flight are all the flight operations including take-off and landing, below 10,000 ft. These
phases are considered critical because the possibility of an emergency is high. During these phases the
pilots are extremely busy in establishing the control of the aircraft; therefore Airline Cabin Crew adheres to
the sterile cockpit and no contact period procedures.
The concept of ensuring no distractions to the flight crew members in the cockpit during critical phases of
flight, call for the sterile cockpit and no contact periods.
Sterile cockpit:
Sterile cockpit rule prohibits flight crew members from performing any unnecessary communication during
critical phases of flight except those duties required for the safe operation. Critical phases of flight are
pushback, taxi, take-off, landing and flight below 10,000 ft., except for cruise during flight.
This procedure was first adopted by Federal Aviation Administration (FAA) in 1981 after reviewing a series
of accidents.
Sterile cockpit phase 1 for take-off: It begins when the cockpit and aircraft doors are closed and the chocks
are removed. This period ends at 10,000 ft., when the seat belt signs are either turned OFF or recycled.
Sterile cockpit phase 2 for landing: It begins at 10,000 ft., when the seat belt signs are switched ON or
recycled and ends when the seat belt signs are switched OFF after arrival.
All safety related information no matter how trivial it may seem, must be brought to the notice of the flight
crew as soon as possible. For example: A rat on board, or a passenger refusing to exit the toilet, the safety
demonstration announcement being delayed etc.
No Contact Period:
The no-contact periods are phases within the sterile cockpit period where absolutely no communication is
permitted with the cockpit crew. Any distraction to the cockpit crew at this time could lead to an incident or
accident.
No contact period for take-off: From the commencement of take-off roll to gear up (approx.30 sec after
getting airborne).
No contact period for landing: From gear down to the end of landing roll (approx. 30 sec after landing).
Rapid and Slow Decompression (Pressurisation Problems)
Decompression is an unwanted loss of cabin altitude (pressure). When decompression occurs; the cabin
pressure decreases in order to equalise the outside altitude (pressure). This severely endangers flight
safety because it alters the properties of air in the cabin required for human existence. It results in a lack
of oxygen available for the occupants.
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At 14,000 feet cabin altitude, the masks from the PSU will automatically drop. Besides, deploy the masks
electrically and manually. Airline Cabin Crew can use oxygen storage and dispensing apparatuses while
administering supplemental oxygen.
In a decompression situation the captain shall rapidly descent the aircraft to a safe altitude. This will result
in a nose down attitude of the aircraft making it difficult to move about in the cabin. Altitude below 10000ft
is considered as safe altitude. It is imperative that the aircraft is brought down to this altitude so that the
properties of air are within the range required for human beings to survive comfortably.
Decompression can be broadly categorised in 2 types:
Rapid or Explosive Decompression: Rapid decompression occurs suddenly therefore there is no time to
prepare oneself or the cabin. It is caused primarily due to structural damage.
Slow Decompression: Slow decompression is usually caused due to pressure leakage in the aircraft (e.g.
door seal torn), a pressurization system failure or a cracked window.
Time of Useful Consciousness (TUC)
T.U.C. is defined as the amount of time an individual is able to perform flight duties efficiently in an
environment of inadequate oxygen supply . It is the period after which useful consciousness is lost and sets
in hypoxia. At higher altitudes, TUC decreases. The physical activity and fitness level determines an
individual's actual time of useful consciousness. Smoking, alcohol and drugs reduce capability to bear a
sudden loss of cabin pressure. People who are suffering from medical conditions, infants and children may
also be affected. As commercial aeroplanes fly at altitudes approximately up to 39000 feet, the time of
useful consciousness may be very short. The table below states the TUC at different altitudes:

Altitude
22,000 feet
25,000 feet
28,000 feet
30,000 feet
35,000 feet
40,000 feet

Approximate time
5 - 10 minutes
3 - 5 minutes
2.5 -3 minutes
1 -3 minutes
30 – 60 seconds
15- 20 seconds

A. Rapid/explosive decompression
In rapid decompression, it will not be difficult to determine what is happening around. At 14000 feet cabin
altitude, the Passenger Service Unit (PSU) will open automatically and oxygen masks will drop down to
ensure all passengers have ready access to emergency oxygen. The captain will rapidly descend the aircraft.
Aircraft signs
Ÿ An extremely loud bang (sound-almost like an explosion) will be heard.
Ÿ Loose objects, people, and personal items will be sucked toward the opening of the fuselage.
Ÿ There will be mist formation in the cabin due to condensation. However, this will dissipate after the
temperature and pressure have equalised.
Ÿ Cabin temperature reduces considerably.
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Ÿ P.A. volume increases.
Ÿ Automatic prerecorded decompression announcement is heard in the cabin.
Ÿ Seat belt sign and no PED signs ON automatically.
Ÿ Cockpit door is unlocked automatically.
Ÿ Cabin lights will come on to 100% illumination automatically.
Physiological signs
Ÿ Rapid chest expansion.
Ÿ Cheek and lip flutter due to loss of air from lungs.
Ÿ Transient pain in the ears and sinuses.
Ÿ Noticeable feeling of abdominal fullness due to intestinal gas expansion.
Ÿ Pain and inflammation in and around the joints due to gas bubble formation.
Ÿ Difficulty in communication.
Ÿ Symptoms of hypoxia.
Cabin crew actions
Ÿ Grab the nearest drop-down mask and breathe.
Ÿ Sit down and secure self immediately.
Ÿ If no seat is available then grasp and hold on to any fixed object. The cabin crew can also wedge
themselves between passengers.
Ÿ If cabin crew is with a cart in the cabin, then the cart should be placed diagonally in the aisle and
set the brakes immediately (if possible, keep the cart at arm's length distance).
Ÿ Shout the following commands:
“Grab your oxygen mask
Pull mask towards you
Breathe
Fasten your seatbelts”
(Note: It is imperative that passengers must put their own mask first before helping others)
Ÿ Cabin crew remain seated till the aircraft reaches a safe altitude (approx. 10,000 – below 14000 feet of
cabin altitude). The cockpit crew over the P.A would intimate safe altitude of the aircraft.
“Safe to remove oxygen masks, after cabin inspection, lead to the cockpit please”.
Ÿ Once this command is heard for safe altitude then cabin crew must get up from their respective
locations and do a post decompression walk around in the cabin of their area of responsibility along
with:
Ÿ Portable oxygen bottle
Ÿ Manual Release Tool (MRT) (to deploy the oxygen mask from the PSU if not deployed).
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Ÿ Cabin crew to check for any lavatory occupants before their post decompression walk around.
Ÿ Lead (Senior Cabin Crew) to report the cabin situation to the cockpit crew.
(Note: The cabin crew can give oxygen from the PSU to the passengers who would require it for first-aid
purposes; however, oxygen bottle will be used by the cabin crew to counter the effect of exposure to
lessened pressure, if any. Cabin Crew must also check cockpit in case cockpit crew needs assistance).
B. Slow decompression
It is challenging to detect as the signs in the cabin are not obvious. In all probability cockpit crew are the first
to detect slow decompression on their instruments. If left unattended, then slow decompression may lead
to rapid decompression.
Aircraft signs
Ÿ There will be a hissing noise (around the affected area).
Ÿ Cabin will become colder.
Physiological signs
Ÿ Occupants may complain of chest pain, ear ache
Ÿ Occupants may feel nausea
Ÿ Drowsiness
Ÿ Dizziness
Ÿ Hypoxia
Cabin crew actions
If cockpit crew has recognised slow decompression cabin crew will:
Ÿ Follow Pilot-in-Command (PIC) instructions.
If cabin crew recognise slow decompression
Ÿ Lead (Senior Cabin Crew) to notify captain and take instructions.
Ÿ If slow decompression turns into rapid decompression follow rapid decompression procedures.
(Note: During decompression, Airline Cabin Crew to make an effort to inform passengers to use the mask
from the PSU)
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UNIT 5.2:
1.1: Handling
About thePassengers
Programme
during Medical Emergency
Unit Objectives
At the end of this unit, you will be able to:
Ÿ assist and handle passengers during a medical emergency.
Ÿ perform basic first aid.
Ÿ identify the functions and uses of emergency equipment.
Ÿ maintain a hygienic environment for passengers.
Ÿ develop travel hygiene and handle clinical waste.

5.2.1 Introduction
Definition of First Aid
First aid is an immediate treatment given to a victim of an accident or sudden illness before obtaining
medical help.
An injury is any wound or damage to the body resulting from an event. It is often a localised damage or
harm. Events such as accidents or physical trauma can cause injuries.
Illness is a disease affecting the whole body or whole system of the body.
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A list of different types of illness and injuries is given below:

INJURY
Foreign body in the eye
Tooth ache
Burns and scalds
Head injuries
Fractures
Dislocation
Neck and spinal injuries
Injuries and wounds
Abdominal wounds

ILLNESSES
Cardiac emergencies
Abdominal emergencies
Asthma
Acidity
Hiccups
Motion sickness
Vomiting (abdominal problems)
Diarrhea (abdominal problems)
Shock
Diabetes
Hyperthermia
Heat stroke
Heat exhaustion
Hypothermia
Cerebral stroke
Fits, seizures or convulsions
Febrile convulsions
Hysteria
Hypoxia
Hyperventilation
Dehydration
Nitrogen or decompression sickness
Otitic barotrauma
Bleeding
Communicable diseases

Importance of First Aid
It is the responsibility of Airline Cabin Crew to render first aid in the event of an injury or illness occurring in
flight. All Airline Cabin Crew shall –
Ÿ Have a thorough knowledge of first aid.
Ÿ Make a detailed flight report, detailing the sickness and extent of injury and the given first aid.
Protocol to be followed when administering first aid:
Ÿ Ensure that there is no further danger to the affected passenger or to the provider.
Ÿ Give CPR if breathing has stopped, at every second count.
Ÿ Stop bleeding – if any.
Ÿ Guard against or treat for shock by keeping the affected passenger warm by moving him as little as
possible and handle him gently.
Ÿ Be firm / assertive while reassuring the affected passenger and those around to manage anxiety.
Ÿ Do not allow people to form a crowd.
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Ÿ Arrange for removal of the passenger to the care of a doctor or hospital as soon as possible.
Ÿ Keep the cockpit crew informed by pressing the EMER button on the handset at all stages –
Ÿ The crew shall verify the vitals (Pulse and breathing), offer a glass of water, take appropriate action and
assertively take control of the situation.
Ÿ Post initial investigations report to/update the captain explaining the condition.
Ÿ If situation demands, seek medical advice by paging for a doctor and treat accordingly.
Ÿ If the doctor advises urgent hospitalisation, seek further clarification, whether the passenger can
make it through the stage of the journey without any major complications.
Ÿ All Airline Cabin Crew shall report all medical incidents on board to their respective base management
through the prescribed in-flight reporting format.
Approach to Affected Passenger (CAT technique)
Ÿ C: Calm the passenger and listen to his/her Complaints.
Ÿ A: Assess the passenger's condition. Airline Cabin Crew must check vital signs to find out what has
happened.
Ÿ T: Treatment should be done step by step until the doctor takes charge.
Vital signs include temperature, pulse and respiration (temperature to be checked only for certain
conditions).
Stepwise Approach for handling Medical Incidents On-board
Injury / illness
Approach with Confideance

Be Calm

Listen to passengers’s complaints
check vital signs

No

Condition serious?
Vital signs Unstable?

Yes
Ÿ
Ÿ
Ÿ
Ÿ

Page for Doctor
Inform to PIC
Give first aid on board
Monitor Vitals every 10 minutes
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Conditions that require
an immediate doctor
attention

Cardiac arrest
Heart attack
Angina pectoris
True shock
Diabetic coma
Choking
Cerebral stroke
Convulsions/febrile
convulsions
Nose bleeding
Ear bleeding (if it is due
to head injury)
Childbirth
Profuse bleeding
Spinal injury
Penetrating chest and
back wound
All unconscious
passenger
Severe abdominal pain
Abortion
Asthma
Deep Vein Thrombosis
(DVT)
Suspected case of
internal bleeding

Conditions where doctor’s
assistance may be required,
if vitals (temperature, pulse
and respiration) are found
unstable
Head Injury
Hypoxia
Hyperventilation
Fractures
Open Wound
Nervous Shock
Heat Exhaustion
Insulin Coma

Conditions that an
Airline Cabin Crew can
handle on their own

Body Ache
Toothache
Acidity
Hiccups
Motion sickness
Vomiting
Diarrhea
Foreign Body in the Eye
Burns
Bruise
Sprain
Strain

Please note the above table is only an indicative guideline for ease of operations. The Airline Cabin Crew
must take an actual call on the spot, based on the passenger's condition.
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Altitude Physiology
As the aircraft ascends from sea level, the atmospheric pressure will correspondingly drop. As atmospheric
pressure drops, the air becomes less dense. The primary reason for this phenomenon lies in the kinetic
nature of atoms and molecules. Molecules, especially those of a gas, are highly kinetic or in a constant state
of motion. As pressure around the molecules is reduced, the molecules will travel further apart. This
explains why air becomes less dense as altitude increases, thus explaining the phenomenon of gas
expansion.
Physiological Zones of the Atmosphere (Changes in Atmospheric Pressure)

ZONES
Physiological
efficient
zone

ALTITUDES
Sea Level 12,500 feet

Physiological
efficient
zone

12,500 50,000 feet

PRESSURE CHARACTERISTICS
760 - 523 Generally, the body has adapted to
mm/Hg
operate in the lower regions of this
zone. Minor trapped gas problems
(ears, sinus and GI tract.) occur in the
lower region of this zone while
shortness
of
breath,
dizziness,
headaches and fatigue in the upper
region if exposure too long.
523 - 87
The majority of flying is conducted in
mm/Hg
this zone. The lack of atmospheric
pressure causes major physiological
problems such as hypoxia and
decompression sickness.

5.2.2 Basic First Aid
A. Chest Pain (Heart Attack and Angina Pectoris)
There are many causes of chest pain including angina pectoris, heart attack, indigestion etc., but in case of
first aid consider any chest pain as heart pain.

Chest Pain

Angina Pectoris

Heart Attack

When blood supply to part of heart muscle

When blood supply to part of heart muscle is

is reduced.

completely blocked.
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Scenario: A 50-year-old male passenger on board is complaining of chest pain going towards left side/right
side of the body along with breathlessness, nausea, vomiting and profuse sweating.
Crew Actions:

Approach passenger with confidence, be calm reassure the passenger

Page for doctor, ask passenger to rest, administer 100%
oxygen

Check radial pulse
Pulse: normal or fast

Pulse: irregular

Anigina pectoris

Heart attack

Tab Sorbitrate: Helps to dilate the arteries.
Give one tablet Sorbitrate sublingually. If a passenger still complains of chest pain repeat tab Sorbitrate
after 5 minutes only if doctor is present and the blood pressure is monitored. Only 1 to unconscious.
Side effects of Sorbitrate:
Head ache: Apply cold cans on forehead
Low blood pressure: Make sure passenger is sitting/lying before giving tablet
Tab Ecosprin: Helps to thin the blood.
Give 4 tablets of 75 mg. (at the same time) dissolved in glass of water or along with water only to conscious.
Cardiac Arrest
This is very serious condition in which the heart and lungs suddenly stops working altogether.
Symptoms and Signs
Ÿ The passenger becomes unconscious.
Ÿ No pulse can be felt at the neck.
Ÿ Breathing absent
Ÿ Pupils are dilated.
Ÿ Person is clinically dead.
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Treatment
Ÿ Begin Cardio Pulmonary Cerebral Resuscitation (CPCR) immediately.
Ÿ Automated External Defibrillator (AED) is to be used.
Ÿ Get medical aid immediately; continue resuscitation on the way to a hospital.
B. Gastro- Intestinal Disturbance and Other Medical Situations
Complaints

Treatment

Body pain/Fever/Tooth ache

Tab Crocin

Abdominal pain

Tab Meftal spas

Acidity

Tab Digene (2 for adult for child)

Anti-allergic

Tab Cetirizine

Vomiting (abdominal problems) Tab Avomine/ Vomex plus ORS
Loose motions

Capsule Imodium plus ORS

Hiccups

Breathe in and out from airsickness bag

Ointment for any cuts and burns Cipladine ointment
Oral rehydration powder packets (WHO formulation) like electrolyte are available in the market with
various brand names can be used as per instructions mentioned on the packet. Small frequent feeds of a
reconstituted electral solution are advised. If not available, then a salt-sugar solution can be prepared by
mixing eight tea spoons full of sugar (40 gm.) and ¾th tea spoons of common salt (3.5 gm.) in a litre of water
preferably boiled and cooled.
Treatment
Ÿ Begin Cardio Pulmonary Cerebral Resuscitation (CPCR) immediately.
Ÿ Automated External Defibrillator (AED) is to be used.
Ÿ Get medical aid immediately; continue resuscitation on the way to a hospital.
C. Asthma
This is narrowing of air passages in lungs because of allergy.
Scenario: A 55-year-old male passenger on a flight to Goa presents with difficulty breathing, wheezing
sound and coughing.
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Crew actions:
Approach passenger with confidence, be calm reassure the passenger

Ask any history of asthma
Page for doctor, ask the passenger to sit upright lean forward, administer 100%
oxygen

Check vital signs, breathing and pulse

Ÿ Assist the passenger if he has his own inhaler
Ÿ Inform doctor as there is an Asthalin inhaler and Injection Deriphyllin in the
medical kit
Note: In case of a severe asthma attack, with no doctor on board, the affected passenger should only be
given an Asthalin inhaler from any other passenger who is carrying the same.
Before using other passenger's inhaler on the affected passenger ensure cleaning of mouth end of inhaler
with alcohol wipes.
D. Motion Sickness / Airsickness
It is discomfort felt by a passenger because of the moving mode of transport.
Scenario: A 25-year-old female complains of a headache, dizziness, cold perspiration along with nausea and
vomiting.
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Crew actions:
Approach passenger with confidence, be calm, reassure the passanger
Ask any history of motion or air sickness
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Seat the patient preferably in the mid cabin.
Recline seat.
Open air vents.
Cool towels or cans on the forehead.
Give plenty of air sickness bags.
After passenger has vomited clear all traces away as soon as possible and use an
air freshener.
Give a mouth wash and small sips of fluid or ice to suck.
Give tab. Avomine (if it is a long sector flight): Side effect of Avomine is
drowsiness.
After recovery, light nourishing food should be given, and greasy foods
avoided.
Advice passenger: Tab. Avomine can be taken 1/2 to 1 hour before the trip
commences
Light meals to be taken 1/2 to 1 hour prior to flight.

E. Allergic reactions
Signs and Symptoms:
Ÿ Running nose
Ÿ Stuffy nose
Ÿ Sneezing
Ÿ Itchy nose, eyes, ears and throat
Ÿ Redness of skin
Ÿ Itching of skin
Treatment: Tab Cetirizine
F. Nervous shock
Nervous shock is due to strong emotional stress, e.g. fear, pain or bad news and not necessarily due to a
serious injury.
Scenario: A 30-year-old male passenger travelling complains that he is not feeling well. He is feeling uneasy
and dizzy as he just received a news of his grandfather passing away.
Note: Other complaints can include sweating, nausea, vomiting and dry mouth any extreme news or severe
stress is an important clue towards nervous shock.
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Crew actions:
Approach passenger with confidence, be calm and reassure the passenger.

Check vitals: pulse and respiration may be fast

Conscious
Unconscious
Ÿ Head bent between the knees
Ÿ Head low, legs elevate
Ÿ Give stimulating drinks like tea/coffee to
Ÿ Nil by mouth.
freshen up the mind.
Note: if passenger vomits give him tab Avomine or tab Vomex
G. True shock
This is a failure of the circulatory system leading to reduced blood and oxygen supply to the body, mainly to
the brain. True shock is a critical problem and should be dealt with promptly as this can be fatal.
Scenario: A 35-year-old male is found unconscious in a pool of blood with right leg injured is breathing very
fast. Following complaints can be seen: dizziness, blurring of vision, sweating, dry mouth, vomiting and
nausea.
The following could be causes of true shock:
Ÿ Heart attack
Ÿ Nitrogen decompression sickness
Ÿ Severe bleeding
Ÿ Severe burns
Ÿ Loss of body fluid due to excess of vomiting, diarrhoea (Abdominal problems)
Ÿ Heat exhaustion
Ÿ Bacterial infection
Ÿ Insulin coma
Ÿ Toxic shock
Ÿ Abdominal emergency
Ÿ Crush injuries
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Vitals Signs: Skin- Pale, cold and clammy
Pulse: Fast and feeble
Respiration: Fast and shallow
Crew actions:
Ÿ Approach passenger with confidence, be calm
Ÿ Page for doctor
Ÿ Elevate legs
Ÿ Nil by mouth except in dehydration give ORS
Ÿ Treat primary cause (control bleeding)
Ÿ Administer oxygen
Ÿ Monitor vitals every 10 minutes
Ÿ Urgent Hospitalisation
H. Diabetes
Diabetes is a condition where a person has fluctuating blood sugar levels as the body's failure to regulate
the sugar levels. If not monitored and controlled this condition can lead to either a diabetic or
hyperglycemia coma.
Diabetic Coma
This condition results because of very high sugar levels in the body also known as hyperglycemia coma.
Scenario: A 55-year-old lady is found unconscious; her daughter says she has diabetes. When conscious,
following complaints can be observed increased urination, increased thirst, dry mouth, lethargy and
drowsiness.
Crew actions:
Approach passenger with confidence, be calm and reassure the passenger
Ÿ Page for doctor
Ÿ Check: Breathing: deep and sighing
Ÿ Skin: dry and warm
Ÿ Acetone breath (fruity odour)
Ÿ Nil by mouth
Ÿ Treat as an unconscious passenger
Ÿ Urgent hospitalisation
I. Burns
A burn can have many causes including flame, hot objects, hot liquids or gases, electricity, chemicals,
friction, radiation and cold.
Scenario: A 16-year-old boy has spilled hot tea over his right arm.
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Crew Actions:
Approach passenger with confidence, be calm and reassure the passenger
First Degree Burn
Pain
Redness
Swelling

Second Degree Burn
Pain
Redness
Swelling
Blister

Third Degree Burn
Skin Black and Charred
No Pain

• Place the part under slowly running cold
water or immerse it in cold water for 1520 minutes, until the pain or burning
stops.
• Remove accessories on body if
necessary (watches, rings, etc.).
• Apply Cipladine / Soframycine ointment
present in the first-aid kit
• Apply the burn dressing.
Do not burst the blister.

• Cover with burn dressing
• Do not remove accessories
• Urgent hospitalisation

J. Treatment of an Unconscious Passenger (Life Threatening Medical Emergencies)
Primary survey

Check consciousness
Call for back-up

Check breathing
Breathing absent

Breathing present
Check circulation
Pulse present

Pulse absent

Check bleeding

Start CPR

Secondary survey

Use AED

Note: When breathing is absent and pulse is present, only give one rescue breath every 5 seconds.
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Primary Survey
The first step when approaching an unconscious passenger is to conduct a primary survey. A primary survey
includes:
Ÿ Establishing the level of consciousness
Ÿ Call for back up
Ÿ Checking breathing
Ÿ Checking circulation
Ÿ Checking bleeding
1. Establishing the Level of Consciousness
This can be done by:
Ÿ Calling the passenger while tapping him.
Ÿ For children call out to the child while gently tapping.
Ÿ For infants gently tap the sole of feet.
Ÿ If the passenger does not show any response it means he is unconscious.
Ÿ Call for backup. (Get the FAK, AED, O2 bottle, page for doctor, inform captain).
2. Check Breathing
To check breathing scan the victim's chest for rise and fall for not more than ten seconds.
3. Check Circulation
In adults and children the carotid pulse is checked for circulation this is done by:
By locating patient's Adam's apple, i.e. the most prominent part of the neck (bony part) in the midline in
front. Place the tips of the index finger and middle finger directly on the midline of the structure, now, slide
the fingertips to the closest side of patient's neck. Palm side of the fingertips should be against the patient's
neck.
(Note: Very little pressure is to be applied to feel the carotid pulse. Use: to find whether heart is beating.)
In infants check the brachial pulse. It is situated above the elbow joint in the biceps groove. Check pulse for
at least 5 sec but not more than 10 sec. (Note: Breathing and pulse can be checked simultaneously within 10
seconds)

Fig 5.2.2 (a) Carotid Pulse

Fig 5.2.2 (b) Brachial Pulse
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4. Check Bleeding
If the passenger is bleeding, it must be controlled at once. If the passenger has spinal injuries, do not turn
the passenger to check the bleeding at the posterior part of the body. If breathing and pulse are present and
no active bleeding then proceed for a secondary survey. If bleeding continues then control it and proceed
for secondary survey.
Secondary Survey
On completion of the primary survey, a first aider must begin the secondary survey. A secondary survey
consists of checking:
Ÿ History
Ÿ Pupils
Ÿ Body temperature
Ÿ Pulse rate
Ÿ Breathing rate
Ÿ Skin colour
Ÿ Local examination
5. History
Ask the passenger, his relatives or the neighbouring passenger, a detailed history. Ask for a similar incident
in the past, whether the patient had a fall, ask if he or she is taking any drugs or is he suffering from any of
the following:
Ÿ A – Asthma / Allergy
Ÿ B – (High) Blood pressure
Ÿ C – Cardiac problems
Ÿ D – Diabetes
Ÿ E – Eating ( if on an empty stomach) or Epilepsy
6. Pupils
The first aider should check for any of the three types of pupils:
Ÿ Dilated pupils: seen in heat stroke, unconscious and dead passenger.
Ÿ Constricted pupils: seen in heroin, morphine and opium poisoning.
Ÿ Unequal pupils: seen in head injury and cerebral haemorrhage (stroke).
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Fig 5.2.2 (c) Three Types of Pupils

7. Body temperature
Normal body temperature is 97.5 to 99 degree Fahrenheit. Temperature more than 104 degrees Fahrenheit
indicate a heat stroke. Temp. of 100 degrees Fahrenheit and above indicates fever. Check temperature by
keeping the digital thermometer under the armpit.
8. Pulse Rate, Rhythm and Volume
The radial pulse is checked for children and adults. To check the pulse rate place the fingertips on the palm
side of the patient's hand on the side just above the crease between palm and wrist (keep the fingertip of
the middle finger on the crease between wrist and palm). This will assure of placing one fingertip over the
site of the radial pulse. Do not use the thumb to measure pulse rate. Apply moderate pressure to feel the
pulse beats. If the pulse is weak, apply more pressure. Do not apply too much pressure as it may make it
difficult to feel the pulse. Once the pulse is felt make a quick judgement for the rate per 15 seconds. Multiply
this count by 4 to determine the radial rates in beats per minutes. For infants, the brachial pulse is checked.
Normal pulse rates are:
Category
Rate
Adults
60 – 80 beats per min.
Children
80 – 100 beats per min.
Infants
100 – 120 beats per min.
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While counting pulse rate, judge if the rhythm is regular or irregular and if the volume is high or low:
Ÿ Low volume pulse is an indication of seen in true shock, heat exhaustion and insulin coma
Ÿ High volume pulse indicative of heat stroke
Ÿ Irregular pulse – heart attack
Ÿ Regular pulse – normal

Fig 5.2.2 (d) Radial Pulse

9. Breathing Rate

Category
Adults
Children
Infants

Rate
12 – 16 breaths per min.
16 – 20 breaths per min.
20 – 24 breaths per min.

Types of breathing include:
Ÿ Fast and shallow seen in true shock, heat exhaustion and insulin coma.
Ÿ Deep and sighing is indicative of a diabetic coma.
Ÿ Paradoxical or see - saw breathing, when two consecutive ribs are fractured, the breathing is
paradoxical or see -saw breathing. Such a chest is called as flail chest.
10. Skin Colour

Category
Red hot flushed skin
Pale cold clammy skin
Cherry red lips
Bluish discolouration

Indication
Indicative of heat stroke
Indicative of true shock, heat
exhaustion and insulin coma
Indicative of carbon monoxide
poisoning
Indicative of cyanosis
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11. Local Examination
The local examination includes checking for fractures, burns, bleeding and injuries. In secondary survey
vital signs must be checked after every 10 minutes.
General guidelines for treating an unconscious passenger:
Ÿ Avoid crowding, loosen all tight clothing.
Ÿ Keep airways open by any of the methods.
Ÿ Give oxygen if required.
Ÿ Elevate the legs if a passenger has become unconscious due to shock.
Ÿ Nil by mouth.
Ÿ Give sugar sublingually to rule out the possibility of hypoglycaemia.
Ÿ Put the passenger in a recovery position.
Ÿ Monitor vital signs (TPR) every 10 minutes.
Recovery Position: A recovery position is a position of the body, into which an unconscious but breathing
passenger can be placed as part of first aid treatment.
12. Conditions for Recovery Position
Ÿ Passenger to be unconscious
Ÿ Breathing present
Ÿ Pulse present
Ÿ No active bleeding
Ÿ

All fractures should be immobilised

Fig 5.2.2 (e) Recovery Position
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13. Advantages
Ÿ It is a stable position, the passenger will not roll away.
Ÿ The airways remain open.
Ÿ Any vomit or secretions can drain out.
Ÿ In this position, the passenger can be left alone and the first aider can go and call for help.
14. Method
Ÿ Recovery position without spinal injury.
Ÿ Passenger lying on a flat ground.
Ÿ Open the airway of the passenger.
Ÿ The hand of the passenger closer to the first aider is kept at right angles.
Ÿ The opposite hand of the passenger crosses over the chest and is kept on the cheeks.
Ÿ Then cross the legs of the passenger.
Ÿ Gently turn the passenger towards the first aider's side.
Ÿ The upper leg then is placed at 90.
Cardio Pulmonary Resuscitation (CPR) / CPCR /BLS
CPR is a first-aid technique used to revive the heart and lungs and prevent the passenger from going into
biological death. The heart and lungs are two important organs of the body for maintaining circulation and
exchange of oxygen by taking out carbon dioxide from the body. They are important for the survival of the
patient. If both these organs fail then the person is said to be clinically dead. Clinical death is therefore
defined as the moment when breathing stops and the heart stops beating. The time interval between
clinical and biological death is 4-6 min.
Biological and clinical death:
Ÿ If a patient is not receiving oxygen; brain cells will begin to die within four to six minutes. A patient is
biologically dead when the brain cells die.
Ÿ Clinical death is when the heart stops beating and is reversible; biological death is irreversible.
Ÿ CPR is the procedure by which one tries to prevent biological death though clinical death has already
occurred.
CPR stands for:
Ÿ Cardio: meaning heart circulation
Ÿ Pulmonary: meaning lungs and respiration
Ÿ Resuscitation: meaning to try and revive
During this procedure, the patient's heart is squeezed between the breastbone (sternum) in front and
backbone (spinal column) at the back, with the patient lying on his back. As the heart is squeezed blood is
forced into circulation. When pressure is released blood flows back into the patient's heart. When CPR is
provided the breaths of the first aider allow oxygen to be taken up by the blood and compressions allow for
this oxygenated blood to be circulated to the body cells.
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15. Criteria for CPR
Ÿ Passenger should be unconscious.
Ÿ Pulse should be absent.
Ÿ Breathing should be absent.
Ÿ Passenger must lie on a hard flat surface.
Ÿ Legs should preferably be elevated.
16. Method
Ÿ Place patient in the correct position.
Ÿ Reposition the hand at compression site at lower half of sternum.
Ÿ Heels of both the hands should be parallel to one another, with fingers of both the hands, pointing
away from the body.
Ÿ Keep the fingers off the patient's chest.
Ÿ Straighten your elbows and lock them. Do not bend the elbows when delivering or releasing
compression.
Ÿ Position the shoulders directly over the hands so that all compressions are delivered straight down
onto the CPR compressions site.
Ÿ Compressions must be delivered at the site, for an adult the breast bone should be depressed by at
least 2 inches.
Ÿ After compression, one must fully release the pressure on patient's chest, lift up, returning your
shoulders to their original position.
Ÿ Release of pressure should take the same amount of time as the amount of time required for
compression.

Fig 5.2.2 (f) CPR

Good cardiac compressions are - push hard, push fast and wait for the chest to recoil back. Providing
breaths during a CPR is called as rescue breaths. Along with artificial circulations one has to provide artificial
respiration when giving CPR. Rescue breath is defined as a breath which lasts for a second and is just
enough to cause a rise and fall of the chest. The person doing compressions will count loudly so both of
them can co-ordinate and maintain correct rates.
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Methods of giving rescue breaths:
Ÿ Mouth to mouth
Ÿ Mouth to nose
Ÿ Mouth to mouth and nose
Ÿ Mouth to the stoma
17. CPR Ratio
Depending on the number of rescuers performing CPR the ratios are as follows:
All cardiac compressions are given at 100 / min. Vital signs to be checked every 2 minutes or on completion
of 5 cycles. The method of counting the cardiac compressions is one, two, three to thirty.

Category

Adult (> 8 yrs)
Child (1- 8 yrs)
Infant (0-1 yrs)

Ratio cardiac
compressions to rescue
breaths for 1 rescuer
30:2
30:2
30:2

Ratio cardiac
compressions to rescue
breaths 2 rescuers
30:2
15:2
15:2

Depth

At least 2 inches
About 2 inches
1.5 inches

18. Cardio Pulmonary Resuscitation (CPR)
Continue CPR until:
Ÿ Patient regains heart and lung functions
Ÿ You are too tired to continue and some other first aider takes over.
Ÿ Doctor advises not to resuscitate.
Note: CPR along with AED to be continued for at least 40 minutes.
19. CPR for Children and Infants
The method of administering CPR for children and infants differ slightly. For children the following pointers
should be remembered:
Ÿ Apply compressions to the breastbone at the lower half of sternum.
Ÿ Use heel of one hand only.
Ÿ Breastbone should be depressed about 2 inches.
Ÿ Deliver compression at the rate of 100/min.
Ÿ Interpose two rescue breaths after every 30 compressions to give a ratio of 30:2 in case of a single
rescuer.
When administering CPR to Infants:
Ÿ Apply compressions at the lower half of sternum.
Ÿ Deliver the compression using the tips of two fingers.
Ÿ The sternum should be depressed 1.5 inches.
Ÿ Compressions at the rate of 100 /min.
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Ÿ Interpose the breaths every 30 compressions to give a ratio of 30:2 in one man CPR.
Ÿ Use brachial pulse instead of carotid pulse.
20. Complications of CPR
Ÿ Fracture of the ribs
Ÿ Injury to internal organs (such as the heart, lungs, liver stomach and spleen)
Ÿ Bloating / bugling of stomach
Ÿ Vomiting (abdominal problems)
21. AIDS to Resuscitation
The following aids can be used to provide effective respiratory and circulatory resuscitation:
Ÿ Oropharyngeal airway (simple airway tube).
Ÿ Ambulatory Manual Breathing Unit (AMBU) bag.
Oropharyngeal airway (simple airway tube): is an aid to give artificial respiration. It is used in unconscious
casualties to keep the airway open and is made up of the following parts:
Ÿ Flange
Ÿ Curved portion
Ÿ Tip of the tube
It is usually made of plastic which can be introduced into the patient's mouth and reached back into the
throat. Different sizes are available. It should be placed against the patient's face at the angle of the lower
jaw to note its size. If size is not correct, do not use it. (Note: it has to be used on an unconscious patient only
as it may induce vomiting in conscious or semiconscious patient and the vomit will block the airway.)
The method of insertion:
Ÿ Open mouth by thumb and forefinger of the hand.
Ÿ Position airway so that its tip is pointing towards the roof of the patient's mouth.
Ÿ Slide along the roof of mouth till the flange rest on the lips. Don't push tongue back into the throat.
Ÿ Rotate the airway tube by 180 degrees so the tip points down the patient's throat.
Ÿ Patient's head must be in maximum tilted position.
Ÿ Provide mouth to airway ventilations, like mouth-to-mouth ventilations.
AMBU bag or bag-valve-mask unit is made up of the following parts:
Ÿ Facemask
Ÿ Inlet and outlet valve
Ÿ Self-recoiling rubber bag (capacity 500cc)
Ÿ Bigger and smaller openings
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Bigger and Smaller
Opening
Outlet Valve

Self Recoil Rubber
Bag

Connector

Inlet Valve

Face Mask

Fig 5.2.2 (g) Artificial Manual Breathing Unit

The method of use:
Ÿ Place the mask on the patient's nose and mouth. Press the bag.
Ÿ The air in the bag will pass through the one-way inlet valve in the lungs and exhaled air will escape
from the outlet valve. The opening on the other end of the bag allows air to come in.
Ÿ Once it expands again push the air into the airways.
(Note: never use it when the person is breathing as it could lead to rupture of lungs.)
K. Choking (Airway Obstruction)
Scenario: Passengers onboard inform that a 36-year-old male passenger is unable to breathe and
producing gurgling sound while speaking.
Crew actions:

Page for Doctor

Approach passenger with confidence,
be calm reassure the passenger.

Ask through a gesture, whether
something is stuck in the throat

Give continuous abdominal thrust to relieve choking
Ÿ Make a fist with thumb outside
Ÿ Place in between xiphoid process and navel
Ÿ Go inwards and upwards
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Note: If the choking is not relieved by the above procedure and if the passenger becomes unconscious start
with CPR.
Abdominal thrusts should not be done on:
Ÿ Persons who has eaten a meal within 2 hours
Ÿ Persons operated for abdominal surgery
Ÿ Persons having abdominal problems
Ÿ Pregnant women
Ÿ Obese people
Ÿ Elderly persons
Ÿ Infants
Treatment for Infants:
Ÿ Cradle the infant face down on your forearm.
Ÿ Your hand should hold the infant jaw and chest.
Ÿ Then give 5 gentle back taps with 2 fingers between the two shoulder blades.
Ÿ Give 5 chest thrust with 2 fingers on the inter-mammary line.

L. Child Birth

Fig 5.2.2 (h) Chocking-treatment for Infants

Attention during flight for pregnant ladies:
Ÿ Seat location: Make pregnant lady sit in aisle seat near galley as she may have a frequency in passing
urine.
Ÿ Oxygen: Give 100% oxygen if a pregnant lady feels short of breath during flight.
Ÿ Raising the feet: On long journeys, there may be a tendency for the feet to swell. This can be relieved
by raising the legs, if seat location and spacing permits.
Ÿ Soft Padding: Place soft padding between the seat belt and the abdomen.
Ÿ Exit row: Not to be seated in the exit row.
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Stages of Labor:
Ÿ Nearing Labor: Labor pains at an interval of 15-20 minutes.
Ÿ In Labor: Labor pains at an interval of 1-2 minutes.
First Stage
In the first stage of labor, the neck of the womb (cervix) opens and begins to dilate, pain occurs after a gap of
every 10 – 20 minutes. Definitive signs of the first stage are:
Ÿ The baby's head (hair) is visible or any other part of the baby is visible.
Ÿ Bag of water has ruptured.
Ÿ She feels a strain in her pelvis or feels a need to move her bowels.
Ÿ She can feel the baby trying to move out through her vaginal opening.
Preparations for delivery include:
Ÿ If delivery is expected soon, then ask her to go to the toilet and evacuate bowels and bladder.
Ÿ Make her lie down on her back in the galley. Spread some newspapers below her, knees should be
bent, her feet flat and her legs spread wide apart.
Ÿ Inform the captain immediately and announce for any doctor or nurse onboard.
Ÿ Collect
Ÿ Oxygen cylinder
Ÿ Cool 2 bowls of boiling water to swab and clean the mother and to clean the baby's eyes.
Ÿ Make first-aid kit ready.
Ÿ Sterilise the scissors and two artery forceps in boiling water.
Ÿ Gauze for covering the baby's navel
Ÿ Cotton wool and sanitary pads.
Ÿ Plastic or sickness bags for soiled dressings.
Ÿ Container or bag to collect placenta.
Ÿ Wash your hands with soap and water up to the elbows.
Ÿ Before washing remove any watch, rings or bangles from your hands.
Ÿ Once hands are washed do not touch any surface or objects.
Ÿ Not even your handkerchief or towels.
Ÿ Next tell the mother that you need to see if her baby has entered the birth canal.
Ÿ Remove any clothing or under clothing that obstructs your viewing her vaginal opening.
Ÿ Genital area should be washed and cleaned with cotton wool swabs and cooled boiled water.
Ÿ Look to see if any part of the baby is visible at the vaginal opening.
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Second Stage
The second stage of labor lasts until the baby is born. This is when the cervix is fully dilated the vagina
stretches and allows the baby's head to emerge. Contractions will increase in intensity and regularity
approximately every 2 – 3 minutes. Once the head is delivered the rest of the body will be pushed out
rapidly .The baby will still be attached to the mother by the umbilical cord.
The course of action during the second stage:
Ask the mother to relax in between contractions.
Ÿ If the bag of water breaks remind her that it is normal.
Ÿ If mother vomits ask another assistant to turn her head.
Ÿ Support baby's head, trunk and limbs. Do not pull the baby.
Ÿ If the umbilical cord is wrapped around the baby's neck, gently loosen the cord.
Ÿ It is a natural process. Most babies are born face down and then begin to rotate to the right or left. The
upper shoulder delivers next followed by the lower shoulder. Then the trunk and limbs are delivered.
Continue to support the baby throughout this process.
Caring for the new born:
Ÿ Once the baby's feet are born, lay the baby on its side with its head slightly lowered. This is done to
allow blood, fluids and mucus to drain from the mouth and nose.
Ÿ Babies being born are slippery so make sure to offer support.
Ÿ Clear the baby's airway –use a sterilised gauze pad or a clean handkerchief to clean the mucus and
blood around the baby's nose and mouth (use plain boiled and cooled water).
Ÿ Clean the baby's eyes with the prepared boiled and cooled water moistened swabs.
Ÿ Make sure that the baby cries and so starts breathing; usually, the baby will be breathing on its own by
the time so clear the airway (within 30 seconds) if not, snap the index finger against the soles of the
baby's feet.
Ÿ If the infant does not breathe on his own in 2 minutes start CPR.
Ÿ Keep the infant warm by wrapping in a clean towel or sheet and place it on its mother's abdomen.
Ÿ Note the mothers name and time of delivery.
Clamping the cord:
Ÿ Wait for the pulsations on the cord to stop.
Ÿ Milk the cord – push all the blood towards the baby.
Ÿ Apply clamps with artery forceps, first clamp 10inches away from the baby's navel and second 7inches
away from the baby's navel, between the two clamps tie a thread.
Ÿ Do not cut the cord as it could lead to profuse bleeding and infection.
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Third Stage
The third stage lasts for up to 30 minutes. Delivery of placenta and umbilical cord occurs, a few minutes
after the baby is born. It has to be saved in an airsickness bag, for a doctor to examine.
Caring for the mother after delivery:
Ÿ Place a sanitary napkin, clean towel or clean handkerchief over the mother's vaginal opening.
Ÿ Feel the mother's abdomen until you find a grapefruit size object. This is her uterus. Gently rub this
area of her abdomen in circular motion, which will help in contraction of uterus, in case if there is
profuse bleeding.
Ÿ Clean the mother, dress her up, give warm drink and transfer her on a stretcher.
(Note: If there is excessive bleeding before birth of baby; do not hold the women's legs together. Place
sanitary napkin or clean cotton pad on vaginal opening. Save the blood soaked pads and all tissues that are
passed.)
Artery Forceps
It looks like a scissor with blunt edges and a catch or a lock; Uses are:
Ÿ C – Clamping the cord
Ÿ C – Cleaning the wounds
Ÿ C – Clamping the bleeding arteries (used by the surgeon)
M. Fractures (Musculo Skeletal Injury)
A fracture is a break in the continuity of a bone. This may vary from a crack to a complete break.
Symptoms and signs are:
Ÿ History of fall / blow / injury.
Ÿ Pain at or near the site of injury.
Ÿ Restricted movement.
Ÿ Swelling at the fractured site.
Ÿ Deformity.
Ÿ Snapping sound of the bone may be heard.
Principle treatment of a fracture is immobilisation. Immobilisation can be brought about by three ways:
Ÿ Splints
Ÿ Slings
Ÿ Elevation sling with a swathe
Ÿ Arm Sling
Ÿ Cuff and collar sling
Ÿ Human body as a splint (Used for finger fractures – tape the broken finger with an adjacent finger).
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Splint
A splint may be defined as an appliance, which is capable of restricting the movement of an injured part. It is
used for fracture of long bones. Advantages:
Ÿ Provides complete rest to a fractured part and so relieves pain and thus encourages healing.
Ÿ It prevents a simple fracture from becoming a compound or complex fracture.
Ÿ It immobilises the fractured part and the joints above and below the fractured part.
Ÿ Makes transportation comfortable and safe.
Material used for splinting:
Ÿ Wooden pieces, metallic strips (aluminium)
Ÿ Newspapers and umbrella
Ÿ Box splints
Ÿ Cardboard
Ÿ Rolled up newspaper or magazines
Ÿ Pillows for soft splinting
Basically, the material used for soft splinting should be stiff and long enough to hold the fractured bone and
the joints above and below this bone. It should also have sufficient width.
Principles of splinting:
Ÿ Remove the rings, bracelets and watches from the injured arm or hand.
Ÿ Place the fractured part in anatomical position.
Ÿ Place a splint beneath the fractured part; if there are two splints then place them on either side of the
fractured part.
Ÿ Secure the splint by tying a roller bandage first above and then below the fractured part.
Ÿ Feel for a pulse after applying the splint and check the colour of the nails. If cyanosis seen at the nails
then loosen the bandage.
Triangular Bandage
To tie triangular bandages always use a reef knot to secure the ends. Different types of triangular bandages
are:
Ÿ Arm sling
Ÿ Elevation sling with swathe
Ÿ Cuff and collar sling
Arm Sling:
It is employed when the elbow, forearm, wrist, are fractured. Method of applying:
Ÿ Place one end of an unfolded triangular bandage over the sound shoulder allowing the remainder of
the bandage to hang down the front of the trunk with its apex directed towards the elbow. Place the
apex behind the below on injured side.
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Ÿ Carry upper end of the bandage around the neck so that it hangs downwards over the collarbone of
the injured side.
Ÿ Bend the patient's forearm, keeping the thumb uppermost until it is at right angles to the arm or 4
higher than horizontal and rests in the middle of the bandage. The knot should be on the injured side.
If cyanosis is seen in the nails then loosen the bandage.
Elevation Sling with Swathe:
Elevation sling used when the hand is to be kept well raised. Tie the knot on the uninjured side.
It is used as a treatment for collarbone fracture, fracture of ribs, dislocation of the shoulder, fracture of the
upper arm, fracture of shoulder blades etc. Method of applying:
Ÿ Bend the patient's forearm, so that the fingers touch the collarbone of sound side. Provide support in
this position.
Ÿ Hold the apex of the bandage between forefinger and thumb of one hand and one end of the bandage
similarly with another hand. Apply the upper side of the bandage along and parallel to the upper
border of the patient's forearm and hand so that the apex of the bandage extends a little beyond the
elbow of the injured side.
Ÿ Ask the patient or someone to support that part which rests along the injured forearm.
Ÿ Tuck the base of the bandage across patient's forearm kept over his sound shoulder so that end
appears on the collarbone of the uninjured side.
Ÿ Take the lower end of the bandage across patient's back over his sound shoulder, so that it appears on
the collarbone of the uninjured side. Tie the bandage.
Ÿ Gently pull on the apex of the sling to obtain freedom from wrinkles and creases and to ensure
tautness of the bandage.
Ÿ Collect up the apex and tuck it under that portion of the bandage which is covering the front of the
elbow.
Ÿ Take the resulting flap of the bandage to the back of the elbow and pin it safely in this position.
Ÿ Apply a swathe. The knot should be in front and in the same line as that of elevation sling. Cyanosis to
be checked at the fractured site. In case of cyanosis loosen the bandage.
Cuff and Collar Sling:
It is used in fracture of elbow and forearm only. It is only used when there are multiple casualities and there
is no time to tie arm sling. Place the fractured part in the middle of the triangular bandage. Tie a loose knot
around the arm and then tie it around the neck, with the knot on either side.
N. Injuries and Wounds – Management of Injuries
A wound is a break in the skin or mucous membranes. It is caused by an injury and usually extends into the
underlying tissues with bleeding. It is caused by either a fall or by a sharp or a blunt object. Patients will give
a history of the injury. Example: A heavy bag falling on a person.
Injuries can be of two types:
Ÿ Closed injuries
Ÿ Open injuries or wounds
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Bruise:
Scenario: A 16-year-old child injured his right arm.
Crew actions:
Check: Swelling, skin is intact and there is bluish discolouration.
Ÿ R – Rest
Ÿ I – Ice compressions
Ÿ C – Crepe bandage
Ÿ E – Elevation
Strains and Sprains
A sprain is an injury to the ligament. A strain is defined as an injury to the muscles and the tendons. These
injuries occur at the joints when the ligaments and tissues around that particular joint are suddenly
wrenched or torn. For example, a sprained ankle may result if foot turns over unexpectedly while walking or
running.
Symptoms and signs include:
Ÿ Swelling around joints.
Ÿ Tenderness at the joint.
Ÿ Pain at the joint on attempting any movement.
Ÿ Discolouration.
Treatment:
Ÿ R – Rest
Ÿ I – Ice compressions
Ÿ C – Crepe bandage
Ÿ E – Elevation
Ÿ

Pain relief gel is a muscle relaxant and must be gently applied.

Ÿ In severe pain tablet paracetamol may be given.
Open Wounds
Scenario: A 24-year-old passenger complains of open cut on the right arm.
Crew actions:
Ÿ Exposure of wound
Ÿ Control bleeding by any of the methods
Ÿ Clean the wound (artery forceps, Antiseptic Swabs)
Ÿ Apply Cipladine / Soframycine ointment
Ÿ Dress the wound
Ÿ Apply roller bandage.
Treatment for Amputations:
Ÿ Preserve the part by putting it in a sealed plastic bag.
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Ÿ Surrounding the plastic bag with ice. Ice should not directly touch the amputated part. Body part can be
re-implanted back within 12-16 hrs.
Abdominal wounds / open wounds in the abdomen
Scenario: A 26-year-old passenger presents with abdominal wound, pain in abdomen and bleeding.
Crew actions:
Ÿ Approach passenger with confidence, be calm and reassure the passenger.
Ÿ Page for doctor
Ÿ Give occlusive dressing by taking gauze pieces
Ÿ Give nothing by mouth
Ÿ Give half sitting position with knees bent to relax abdominal muscles
Ÿ Monitor vital signs every 10 minutes
Ÿ Urgent hospitalisation (if vital signs are unstable)
Dressing of open wounds
Uses of dressing (gauze piece):
Ÿ Controls bleeding
Ÿ Prevents infection
Ÿ Absorbs the pus and discharge from the wound
Bandages are used to hold the dressing in place. Three types of bandages are:
Ÿ Triangular bandage
Ÿ Roller bandage
Ÿ Crepe bandage
Roller Bandage
There are three methods of applying a roller bandage:
Simple spiral: used only when the part to be bandaged is of uniform thickness, fingers and the lower
portion of the forearm and lower portion of the lower leg. The bandage is carried round in a spiral direction,
avoid straight circular turns as they – interfere with circulation.
Reverse spiral: made by many spiral turns in which the bandage is reversed downwards upon itself at each
circuit of the limb. Used to bandage parts of limbs where due to their varying thickness it is impossible to
make a simple spiral lay properly, e.g. upper portion of the forearm and lower leg.
Figure of 8: is done at the joints and is made by passing the bandage obliquely around the limb, alternately
upward and downward, the loops resembling the figures of 8. Used to bandage at or in the neighbourhood
of a joint e.g., knee and elbow, palm, thumb and foot.
Penetrating Chest and Back Wounds (Open Wound on Chest)
Scenario: A passenger got injured in the chest and complains of pain, difficulty in breathing and blood
mixed with bubbles is seen.
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Crew actions:
Approach passenger with confidence, be
calm and reassure the passenger

Ÿ Monitor vitals
Ÿ Check for any bubbles in wound
Ÿ Page for doctor

1. Give 100% oxygen.
2. Nil by mouth.
3. Apply firm occlusive dressing to wound.
4. Form an air tight seal by covering the dressing with a plastic sheet or
metal foil.
5. Secure and seal the edges of the dressing (occlusive dressing). In case
if the passenger complains of breathlessness after giving the dressing
remove the lower adhesive tape.
6. Place the passenger in a half-sitting position inclining the body
towards the injured side so that the sound lung can function maximum.

O. Infectious/ Communicable Diseases
A disease which can be spread and transmitted from person to person is known as communicable disease.
A Quarantine period is a period of enforced separation of people to prevent the spread of communicable
diseases.
Communicable diseases include:
Ÿ Cholera
Ÿ Diphtheria
Ÿ Infectious tuberculosis
Ÿ Measles
Ÿ Chicken pox
Ÿ Yellow fever
Ÿ Suspected viral haemorrhagic fever
Persons diagnosed to be suffering from these diseases during the infective period shall not be permitted to
fly and the company doctor must be contacted immediately. In addition, persons suffering from chicken
pox, measles, German measles (Rubella), mumps, whooping cough, scarlet fever, typhus fever shall not be
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permitted to fly during the infectivity period and the company doctor must be contacted immediately.
Persons with mild jaundice, who are not critically ill, can fly if approved by the treating/ company doctor.
However, all hygienic procedures must be strictly enforced and hand washing is mandatory after any
physical contact with the passenger or food or any of the person's personal belongings. A communicable
disease can be suspected when a traveller/ passenger/ crew member has a fever (Temperature 38 degree
Celsius/ 100 degree F or higher associated with one or more of the following signs or symptoms:
Ÿ Appears ill
Ÿ Persistent coughing
Ÿ Impaired breathing
Ÿ Continuous loose motions
Ÿ Continuous vomiting.
Ÿ Skin rash.
Ÿ Bruising or bleeding without a history of the previous injury.
Ÿ Confusion of recent onset.
Protection against Infectious Diseases
The following universals precautions are taken to isolate infected persons and material from other persons
and prevent contact with human blood or body fluids or contaminated instruments or material:
Ÿ If medical support from ground level is available, contact ground support immediately and page for
medical assistance onboard.
If the medical professional agrees with your findings or no support is available:
Ÿ Relocate the sick traveller to a more isolated area if space is available in case of relocation; make sure
that the cabin cleaning staff at the arrival station cleans both the locations.
Ÿ Delegate one Airline Cabin Crew to look after the sick passenger; sometimes more than one Airline
Cabin Crew may be necessary.
Ÿ When possible, identify a specific lavatory for the exclusive use of the sick passenger; if not possible,
clean the commonly touched surfaces of the lavatories (like water taps, door handles, waste bin cover,
counter top), with soap and water/ available disinfectant, after use by the sick passenger.
Ÿ If the sick passenger is coughing, ask him to wear a surgical mask; if this is unavailable, provide tissues
and ask him /her to cover the nose and mouth while coughing. The used tissues should be disposed in
an airsickness bag.
Ÿ The assigned attendant should wear disposable gloves when assisting the sick passenger and when in
direct contact with blood/other body fluids. Gloves are not intended to replace proper hand hygiene.
Immediately after managing a case /coming in contact with any body fluid, the gloves must be
carefully removed and discarded and the hands must be properly washed with soap and water.
Ÿ Soiled items should be stored in sealed plastic bags.
Ÿ Ask accompanying passengers/relatives if they have similar symptoms.
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Reporting of Communicable Diseases:
Ÿ Keep the PIC informed as the PIC is required to report the illness to the arrival station.
Ÿ The accompanying relatives, friends and passengers seated in 03 rows in front and the rear must be
held, till the local authorities come to the aircraft. All further actions will be decided by the officials
from the local authorities at the arrival station. Please abide by their instructions.
Please note that during an outbreak of a specific communicable disease, the World Health Organisation
(WHO) and ICAO standards or member states may modify or add other specific procedures to these general
guidelines. The airline will make every effort to accept all the passengers to the fullest extent possible,
subject to the following conditions:
Ÿ Any person whose medical condition involves an odour or his physical condition and appearance is
potentially objectionable to other passengers.
Ÿ A person with the active disease or medical condition that may be harmful to the passengers.
Ÿ Any other objectionable conditions as determined by the company.

5.2.3 Travel Hygiene and Handling Clinical Waste
A crew members, must ensure a safe, comfortable and hygienic environment for all the passengers.
Maintaining the cleanliness and hygiene of the aircraft is of paramount importance. However, at times
certain situations may occur which require the following tasks:
Ÿ Cleaning a passenger vomit
Ÿ Cleaning blood / sputum
Ÿ Or cleaning other body fluids
The above situations can be handled very effectively with the help of Universal Precaution Kit (UPK),
however, it has been observed many a times that UPK in such situations is not used and left the cleaning to
be done by the cleaners (even though the situation mentioned above had happened in flight).
The first responsibility to handle the above situations is that of Airline Cabin Crew and the usage of UPK
becomes imperative here, irrespective of the situation happening in flight / during landing/in transit. Later
on, cabin cleaning staff may be asked to re-clean / disinfect the area on the ground again. This special kit has
been specially kept for use for its properties to absorb the odour and its effectiveness in such situation. All
Airline Cabin Crew shall use the UPK kit in case of suspected communicable diseases (episodes of ill health
involving contact with body fluids) which may have the following symptoms:
Vomiting
Ÿ The attending crew must wear the apron, disposable gloves and face mask.
Ÿ The crew must collect dry powder, pick - up scoop with scraper, bio-disposal waste bag and germicidal
disinfectant from the universal kit.
Ÿ The crew must sprinkle the dry powder over the vomit and wait for few seconds till it converts into a
granulated gel.
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Ÿ Now use the scrapper to collect the vomit and put it in the bio-disposal waste bag.
Ÿ Later clean the area by using germicidal disinfectant.
Ÿ Place it in a sealed plastic bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
Bleeding/Loose motions
Ÿ The attending crew must wear the apron, disposable gloves and face mask.
Ÿ The crew must collect dry powder, pick - up scoop with scraper, bio-disposal waste bag and germicidal
disinfectant, large absorbent towel from the universal kit.
Ÿ In case if the blood is flowing out then it can be collected by sprinkling the dry powder over it so that it
converts into a granulated gel.
Ÿ In case if a passenger is bleeding profusely, the absorbent towel can be placed over the seat and
passenger can be made to sit on it.
Ÿ This will help in soaking the blood.
Ÿ Now use the scrapper to collect gel form blood/faeces and put it in the bio-disposal waste bag.
Ÿ Later clean the area by using germicidal disinfectant.
Ÿ As applicable the absorbent towel should also be stowed in the bio-disposal waste bag.
Ÿ Place it in a separate sealed plastic bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
Rashes
Ÿ Relocate the sick traveller to a more isolated area if space is available, in case of relocation: make sure
that the cabin cleaning staff at the arrival station cleans both the locations.
Ÿ The attending crew must wear the apron, disposable gloves and face mask.
Ÿ Soiled items like tissue paper, water cups and waste eatables must be stored in the bio-disposal waste
bag.
Ÿ Later clean the area (all those places where the passenger has come in contact with) by using
germicidal disinfectant.
Ÿ As applicable the absorbent towel should also be stowed in the bio-disposal waste bag.
Ÿ Place it in a separate sealed plastic bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
Fever
Ÿ Relocate the sick traveller to a more isolated area if space is available, in case of relocation: make sure
that the cabin cleaning staff at the arrival station cleans both the locations.
Ÿ The attending crew must wear the apron, disposable gloves and face mask.
Ÿ Use digital thermometer to check the temperature and treat the passenger accordingly.
Ÿ Stow the used digital thermometer in the bio-disposal bag and all the used items by the passenger
must be stowed in bio-disposal bag.
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Ÿ Place it in a separate sealed plastic bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
Conjunctivitis
Ÿ Relocate the sick traveller to a more isolated area if space is available in case of relocation: make sure
that the cabin cleaning staff at the arrival station cleans both the locations.
Ÿ The crew must collect apron, disposable gloves, face and eye mask, skin wipes, disinfectant and biodisposal bag.
Ÿ The attending crew must wear the apron, disposable gloves, face and eye mask.
Ÿ Passenger must also be given eye mask to wear.
Ÿ Skin wipes can be used to wipe secretions from the eyes.
Ÿ The entire soiled item must be stored in the bio-disposal waste bag.
Ÿ Later clean the area (all those places where the passenger has come in contact with) by using
germicidal disinfectant.
Ÿ Place it in a separate sealed plastic bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
Persistent coughing
Ÿ Relocate the sick traveller to a more isolated area if space is available in case of relocation: make sure
that the cabin cleaning staff at the arrival station cleans both the locations.
Ÿ The crew must collect apron, disposable gloves, face mask, skin wipes, disinfectant and bio-disposal
bag.
Ÿ The attending crew must wear the apron, disposable gloves and face mask.
Ÿ Ask the passenger to wear a face mask, provide tissues and ask him/her to cover the nose and mouth
while coughing. The used tissues should be disposed of in a bio-disposal bag.
Ÿ Skin wipes can be used to wipe secretions from the eyes.
Ÿ The entire soiled item must be stored in the bio-disposal waste bag.
Ÿ Later clean the area (all those places where the passenger has come in contact with) by using
germicidal disinfectant.
Ÿ Place it in a separate sealed plastic bag/trash bag and label it as suspected communicable disease.
Ÿ Give handover and brief the cleaner about the same.
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UNIT 5.3:
1.1: Handling
About thePassengers
Programme
during Fire Emergency Onboard
the Aircraft
Unit Objectives
At the end of this unit, you will be able to
Ÿ identify the type of fire and the corresponding fire extinguisher used.
Ÿ recall the Airline Cabin Crew responsibilities in the course of a fire emergency.
Ÿ manage and ensure that the passengers do not panic due to fire and smoke in the cabin.
Ÿ discuss cabin fire-fighting procedures.
Ÿ explain Aviation Flash Over and Fire.
Ÿ demonstrate standard emergency hand signals.

5.3.1 Crew Responsibilities
Fire is the result of a combination of three elements heat, fuel and oxygen in the right proportion.
To extinguish a fire remove any one of the three elements. Hence, effective firefighting techniques focus on
the removal of one or more elements that cause a fire.
Ÿ Removal of Fuel – Starvation
Ÿ Removal of heat – Quenching or cooling the fire
Ÿ Removal of oxygen – Blanketing or smothering the fire (a method used by Halon fire extinguisher)
Classification of fire

Classification
Class A

Class B

Class C

Class D

Description
Combustible material
example wood, paper,
plastic, etc.
Flammable liquids
example oil, grease,
aircraft fuel, hydraulic
fluid, Tar, oil based
paints, etc.
Electrical equipment like
coffee makers/
wiring/ovens/ circuit
breakers
Fires involving metals
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Extinguisher Used
Halon and further
dampening with water.
Halon

Halon
Cut the electrical supply
first and do not use water.
Turnery Eutectic powder
(TEC). Used by fire fighting
services.
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Ignition sources
Aircraft furnishings such as upholstery, carpets, curtains, headrests and blankets are carefully selected to
be self-extinguishing or very slow burning and will not usually flare up. However, they will generate smoke
and toxic fumes. Therefore early detection and extinguishing are essential. Most combustibles are paper
waste in galleys, lavatories and passenger's carry-on bags. For example: newspapers, magazines and
writing material. Although because of heightened security at airports, many items such as lighters and
matches are not allowed, there may still be many items missed during these security clearances.
Nowadays, most passengers carry PEDs which have lithium batteries which can be a potential cause of
ignition. While we can tackle lithium battery fires by dousing it with any non-alcoholic liquid, other fires
require greater understanding and teamwork.
Circuit breakers
Circuit breakers are designed to protect from overheating, due to an abnormal electrical load on electrical
equipment. The circuit breaker will trip (pop out) automatically when a predetermined electrical load is
detected. When any circuit breaker trips (pops out), it results in a total or partial deactivation of the
affected electrical installation. Airline Cabin Crew should immediately report to the cockpit crew when a
circuit breaker trips (pops out), log it into the Cabin Defect Log Book (CDLB).
(Note: Airline Cabin Crew should never attempt to reset a circuit breaker as it may cause an overload on
some other systems or may cause a short circuit.)
Airline Cabin Crew Responsibilities
A minimum of 3 Airline Cabin Crew are required to fight fire namely:
Ÿ Fire Fighter
Ÿ Communicator
Ÿ Coordinator
(Note 1: Communicator and coordinator Airline Cabin Crew should be able to swap roles depending on the
requirement of the situation)
(Note 2: If fumes noticed on the ground, Airline Cabin Crew must immediately inform the captain and
commence rapid deplaning)
Firefighter: The Airline Cabin Crew, who sees the fire or smoke should fight the fire and hence becomes the
firefighter. If fumes are noticed captain shall be alerted at once (He/she is the first to arrive at the scene).
The firefighter:
Ÿ Rapidly evaluate the situation.
Ÿ Determine the source of the fire.
Ÿ Shout for back up.
Ÿ Assess the fire.
Ÿ Fight fire, using firefighting equipment (fire extinguisher, PBE, crash axe-if applicable) or any other
appropriate item that is readily available, e.g. water, non-alcoholic beverage etc.
Ÿ Smother the fire by using wet/damp cloth in order to stop the fire from reigniting.
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Effective firefighting measures: extinguishers should be used judiciously and not by randomly discharging
the extinguishers. Fight the fire promptly as the smoke and the heat may be suffocating.
Communicator: The communicator is responsible for informing and keeping the cockpit crew updated
regarding the situation in the cabin. The Airline Cabin Crew must press the EMER button on the handset
nearest to the affected area and communicate the following:
Ÿ Source of fire/smoke.
Ÿ Who is fighting the fire/smoke?
Ÿ Severity and or density (colour of smoke/ odour).
Ÿ White or grey: combustible material.
Ÿ Pink: aircraft fluids.
Ÿ Black: electrical fire.
Ÿ Firefighting progress.
Ÿ The number of fire extinguisher used.
Ÿ Passenger relocation (if any).
The communicator must maintain constant communication between the cabin and cockpit via interphone.
It is imperative for Airline Cabin Crew to be calm, composed and report facts as they witness it. All possible
threats of fire must be reported immediately to the captain. Airline Cabin Crew must be clear and precise in
communicating. Never use words like think, feel as these words are judgemental. Describe the scene, do
not judge it. If there is an AME on board, the captain may decide to have this person investigate the source
of the smell. The information provided by the communicator is of extreme importance as the captain shall
take decisions for further course of action based on this information.
Coordinator: As a coordinator, Airline Cabin Crew will:
Ÿ Supply extra firefighting equipment.
Ÿ Support the firefighting effort.
Ÿ Remove flammable material from the area.
Ÿ Relocate passengers away from the source of fire depending upon the severity or density of fire. If
mass relocation is required Captain's advice is required so as not to affect the weight and balance of
the aircraft.
Ÿ Tell passengers to stay low, cover nose and mouth and breathe shallow (with a wet cloth, if possible).
Ÿ Flashlight should be used to see through the smoke.
Fundamental rules of firefighting
Ÿ Alert other Airline Cabin Crew via nearest P.A. or shouting for back up using the command: “Safety
Unit to: the location of the fire.”
Ÿ Identify the type source, the colour of smoke or fire.
Ÿ Immediately report to captain.
Ÿ Cut off the source of ignition, if possible.
Ÿ An Airline Cabin Crew must never use the word fire in the cabin as it will cause panic and chaos in the
cabin.
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Ÿ Obtain fire extinguisher and fight the fire.
Ÿ Use the Protective Breathing Equipment (smoke hood) in case of dense smoke. Mandatory for
firefighting in an enclosed area.
Fire prevention
The Airline Cabin Crew must be vigilant and pay attention to any unusual odour, noises, unusual system
behaviour that may be an indication of a possible fire. The following preventive measures must be taken to
guard against fire:
Ÿ Conduct a thorough pre-flight check for all lavatories including the associated smoke detector and
waste bin fire extinguisher.
Ÿ It must be ensured that flammable material such as paper, napkins, towels etc., are not left near or in
heated galley equipment. The Airline Cabin Crew should monitor the galley electrical panels for fault
indications and tripped (popped out) circuit breakers.
Ÿ Monitor the cabin regularly for fire hazards such as galley/ lavatories electrical panels.
Ÿ Airline Cabin Crew should ensure no smoking and prompt investigation of fire alerts, heat building to
ensure the safety of aircraft.
Ÿ Monitor for re-ignition after the fire is under control.
Fire in enclosed areas
Whenever smoke appears from ceiling panels or side wall panels, it indicates that the fire is in a hidden
area. Smoke may appear some distance away from the source. Whenever a fire occurs in an enclosed area
like lavatory, an overhead bin, a closet or a crew rest area, Airline Cabin Crew must:
Ÿ Check for heat using the back of the hand to determine the temperature and check for hotspots to
gauge the source of a fire.
Ÿ Open the door or the overhead bin slightly (just enough to insert the nozzle of the fire extinguisher)
Ÿ When hotspot located, gaining access behind panels is required. One must be aware of the presence
of wiring bundles. If required, a hole may be made carefully in the panel to insert extinguisher nozzle
to gain access.
Ÿ If a fire is visible the Airline Cabin Crew must discharge the fire extinguisher at the base of fire in a
sweeping motion.
Ÿ If the source of the fire not located, do not discharge the fire extinguisher randomly. The Airline Cabin
Crew must actively search the entire area to locate the source of the fire.
Ÿ Protective Breathing Equipment (PBE) shall be donned, if necessary.
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Galley fire
The source of fire or smoke in the galley areas is usually due to malfunction of electrical equipment such as
coffee makers, water boilers, ovens etc.
Boiler fire
Airline Cabin Crew action:
Ÿ Switch off the electrical power of the boiler by pulling out the circuit breakers, on the galley electrical
panel.
Ÿ Grab the nearest fire extinguisher and shout for back up.
Ÿ Don PBE, if required.
Ÿ Discharge the fire extinguisher by using the galley extensions as a shield.
Ÿ Monitor for re-ignition for the rest of the flight.
Lavatory fire
Electrical system malfunction can cause lavatory smoke or fire, for example, the water heater, toilet
vacuum or due to carelessly discarded cigarette in the lavatory waste bin.
Airline Cabin Crew action:
Ÿ Shout for back up.
Ÿ Grab the nearest fire extinguisher.
Ÿ Don PBE (mandatory).
Ÿ Airline Cabin Crew should first check the door for heat by using the back of the hand and feel the panel
of the lavatory door to determine the intensity of heat. If the fire is visible outside, then extinguish the
flames outside first by discharging the extinguisher. Use the lavatory door as a shield while on
haunches.
Ÿ If the door handle is not hot: Open the door slightly with caution, just enough to allow the nozzle of
the extinguisher to get inside the lavatory and give sharp bursts at the source and close the door.
Repeat till the fire extinguishes.
Ÿ If the door handle is hot: have extra fire-fighting equipment ready for use to open the door:
Ÿ Protective gloves
Ÿ Crash axe (last resort)
Ÿ Locate the source of fire and discharge the extinguisher by aiming the nozzle at the base of the fire and
fight fire in a sweeping motion.
Ÿ Do not randomly discharge the fire extinguisher into the lavatory; the Airline Cabin Crew must actively
search the entire area to locate the source of the fire.
Ÿ Once the situation is under control, monitor the lavatory for the rest of the flight.
(Note: Airline Cabin Crew are advised to sit on their haunches and use the lavatory door as a shield while
firefighting)
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Overhead bin fire
Airline Cabin Crew action:
Ÿ Shout for back up.
Ÿ Relocate passengers, close air vents until coordinator gets fire-fighting equipment.
Ÿ Don PBE, if required.
Ÿ If the fire is not visible outside, a tactile search must be done to locate the source of the fire.
Ÿ If not hot, open the overhead bin slightly with caution to insert the nozzle of the extinguisher in the bin
(use overhead bin door as a shield and give sharp bursts to the fire source till the time smoke/fire
subsides.
Ÿ If hot, use protective gloves or any other non-flammable material to hold the overhead bin handle;
open the next overhead bin slightly after the tactile search. Open with caution and insert the nozzle of
the extinguisher in the bin (use overhead bin door as a shield and give sharp bursts to the fire source
till the time smoke/fire subsides.
Ÿ Monitor for re-ignition for the rest of the flight.
Lithium battery fire
Personal Electronic Devices (PEDs) containing lithium batteries that are carried by passengers are capable
of ignition and subsequent explosion due to overheating. The resulting fire can repeatedly flare as each cell
ruptures and releases its contents. Listed below is the process for handling a lithium battery fire for Airline
Cabin Crew:
Ÿ Shout for back up.
Ÿ Relocate passengers, close air vents until coordinator gets fire-fighting equipment.
Ÿ Notify pilot-in-command/other Airline Cabin Crew members.
Ÿ Don PBE, if required.
Ÿ Fight fire in a sweeping motion to prevent the spread of the fire to adjacent battery cells and materials.
Ÿ In order to avoid injury from a flash fire, it is not recommended to open the affected baggage when
there is any indication of smoke or flames.
Ÿ Pour water or other non-alcoholic liquid, from any available source over the cells immediately after
extinguishing the fire.
Ÿ Do not attempt to remove the battery from the device.
Ÿ Leave the device in its place and monitor for re-ignition.
Ÿ Follow Post Lithium Battery Fire procedures.
Post Lithium Battery Fire procedures
1. Remove the associated Personal Electronic Devices (PEDs) from the cockpit /overhead bin/respective
location once the danger of re-ignition is over.
2. Fill the receptacle of the waste bin of the lavatory with water or non-alcoholic liquid – if possible
(available) and place the affected PED inside to provide sufficient cooling to prevent re-ignition or
spreading of the fire to adjacent batteries.

202

Airline Cabin Crew

5.3.2 Cont...
3. In case the waste bin receptacle is not available, then an SMU may be used (lid up) as a container to fill the
container with enough water (or other non-flammable liquid) to submerge the PED.
4. Stow and secure (if possible) the container to prevent spillage.
5. Place the waste bin/ SMU inside the lavatory.
6. Latch the lavatory and mark it inoperative.
7. Monitor the lavatory at regular intervals.
Precautions
1. Do not attempt to pick up and move a smoking or burning device.
2. Do not cover the device or use ice/dry ice to cool the device (Ice or other materials insulate the device
increases the likelihood that additional battery cells will ignite).
3. Use only the waste bin receptacle or an SMU. Do not use bags/ polythene bags.
4. Consider any fire in overhead bin as a potential lithium battery fire, water, though it may react with the
tiny amount of lithium metal found in a disposable battery, is most effective at cooling remaining cells and
preventing additional flare-ups.

5.3.3 Aviation Flash Over
Aviation flashover is a well-known phenomenon associated with fire and heat. In the event of a plane
crashing or suffering a harsh landing, due to unforeseen circumstances, a flashover occurs. When hot
smoke or fumes with flammable gas in the aircraft reaches or exceeds their ignition temperature, they
spontaneously ignite, causing a rolling ball of fire which engulfs the entire aircraft within a few seconds.
Warning signs of a flashover are:
Ÿ Extreme heat
Ÿ Smoke or toxic fumes
Ÿ Rollover (Accumulation of flammable gases towards the ceiling which may lead to combustion).
The Federal Aviation Administration and other international aviation authorities had researched that it
takes between 90-120 seconds before an aircraft gets engulfed in flames for full flashover effect. Hence, the
aviation authorities have established 90 seconds as the safest window of time to evacuate an aircraft
before flash over. Airline Cabin Crew must evacuate all passengers and crew, if possible, within this period
for the better chance of survival.
Aviation Flash Fire
A flash fire is unexpected, sudden intense flaring up of fire, caused by the ignition of flammable solids
(including dust), liquids or gases in an enclosed environment when oxygen is penetrated. Its characteristics
are high temperature, short-duration, considerable shock waves and a rapidly moving flame.
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Evacuation

Day - One arm extended from the body and
held horizontal with a hand up, raised at eye
level. This arm is used to beckon occupants
to evacuate while the other arm held against
the body.
Night – same with wands.

Day - Arms in front of the head crossed at
wrists.
Night – Same with wands.

Stop

Day - Arms extended outward and down at a
45 degree angle. Arms moved inward below
waistline simultaneously until wrists crossed
then extended outward to starting position.

Emergency
Contained

Night – Same with wands.

Day – Right hand moved in a fanning motion
from shoulder to a knee while at the same
time pointing with the left hand to the area of
the fire.
Night – Same with wands.

Fire

204

Airline Cabin Crew

5.3.3 Cont...
Smoke/Fumes in the Cabin
During a fire, smoke and fumes are the prime causes of incapacitation and death. Dense smoke affects
visibility adversely and can hamper evacuation severely. Floor proximity lighting systems assist in such
scenarios. Report to the flight deck for any occurrence of smoke or fumes that could pose a danger to the
aircraft (e.g. during fueling) or its occupants.
Mid-air smoke filled cabin commands and course of action

Midair smoke filled cabin
Commands (when crew are
Seated for landing )
Stay low
Cover your nose and mouth
Breathe shallow

Airline Cabin Crew actions

For smoke during approach: Cabin
crew must use their scarves to
protect themselves against toxic
gases and fumes whilst remaining
in their brace positions

When aircraft comes to a complete halt (smoke filled cabin) commands and course of action

Smoke filled commands for evacuation
Signal for
Commands
Evacuation
Passengers
Open Seat Belts
Evacuate,
(While Opening the
Evacuate,
Door)
Evacuate.

Actions
Open seat belts, (press EVAC
CMD, EVAC RESET and EMER
button as applicable) procure
flashlight (life jacket if
applicable)
and
perform
cardinal rules (confirmed
action and detachment as
applicable)
Take dedicated assist space
and initiate evacuation (block
if necessary)

Follow My Voice
(Holding Flashlight
Showing the Path for
Evacuation)
Stay Low
Cover Your Nose and
Mouth
Breathe shallow
Note: The set of commands above are to be shouted only once. Followed by
commands as per respective situation.
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UNIT 5.4:
1.1: Handling
About thePassengers
Programme
during Emergency Landing on
Water
Unit Objectives
At the end of this unit, you will be able to:
Ÿ recall and explain the donning procedures for personal floatation equipment.
Ÿ assist the passengers in donning personal floatation equipment.
Ÿ outline the roles and responsibilities of Airline Cabin Crew during the emergency landing on water.
Ÿ demonstrate cabin preparation steps before emergency landing on water.
Ÿ recall and explain the evacuation procedures to be followed by Airline Cabin Crew.
Ÿ direct and assist the passengers safely to the emergency exists and onto the life raft(s)
Ÿ perform post-evacuation steps.

5.4.1 Planned Emergency (Ditching)
In case of a planned ditching, follow the nine steps for cabin preparation before impact. The Airline Cabin
Crew will receive notification that ditching is intended during NITES briefing.
NITES is an acronym with the following meaning:
N – Nature of emergency (Problem on the aircraft e.g. engine failure)/ explain.
I – Intention to land or ditch/ communicate.
T – Time available before impact/ give estimates.
E – Evacuation required or not required.
S – Safety and security /reassess.
The steps to be followed for ditching are:
Step 1: Crew communication and coordination
Step 2: Lead passenger briefing
Step 3: Passenger relocation
Step 4: Passengers brace positions
Step 5: Brief 5 ABPs
Step 6: Secure cabin
Step 7: Cabin lights out
Step 8: Airline Cabin Crew brace positions
Step 9: Brace commands
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Step 1- Crew Communication and Co-ordination
The course of action in this step is same as that of planned landing except that the captain intimates the
Airline Cabin Crew that a ditching (aircraft alighting on water) is intended.
In this first step information regarding the emergency at hand is shared amongst the crew, i.e. cockpit crew
and Airline Cabin Crew. Cockpit crew declares an emergency and notifies the Airline Cabin Crew by
announcing over PA. “Lead to the cockpit” or by making an EMER call.
On hearing this Lead (Senior Airline Cabin Crew) or nearest Airline Cabin Crew is to enter the cockpit with a
pen and notepad in order to obtain the NITES briefing.
While the Lead (Senior Airline Cabin Crew) is in the cockpit, other Airline Cabin Crew will take their QRH,
demo seat belt and demo Safety Information Card (SIC) and keep them on their respective jump seats and
secure galley and lavatories in their respective zones.
After obtaining NITES briefing, the Lead (Senior Airline Cabin Crew) should read it back to the cockpit. After
exiting the cockpit, he/she will announce over the PA. “All crew to the forward galley.”
Airline Cabin Crew should place the SIC and demo seat belts on their respective demo positions and
proceed to the forward galley with their QRH.
In the forward galley, the Lead (Senior Airline Cabin Crew) will brief all Airline Cabin Crew regarding the
NITES briefing obtained from the cockpit and all crew will read out their emergency responsibilities from
the QRH checklist and also synchronise their watch with Lead (Senior Airline Cabin Crew) and take their
demo position.
Step 2-Lead Passenger Briefing
The Lead (Senior Airline Cabin Crew) will make emergency announcements from the QRH informing
passengers of the situation from the forward galley, while the Airline Cabin Crew demonstrate at their
demonstration positions (R1 at row 01, R2 at row 12 and L2 at row 22).
The announcements will include the following instructions:
Ÿ Seat belt drill
Ÿ Exit location
Ÿ When to evacuate
Ÿ How to evacuate
Ÿ For main doors: Passengers are to run and jump on to the evacuation device with arms folded
in front of the chest and back straight.
Ÿ For Overwing exits: Passengers get out of the exit using the leg body leg method and then jump
on to the evacuation device with arms folded in front of the chest and back straight (towards
the rear of the aircraft).
Ÿ Ensure cabin is secure (Seat back upright, tray table stowed etc.)
Ÿ Removal of sharp objects, wristwatches, eyeglasses, high heel shoes, loose clothing such as ties,
scarves etc. and placing them in carry-on baggage.
Ÿ Stow all items.
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Lead (Senior Airline Cabin Crew) will notify passengers that ditching will be required and an explanation on
how to use the life jackets. The Airline Cabin Crew demonstrate the use of life jackets. Give Infant life jackets
(if applicable) and brief parents on the usage.
Infant life jacket: Inflate infant life jacket once the aircraft comes to a complete stop.

Guidelines for life jacket usage
Infant life jacket

The infant life jacket should be
inflated once the aircraft comes
to a complete stop.
Adult life jacket (at main doors) The adult life jacket should be
inflated at the exit. Before
jumping into water.
Adult life jacket (at over wing The adult life jacket should be
exits)
inflated on the wing (outside).
If the aircraft are equipped with Life lines to be placed in the seat
life lines
pocket of the seat in front of exit
seat.
Step 3- Relocation of Passengers
Primarily there are three types of passengers who need relocation:
Ÿ Passengers who cannot perform brace positions in their current seat.
Ÿ Passengers chosen as ABPs to be seated close to the exits or at the exits with passengers, who cannot
perform the brace position in their respective seat.
Ÿ Buddy passengers for passengers who require special attention during an evacuation.
Assignment of buddy passengers:
Blind / Deaf passenger
Unaccompanied minors
Elderly
Ambulatory
Non ambulatory

1 Buddy
1 Buddy
1 Buddy
1 Buddy
2 Buddies

Step 4- Passenger Brace Position
In this step, the Lead (Senior Airline Cabin Crew) briefs passengers on how to assume brace positions and
the Airline Cabin Crew in their area of responsibility checks for passenger's compliance. The following are
the types of brace positions for passengers:
Ÿ Main cabin brace position
Ÿ Bulkhead brace position
Ÿ Parent with infant brace position
(The main cabin brace position is mainly for the passengers in rows 2-30. The bulkhead brace position is for
passengers in row 1. On the overwing exit row, any of the two can be performed depending on the height of
the passenger)
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Main Cabin Brace Position:
Descriptions of the main cabin brace position:
Ÿ Seat belt must be low and uncomfortably tight.
Ÿ Feet firmly on the floor, shoulder distance apart.
Ÿ Cross arms at the wrists, elbows slightly bent.
Ÿ Lean forward and grasp the seat back in front.
Ÿ Rest forehead on wrists.
Bulk Head Brace Position:
Descriptions of the bulkhead brace position:
Ÿ Seat belt must be low and uncomfortably tight.
Ÿ Feet firmly on the floor, shoulder distance apart.
Ÿ Wrap arms under knees and grasp opposite elbows tightly.
Ÿ Rest head in lap face down.
Parent with Infant Brace Position
Descriptions of the parent with infant brace position:
Ÿ Seat belt must be low and uncomfortably tight.
Ÿ Feet firmly on the floor, shoulder distance apart.
Ÿ Straddle the baby across one arm while supporting its neck –Cheek to cheek (if possible ensure the
baby is held on the side away from the aisle).
Ÿ Hold the seat back with the other hand with elbow bent slightly. Rest head on the wrist.
Once brace positions are explained to passengers by the Airline Cabin Crew, the Lead (Senior Cabin Crew)
informs the passengers that their signal to assume brace positions is the command “Brace for Impact” that
will be transmitted over the P.A by the captain or shall be shouted by the Airline Cabin Crew.
Note: There may be situations where this may not be required/happen.
Step 5- Brief 5 Able Bodied Passengers
In this step, Airline Cabin Crew must brief 5 ABPs for their respective doors and 5 ABPs for each side of the
overwing exits. Briefing ABPs for the overwing exits is primarily R2's and R1's responsibility although other
Airline Cabin Crew may assist. Passengers with the background of aviation, defence personnel, fire and
rescue force etc. should be preferred.
ABP Briefings for Main Doors (Ditching)
The following briefings to be given to each ABP for main doors equipped with escape slide and slide raft
respectively after identifying each ABP 1 to 5:
To all ABPs: Remain seated till the time the aircraft has come to a complete stop and you hear the command
“Open Seat Belts.”. On hearing this command, come towards me and create a barrier around me by
interlocking your arms at the elbows, to avoid anybody from rushing towards me as I open the door.
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To ABP 1: Please pay attention to how to open the door. Before opening the door, I shall assess the
conditions outside. I will look for fire, high water level, structural damage or any other obstructions. In case
any of these conditions exist, I will block the exit and shout the command.
“Exit blocked, go that way, use that exit (Show other available exits)”.
Main doors equipped with escape slide

Fig 5.4.1 (a) Main Doors Equipped with Escape Slide

To ABP 1: In case conditions outside are favourable, I will open the door.
To open the door, I will lift the control handle upwards and leave it and immediately while the door opens
pull the red handle that is located at the right-hand side of the girt bar to ensure that the escape slide
deploys and inflates. If the door does not open automatically, I will push it with force to open. If the escape
slide still fails to inflate I will block the exit and redirect passengers.
Once the door is open, I shall now reassess the conditions outside and check that the slide has inflated. Now
I will detach the slide by pulling a white handle at the centre of the girt bar below the Velcro flap.
To ABP1: You will inflate your life jacket, jump into the water and hold the slide out of the evacuation target
area.
To ABP2: You will inflate your life jacket, jump into the water and hold the slide out of the evacuation target
area.
To ABP3: You will inflate your life jacket, jump into the water and assist passengers to swim away from the
evacuation target area and ask them to hold on to the slide.
To ABP4: You will inflate your life jacket, jump into the water and assist passengers to swim away from the
evacuation target area and ask them to hold on to the slide. Assist children, elderly, disabled passengers,
non-swimmers and place infants on the flotation device.
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To ABP 5: You will inflate your life jacket, jump into the water and assist passengers to swim away from the
evacuation target area. Get away from the aircraft, control crowd and do not allow anyone to re-enter the
aircraft.
If I become unconscious, some of your duties will change
To ABP 1: You will now open the exit, (as explained) and resume your duties.
To ABP 2: Your duties will remain the same.
To ABP 3: Your duties will remain the same.
To ABP 4: At this time you are most important to me, you will remove me from the four-point restrain
harness on the jump seat by rotating this spin dial. Inflate my life jacket by pulling the red tabs. Push me into
the water towards ABP 3. Resume your duties.
To ABP 5: You will stay at the exit calling passengers to evacuate by shouting the command:
“Leave your Luggage, Come this Way, Pull Tab/ Tabs, Run, Jump into the Water.”
You will evacuate if there is a danger to you or after everyone in your area has evacuated the aircraft. After
evacuation, you will cut the mooring line with the help of a knife placed on the slide and resume your
duties.
The Help position is the formation of a circle by survivors in water by interlocking arms at the elbows. Help
stands for Heat Escape Loss Prevention. Advantages of staying in a Help position:
Ÿ Helps in staying in a group and not drift away.
Ÿ Hypothermia does not set in quickly.
Ÿ Non-swimmers stay afloat.
Main doors equipped with slide raft

Fig 5.4.1 (b) Main Doors Equipped with Slide Raft
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To ABP 1: In case conditions outside are favourable, I will open the door.
To open the door I will lift the control handle upwards and leave it and immediately while the door opens
pull the red handle that is located at the right-hand side of the girt bar to ensure that the slide raft deploys
and inflates. If the door does not open automatically, I will push it with force to open. If the slide raft still fails
to inflate I will block the exit and redirect passengers.
Once the door is opened, I shall re-assess the conditions outside and check that the slide raft has inflated.
To ABP1: You will inflate your life jacket, crawl to the end of the slide raft and sit across.
To ABP 2: You will inflate your life jacket, crawl to the other end of the slide raft and sit across.
To ABP 3: You will inflate your life jacket and move to the middle of the slide raft and ensure that everybody
has inflated their life jacket.
To ABP 4: You will inflate your life jacket and move to the middle of the slide raft on the other side and you
will take the headcount of all passengers on the slide raft and ensure that nobody re-enters the aircraft.
To ABP 5: You will inflate your life jacket and board the slide raft and assist passengers, ensure that nobody
smokes, walks or stands on the slide raft.
Once the slide raft is full to its capacity, I will detach the slide raft by pulling a white detachment handle
(located at the centre of the girt bar below the velcro flap). This will detach the slide raft from the aircraft,
but it will still be connected through a mooring line. To disconnect the slide raft completely, I will cut it with
the help of a knife, located on the slide raft. Once the slide raft is disconnected, we will row it away from the
aircraft.
If I become unconscious, some of your duties will change
To ABP 1: You will now open the exit as explained and resume duties.
To ABP 2: Your duties will remain the same.
To ABP 3: Your duties will remain the same.
To ABP 4: At this time you are most important to me you will get me out of my four-point restrain harness
(Airline Cabin Crew must take the ABP to the jump seat and explain how to release the safety harness).
Inflate your life jacket and ensure my life jacket is inflated. Take me into the slide raft and resume your
duties.
To ABP 5: You will remain at the main door calling passengers to the exit by shouting the commands:
“Leave your Luggage, Come this Way, Pull Tab/Tabs, Crawl to End, Sit Across.”
You must exit the aircraft if your life is in danger or when everyone has evacuated the aircraft. Inflate your
life jacket, board the raft, detach and disconnect the slide raft from the aircraft and resume duties. Once the
slide raft is disconnected, row it away from the aircraft.
ABP Briefing For overwing Exits (Ditching)
The following briefings to be given to each ABP for each side of the overwing exits after identifying each ABP
1 to 5. R1 and R2 are responsible for briefing these ABPs. R1 – port side R2 – starboard side:
To all ABPs: Remain seated till the time the aircraft has come to a complete stop and you hear the command
Open Seat Belts.
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To ABPs 3/4/5: On hearing this command, create a barrier facing the ABP 1 and ABP 2 by interlocking your
arms at the elbows to avoid anybody from pushing them as they open the overwing exit.
ABP 1 and ABP 2: You will open the exits. Before opening the overwing exit, you shall assess the conditions
outside. You will be looking for any fire, smoke, structural damage or any other obstructions. In case any of
these conditions exist you both will block the exit and shout the command.
Exit Blocked, Go that Way, Use that Exit. (Show other available exits).
In case of conditions outside are favourable, you will open the overwing exit. To open the exit remove the
plastic cover and place it under the seat in front of you. As you do so, you will see a control handle. Pull it
down. When you pull it with force, the exit will come out completely. Throw the exit away from the
evacuation target area. You shall now re-assess the conditions outside. If conditions are unfavourable, you
will block the exit and redirect passengers. If the outside conditions are safe: You will evacuate the aircraft
exiting your foot first, inflate your life jacket and jump in the water from the leading edge of the wing.
If the aircraft equipped with lifelines: As you are exiting the aircraft ensure that you attach one end of this
lifeline to an attachment point in the frame with its snap hook. The other end of this lifeline with its snap
hook is to be attached to one side of a dual hook attachment point on the surface of the wing. This dual
hook attachment point on the wing is present on the central portion of the wing.
In the water you must help passengers move towards the main doors slide /slide raft and assist them to hold
the escape slide handholds or board the slide raft.
ABP 3 and ABP 4: You will evacuate the aircraft exiting your foot first, inflate your life jacket and jump in the
water from the leading edge of the wing. In the water you will move people away from the evacuation
target area.
ABP 5: You will evacuate the aircraft exiting your foot first, inflate your life jacket and will stay outside the
overwing towards the trailing edge (hold on to the exit frame for stability) of the wing facing the forward
blocking the slide calling passengers to exit by shouting the command:
Leave your Luggage, Come this Way. Exit Foot First, Pull Tab/Tabs, Run Jump into Water
You will evacuate if there is a danger to you or after everyone in your area has exited the aircraft and form
Help position in the water.
Step 6- Secure Cabin
In step 6 the Airline Cabin Crew ensures that the cabin is secure. Each Airline Cabin Crew secures their
respective zone by ensuring the following:
Ÿ Seat belt fastened seat back upright, tray table stowed and window shade open.
Ÿ Stowage of all items in overhead compartments and underneath seats ensuring no items beneath exit
row seats.
The Lead (Senior Airline Cabin Crew) conducts a thorough check of the entire cabin after all Airline Cabin
Crew have secured their respective areas. R1 will give a verbal check to L1 and L2 will call and let the L1
know that aft cabin and the galley secured. Airline Cabin Crew must also ensure the following:
Ÿ Galley cabinets, carts and boiler pot are stowed. Bulky items that may be potential projectiles on
impact are removed and stowed in overhead bins.
Ÿ Galley electrical equipment is switched off.
Ÿ Doors are armed. Airline Cabin Crew to cross-check respective doors.
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5.4.1 Cont...
The Lead (Senior Airline Cabin Crew) is responsible for notifying the captain via interphone when the cabin
has been briefed, secured, is in readiness for landing and all Airline Cabin Crew are secured in their jump
seat and obtain time remaining for impact from the captain.
Step 7- Cabin Lights Out
The Lead (Senior Airline Cabin Crew) will turn off cabin lights and switch on the emergency lights before
occupying jump seat.
Step 8- Cabin Crew Brace Position
All Airline Cabin Crew assume appropriate brace position and begin 30-second review. At 2000 ft. or 3 to 5
minutes before impact, the captain shall announce over the P.A- Finish Preparation Attention Crew! At
Stations!
Step 9- Brace Commands
Just before impact, the cockpit crew will primarily give the signal to begin brace commands. It will be
approximately 1 minute or 500 feet before the first impact. The signal is an announcement Brace for Impact
over the P.A. If cockpit crew does not give the command then Lead (Senior Cabin Crew) will give the signal
for brace command. On getting this signal, all Airline Cabin Crew are to shout the following commands until
the aircraft comes to a complete halt after impact.
(Note: There can be multiple impacts)
Signal for brace
Brace for impact

Commands
Brace heads down

Limited Time Preparation
If there is a situation where the captain has declared an emergency with limited time (15 minutes or less) to
prepare, remove steps 3 and 5 from the nine-step checklist as the window of time has decreased
significantly from a planned emergency.
Ÿ Step 1: Crew communication and coordination
Ÿ Step 2: Lead passenger briefing
Ÿ Step 4: Passengers brace positions
Ÿ Step 6: Secure cabin
Ÿ Step 7: Cabin lights out
Ÿ Step 8: Cabin crew brace positions
Ÿ Step 9: Brace commands
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5.4.2 Evacuation Procedures
Evacuation Procedure for Prepared Ditching
Procedure for Escape Slide
When doors equipped with escape slides are opened for evacuation in the event ditching, pull the red
manual inflation handle (confirmed action) and then detach the slide by pulling the white detachment
handle (along with cardinal rule) prior to evacuating passengers as the escape slide cannot be used as a raft
and passengers jump into water. The slide will disconnect by cutting the mooring line once passengers and
crew have exited the aircraft.
Ÿ Assess – Check external conditions
Ÿ Open – Open in armed mode / confirmed action – pull the red handle
Ÿ Detach – Pull white detachment handle
Ÿ Reassess – External conditions, slide inflation
Ÿ Evacuate – Jump into the water
Commands for Evacuation

Escape slide
Signal for
Evacuation
Passengers
Evacuate,
Evacuate,
Evacuate

Commands

Actions

Open seat belts (while Open seat belts and
opening the
(press EVAC RESET as
Door)
applicable on FAP)
perform cardinal rules,
confirmed action and
detachment block if
necessary.
Leave your
Take dedicated assist
Luggage
space and initiate
evacuation.
Come this way
Pull Tab/Tabs
Run - jump into
The water

Procedure for Slide Raft
When doors equipped with slide rafts are open for evacuation in the event of ditching the red manual
inflation handle must be pulled simultaneously termed as confirmed action (along with the cardinal rule)
before evacuating passengers. The slide raft to be used as a boat, therefore, passengers will board the raft
from the aircraft.
Ÿ Assess – Check external conditions
Ÿ Open – Open in armed mode / Confirmed action – pull the red handle
Ÿ Reassess – External conditions, slide raft inflation
Ÿ Evacuate – Board raft
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5.4.2 Cont...
Specific duties
R1, L2 and R2 doors: After the maximum numbers of passengers have boarded the slide raft R1, L2 and the
R2 will board the slide raft at their respective doors. They will pull the white detachment handle to detach
the slide raft from the aircraft and then cut the mooring line.
L1 door: After all the passengers have boarded the L1 raft, the First Officer boards the slide raft and then L1
detaches the slide raft from the aircraft side. L1 then goes to the aft and with the help of ABPs takes the life
raft from the aft overhead bin. The life raft will be thrown either from the R2 or the L2 door (whichever
door's slide raft is detached first). Before the L1 throws the life raft out, attaches the mooring line of the life
raft with the door frame assist handle and throws out with force. In case, the life raft does not inflate, pull
the mooring line sharply. L1 commands the passengers to jump into the water and board the raft.

Slide raft
Signal for
Evacuation
Passengers
Evacuate,
Evacuate,
Evacuate

Life raft
Signal for Evacuation
Passengers
Evacuate,
Evacuate,
Evacuate

Commands

Actions

Open seat belts Open seat belts and
(while opening the (press EVAC RESET as
door)
applicable on FAP)
perform cardinal rules,
confirmed action and
detachment block if
necessary.
Leave your luggage Take dedicated assist
space and initiate
Come this way
evacuation.
Pull tab/tabs
Crawl to the end
Sit across

Commands
Open seat belts (while opening the door)
Leave your luggage
Come this way
Pull tab/tabs
Run - jump into the water
Board raft
Sit across
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5.4.2 Cont...
Post Evacuation

Ditching (Escape Slide)
• Cut the mooring line.
• Assist passengers in holding on
to the slide (hand holds).
Ensure vital safety equipment is
taken.
• Keep passengers away from
fuel, fire or any aircraft debris.
• Form the HELP position in
water.
• Tie all slides together with the
mooring line.
• Head count.

Ditching (Slide raft)
• Once raft is full detach and
disconnect it.
• Ensure vital safety equipment
is taken.
• Steer raft clear of danger.
• Form the HELP position if
required.
• Tie all slide rafts together with
mooring line.
• Follow raft management
techniques.
• Head count.

Airline Cabin Crew should evacuate when all passengers to the best of their knowledge have evacuated and
they have checked their area of responsibility or when their life is in danger. It is imperative to carry the
following emergency equipment from the aircraft in all conditions:
Ÿ Portable ELT
Ÿ Megaphone
Ÿ First-aid kit
Ÿ Flashlight
Ÿ Survival Kits (slide raft)
However, any other emergency equipment, food and water supplies may be carried, as per the
requirement and time available.
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Exercise
Briefly answer the following questions
1. What is PRM and explain different types of PRM?

2. How to identify an unruly or disruptive passengers?

3. What is turbulence and list the categorisation of turbulence?

4. What are the steps to be followed during planned evacuation?

5. List the procedures to be followed during lithium battery fire.

6. What is ditching?
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Exercise
7. Define sterile cockpit and no contact periods.

Notes
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6. Perform Post Flight
Tasks of Cabin Crew
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 6.1 – Post Flight Activities
Unit 6.2 – Post Flight Debriefing and Documentation
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Key Learning Outcomes
At the end of this module, you will be able to
Ÿ outline the Airline Cabin Crew responsibilities during flight descent.
Ÿ explain the Airline Cabin Crew responsibilities after landing.
Ÿ perform door disarming and opening.
Ÿ demonstrate the role of Airline Cabin Crew during passenger disembarkation.
Ÿ illustrate transit duties of Airline Cabin Crew.
Ÿ take part in post-flight debriefing.
Ÿ explain the importance of post-flight debriefing.
Ÿ ensure all documentation is completed as per organisational and regulatory requirements.
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UNIT 6.1:
1.1: Post
About
Flight
the Programme
Activities
Unit Objectives
At the end of this unit, you will be able to
Ÿ outline the Airline Cabin Crew responsibilities during flight descent.
Ÿ explain the Airline Cabin Crew responsibilities after landing.
Ÿ perform door disarming and opening.
Ÿ demonstrate the role of Airline Cabin Crew during passenger disembarkation.
Ÿ illustrate transit duties of Airline Cabin Crew.

6.1.1 Responsibilities during Descent and After Landing
Crew Responsibilities during Descent and After Landing
Initial Descent
Initial descent is the beginning of descent where the aircraft slows down. This commencement of descent
begins 20 minutes before landing. The captain notifies the Airline Cabin Crew over the P.A by announcing –
“Airline Cabin Crew prepare for arrival”. On hearing this announcement, Airline Cabin Crew will begin
preparing the cabin for arrival:
Ÿ R1 and R2 shall walk through the cabin with the trash bag collecting garbage and cleaning of the aisles
preparing for the next flight.
Ÿ Airline Cabin Crew completes all paperwork and hand over to the Lead (Senior Cabin Crew).
Ÿ The Lead (Senior Airline Cabin Crew) shall confirm the destination temperature with the cockpit crew.
Ÿ Ensure that the cockpit is cleared of any paper cups, trays etc. by the L1
Ÿ Any Cabin Defect Log Book (CDLB) entry to be made will be made now.
Ÿ Baggage verification to be done by L2 at this time.
Final Descent
Final descent is marked by switching ON the sign to fasten the seatbelt or when the seat belt sign is
recycled. The cabin will be secured as it was for take-off and checks passed by all crew. If the cabin is not
secure for landing, the Lead (Senior Airline Cabin Crew) will immediately call the flight-deck on the
interphone and inform, how much time will be needed to secure the cabin. 5 minutes before landing, the
captain will announce, “Airline Cabin Crew move to your seats for landing”. In case of high flight deck
workload, the seat belt sign will be toggled twice to indicate 05 minutes to land. Cabin crew must take their
brace positions and begin their 30-second review.
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6.1.1 Cont...
After Landing
After landing Airline Cabin Crew must remain in their jump seats till the captain instructs the crew to disarm all the slides over the PA system. They must be vigilant of passengers trying to stand up and open the
overhead bins while the aircraft is taxiing. An appropriate announcement should be made if the passengers
try to stand up while taxiing. If such a passenger does not comply or there is any safety related situation
where it is required for Airline Cabin Crew to leave their seat only then they may do so. Once the aircraft
lands, arrives and makes its final turn to enter the bay, the captain will announce over the P.A “passengers
remain seated Airline Cabin Crew to dis-arm slides”. On hearing this announcement, Airline Cabin Crew
shall first disarm the doors and open the doors only after disarming.
(Note: It is not required to pass the disarming check to the captain)
Door Disarming and Opening
Door Disarming Procedure
The doors must be disarmed before passenger disembarkation on arrival. The slides are dis-armed as the
aircraft is approaching the bay for parking and the aircraft is still in motion.
Ÿ Airline Cabin Crew must wait for the captain to announce “Passengers to remain seated, Airline Cabin
Crew dis-arm the slides”. If this instruction is not heard from the captain, the Lead (Senior Airline Cabin
Crew) shall communicate the same to the cockpit crew.
Ÿ On hearing this instruction Airline Cabin Crew in the forward and aft galleys (L1 and R1 forward / L2
and R2 aft) will first say Stop, Look, Think and then proceed to the port side doors as the port side door
slides will be dis-armed first. Each Airline Cabin Crew will need a witness for the slide dis-arming
procedure. For L1 it will be R1 and for L2 it will be R2. The witness must ensure that only the slide
arming/dis-arming lever is being touched and the control handle is not lifted accidentally while the
doors are being dis-armed.
Ÿ The pin-lever-pin method will be used to dis-arm the slide.
Ÿ After dis-arming the slide the red flag should be visible and Airline Cabin Crew responsible for the door
must cross-check the slide arming status.
Ÿ The witness will now visually and physically cross-check the same. Physically touch the arming disarming lever to ensure it is protruding. Visually check that the arming indicator reads dis-armed in
green.
Ÿ The same procedure will be repeated on the starboard side door slides.
Ÿ Once both doors are dis-armed each Airline Cabin Crew must give the dis-arming check to the Lead
(Senior Airline Cabin Crew) individually.
The captain will receive the indication on the ECAM in the flight deck. The Lead (Senior Airline Cabin Crew)
need not inform the captain that all doors are disarmed, however, will check FAP to ensure all doors are disarmed.
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6.1.1 Cont...
Door Opening Procedure
Airline Cabin crew will open doors for passenger disembarkation only after the slides have been dis-armed.
The need to open a door will arise only under the following situations:
Ÿ Requirement of the step ladder or aero ramp to be aligned for passenger disembarkation.
Ÿ Catering service needs to be done.
Ÿ Any other reason as deemed fit by the captain /Lead (Senior Cabin Crew).
The procedure to open a door is as follows:
Ÿ Check seat belt signs are OFF (if seat belt signs are not switched off after the aircraft has come to a
complete stop Airline Cabin Crew shall communicate the same to the captain)
Ÿ Open the port side doors first.
Ÿ Open all the doors in the presence of a witness (R1 for L1 and vice versa R2 for L2 and vice versa).
Ÿ Check the following conditions before opening a door:
Ÿ Ensure the fasten seat belt signs are OFF.
Ÿ Ensure entry lights are bright to open the door.
Ÿ Ensure a witness is present.
Ÿ Check that the slide is disarmed.
Ÿ Check that the cabin pressure warning light is not flashing.
Ÿ Look through the observation window to see that the external conditions are safe.
Airline Cabin Crew shall open their respective door on completion of the above mentioned checks.
Procedure for Aligning the Step Ladder/Ramp:
Ÿ Make sure that the gap between lower portion of the door of aircraft and the surface of ramp/ ladder
should be approximately seven inches.
Ÿ Ensure that no part of the buffer of ramp/ladder is in contact with the body of the aircraft (i.e. a
distance of approximately 2" should be maintained). This is to prevent the aircraft from getting
damaged.
Ÿ The ground staff (Skipper) will ensure that the step ladder is been aligned to the aircraft correctly and
stabilised. This will be conveyed to the Lead (Senior Airline Cabin Crew) by thumbs up signal.
Door Opening irregularities
The below mentioned are situations with appropriate action for irregularities of door operation:
Ÿ What if there is a knock on the door from outside and seat belt sign is not OFF: Do not open the door
inform captain
Ÿ What if there is a knock on the door from outside and the door is still armed: Do not open the door
inform the captain
Ÿ What if there is a knock on the door from outside and there is no witness around: Do not open the
door
Note: There shall be a witness for all door operations
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Role of Cabin Crew during passenger disembarkation
Passenger disembarkation will commence after door is opened and the aero ramp, step ladder or aero
bridge has been aligned. Airline Cabin Crew must ensure to thank the passengers for flying XYZ airlines and
to tell passengers that they shall look forward to seeing them on another XYZ flight. The designated
disembarkation positions for Airline Cabin Crew are as follows:

Single or 1 point disembarkation (only from L1
door)
Cabin crew
Position
L1
Forward galley
R1
At the bottom of the aero ramp
(second square patch) or ladder
L2
Aft galley
R2
Aft galley

Dual or 2 point disembarkation (from L1 and L2
door)
Cabin crew
Position
L1
Forward galley
R1
At the bottom of the aero ramp
(second square patch)
L2
Aft galley
R2
At the bottom of the aero ramp or
ladder (Second square patch)

Transit Duties
If the same set cabin of Airline Cabin Crew is to operate the next sector they must fulfill their transit duties
as per area of responsibility mentioned below:
Ÿ Passenger seat backs straightened.
Ÿ Passenger seat belts aligned neatly.
Ÿ Reading lights OFF.
Ÿ Window shades placed appropriately.
Ÿ Seat back pockets to be checked for safety information briefing card, air sickness bags and any other
documents placed by the organisation from time to time.
Ÿ Air vents opened.
Ÿ In addition to the above, all Airline Cabin Crew are responsible for checking the tray tables, lavatories,
galleys and the cabin for cleanliness.
Ÿ The Lead (Senior Airline Cabin Crew) will be responsible for the head count during transit, if required.
Ÿ Crew members shall place the seat belts (crossed) in first 7 and last 7 rows of the aircraft (crew
members shall also position the window shades as well for these rows).
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6.1.1 Cont...
During transit, the lavatories would remain latched on the ground till the transit check is complete (a period
of approximately 10 – 12 minutes). However, remain sensitive to any customer who may need to use the
lavatory urgently. In such a case, allow the passenger to use the lavatory and keep a track of the person
inside, inform the security staff for headcount purposes.
Fumigation:
At times, international regulations necessitate the fumigation of the aircraft. There also may be a scenario
(especially in the domestic flights) wherein there may be mosquito infestation requiring to be sprayed in
the cabin. Kindly refer to the table below for handling such situations:

International Sector
To meet the requirements of the
health regulations - the cabin
shall be sprayed before any
passenger boards the aircraft.

Domestic Sector
The cabin shall be sprayed if
required (due presence of
mosquitoes etc.) only when the
cabin is empty with no
passengers on board.

The Lead (Senior Airline Cabin
Crew) shall hand over the empty It should be preferably done
cans to the customs officials on
prior to boarding.
arrival.
Note: the cabin shall never be sprayed when the passengers are on
board the aircraft.
It should not be pointed at the smoke detector when used.
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UNIT 6.2:
1.1: Post
About
Flight
the Programme
Debriefing and Documentation
Unit Objectives
At the end of this unit, you will be able to
Ÿ take part in post-flight debriefing.
Ÿ explain the importance of post-flight debriefing.
Ÿ ensure completion of all the documentation as per organisational and regulatory requirements.

6.2.1 Post-flight Debriefing
A post-flight debrief is a structured review and is highly useful tool to evaluate the performances of cabin
crew and flight crew. But, it is one of the most poorly conducted and most often ignored. The post-flight
debrief is the perfect opportunity for Airline Cabin Crew and pilots to evaluate their performances after a
flight and identify knowledge gaps in their training. An effective post-flight debrief can be for short period
of time and does not need to be overly detailed or time consuming.

Fig 6.2.1 (a) Airline Cabin Crew Post-flight Debriefing

During debrief, the following are considered:
Ÿ What happened during the flight?
Ÿ How did it happen?
Ÿ How it can be improved?
It is important to note that a briefing is not a lecture by a crew member but a professional discussion by the
crew about all aspects of the flight.
Ÿ How did we perform?
Ÿ What did we learn?
Ÿ How to communicate the important information?
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The Lead (Senior Airline Cabin Crew) will be responsible for conducting a debriefing, filling up the flight
report (including passengers' handling, safety, first aid, incident report and unruly passengers) on the
portal. He/she will also fill in the sales report on the portal. The post flight de-brief is used also to reflect on
the flight(s) of the day. The Airline Cabin Crew will sign out 15 minutes post chocks on for domestic flights
and 30 minutes post chocks on for an international flight.

Fig 6.2.1 (b) Post-flight Chocks On

Airline Cabin Crew will conduct the following after every flight:
Ÿ When the passengers leave the aircraft, the crew makes sure that no hand luggage was left behind.
Ÿ Cockpit and cabin crew tick off the last items on their to-do lists.
Ÿ After the crew members leave from the aircraft, they meet for debriefing in the briefing room.
Ÿ At the end of the day, all flights' events will be summarised by the members. If there were no particular
incidents on the flight, debriefing is quickly done.
Post flight briefings are done at the end of the flight to discuss incidents, procedures and any kind of
mishaps that may have occurred as well as wrapping up reports and general housekeeping.
Handover
When the same set of Airline Cabin Crew members are not operating the next sector they will hand over all
catering items to the catering staff or incoming crew. The Lead (Senior Airline Cabin Crew) will hand over
the merchandise cart to the security staff or the incoming Lead (Senior Airline Cabin Crew) as may be
applicable and proceed to the in-flight office. Airline Cabin Crew must give an orderly hand over to the
incoming crew and also brief them about any special passengers, cabin defects etc., and any other safetyrelated issues regarding flight.
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Exercise
Briefly answer the following questions
1. What are crew responsibilities during descent and after landing of an aircraft?

2. List the procedure to open an aircraft door.

3. Explain the role of cabin crew during passenger disembarkation.

4. Explain post-flight debrief.
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7. Employability and
Entrepreneurship Skills
AASSC
Aerospace & Aviation
Sector Skill Council

Unit 7.1 – Personal Strengths and Value Systems
Unit 7.2 – Digital Literacy: A Recap
Unit 7.3 – Money Matters
Unit 7.4 – Preparing for Employment and Self Employment
Unit 7.5 – Understanding Entrepreneurship
Unit 7.6 – Preparing to be an Entrepreneur
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Key Learning Outcomes
At the end of this module, you will be able to:
1.

Explain the meaning of health

2.

List common health issues

3.

Discuss tips to prevent common health issues

4.

Explain the meaning of hygiene

5.

Discuss the purpose of Swacch Bharat Abhiyan

6.

Explain the meaning of habit

7.

Discuss ways to set up a safe work environment

8.

Discuss critical safety habits to be followed by employees

9.

Explain the importance of self-analysis

10. Discuss motivation with the help of Maslow’s Hierarchy of Needs
11. Discuss the meaning of achievement motivation
12. List the characteristics of entrepreneurs with achievement motivation
13. List the different factors that motivate you
14. Discuss the role of attitude in self-analysis
15. Discuss how to maintain a positive attitude
16. List your strengths and weaknesses
17. Discuss the qualities of honest people
18. Describe the importance of honesty in entrepreneurs
19. Discuss the elements of a strong work ethic
20. Discuss how to foster a good work ethic
21. List the characteristics of highly creative people
22. List the characteristics of highly innovative people
23. Discuss the benefits of time management
24. List the traits of effective time managers
25. Describe effective time management technique
26. Discuss the importance of anger management
27. Describe anger management strategies
28. Discuss tips for anger management
29. Discuss the causes of stress
30. Discuss the symptoms of stress
31. Discuss tips for stress management
32. Identify the basic parts of a computer
33. Identify the basic parts of a keyboard
34. Recall basic computer terminology
35. Recall the functions of basic computer keys
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36. Discuss the main applications of MS Office
37. Discuss the benefits of Microsoft Outlook
38. Discuss the different types of e-commerce
39. List the benefits of e-commerce for retailers and customers
40. Discuss how the Digital India campaign will help boost e-commerce in India
41. Describe how you will sell a product or service on an e-commerce platform
42. Discuss the importance of saving money
43. Discuss the benefits of saving money
44. Discuss the main types of bank accounts
45. Describe the process of opening a bank account
46. Differentiate between fixed and variable costs
47. Describe the main types of investment options
48. Describe the different types of insurance products
49. Describe the different types of taxes
50. Discuss the uses of online banking
51. Discuss the main types of electronic funds transfers
52. Discuss the steps to prepare for an interview
53. Discuss the steps to create an effective Resume
54. Discuss the most frequently asked interview questions
55. Discuss how to answer the most frequently asked interview questions
56. Discuss basic workplace terminology
57. Discuss the concept of entrepreneurship
58. Discuss the importance of entrepreneurship
59. Describe the characteristics of an entrepreneur
60. Describe the different types of enterprises
61. List the qualities of an effective leader
62. Discuss the benefits of effective leadership
63. List the traits of an effective team
64. Discuss the importance of listening effectively
65. Discuss how to listen effectively
66. Discuss the importance of speaking effectively
67. Discuss how to speak effectively
68. Discuss how to solve problems
69. List important problem solving traits
70. Discuss ways to assess problem solving skills
71. Discuss the importance of negotiation
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72. Discuss how to negotiate
73. Discuss how to identify new business opportunities
74. Discuss how to identify business opportunities within your business
75. Explain the meaning of entrepreneur
76. Describe the different types of entrepreneurs
77. List the characteristics of entrepreneurs
78. Recall entrepreneur success stories
79. Discuss the entrepreneurial process
80. Describe the entrepreneurship ecosystem
81. Discuss the purpose of the Make in India campaign
82. Discuss key schemes to promote entrepreneurs
83. Discuss the relationship between entrepreneurship and risk appetite
84. Discuss the relationship between entrepreneurship and resilience
85. Describe the characteristics of a resilient entrepreneur
86. Discuss how to deal with failure
87. Discuss how market research is carried out
88. Describe the 4 Ps of marketing
89. Discuss the importance of idea generation
90. Recall basic business terminology
91. Discuss the need for CRM
92. Discuss the benefits of CRM
93. Discuss the need for networking
94. Discuss the benefits of networking
95. Discuss the importance of setting goals
96. Differentiate between short-term, medium-term and long-term goals
97. Discuss how to write a business plan
98. Explain the financial planning process
99. Discuss ways to manage your risk
100. Describe the procedure and formalities for applying for bank finance
101. Discuss how to manage your own enterprise
102. List important questions that every entrepreneur should ask before starting an enterprise
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UNIT 7.1: Personal Strengths and Value Systems
Unit Objectives
At the end of this unit, you will be able to:
1.

Explain the meaning of health

2.

List common health issues

3.

Discuss tips to prevent common health issues

4.

Explain the meaning of hygiene

5.

Discuss the purpose of Swacch Bharat Abhiyan

6.

Explain the meaning of habit

7.

Discuss ways to set up a safe work environment

8.

Discuss critical safety habits to be followed by employees

9.

Explain the importance of self-analysis

10. Discuss motivation with the help of Maslow’s Hierarchy of Needs
11. Discuss the meaning of achievement motivation
12. List the characteristics of entrepreneurs with achievement motivation
13. List the different factors that motivate you
14. Discuss the role of attitude in self-analysis
15. Discuss how to maintain a positive attitude
16. List your strengths and weaknesses
17. Discuss the qualities of honest people
18. Describe the importance of honesty in entrepreneurs
19. Discuss the elements of a strong work ethic
20. Discuss how to foster a good work ethic
21. List the characteristics of highly creative people
22. List the characteristics of highly innovative people
23. Discuss the benefits of time management
24. List the traits of effective time managers
25. Describe effective time management technique
26. Discuss the importance of anger management
27. Describe anger management strategies
28. Discuss tips for anger management
29. Discuss the causes of stress
30. Discuss the symptoms of stress
31. Discuss tips for stress management
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7.1.1 Health, Habits, Hygiene: What is Health?
As per the World Health Organisation (WHO), health is a “State of complete physical, mental,and social
well-being a nd not merely the absence of disease or infirmity.” This means being healthy does not simply
mean not being unhealthy – it also means you need to be at peace emotionally and feel fit physically. For
example, you cannot say you are healthy simply because you do not have any physical ailments like a cold or
cough. You also need to think about whether you are feeling calm, relaxed and happy.

Common Health Issues
Some common health issues are:
•

Allergies

•

Asthma

•

Skin Disorders

•

Depression and Anxiety

•

Diabetes

•

Cough, Cold, Sore Throat

•

Difficulty Sleeping

•

Obesity

Tips to Prevent Health Issues
Taking measures to prevent ill health is always better than curing a disease or sickness. You can stay healthy
by:
•

Eating healthy foods like fruits, vegetables and nuts

•

Cutting back on unhealthy and sugary foods

•

Drinking enough water everyday

•

Not smoking or drinking alcohol

•

Exercising for at least 30 minutes a day, 4-5 times a week

•

Taking vaccinations when required

•

Practicing yoga exercises and meditation

How many of these health standards do you follow? Tick the ones that apply to you.
1.

Get minimum 7-8 hours of sleep every night.

2.

Avoid checking email first thing in the morning and right before you go to bed at night.

3.

Don’t skip meals – eat regular meals at correct meal times.

4.

Read a little bit every single day.

5.

Eat more home cooked food than junk food.

6.

Stand more than you sit.

7.

Drink a glass of water first thing in the morning and have at least 8 glasses of water
through the day.

8.

Go to the doctor and dentist for regular checkups.

9.

Exercise for 30 minutes at least 5 days a week.

10. Avoid consuming lots of aerated beverages.
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What is Hygiene ?
As per the World Health Organisation (WHO), “Hygiene refers to conditions and practices that help to
maintain health and prevent the spread of diseases.” In other words, hygiene means ensuring that you do
whatever is required to keep your surroundings clean, so that you reduce the chances of spreading germs
and diseases.
For instance, think about the kitchen in your home. Good hygiene means ensuring that the kitchen is always
spick and span, the food is put away, dishes are washed and dustbins are not overflowing with garbage.
Doing all this will reduce the chances of attracting pests like rats or cockroaches and prevent the growth of
fungus and other bacteria, which could spread disease.
How many of these health standards do you follow? Tick the ones that apply to you.
1.

Have a bath or shower every day with soap – and wash your hair with shampoo 2-3 times a week.

2.

Wear a fresh pair of clean undergarments every day.

3.

Brush your teeth in the morning and before going to bed.

4.

Cut your fingernails and toenails regularly.

5.

Wash your hands with soap after going to the toilet.

6.

Use an anti-perspirant deodorant on your underarms if you sweat a lot.

7.

Wash your hands with soap before cooking or eating.

8.

Stay home when you are sick, so other people don’t catch what you have.

9.

Wash dirty clothes with laundry soap before wearing them again.

10. Cover your nose with a tissue/your hand when coughing or sneezing.
See how healthy and hygienic you are, by giving yourself 1 point for every ticked statement!
Then take a look at what your score means.
Your Score
0-7/20: You need to work a lot harder to stay fit and fine! Make it a point to practice good habits daily and
see how much better you feel!
7-14/20: Not bad, but there is scope for improvement! Try and add a few more good habits to your daily
routine.
14-20/20: Great job! Keep up the good work! Your body and mind thank you!

Swachh Bharat Abhiyan
We have already discussed the importance of following good hygiene and health practices for ourselves.
But, it is not enough for us to be healthy and hygienic. We must also extend this standard to our homes, our
immediate surroundings and to our country as a whole.
The ‘Swachh Bharat Abhiyan’ (Clean India Mission) launched by Prime Minister Shri Narendra Modi on nd 2
October 2014, believes in doing exactly this. The aim of this mission is to clean the streets and roads of India
and raise the overall level of cleanliness. Currently this mission covers 4,041 cities and towns across the
country. Millions of our people have taken the pledge for a clean India. You should take the pledge too and
do everything possible to keep our country clean!

What are Habits ?
A habit is a behaviour that is repeated frequently. All of us have good habits and bad habits.Keep in mind the
phrase by John Dryden: “We first make our habits and then our habits make us.”
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This is why it is so important that you make good habits a way of life and consciously avoid practicing bad
habits.
Some good habits that you should make part of your daily routine are:
•

Always having a positive attitude

•

Making exercise a part of your daily routine

•

Reading motivational and inspirational stories

•

Smiling! Make it a habit to smile as often as
possible

•

Making time for family and friends

•

Going to bed early and waking up early

Some bad habits that you should quit immediately are:
•

Skipping breakfast

•

Smoking, drinking alcohol and doing drugs

•

Snacking frequently even when you are not
hungry

•

Spending more money than you can afford

•

Worrying about unimportant issues

•

Eating too much fattening and sugary food

•

Staying up late and waking up late

Tips

!

•

Following healthy and hygienic practices every day will make you feel good mentally and physically.

•

Hygiene is two-thirds of health – so good hygiene will help you stay strong and healthy!

7.1.2: Safety: Tips to Design a Safe Workplace
Every employer is obligated to ensure that his workplace follows the highest possible safety protocol.
When setting up a business, owners must make it a point to:
•

Use ergonomically designed furniture and equipment to avoid stooping and twisting

•

Provide mechanical aids to avoid lifting or carrying heavy objects

•

Have protective equipment on hand for hazardous jobs

•

Designate emergency exits and ensure they are easily accessible

•

Set down health codes and ensure they are implemented

•

Follow the practice of regular safety inspections in and around the workplace

•

Ensure regular building inspections are conducted

•

Get expert advice on workplace safety and follow it

Non-Negotiable Employee Safety Habits
Every employer is obligated to ensure that his workplace follows the highest possible safety protocol. When
setting up a business, owners must make it a point to:
•

Immediately report unsafe conditions to a supervisor

Ÿ

Recognise and report safety hazards that could lead to slips, trips and falls

•

Report all injuries and accidents to a supervisor

•

Wear the correct protective equipment when required

•

Learn how to correctly use equipment provided for safety purposes

•

Be aware of and avoid actions that could endanger other people

•

Take rest breaks during the day and some time off from work during the week
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Tips

!

•

Be aware of what emergency number to call at the time of a workplace emergency

•

Practice evacuation drills regularly to avoid chaotic evacuations

7.1.3: Self Analysis – Attitude, Achievement Motivation:
What is Self-Analysis?
To truly achieve your full potential, you need to take a deep look inside yourself and find out what kind of
person you really are. This attempt to understand your personality is known as self-analysis. Assessing
yourself in this manner will help you grow a nd will also help you to identify areas within yourself that need
to be further developed, changed or eliminated. You can better understand yourself by taking a deep look
at what motivates you, what your attitude is like and what your strengths and weaknesses are.

What is Motivation ?
Very simply put, motivation is your reason for acting or behaving in a certain manner. It is important to
understand that not everyone is motivated by the same desires – people are motivated by many, many
different things. We can understand this better by looking at Maslow’s Hierarchy of Needs.

Maslow’s Hierarchy of Needs
Famous American psychologist Abraham Maslow wanted to understand what motivates people. He
believed that people have five types of needs, ranging from very basic needs (called physiological needs) to
more important needs that are required for self-growth (called selfactualization needs). Between the
physiological and self-actualization needs are three other needs – safety needs, belongingness and love
needs and esteem needs. These needs are usually shown as a pyramid with five levels and are known as
Maslow’s Hierarchy of Needs.

Self actualization:
achieving one's full
potential, including
creative activities
Esteem needs:
prestige and feeling of
accomplishment

Self-fulfillment
needs

Psychological
needs

Belongingness and love needs:
intimate relationships, friends
Safety needs:
Security, safety
Physiological needs:
food, water, warmth, rest
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As you can see from the pyramid, the lowest level depicts the most basic needs. Maslow believed that our
behaviour is motivated by our basic needs, until those needs are met. Once they are fulfilled, we move to
the next level and are motived by the next level of needs. Let’s understand this better with an example.
Rupa comes from a very poor family. She never has enough food, water, warmth or rest. According to
Maslow, until Rupa is sure that she will get these basic needs, she will not even think about the next level of
needs – her safety needs. But, once Rupa is confident that her basic needs will be met, she will move to the
next level and her behaviour will then be motivated by her need for security and safety. Once these new
needs are met, Rupa will once again move to the next level and be motivated by her need for relationships
and friends. Once this need is satisfied, Rupa will then focus on the fourth level of needs – her esteem
needs, after which she will move up to the fifth and last level of needs – the desire to achieve her full
potential.

Understanding Achievement Motivation
We now know that people are motivated by basic, psychological and self-fulfillment needs. However,
certain people are also motivated by the achievement of highly challenging accomplishments. This is
known as Achievement Motivation or ‘need for achievement’.
We now know that people are motivated by basic, psychological and self-fulfillment needs. However,
certain people are also motivated by the achievement of highly challenging accomplishments. This is
known as Achievement Motivation or ‘need for achievement’.
The level of motivation achievement in a person differs from individual to individual. It is important that
entrepreneurs have a high level of achievement motivation – a deep desire to accomplish something
important and unique. It is equally important that they hire people who are also highly motivated by
challenges and success.

What Motivates You ?
What are the things that really motivate you? List down five things that really motivate you.
Remember to answer honestly!
I am motivated by:

Characteristics of Entrepreneurs with Achievement Motivation
Entrepreneurs with achievement motivation can be described as follows:
•

Unafraid to take risks for personal
accomplishment

•

Very persistent when it comes to achieving
goals

•

Love being challenged

•

Extremely courageous

•

Future-oriented

•

Highly creative and innovative

•

Flexible and adaptive

•

Restless - constantly looking to achieve more

•

Value negative feedback more than positive
feedback

•

Feel personally responsible for solving
problems

•

Can you think of entrepreneurs who display
these traits?

Think about it:
•

How many of these traits do you have?
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What is Attitude ?
Now that we understand why motivation is so important for self-analysis, let’s look at the role our attitude
plays in better understanding ourselves. Attitude can be described as your tendency (positive or negative),
to think and feel about someone or something. Attitude is the foundation for success in every aspect of life.
Our attitude can be our best friend or our worst enemy. In other words:
Now that we understand why motivation is so important for self-analysis, let’s look at the role our attitude
plays in better understanding ourselves. Attitude can be described as yo u r tendency (positive or negative),
to think and feel about someone or something. Attitude is the foundation for success in every aspect of life.
Our attitude can be our best friend or our worst enemy. In other words:
“The only disability in life is a bad attitude.”
When you start a business, you are sure to encounter a wide variety of emotions, from difficult times and
failures to good times and successes. Your attitude is what will see you through the tough times and guide
you towards success. Attitude is also infectious. It affects everyone around you, from your customers to
your employees to your investors. A positive attitude helps build confidence in the workplace while a
negative attitude is likely to result in the demotivation of your people.

How to Cultivate a Positive Attitude?
The good news is attitude is a choice. So it is possible to improve, control and change our attitude, if we
decide we want to! The following tips help foster a positive mindset:
•

Remember that you control your attitude, not the other way around

•

Devote at least 15 minutes a day towards reading, watching or listening to something positive

•

Avoid negative people who only complain and stop complaining yourself

Ÿ

Expand your vocabulary with positive words and delete negative phrases from your mind

•

Be appreciative and focus on what’s good in yourself, in your life and in others

•

Stop thinking of yourself as a victim and start being proactive

•

Imagine yourself succeeding and achieving your goals

What Are Your Strengths and Weaknesses ?
Another way to analyze yourself is by honestly identifying your strengths and weaknesses. This will help you
use your strengths to your best advantage and reduce your weaknesses.
Note down all your strengths and weaknesses in the two columns below. Remember to be honest with
yourself!
Strengths

Weaknesses
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Tips
•
•

!

Achievement motivation can be learned.
Don’t be afraid to make mistakes.

•
•

Train yourself to finish what you start.
Dream big.

7.1.4: Honesty and Work Ethics: What is Honesty?
Honesty is the quality of being fair and truthful. It means speaking and acting in a manner that inspires
trust. A person who is described as honest is seen as truthful and sincere and as someone who isn’t
deceitful or devious and doesn’t steal or cheat. There are two dimensions of honesty – one is honesty in
communication and the other is honesty in conduct.
Honesty is an extremely important trait because it results in peace of mind and builds relationships that are
based on trust. Being dishonest, on the other hand, results in anxiety and leads to relationships full of
distrust and conflict.

Qualities of Honest People
Honest individuals have certain distinct characteristics. Some common qualities among honest people are:
1. They don’t worry about what others think of them. They believe in being themselves – they don’t bother
about whether they are liked or disliked for their personalities.
2. They stand up for their beliefs. They won’t think twice about giving their honest opinion, even if they are
aware that their point of view lies with the minority.
3. They are think skinned. This means they are not affected by others judging them harshly for their honest
opinions.
4. They forge trusting, meaningful and healthy friendships. Honest people usually surround themselves
with honest friends. They have faith that their friends will be truthful and upfront with them at all times.
5. They are trusted by their peers. They are seen as people who can be counted on for truthful and objective
feedback and advice.

Importance of Honesty in Entrepreneurs
One of the most important characteristics of entrepreneurs is honesty. When entrepreneurs are honest
with their customers, employees and investors, it shows that they respect those that they work with. It is
also important that entrepreneurs remain honest with themselves.
Let’s look at how being honest would lead to great benefits for entrepreneurs.
• Honesty and customers: When entrepreneurs are honest with their customers it leads to stronger
relationships, which in turn results in business growth and a stronger customenre twork.
• Honesty and employees: When entrepreneurs build honest relationships with their employees, it leads to
more transparency in the workplace, which results in higher work performance and better results.
• Honesty and investors: For entrepreneurs, being honest with investors means not only sharing strengths
but also candidly disclosing current and potential weaknesses, problem areas and solution strategies. Keep
in mind that investors have a lot of experience with startups and are aware that all new companies have
problems. Claiming that everything is perfectly fine and running smoothly is a red flag for most investors.
• Honesty with oneself: The consequences of being dishonest with oneself can lead to dire results,
especially in the case of entrepreneurs. For entrepreneurs to succeed, it is critical that they remain realistic
about their situation at all times a nd accurately judge every aspect of their enterprise for what it truly is.
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What are Work Ethics ?
Being ethical in the workplace means displaying values like honesty, integrity and respect in all your
decisions and communications. It means not displaying negative qualities like lyincgh, eating and stealing.
Workplace ethics play a big role in the profitability of a company. It is as crucial to an enterprise as high
morale and teamwork. This is why most companies lay down specific workplace ethic guidelines that must
compulsorily be followed by their employees. These guidelines are typically outlined in a company’s
employee handbook.

Elements of a Strong Work Ethic
An entrepreneur must display strong work ethics, as well as hire only those individuals who believe in and
display the same level of ethical behaviour in the workplace. Some elements of a strong work ethic are:
• Professionalism: This involves everything from how you present yourself in a corporate setting to the
manner in which you treat others in the workplace.
• Respectfulness: This means remaining poised and diplomatic regardless of how stressful or volatile a
situation is.
• Dependability: This means always keeping your word, whether it’s arriving on time for a meeting or
delivering work on time.
• Dedication: This means refusing to quit until the designated work is done and completing the work at the
highest possible level of excellence.
• Determination: This means embracing obstacles as challenges rather than letting them stop you and
pushing ahead with purpose and resilience to get the desired results.
• Accountability: This means taking responsibility for your actions and the consequences of your actions
and not making excuses for your mistakes.
• Humility: This means acknowledging everyone’s efforts and had work a nd sharing the credit for
accomplishments.

How to Foster a Good Work Ethic?
As an entrepreneur, it is important that you clearly define the kind of behaviour that you expect from each
and every team member in the workplace. You should make it clear that you expect employees to display
positive work ethics like:
• Honesty: All work assigned to a person should be done with complete honesty, without any deceit or lies.
• Good attitude: All team members should be optimistic, energetic and positive.
• Reliability: Employees should show up where they are supposed to be, when they are supposed to be
there.
• Good work habits: Employees should always be well groomed, never use inappropriate language,
conduct themselves professionally at all times, etc.
• Initiative: Doing the bare minimum is not enough. Every team member needs to be proactive and show
initiative.
• Trustworthiness: Trust is non-negotiable. If an employee cannot be trusted, it’s time to let that employee
go.
• Respect: Employees need to respect the company, the law, their work, their colleagues and themselves.
• Integrity: Each and every team member should be completely ethical and must display above board
behaviour at all times.
• Efficiency: Efficient employees help a company grow while inefficient employees result in a waste of time
and resources.
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Tips

!

•

Don’t get angry when someone tells you the truth and you don’t like what you hear.

•

Always be willing to accept responsibility for your mistakes.

7.1.5: Creativity and Innovation : What is Creativity?
Creativity means thinking outside the box. It means viewing things in new ways or from different
perspectives and then converting these ideas into reality. Creativity involves two parts: thinking and
producing. Simply having an idea makes you imaginative, not creative. However, having an idea and
acting on it makes you creative.

Characteristics of Highly Creative People
Some characteristics of creative people are:
•

They are imaginative and playful

•

They detest rules and routine

•

They see issues from different angles

•

They love to daydream

•

They notice small details

•

They are very curious

•

They have very little tolerance for boredom

What is Innovation ?
There are many different definitions of innovation. In simple terms, innovation means turning an idea
into a solution that adds value. It can also mean adding value by implementing a new product, service or
process or significantly improving on an existing product, service or process.

Characteristics of Highly Innovative People
Some characteristics of highly innovative people are:
•

They embrace doing things differently

•

They are highly proactive and persistent

•

They don’t believe in taking shortcuts

•

They are organised, cautious and risk-averse

•

They are not afraid to be unconventional

Tips

!

•

Take regular breaks from your creative work to recharge yourself and gain fresh perspective.

•

Build prototypes frequently, test them out, get feedback and make the required changes.

7.1.6: Time Management: What is Time Management?
Time management is the process organizing your time and deciding how to allocate your time between
different activities. Good time management is the difference between working smart (getting more
done in less time) and working hard (working for more time to get more done).
Effective time management leads to an efficient work output, even when you are faced with tight
deadlines and high pressure situations. On the other hand, not managing your time effectively results in
inefficient output and increases stress and anxiety.

Benefits of Time Management
Time management can lead to huge benefits like:
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•

Greater productivity

•

Higher efficiency

•

Better professional reputation

•

Reduced stress

•

Higher chances for career advancement

•

Greater opportunities to achieve goals

Not managing time effectively can result in undesirable consequences like:
•

Missing deadlines

•

Inefficient work output

•

Substandard work quality

•

Poor professional reputation

•

Stalled career

•

Increase in stress and anxiety

Traits of Effective Time Managers
Some traits of effective time managers are:
•

They begin projects early

•

They set daily objectives

•

They modify plans if required, to achieve
better results

•

They are flexible and open-minded

•

They inform people in advance if their
help will be required

•

•

They break tasks into steps with specific
deadlines

•

They continually review long term goals

•

They think of alternate solutions if and when
required

•

They ask for help when required

•

They create backup plans

They know how to say no

Effective Time Management Techniques
You can manage your time better by putting into practice certain time management techniques.
Some helpful tips are:
Ÿ Plan out your day as well as plan for interruptions. Give yourself at least 30 minutes to figure out your

time plan. In your plan, schedule some time for interruptions.
Ÿ Put up a “Do Not Disturb” sign when you absolutely have to complete a certain amount of work.
Ÿ Close your mind to all distractions. Train yourself to ignore ringing phones, don’t reply to chat

messages and disconnect from social media sites.
Ÿ Delegate your work. This will not only help your work get done faster, but will also show you the

unique skills and abilities of those around you.
Ÿ Stop procrastinating. Remind yourself that procrastination typically arises due to the fear of failure or

the belief that you cannot do things as perfectly as you wish to do them.
Ÿ Prioritise. List each task to be completed in order of its urgency or importance level. Then focus on

completing each task, one by one.
Ÿ Maintain a log of your work activities. Analyze the log to help you understand how efficient you are

and how much time is wasted every day.
Ÿ Create time management goals to reduce time wastage.

Tips
•

!

unimportant details.

Always complete the most important tasks
first.

•

Get at least 7 – 8 hours of sleep every day.

•

Start your day early.

•

Don’t waste too much time on small,
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Set a time limit for every task that you will
undertake.

•

Give yourself some time to unwind between
tasks.
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7.1.7: Anger Management: What is Anger Management?
Anger management is the process of:
1. Learning to recognize the signs that you or someone else, is becoming angry
2. Taking the best course of action to calm down the situation in a positive way
Anger management does not mean suppressing anger.

Importance of Anger Management
Anger is a perfectly normal human emotion. In fact, when managed the right way, anger can be considered
a healthy emotion. However, if it is not kept in check, anger can make us act inappropriately and can lead to
us saying or doing things that we will likely later regret.
Extreme anger can:
Ÿ Hurt you physically: It leads to heart disease, diabetes, a weakened immune system, insomnia and high

blood pressure.
Ÿ Hurt you mentally: It can cloud your thinking and lead to stress, depression and mental health issues.
Ÿ Hurt your career: It can result in alienating your colleagues, bosses, clients and lead to the loss of

respect.
Ÿ Hurt your relationships: It makes it hard for your family and friends to trust you, be honest with you and

feel comfortable around you.
This is why anger management or managing anger appropriately, is so important.

Anger Management Strategies
Here are some strategies that can help you control your anger:
Strategy 1: Relaxation
Something as simple as breathing deeply and looking at relaxing images works wonders in calming down
angry feelings. Try this simple breathing exercise:
1. Take a deep breath from your diaphragm (don’t breathe from your chest)
2. Visualize your breath coming up from your stomach
3. Keep repeating a calming word like ‘relax’ or ‘take it easy’ (remember to keep breathing deeply while
repeating the word)
4. Picture a relaxing moment (this can be from your memory or your imagination) Follow this relaxation
technique daily, especially when you realize that you’re starting to feel angry.
Strategy 2: Cognitive Restructuring
Cognitive restructuring means changing the manner in which you think. Anger can make you curse, swear,
exaggerate and act very dramatically. When this happens, force yourself to replace your angry thoughts
with more logical ones. For instance, instead of thinking ‘Everything is ruined’ change your mindset and tell
yourself ‘It’s not the end of the world and getting angry won’t solve this’.
Strategy 3: Problem Solving
Getting angry about a problem that you cannot control is a perfectly natural response. Sometimes, try as
you may, there may not be a solution to the difficulty you are faced with. In such cases, stop focusing on
solving the problem and instead focus on handling and facing the problem. Remind yourself that you will do
your best to deal with the situation, but that you will not blame yourself if you don’t get the solution you
desire.
Strategy 4: Better Communication
When you’re angry, it is very easy to jump to inaccurate conclusions. In this case, you need to force yourself
to stop reacting and think carefully about what you want to say, before saying it. Avoid saying the first thing
that enters your head. Force yourself to listen carefully to what the other person is saying. Then think about
the conversation before responding.
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Strategy 5: Changing Your Environment
If you find that your environment is the cause of your anger, try and give yourself a break from your
surroundings. Make an active decision to schedule some personal time for yourself, especially on days that
are very hectic and stressful. Having even a brief amount of quiet or alone time is sure to help calm you
down.

Tips for Anger Management
The following tips will help you keep your anger in check:
Ÿ Take some time to collect your thoughts before you speak out in anger.
Ÿ Express the reason for your anger in an assertive, but non-confrontational manner once you have

calmed down.
Ÿ Do some form of physical exercise like running or walking briskly when you feel yourself getting angry.
Ÿ Make short breaks part of your daily routine, especially during days that are stressful.
Ÿ Focus on how to solve a problem that’s making you angry, rather than focusing on the fact that the

problem is making you angry.

Tips

!

Ÿ Try to forgive those who anger you, rather than hold a grudge against them.
Ÿ Avoid using sarcasm and hurling insults. Instead, try and explain the reason for your frustration in a

polite and mature manner.

7.1.8: Stress Management: What is Stress?
We say we are ‘stressed’ when we feel overloaded and unsure of our ability to deal with the pressures
placed on us. Anything that challenges or threatens our well-being can be defined as a stress. It is important
to note that stress can be good and bad. While good stress keeps us going, negative stress undermines our
mental and physical health. This is why it is so important to manage negative stress effectively.

Causes of Stress
Stress can be caused by internal and external factors.
Internal causes of stress
•
•
•

Constant worry
Rigid thinking
Unrealistic expectations

•
•
•

Pessimism
Negative self-talk
All in or all out attitude

•
•
•

Difficulties at work or in school
Financial difficulties
Worrying about one’s children and/or family

External causes of stress
•
•
•

Major life changes
Difficulties with relationships
Having too much to do

Symptoms of Stress
Stress can manifest itself in numerous ways. Take a look at the cognitive, emotional, physical and
behavioural symptoms of stress.
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•

Cognitive Symptoms
Memory problems

•

Emotional Symptoms
Depression

•

Concentration issues

•

Agitation

•

Lack of judgement

•

Irritability

•

Pessimism

•

Loneliness

•

Anxiety

•

Anxiety

•

Constant worrying

•

Anger

•

Physical Symptoms
Aches and pain

•

Behavioural Symptoms
Increase or decrease in appetite

•

Diarrhea or constipation

•

Over sleeping or not sleeping enough

•

Nausea

•

Withdrawing socially

•

Dizziness

•

Ignoring responsibilities

•

Chest pain and/or rapid heartbeat

•

Consumption of alcohol or cigarettes

•

Frequent cold or flu like feelings

•

Nervous habits like nail biting, pacing etc.

Tips to Manage Stress
The following tips can help you manage your stress better:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Note down the different ways in which you can handle the various sources of your stress.
Remember that you cannot control everything, but you can control how you respond.
Discuss your feelings, opinions and beliefs rather than reacting angrily, defensivelyp aosrs ively.
Practice relaxation techniques like meditation, yoga or tai chi when you start fesetrliensgs ed.
Devote a part of your day towards exercise.
Eat healthy foods like fruits and vegetables. Avoid unhealthy foods especially those
containing large amounts of sugar.
Plan your day so that you can manage your time better, with less stress.
Say no to people and things when required.
Schedule time to pursue your hobbies and interests.
Ensure you get at least 7-8 hours of sleep.
Reduce your caffeine intake.
Increase the time spent with family and friends.

Tips
•
•

!

Force yourself to smile even if you feel stressed. Smiling makes us feel relaxed and happy.
Stop yourself from feeling and thinking like a victim. Change your attiude and focus on being
proactive.
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7.2. Digital Literacy: A Recap
Unit Objectives
At the end of this unit, you will be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Identify the basic parts of a computer
Identify the basic parts of a keyboard
Recall basic computer terminology
Recall the functions of basic computer keys
Discuss the main applications of MS Office
Discuss the benefits of Microsoft Outlook
Discuss the different types of e-commerce
List the benefits of e-commerce for retailers and customers
Discuss how the Digital India campaign will help boost e-commerce in India
Describe how you will sell a product or service on an e-commerce platform

7.2.1: Computer and Internet basics:
Basic Parts of a Computer
Monitor
Power
Button
Mouse
Keyboard
Fig.7.2.1. Parts of a Computer

Ÿ Central Processing Unit (CPU): The brain of the computer. It interprets and carries out programme

instructions.
Ÿ Hard Drive: A device that stores large amounts of data.
Ÿ Monitor: The device that contains the computer screen where the information is visually displayed.
Ÿ Mouse: A hand-held device used to point to items on the monitor.
Ÿ Speakers: Devices that enable you to hear sound from the computer.
Ÿ

Printer: A device that converts output from a computer into printed paper documents.

Basic Parts of a Keyboard
Caps

Backspace

Shift Space Enter Arrow Keys
Fig.7.2.2. Parts of a Keyboard

•
•

Arrow Keys: Press these keys to move your cursor.
Space bar: Adds a space.
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•
•
•
•

Enter/Return: Moves your cursor to a new line.
Shift: Press this key if you want to type a capital letter or the upper symbol of a key.
Caps Lock: Press this key if you want all the letters you type to be capital letters. Press it again to revert
back to typing lowercase letters.
Backspace: Deletes everything to the left of your cursor.

Basic Internet Terms
Ÿ The Internet: A vast, international collection of computer networks that transfers information.
Ÿ The World Wide Web: A system that lets you access information on the Internet.
Ÿ Website: A location on the World Wide Web (and Internet) that contains information about a specific

topic.
Ÿ Homepage: Provides information about a website and directs you to other pages on thatw ebsite.
Ÿ Link/Hyperlink: A highlighted or underlined icon, graphic or text that takes you to another file or object.
Ÿ Web Address/URL: The address for a website.
Ÿ Address Box: A box in the browser window where you can type in a web address.

Tips

!

Ÿ When visiting a .com address, there no need to type http:// or even www. Just type the name of the

website and then press Ctrl + Enter. (Example: Type ‘apple’ and press Ctrl + Enter to go to
www.apple.com)
Ÿ Press the Ctrl key and press the + or - to increase and decrease the size of text.
Ÿ Press F5 or Ctrl + R to refresh or reload a web page.

7.2.2: MS Office and Email: About MS Office
MS Office or Microsoft Office is a suite of computer programs developed by Microsoft. Although meant for
all users, it offers different versions that cater specifically to students, home users and business users. All
the programs are compatible with both, Windows and Macintosh.

Most Popular Office Products
Some of the most popular and universally used MS Office applications are:
• Microsoft Word: Allows users to type text and add images to a document.
• Microsoft Excel: Allows users to enter data into a spreadsheet and create calculations and graphs.
• Microsoft PowerPoint: Allows users to add text, pictures and media and create slideshows and
presentations.
• Microsoft Outlook: Allows users to send and receive email.
• Microsoft OneNote: Allows users to make drawings and notes with the feel of a pen on paper.
• Microsoft Access: Allows users to store data over many tables.

Why Choose Microsoft Outlook?
A popular email management choice especially in the workplace, Microsoft Outlook also includes an
address book, notebook, web browser and calendar. Some major benefits of this program are:
Ÿ
Ÿ
Ÿ
Ÿ

Integrated search function: You can use keywords to search for data across all Outloopkro grams.
Enhanced security: Your email is safe from hackers, junk mail and phishing website email.
Email syncing: Sync your mail with your calendar, contact list, notes in One Note and your phone!
Offline access to email: No Internet? No problem! Write emails offline and send them when you’re
connected again.
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Tips

!

•

Press Ctrl+R as a shortcut method to reply to email.

•

Set your desktop notifications only for very important emails.

•

Flag messages quickly by selecting messages and hitting the Insert key.

•

Save frequently sent emails as a template to reuse again and again.

•

Conveniently save important emails as files.

7.2.3: E-Commerce: What is E-Commerce?
E-commerce is the buying or selling of goods and services or the transmitting of money or data,
electronically on the internet. E-Commerce is the short form for “electronic commerce.”

Examples of E-Commerce
Some examples of e-commerce are:
•

Online shopping

•

Electronic payments

•

Online auctions

•

Internet banking

•

Online ticketing

Types of E-Commerce
E-commerce can be classified based on the types of participants in the transaction. The main types of ecommerce are:
Ÿ Business to Business (B2B): Both the transacting parties are businesses.
Ÿ Business to Consumer (B2C): Businesses sell electronically to end-consumers.
Ÿ Consumer to Consumer (C2C): Consumers come together to buy, sell or trade items to other

consumers.
Ÿ Consumer-to-Business (C2B): Consumers make products or services available for purchase to
companies looking for exactly those services or products.
Ÿ Business-to-Administration (B2A): Online transactions conducted between companies and public
administration.
Ÿ Consumer-to-Administration (C2A): Online transactions conducted between individuals and public
administration.

Benefits of E-Commerce
The e-commerce business provides some benefits for retailers and customers.
Benefits for retailers
• Establishes an online presence
: costs by removing overhead costs
• Reduces operational
• Increases brand awareness through the use of good keywords
• Increases sales by removing geographical and time constraints
Benefits for customers:
• Offers a wider range of choice than any physical store
• Enables goods and services to be purchased from remote locations
• Enables consumers to perform price comparisons
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Digital India Campaign
Prime Minister Narendra Modi launched the Digital India campaign in 2015, with the objective of offering
every citizen of India access to digital services, knowledge and information. The campaign aims to improve
the country’s online infrastructure and increase internet connectivity, thus boosting the e-commerce
industry.
Currently, the majority of online transactions come from tier 2 and tier 3 cities. Once the Digital India
campaign is in place, the government will deliver services through mobile connectivity, which will help
deliver internet to remote corners of the country. This will help the e-commerce market to enter India’s tier
4 towns and rural areas.

E-Commerce Activity
Choose a product or service that you want to sell online. Write a brief note explaining how
you will use existing e-commerce platforms or create a new e-commerce platform, to sell your
product or service.

Tips

!

•

Before launching your e-commerce platform, test everything.

•

Pay close and personal attention to your social media.
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7.3: Money Matters
Unit Objectives
At the end of this unit, you will be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Discuss the importance of saving money
Discuss the benefits of saving money
Discuss the main types of bank accounts
Describe the process of opening a bank account
Differentiate between fixed and variable costs
Describe the main types of investment options
Describe the different types of insurance products
Describe the different types of taxes
Discuss the uses of online banking
Discuss the main types of electronic funds transfers

7.3.1: Personal Finance – Why to Save?:
Importance of Saving
We all know that the future is unpredictable. You never know what will happen tomorrow, next week or
next year. That’s why saving money steadily through the years is so important. Saving money will help
improve your financial situation over time. But more importantly, knowing that you have money stashed
away for an emergency will give you peace of mind. Saving money also opens the door to many more
options and possibilities.

Benefits of Saving
Inculcating the habit of saving leads to a vast number of benefits. Saving helps you:
Ÿ Become financially independent: When you have enough money saved up to feel secure you can start

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

making your choices, from taking a vacation whenever you want, to switching careers or starting your
own business.
Invest in yourself through education: Through saving, you can earn enough to pay up for courses that
will add to your professional experience and ultimately result in higher paying jobs.
Get out of debt: Once you have saved enough as a reserve fund, you can use your savings to pay off
debts like loans or bills that have accumulated over time.
Be prepared for surprise expenses: Having money saved enables you to pay for unforeseen expenses
like sudden car or house repairs, without feeling financially stressed.
Pay for emergencies: Saving helps you deal with emergencies like sudden health issues or emergency
trips without feeling financially burdened.
Afford large purchases and achieve major goals: Saving diligently makes it possible to place down
payments towards major purchases and goals, like buying a home or a car.
Retire: The money you have saved over the years will keep you comfortable when you no longer have
the income you would get from your job.

Tips
•
•

!

Break your spending habit. Try not spending on one expensive item per week and put the money that
you would have spent into your savings.
Decide that you will not buy anything on certain days or weeks and stick to your word.
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7.3.2: Types of Bank Accounts, Opening a
Bank Account: Types of Bank Accounts
In India, banks offer four main types of bank accounts. These are:
•
Current Accounts
•
Savings Accounts
•
Recurring Deposit Accounts
•
Fixed Deposit Accounts
Current Accounts
Current accounts offer the most liquid deposits and thus, are best suited for businessmen and companies.
As these accounts are not meant for investments and savings, there is no imposed limit on the number or
amount of transactions that can be made on any given day. Current account holders are not paid any
interest on the amounts held in their accounts. They are charged for certain services offered on such
accounts.
Saving Accounts
Savings accounts are meant to promote savings a nd are therefore the number one choice for salaried
individuals, pensioners and students. While there is no restriction on the number and amount of deposits
made, there are usually restrictions on the number and amount of withdrawals. Savings account holders
are paid interest on their savings.
:
Recurring Deposit Accounts
Recurring Deposit accounts, also called RD accounts, are the accounts of choice for those who want to save
an amount every month, but are unable to invest a large sum at one time. Such account holders deposit a
small, fixed amount every month for a pre-determined period (minimum 6 months). Defaulting on a
monthly payment results in the account holder being charged a penalty amount. The total amount is repaid
with interest at the end of the specified period.
Fixed Deposit Accounts
Fixed Deposit accounts, also called FD accounts, are ideal for those who wish to deposit their savings for a
long term in return for a high rate of interest. The rate of interest offered depends on the amount deposited
and the time period and also differs from bank to bank. In the case of an FD, a certain amount of money is
deposited by the account holder for a fixed period of time. The money can be withdrawn when the period
expires. If necessary, the depositor can break the fixed deposit prematurely. However, this usually attracts a
penalty amount which also differs from bank to bank.

Opening a Bank Account
Opening a bank account is quite a simple process. Take a look at the steps to open an accountof your own:
Step 1: Fill in the Account Opening Form
This form requires you to provide the following information:
• Personal details (name, address, phone number, date of birth, gender, occupation, address)
• Method of receiving your account statement (hard copy/email)
• Details of your initial deposit (cash/cheque)
• Manner of operating your account (online/mobile banking/traditional via cheque, slip books)
Ensure that you sign wherever required on the form.
Step 2: Affix your Photograph
Stick a recent photograph of yourself in the allotted space on the form.
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Step 3: Provide your Know Your Customer (KYC) Details
KYC is a process that helps banks verify the identity and address of their customers. To open an account,
every individual needs to submit certain approved documents with respect to photo identity (ID) and
address proof. Some Officially Valid Documents (OVDs) are:
• Passport
• Driving License
• Voters’ Identity Card
• PAN Card
• UIDAI (Aadhaar) Card
Step 4: Submit All your Documents
Submit the completed Account Opening Form and KYC documents. Then wait until the forms are
processed and your account has been opened!

Tips
•
•
•

!

Select the right type of account.
Fill in complete nomination details.
Ask about fees.

•
•
•

Understand the rules.
Check for online banking – it’s convenient!
Keep an eye on your bank balance.

7.3.3: Costs: Fixed vs Variable: What are Fixed and
Variable Costs?
Fixed costs and variable costs together make up a company’s total cost. These are the two types of costs
that companies have to bear when producing goods and services.
A fixed cost does not change with the volume of goods or services a company produces. It always remains
the same.
A variable cost, on the other hand, increases and decreases depending on the volume of goods and services
produced. In other words, it varies with the amount produced.

Differences Between Fixed and Variable Costs
Let’s take a look at some of the main differences between fixed and variable costs:
Criteria

Fixed Costs

Variable Costs

Meaning

A cost that stays the same, regardless A cost that changes when the
of the output produced.
output changes.

Nature

Time related.

Incurred

Incurred irrespective of units being Incurred only when units are produced.
produced.

Unit cost

Inversely proportional to the number of Remains the same, per unit.
units produced.

Examples

Depreciation, rent, salary, insurance, Material consumed, wages, commission
tax etc.
on sales, packing expenses, etc.

Tips

Volume related.

!

Ÿ When trying to determine whether a cost is fixed or variable, simply ask the following question: Will the

particular cost change if the company stopped its production activities? If the answer is no, then it is a
fixed cost. If the answer is yes, then it is probably a variable cost.
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7.3.4: Investment, Insurance and Taxes: Investment
Investment means that money is spent today with the aim of reaping financial gains at a future time. The
main types of investment options are as follows:
Ÿ Bonds: Bonds are instruments used by public and private companies to raise large sums of money – too

Ÿ
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

large to be borrowed from a bank. These bonds are then issued in the public market and are bought by
lenders.
Stocks: Stocks or equity are shares that are issued by companies and are bought by the general public.
Small Savings Schemes: Small Savings Schemes are tools meant to save money in small amounts. Some
popular schemes are the Employees Provident Fund, Sukanya Samriddhi Scheme and National Pension
Scheme.
Mutual Funds: Mutual Funds are professionally managed financial instruments that invest money in
different securities on behalf of investors.
Fixed Deposits: A fixed amount of money is kept aside with a financial institution for a fixed amount of
time in return for interest on the money.
Real Estate: Loans are taken from banks to purchase real estate, which is then leased or sold with the
aim of making a profit on the appreciated property price.
Hedge Funds: Hedge funds invest in both financial derivatives and/or publicly trade securit.ies.
Private Equity: Private Equity is trading in the shares of an operating company that is not publicly listed
and whose shares are not available on the stock market.

Insurance
There are two types of insurance – Life Insurance and Non-Life or General Insurance.
Life Insurance
Life Insurance deals with all insurance covering human life.
Life Insurance Products
The main life insurance products are:
Term Insurance: This is the simplest and cheapest form of insurance. It offers financial protection for a
specified tenure, say 15 to 20 years. In the case of your death, your family is paid the sum assured. In the
case of your surviving the term, the insurer pays nothing.
Endowment Policy: This offers the dual benefit of insurance and investment. Part of the premium is
allocated towards the sum assured, while the remaining premium gets invested in equity and debt. It pays a
lump sum amount after the specified duration or on the death of the policyholder, whichever is earlier.
Unit-Linked Insurance Plan (ULIP): Here part of the premium is spent on the life cover, while the remaining
amount is invested in equity and debt. It helps develop a regular saving habit.
Money Back Life Insurance: While the policyholder is alive, periodic payments of the partial survival
benefits are made during the policy tenure. On the death of the insured, the insurance company pays the
full sum assured along with survival benefits.
Whole Life Insurance: It offers the dual benefit of insurance and investment. It offers insurance cover for
the whole life of the person or up to 100 years whichever is earlier.
General Insurance
General Insurance deals with all insurance covering assets like animals, agricultural crops, goods, factories,
cars and so on.
General Insurance Products
The main general insurance products are:
Motor Insurance: This can be divided into Four Wheeler Insurance and Two Wheeler insurance.
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•
•
•
•

Health Insurance: The main types of health insurance are individual health insurance, family floater
health insurance, comprehensive health insurance and critical illness insurance.
Travel Insurance: This can be categorised into Individual Travel Policy, Family Travel Policy, Student
Travel Insurance and Senior Citizen Health Insurance.
Home Insurance: This protects the house and its contents from risk.
Marine Insurance: This insurance covers goods, freight, cargo etc. against loss or damage during
transit by rail, road, sea and/or air.

Taxes
There are two types of taxes – Direct Taxes and Indirect Taxes.

Direct Tax
Direct taxes are levied directly on an entity or a person and are non-transferrable.
Some examples of Direct Taxes are:
•

Income Tax: This tax is levied on your earning in a financial year. It is applicable to both, individuals and
companies.

•

Capital Gains Tax: This tax is payable whenever you receive a sizable amount of money. It is usually of
two types – short term capital gains from investments held for less than 36 months and long term
capital gains from investments held for longer than 36 months.

•

Securities Transaction Tax: This tax is added to the price of a share. It is levied every time you buy or sell
shares.

•

Perquisite Tax: This tax is levied is on perks that have been acquired by a company or used by an
employee.

•

Corporate Tax: Corporate tax is paid by companies from the revenue they earn.

Indirect Tax
Indirect taxes are levied on goods or services.
Some examples of Indirect Taxes are:
•

Sales Tax: Sales Tax is levied on the sale of a product.

•

Service Tax: Service Tax is added to services provided in India.

•

Value Added Tax: Value Added Tax is levied at the discretion of the state government. The tax is levied
on goods sold in the state. The tax amount is decided by the state.

•

Customs Duty and Octroi: Customs Duty is a charge that is applied on purchases that are imported
from another country. Octroi is levied on goods that cross state borders within India.

•

Excise Duty: Excise Duty is levied on all goods manufactured or produced in India.

Tips

!

•

Think about how quickly you need your money back and pick an investment option accordingly.

•

Ensure that you are buying the right type of insurance policy for yourself.

•

Remember, not paying taxes can result in penalties ranging from fines to imprisonment.

7.3.5: Online Banking, NEFT, RTGS etc.: What is
Online Banking?
Internet or online banking allows account holders to access their account from a laptop at any location. In
this way, instructions can be issued. To access an account, account holders simply need to use their unique
customer ID number and password.
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Internet banking can be used to:
Find out an account balance
Ÿ Transfer amounts from one account to another
Ÿ Arrange for the issuance of cheques
Ÿ Instruct payments to be made
Ÿ

Request for a cheque book
Ÿ Request for a statement of accounts
Ÿ Make a fixed deposit
Ÿ

Electronic Funds Transfers
Electronic funds transfer is a convenient way of transferring money from the comfort of one’s own home,
using integrated banking tools like internet and mobile banking.
Transferring funds via an electronic gateway is extremely convenient. With the help of online banking, you
can choose to:
Transfer funs into your own accounts of the
same bank.
Ÿ Transfer funds into different accounts of the
same bank.
Ÿ Transfer funds into accounts in different bank,
using NEFT.
Ÿ

Transfer funds into other bank accounts using
RTGS.
Ÿ Transfer funds into various accounts using
IMPS.
Ÿ

NEFT
NEFT stands for National Electronic Funds Transfer. This money transfer system allows you to electronically
transfer funds from your respective bank accounts to any other account, either in the same bank or
belonging to any other bank. NEFT can be used by individuals, firms and corporate organisations to transfer
funds between accounts.
In order to transfer funds via NEFT, two things are required:
•

A transferring bank

• A destination bank
Before you can transfer funds through NEFT, you will need to register the beneficiary who will be receiving
the funds. In order to complete this registration, you will require the following information:
•
•

Recipient’s name
Recipient’s account number

•
•

Recipient’s bank’s name
Recipient’s bank’s IFSC code

RTGS
RTGS stands for Real Time Gross Settlement. This is a real time funds transfer system whi c h enables you to
transfer funds from one bank to another, in real time or on a gross basis. Th e transferred amount is
immediately deducted from the account of one bank a nd insta n t l y credited to the other bank’s account.
The RTGS payment gateway is maintained by the Reserve Bank of India. The transactions between banks
are made electronically. RTGS can be used by individuals, companies and firms to transfer large sums of
money. Before remitting funds through RTGS, you will need to add the beneficiary and his bank account
details via your online banking account. In order to complete this registration, you will require the following
information:
• Name of the beneficiary
• Beneficiary’s account number
• Beneficiary’s bank address
• Beneficiary’s bank’s IFSC code

IMPS
IMPS stands for Immediate Payment Service. This is a real-time, inter-bank, electronic funds transfer
system used to transfer money instantly within banks across India. IMPS enables users to make instant
electronic transfer payments using mobile phones through both, Mobile Banking and SMS. It can also be
used through ATMs and online banking. IMPS is available 24 hours a day and 7 days a week. The system
features a secure transfer gateway and immediately confirms orders that have been fulfilled.
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•
•
•

Register for IMPS with your bank
Receive a Mobile Money Identifier (MMID) from the bank
Receive a MPIN from the bank

To transfer money through IMPS, the you need to:
Once you have both these, you can login or make a request through SMS to transfer a particular amount to a
beneficiary.
For the beneficiary to receive the transferred money, he must:
1. Link his mobile number with his respective account
2. Receive the MMID from the bank

In order to initiate a money transfer through IMPS, you will need to enter the following information:
1. The beneficiary’s mobile number
2. The beneficiary’s MMID
3. The transfer amount

4. Your MPIN

As soon as money has been deducted from your account and credited into the beneficiary ’s account, you
will be sent a confirmation SMS with a transaction reference number, for futurereference.

Differences Between NEFT, RTGS and IMPS
Criteria

NEFT

RTGS

IMPS

Settlement

Done in batches

Real-time

Real-time

Full form

National Electronic
Fund Transfer

Real Time Gross
Settlement

Immediate Payment
Service

Timings on
Monday – Friday

8:00 am – 6:30 pm

9:00 am – 4:30 pm

24x7

Timings on
Saturday

8:00 am – 1:00 pm

9:00 am – 1:30 pm

24x7

Minimum amount
of money transfer
limit

`1

` 2 lacs

`1

Maximum amount
of money transfer
limit

` 10 lacs

` 10 lacs per day

` 2 lacs

Maximum charges
as per RBI

Upto 10,000 – ` 2.5
above 10,000 – 1 lac
–`5
above 1 – 2 lacs –
` 15
above 2 – 5 lacs –
` 25

above 2 – 5 lacs –
` 25

Upto 10,000 – ` 5
above 10,000 – 1 lac
–`5
above 1 – 2 lacs –
` 15

above 5 – 10 lacs –
` 50

above 5 – 10 lacs –
` 25

Tips

!

•

Never click on any links in any e-mail message to access your online banking website.

•

You will never be asked for your credit or debit card details while using online banking.
Change your online banking password regularly.
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7.4: Preparing for Employment and Self Employment
Unit Objectives
At the end of this unit, you will be able to:
1.

Discuss the steps to prepare for an interview

2.

Discuss the steps to create an effective Resume

3.

Discuss the most frequently asked interview questions

4.

Discuss how to answer the most frequently asked interview questions

5.

Discuss basic workplace terminology

7.4.1: Interview Preparation: How to Prepare
for an Interview ?
The success of your getting the job that you want depends largely on how well your interview for that job goes.
Therefore, before you go in for your interview, it is important that you prepare for it with a fair amount of
research and planning. Take a look at the steps to follow in order to be well prepared for an interview:
1.

2.

3.

Research the organisation that you are having the interview with.
•

Studying the company beforehand will help you be more prepared at the time of the
interview. Your knowledge of the organisation will help you answer questions at the
time of the interview and will leave you looking and feeling more confident. This is sure
to make you stand out from other, not as well informed, candidates.

•

Look for background information on the company. Ty and find an overview of the
company and its industry profile.

•

Visit the company website to get a good idea of what the company does. A company
website offers a wealth of important information. Read and understand the company’s
mission statement. Pay attention to the company’s products/services and client list. Read
through any press releases to get an idea of the company’s projected growth and stability.

•

Note down any questions that you have after your research has been completed.

Think about whether your skills and qualifications match the job requirements.
•

Carefully read through and analyze the job description.

•

Make a note of the knowledge, skills and abilities required to fulfill the job requirements.

•

Take a look at the organisation hierarchy. Figure out where the position you are applying
for fits into this hierarchy.

Go through the most typical interview questions asked and prepare your responses.
•

Remember, in most interviews a mix of resume-based, behavioural and case study questions are
asked.
• Think about the kind of answers you would like to provide to typical questions asked in these three
areas.
• Practice these answers until you can express them confidently and clearly.
4.

Plan your attire for the interview.
• It is always safest to opt for formal business attire, unless expressly informed to dress in business casual
(in which case you should use your best judgement).
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•
•

Ensure that your clothes are clean and well-ironed. Pick neutral colours – nothing too bright or flashy.
The shoes you wear should match your clothes and should be clean and suitable for an interview.

•

Remember, your aim is to leave everyone you meet with the impression that you are a professional
and highly efficient person.

5. Ensure that you have packed everything that you may require during the interview.
•

Carry a few copies of your resume. Use a good quality paper for your resume print outs.

•

Always take along a notepad and a pen.

•

Take along any information you may need to refer to, in order to fill out an application form.

•

Carry a few samples of your work, if relevant.

6. Remember the importance of non-verbal communication.
•
•
•

Practice projecting confidence. Remind yourself to smile and make eye contact. Practice giving a firm
handshake.
Keep in mind the importance of posture. Practice sitting up straight. Train yourself to stop nervous
gestures like fidgeting and foot-tapping.
Practice keeping your reactions in check. Remember, your facial expressions provide a good insight
into your true feelings. Practice projecting a positive image.

7. Make a list of questions to end the interview with.
•
•

Most interviews will end with the interviewer(s) asking if you have any questions. This is your chance
to show that you have done your research and are interested inlearning more about the company.
If the interviewer does not ask you this question, you can inform him/her that you have some querirs
that you would like to discuss. This is the time for you to refer to the notes you made while studing
the company.

•

Some good questions to ask at this point are:
o What do you consider the most important criteria for success in this job?
o How will my performance be evaluated?
o What are the opportunities for advancement?
o What are the next steps in the hiring process?

•

Remember, never ask for information that is easily available on the company website.

Tips

!

•

Ask insightful and probing questions.

•

When communicating, use effective forms of body language like smiling, making eye contact and
actively listening and nodding. Don’t slouch, play with nearby items, fidget,
chew gum or mumble.

7.4.2: Preparing an Effective Resume: How to
Create an Effective Resume?
A resume is a formal document that lists a candidate’s work experience, education and skills. A good resume
gives a potential employer enough information to believe the applicant is worth interviewing. That’s why it is
so important to create a résumé that is effective. Take a look at the steps to create an effective resume:
Step 1: Write the Address Section
The Address section occupies the top of your resume. It includes information like your name, address,
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phone number and e-mail address. Insert a bold line under the section to separate it from rest of your
resume.
Khyati Mehta
Breach Candy, Mumbai – India
Contact No: +91 2223678270
Email: jasmine.watts@gmail.com
Step 2: Add the Profile Summary Section
This part of your resume should list your overall experiences, achievements, a w a r d s , certifications and
strengths. You can make your summary as short as 2-3 bullet points or a s long as 8-10 bullet points.
Example:
Profile Summary
•

•

A Floor Supervisor graduated from University of Delhi having 6 years of experience in
managing a retail outlet.
Core expertise lies in managing retail staff, including cashiers and people working on the
floor.

Step 3: Include Your Educational Qualifications
When listing your academic records, first list your highest degree. Then add the second highest
qualification under the highest one and so on. To provide a clear and accurate picture of your educational
background, it is critical that include information on your position, rank, percentage or CPI for every
degree or certification that you have listed.
If you have done any certifications and trainings, you can add a Trainings and Certifications section under
your Educational Qualifications section.
Example:
Educational Qualifications
•

<Enter qualification> <enter date of qualification> from <enter name of institute> with
<enter percentage or any other relevant scoring system>.

Step 4: List Your Technical Skills
When listing your technical skills, start with the skills that you are most confident about. Then add the skills
that you do not have as good a command over. It is perfectly acceptable to include just one skill, if you feel
that particular skill adds tremendous value to your résumé. If you do not have any technical skills, you can
omit this step.
Example:
Technical Skills
• <Enter your technical skill here, if applicable>
Step 5: Insert Your Academic Project Experience
List down all the important projects that you have worked on. Include the following information in this
section:
•
•

Project title
Contribution

•
•

organisation
Description
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Example:
Academic Projects
Project Title: <Insert project title>
organisation: <Insert the name of the organisation for whom you did the project>
Platform used: <Insert the platform used, if any>
Contribution: <Insert your contribution towards this project>
Description: <Insert a description of the project in one line>
Step 6: List Your Strengths
This is where you list all your major strengths. This section should be in the form of a bulleted list.
Example:
Strengths
• Excellent oral, written and presentation skills
• Action-oriented and result-focused
• Great time management skills
Step 7: List Your Extracurricular Activities
It is very important to show that you have diverse interests and that your life consists of more than
academics. Including your extracurricular activities can give you an added edge over other candidates who
have similar academic scores and project experiences. This section should be in the form of a bulleted list.
Example:
• < Insert your extracurricular activity here. E.g.: Member of ,
(name of sport) at
level, won (name of prize/award) for
Step 8: Write Your Personal Details
The last section of your résumé must include the following personal information:
•
•

Date of birth
Nationality

•
•

Gender and marital status
Languages known

Example:
Personal Details
• Date of birth:

25th May, 1981

•

Gender and marital status: Female, Single

•

Nationality:

Indian

•

Languages known:

English, Hindi, Tamil, French

Tips

!

•

Keep your resume file name short, simple and informational.

•

Make sure the resume is neat and free from typing errors.

•

Always create your resume on plain white paper.
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7.4.3 Interview FAQs
Take a look at some of the most frequently asked interview questions and some helpful tips on
how to answer them.
Q1. Can you tell me a little about yourself?
Tips to answer:
• Don’t provide your full employment or personal history.
• Offer 2-3 specific experiences that you feel are most valuable and relevant.
• Conclude with how those experiences have made you perfect for this specific role.
Q2. How did you hear about the position?
Tips to answer:
• Tell the interviewer how you heard about the job – whether it was through a friend
(name the friend), event or article (name them) or a job portal (say which one).
• Explain what excites you about the position and what in particular caught your eye
about this role.
Q3. What do you know about the company?
Tips to answer:
• Don’t recite the company’s About Us page.
• Show that you understand and care about the company’s goals.
• Explain why you believe in the company’s mission and values.
Q4. Why do you want this job?
Tips to answer:
• Show that you are passionate about the job.
• Identify why the role is a great fit for you.
• Explain why you love the company.
Q5. Why should we hire you?
Tips to answer:
• Prove through your words that you can not only do the work, but can definitely deliver
excellent results.
• Explain why you would be a great fit with the team and work culture.
• Explain why you should be chosen over any other candidate.
Q6. What are your greatest professional strengths?
Tips to answer:
• Be honest – share some of your real strengths, rather than give answers that you think
sound good.
• Offer examples of specific strengths that are relevant to the position you are applying for.
• Provide examples of how you’ve demonstrated these strengths.
Q7. What do you consider to be your weaknesses?
Tips to answer:
• The purpose of this question is to gauge your self-awareness and honesty.
• Give an example of a trait that you struggle with, but that you’re working on to improve.
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Q8. What are your salary requirements?
Tips to answer:
• Do your research beforehand and find out the typical salary range for the job you are
applying for.
• Figure out where you lie on the pay scale based on your experience, education and skills.
• Be flexible. Tell the interviewer that you know your skills are valuable, but that you want
the job and are willing to negotiate.
Q9. What do you like to do outside of work?
Tips to answer:
• The purpose of this question is to see if you will fit in with the company culture.
• Be honest – open up and share activities and hobbies that interest and excite you.
Q10. If you were an animal, which one would you want to be?
Tips to answer:
• The purpose of this question is to see if you are able to think on your feet.
• There’s no wrong answer – but to make a great impression try to bring out your strengths
or personality traits through your answer.
Q11: What do you think we could do better or differently?
Tips to answer:
• The purpose of this question is to see if you have done your research on the company,
and to test whether you can think critically and come up with new ideas.
• Suggest new ideas. Show how your interests and expertise would help you execute
these ideas.
Q12: Do you have any questions for us?
Tips to answer:
• Do not ask questions to which the answers can be easily found on the company website
or through a quick online search.
• Ask intelligent questions that show your ability to think critically.

Tips

!

•

Be honest and confident while answering.

•

Use examples of your past experiences wherever possible to make your answers more
impactful.

7.4.4: Work Readiness – Terms and Terminologies:
Basic Workplace Terminology
Every employee should be well versed in the following terms:
•

Annual leave: Paid vacation leave given by employers to employees.

•

Background Check: A method used by employers to verify the accuracy of the information
provided by potential candidates.

•

Benefits: A part of an employee’s compensation package.

•

Breaks: Short periods of rest taken by employees during working hours.
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•
•
•
•

Compensation Package: The combination of salary and benefits that an employer provides to his/her
employees.
Compensatory Time (Comp Time): Time off in lieu of pay.
Contract Employee: An employee who works for one organisation that sells said employee’s service to
another company, either on a project or time basis.
Contract of Employment: When an employee is offered work in exchange for wages or salary and
accepts the offer made by the employer, a contract of employment exists.

•

Corporate Culture: The beliefs and values shared by all the members of a company and imparted
from one generation of employees to another.

•

Counter Offer/Counter Proposal: A negotiation technique used by potential candidates to increase
the amount of salary offered by a company.
Cover Letter: A letter that accompanies a candidate’s resume. It emphasizes the important points in
the candidate’s resume and provides real examples that prove the candidate’s ability to perform
the expected job role.
Curriculum Vitae (CV)/Resume: A summary of a candidate’s achievements, educational background,
work experience, skills and strengths.

•

•
•

Declining Letter: A letter sent by an employee to an employer, turning down the job offer made by the
employer to the employee.

•

Deductions: Amounts subtracted from an employee’s pay and listed on the employee’s pay slip.

•

Discrimination: The act of treating one person not as favourably as another person.

•

Employee: A person who works for another person in exchange for payment.

•

Employee Training: A workshop or in-house training that an employee is asked to attend
by his or her superior, for the benefit of the employer.

•

Employment Gaps: Periods of unemployed time between jobs.

•

Fixed-Term Contract: A contract of employment which gets terminated on an agreed-upon date.

•

Follow-Up: The act of contacting a potential employer after a candidate has submitted his or her resume.

•

Freelancer/Consultant/Independent Contractor: A person who works for him or herself and pitches
for temporary jobs and projects with different employers.

•

Holiday: Paid time-off from work.

•

Hourly Rate: The amount of salary or wages paid for 60 minutes of work.

•

Internship: A job opportunity offered by an employer to a potential employee, called an intern, to work
at the employer’s company for a fixed, limited time period.

•

Interview: A conversation between a potential employee and a representative of an employer, in
order to determine if the potential employee should be hired.

•

Job Application: A form which asks for a candidate’s information like the candidate’s name, address, contact
details and work experience. The purpose of a candidate submitting a job application, is to show that
candidate’s interest in working for a particular company.

•

Job Offer: An offer of employment made by an employer to a potential employee.

•

Job Search Agent: A program that enables candidates to search for employment opportunities
by selecting criteria listed in the program, for job vacancies.
Lay Off: A lay off occurs when an employee is temporarily let go from his or her job, due to
the employer not having any work for that employee.

•
•

Leave: Formal permission given to an employee, by his or her employer, to take a leave of
absence from work.
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•

Letter of Acceptance: A letter given by an employer to an employee, confirming the offer of employment
made by the employer, as well as the conditions of the offer.

•

Letter of Agreement: A letter that outlines the terms of employment.

•

Letter of Recommendation: A letter written for the purpose of validating the work skills of a person.

•

Maternity Leave: Leave taken from work by women who are pregnant or who have just given birth.

•

Mentor: A person who is employed at a higher level than you, who offers you advice and guides you
in your career.

•

Minimum wage: The minimum wage amount paid on an hourly basis.

•

Notice: An announcement made by an employee or an employer, stating that the employment
contract will end on a particular date.
Offer of Employment: An offer made by an employer to a prospective employee that contains
important information pertaining to the job being offered, like the starting date, salary, working
conditions etc.
Open-Ended Contract: A contract of employment that continues till the employer or employee
terminates it.
Overqualified: A person who is not suited for a particular job because he or she has too many years
of work experience or a level of education that is much higher than required for the job or is
currently or was previously too highly paid.
Part-Time Worker: An employee who works for fewer hours than the standard number of hours
normally worked.

•

•
•

•
•

Paternity Leave: Leave granted to a man who has recently become a father.

•

Recruiters/Headhunters/Executive Search Firms: Professionals who are paid by employers to search
for people to fill particular positions.

•

Resigning/Resignations: When an employee formally informs his or her employer that he or she is
quitting his or her job.
Self-Employed: A person who has his or her own business and does not work in the capacity
of an employee.
Time Sheet: A form that is submitted to an employer, by an employee, that contains the number of
hours worked every day by the employee.

•
•
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7.5. Understanding Entrepreneurship
Unit Objectives
1. Discuss the concept of entrepreneurship
2. Discuss the importance of entrepreneurship
3. Describe the characteristics of an entrepreneur
4. Describe the different types of enterprises
5. List the qualities of an effective leader
6. Discuss the benefits of effective leadership
7. List the traits of an effective team
8. Discuss the importance of listening effectively
9. Discuss how to listen effectively
10. Discuss the importance of speaking effectively
11. Discuss how to speak effectively
12. Discuss how to solve problems
13. List important problem solving traits
14. Discuss ways to assess problem solving skills
15. Discuss the importance of negotiation
16. Discuss how to negotiate
17. Discuss how to identify new business opportunities
18. Discuss how to identify business opportunities within your business
19. Explain the meaning of entrepreneur
20. Describe the different types of entrepreneurs
21. List the characteristics of entrepreneurs
22. Recall entrepreneur success stories
23. Discuss the entrepreneurial process
24. Describe the entrepreneurship ecosystem
25. Discuss the purpose of the Make in India campaign
26. Discuss key schemes to promote entrepreneurs
27. Discuss the relationship between entrepreneurship and risk appetite
28. Discuss the relationship between entrepreneurship and resilience
29. Describe the characteristics of a resilient entrepreneur
30. Discuss how to deal with failure
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7.5.1: Concept Introduction (Characteristic of an
Entrepreneur, types of firms / types of enterprises)
Entrepreneurs and Entrepreneurship
Anyone who is determined to start a business, no matter what the risk, is an entrepreneur. Entrepreneurs
run their own start-up, take responsibility for the financial risks and use creativity, innovation and vast
reserves of self-motivation to achieve success. They dream big and are determined to do whatever it takes
to turn their idea into a viable offering. The aim of an entrepreneur is to create an enterprise. The process of
creating this enterprise is known as entrepreneurship.

Importance of Entrepreneurship
Entrepreneurship is very important for the following reasons:
1.

It results in the creation of new organisations

2.

It brings creativity into the marketplace

3.

It leads to improved standards of living

4.

It helps develop the economy of a country

Characteristics of Entrepreneurs
All successful entrepreneurs have certain characteristics in common.
They are all:
• Extremely passionate about their work

•

Highly creative

•

Confident in themselves

•

Visionaries

•

Disciplined and dedicated

•

Open-minded

•

Motivated and driven

•

Decisive

Entrepreneurs also have a tendency to:
•

Have a high risk tolerance

•

Understand their offering and their market in detail

•

Thoroughly plan everything

•

Ask for advice from experts when required

•

Manage their money wisely

•

Know when to cut their losses

•

Make their customers their priority

Examples of Famous Entrepreneurs
Some famous entrepreneurs are:
•

Dhirubhai Ambani (Reliance)

•

Azim Premji (Wipro)

•

Dr. Karsanbhai Patel (Nirma)

•

Anil Agarwal (Vedanta Resources)

Types of Enterprises
As an entrepreneur in India, you can own and run any of the following types of enterprises:
Sole Proprietorship
In a sole proprietorship, a single individual owns, manages and controls the enterprise. This type of business is the
easiest to form with respect to legal formalities. The business and the owner have no separate legal existence. All
profit belongs to the proprietor, as do all the losses the liability of the entrepreneur is unlimited.
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Partnership
A partnership firm is formed by two or more people. The owners of the enterprise are called partners. A
partnership deed must be signed by all the partners. The firm and its partners have no separate legal existence.
The profits are shared by the partners. With respect to losses, the liability of the partners is unlimited. A firm has a
limited life span and must be dissolved when any one of the partners dies, retires, claims bankruptcy or goes
insane.
Limited Liability Partnership (LLP)
In a Limited Liability Partnership or LLP, the partners of the firm enjoy perpetual existence as well as the
advantage of limited liability. Each partner’s liability is limited to their agreed contribution to the LLP. The
partnership and its partners have a separate legal existence.

Tips

!

•

Learn from others’ failures.

•

Be certain that this is what you want.

•

Search for a problem to solve, rather than look for a problem to attach to your idea.

7.5.2: Leadership and Teamwork:
Leadership and Leaders
Leadership means setting an example for others to follow. Setting a good example means not asking someone to
do something that you wouldn’t willingly want to do yourself. Leadership is about figuring out what to do in order
to win as a team and as a company.
Leaders believe in doing the right things. They also believe in helping others to do the right things. An effective
leader is someone who:
Ÿ Creates an inspiring vision of the future.
Ÿ Motivates and inspires his team to pursue that vision.

Leadership Qualities That All Entrepreneurs Need
Building a successful enterprise is only possible if the entrepreneur in charge possesses excellent leadership
qualities. Some critical leadership skills that every entrepreneur must have are:
1.
2.
3.
4.
5.

6.

Pragmatism: This means having the ability to highlight all obstacles and challenges, in order to resolve
issues and reduce risks.
Humility: This means admitting to mistakes often and early and being quick to take responsibility for your
actions. Mistakes should be viewed as challenges to overcome, not opportunities to point blame.
Flexibility: It is critical for a good leader to be very flexible and quickly adapt to change. It is equally
critical to know when to adapt and when not to.
Authenticity: This means showing both, your strengths and your weaknesses. It means being human and
showing others that you are human.
Reinvention: This means refreshing or changing your leadership style when necessary. To do this, it’s
important to learn where your leadership gaps lie and find out what resources are required to close
them.
Awareness: This means taking the time to recognize how others view you. It means understanding how
your presence affects those around you.
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Benefits of Effective Leadership
Effective leadership results in numerous benefits. Great leadership leads to the leader successfully:
•

Gaining the loyalty and commitment of the team members

•

Motivating the team to work towards achieving the company’s goals and objectives

•

Building morale and instilling confidence in the team members

•

Fostering mutual understanding and team-spirit among team members

•

Convincing team members about the need to change when a situation requires adaptability

Teamwork and Teams
Teamwork occurs when the people in a workplace combine their individual skills to pursue a common goal.
Effective teams are made up of individuals who work together to achieve this common goal. A great team is one
who holds themselves accountable for the end result.

Importance of Teamwork in Entrepreneurial Success
For an entrepreneurial leader, building an effective team is critical to the success of a venture. An entrepreneur
must ensure that the team he builds possesses certain crucial qualities, traits and characteristics. An effective
team is one which has:
1.

Unity of purpose: All the team members should clearly understand and be equally committed to the
purpose, vision and goals of the team.

2.

Great communication skills: Team members should have the ability to express their concerns, ask
questions and use diagrams and charts to convey complex information.

3.

The ability to collaborate: Every member should feel entitled to provide regular feedback on new ideas.

4.

Initiative: The team should consist of proactive individuals. The members should have the enthusiasm to
come up with new ideas, improve existing ideas and conduct their own research.

5.

Visionary members: The team should have the ability to anticipate problems and act on these potential
problem before they turn into real problems.

6.

Great adaptability skills: The team must believe that change is a positive force. Change should be seen as
the chance to improve and try new things.

7.

Excellent organisational skills: The team should have the ability to develop standard work processes,
balance responsibilities, properly plan projects and set in place methods to measure progress and ROI.

Tips

!

•

Don’t get too attached to your original idea. Allow it to evolve and change.

•

Be aware of your weaknesses and build a team that will complement your shortfalls.

•

Hiring the right people is not enough. You need to promote or incentivize your most talented
people to keep them motivated.

•

Earn your team’s respect.

273

Participant Handbook

7.5.3: Communication Skills: Listening and Speaking:
The Importance of Listening Effectively
Listening is the ability to correctly receive and understand messages during the process of
communication. Listening is critical for effective communication. Without effective listening
skills, messages can easily be misunderstood. This results in a communication breakdown and
can lead to the sender and the receiver of the message becoming frustrated or irritated.
It’s very important to note that listening is not the same as hearing. Hearing just refers to
sounds that you hear. Listening is a whole lot more than that. To listen, one requires focus. It
means not only paying attention to the story, but also focusing on how the story is relayed,
the way language and voice is used and even how the speaker uses their body language. The
ability to listen depends on how effectively one can perceive and understand both, verbal and
non-verbal cues..

How to Listen Effectively?
To listen effectively you should:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Ÿ Pay attention to the tone that is being used
Ÿ Pay attention to the speaker’s gestures, facial
expressions and eye movements
Ÿ Not try and rush the person
Ÿ Not let the speaker’s mannerisms or habits irritate
or distract you

Stop talking
Stop interrupting
Focus completely on what is being said
Nod and use encouraging words and gestures
Be open-minded
Think about the speaker’s perspective
Be very, very patient

The Importance of Speaking Effectively
How successfully a message gets conveyed depends entirely on how effectively you are able
to get it through. An effective speaker is one who enunciates properly, pronounces words
correctly, chooses the right words and speaks at a pace that is easily understandable. Besides
this, the words spoken out loud need to match the gestures, tone and body language used.
What you say and the tone in which you say it, results in numerous perceptions being formed.
A person who speaks hesitantly may be perceived as having low self-esteem or lacking in
knowledge of the discussed topic. Those with a quiet voice may very well be labelled as shy.
And those who speak in commanding tones with high levels of clarity, are usually considered to
b e ex t re m e l y co nf i d e nt . T h i s m a ke s s p e a k i n g a ve r y c r i t i ca l co m m u n i cat i o n s k i l l .

How to Speak Effectively?
To speak effectively you should:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Incorporate body language in your speech like eye contact, smiling, nodding, gesturing etc.
Build a draft of your speech before actually making your speech.
Ensure that all your emotions and feelings are under control.
Pronounce your words distinctly with the correct pitch and intensity. Your speech should be crystal clear at all
times.
Use a pleasant and natural tone when speaking. Your audience should not feel like you are putting on an
accent or being unnatural in any way.
Use precise and specific words to drive your message home. Ambiguity should be avoided at all costs.
Ensure that your speech has a logical flow.
Be brief. Don’t add any unnecessary information.
Make a conscious effort to avoid irritating mannerisms like fidgeting, twitching etc.
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Ÿ Choose your words carefully and use simple words that the majority of the audience will have no difficulty
understanding.
Ÿ Use visual aids like slides or a whiteboard.
Ÿ Speak slowly so that your audience can easily understand what you’re saying. However, be
Ÿ careful not to speak too slowly because this can come across as stiff, unprepared or even condescending.
Ÿ Remember to pause at the right moments.

Tips

!

Ÿ If you’re finding it difficult to focus on what someone is saying, try repeating their words in your head.
Ÿ Always maintain eye contact with the person that you are communicating with, when speaking as well as
listening. This conveys and also encourages interest in the conversation.

7.5.4: Problem Solving and Negotiation Skills:What is a Problem?
As per The Concise Oxford Dictionary (1995), a problem is, “A doubtful or difficult matter requiring a solution”
All problems contain two elements:
1. Goals

2. Obstacles

The aim of problem solving is to recognize the obstacles and remove them in order to achieve the goals.

How to Solve Problems ?
Solving a problem requires a level of rational thinking. Here are some logical steps to follow
when faced with an issue:
Step 1: Identify the problem
Step 2: Study the problem in detail
Step 3: List all possible solutions
Step 4: Select the best solution
Step 5: Implement the chosen solution Step 6: Check that the problem has really been solved

Important Traits for Problem Solving
Highly developed problem solving skills are critical for both, business owners and their employees. The following
personality traits play a big role in how effectively problems are solved:
Ÿ Being open minded
Ÿ Asking the right questions
Ÿ Being proactive

Ÿ Not panicking
Ÿ Having a positive attitude
Ÿ Focusing on the right problem

How to Assess for Problem Solving Skills?
As an entrepreneur, it would be a good idea to assess the level of problem solving skills of potential candidates
before hiring them. Some ways to assess this skill are through:
1.
2.
3.
4.

Application forms: Ask for proof of the candidate’s problem solving skills in the application form.
Psychometric tests: Give potential candidates logical reasoning and critical thinking tests and see how
they fare.
Interviews: Create hypothetical problematic situations or raise ethical questions and see how the
candidates respond.
Technical questions: Give candidates examples of real life problems and evaluate their thought process.
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What is Negotiation?
Negotiation is a method used to settle differences. The aim of negotiation is to resolve differences through a
compromise or agreement while avoiding disputes. Without negotiation, conflicts are likely to lead to
resentment between people. Good negotiation skills help satisfy both parties and go a long way towards
developing strong relationships.

Why Negotiate?
Starting a business requires many, many negotiations. Some negotiations are small while others are critical
enough to make or break a startup. Negotiation also plays a big role inside the workplace. As an entrepreneur,
you need to know not only know how to negotiate yourself, but also how to train employees in the art of
negotiation.

How to Negotiate?
Take a look at some steps to help you negotiate:
Step 1: Pre-Negotiation Agree on where to meet to discuss the problem, decide who all will
Preparation
be present and set a time limit for the discussion.

Tips

Step 2: Discuss the
Problem

This involves asking questions, listening to the other side, putting
your views forward and clarifying doubts.

Step 3: Clarify the
Objective

Ensure that both parties want to solve the same problem and reach
the same goal.

Step 4: Aim for a
Win-Win Outcome

Try your best to be open minded when negotiating. Compromise
and offer alternate solutions to reach an outcome where both
parties win.

Step 5: Clearly Define
the Agreement

When an agreement has been reached, the details of the
agreement should be crystal clear to both sides, with no scope for
misunderstandings.

Step 6: Implement the
Agreed Upon Solution

Agree on a course of action to set the solution in motion

!

•

Know exactly what you want before you work towards getting it

•

Give more importance to listening and thinking, than speaking

•

Focus on building a relationship rather than winning

•

Remember that your people skills will affect the outcome

•

Know when to walk away – sometimes reaching an agreement may not be possible

7.5.5: Business Opportunities Identification:
Entrepreneurs and Opportunities
“The entrepreneur always searches for change, responds to it and exploits it as an opportunity.”
Peter Drucker
The ability to identify business opportunities is an essential characteristic of an entrepreneur.

What is an Opportunity?
The word opportunity suggests a good chance or a favourable situation to do something offered by circumstances.
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A business opportunity means a good or favourable change available to run a specific business in a given
environment, at a given point of time.

Common Questions Faced by Entrepreneurs
A critical question that all entrepreneurs face is how to go about finding the business opportunity that is right for
them.
Some common questions that entrepreneurs constantly think about are:
Ÿ Should the new enterprise introduce a new product or service based on an unmet need?
Ÿ Should the new enterprise select an existing product or service from one market and offer it in another where
it may not be available?
Ÿ Should the enterprise be based on a tried and tested formula that has worked elsewhere?
It is therefore extremely important that entrepreneurs must learn how to identify new and existing business
opportunities and evaluate their chances of success.

When is an Idea an Opportunity?
An idea is an opportunity when:
Ÿ
Ÿ
Ÿ
Ÿ

It creates or adds value to a customer
It solves a significant problem, removes a pain point or meets a demand
Has a robust market and profit margin
Is a good fit with the founder and management team at the right time and place

Factors to Consider When Looking for Opportunities
Consider the following when looking for business opportunities:
•
•
•

Economic trends
Changes in funding
Changing relationships between vendors,
partners and suppliers

•
•
•

Market trends
Changes in political support
Shift in target audience

Ways to Identify New Business Opportunities
1. Identify Market Inefficiencies
When looking at a market, consider what inefficiencies are present in the market. Think about ways to
correct these inefficiencies.
2. Remove Key Hassles
Rather than create a new product or service, you can innovatively improve a product, service or process.
3. Create Something New
Think about how you can create a new experience for customers, based on existing business models.
4. Pick a Growing Sector/Industry
Research and find out which sectors or industries are growing and think about what opportunities you can
tap in the same.
5. Think About Product Differentiation
If you already have a product in mind, think about ways to set it apart from the existing ones.

Ways to Identify Business Opportunities Within Your Business
1.

SWOT Analysis
An excellent way to identify opportunities inside your business is by creating a SWOT analysis. The acronym
SWOT stands for strengths, weaknesses, opportunities and threats. SWOT analysis framework:
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STRENGTH
What are your strengths?
What unique capabilities
do you posses?
What do you do better
than others?
What do others perceive
as your strengths?

OPPORTUNITIES

WEAKNESSES
What are your weaknesses?
What do your competitors
do better than you?

S

W

O

T

What Trends may
positively impact you?

THREATS
Do you have solid
financial support?

What oppprtunities are
available to you?

What trends may
negatively impact you?

Fig.7.5.1. SWOT Analysis

Consider the following when looking for business opportunities:
By looking at yourself and your competitors using the SWOT framework, you can uncover opportunities that you
can exploit, as well as manage and eliminate threats that could derail your success.
2. Establishing Your USP
Establish your USP and position yourself as different from your competitors. Identify why customers should buy
from you and promote that reason.

Opportunity Analysis
Once you have identified an opportunity, you need to analyze it.
To analyze an opportunity, you must:
• Talk to industry leaders in the same space as the idea
• Focus on the idea
•

Focus on the market of the idea

Tips

•

Talk to players in the same space as the idea

!

•

Remember, opportunities are situational.

•

Avoid the latest craze.

•

Look for a proven track record.

•

Love your idea.

7.5.6: Entrepreneurship Support Eco - System:
Who is an Entrepreneur?
An entrepreneur is a person who:
•
•
•

Does not work for an employee
Runs a small enterprise
Assumes all the risks and rewards of the enterprise, idea, good or service

Types of Entrepreneurs
There are four main types of entrepreneurs:
1.

The Traditional Entrepreneur: This type of entrepreneur usually has some kind of skill –they can be a
carpenter, mechanic, cook etc. They have businesses that have been around for numerous years like
restaurants, shops and carpenters. Typically, they gain plenty of experience in a particular industry before
they begin their own business in a similar field.
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2.

The Growth Potential Entrepreneur: The desire of this type of entrepreneur is to start an enterprise that
will grow, win many customers and make lots of money. Their ultimate aim is to eventually sell their
enterprise for a nice profit. Such entrepreneurs usually have a science or technical background.

3.

The Project-Oriented Entrepreneur: This type of entrepreneur generally has a background in the Arts or
psychology. Their enterprises tend to be focus on something that they are very passionate about.

4.

The Lifestyle Entrepreneur: This type of entrepreneur has usually worked as a teacher or a secretary.
They are more interested in selling something that people will enjoy, rather than making lots of money.

Characteristics of an Entrepreneur
Successful entrepreneurs have the following characteristics:
•

They are highly motivated

•

They are creative and persuasive

•

They are mentally prepared to handle each and every task

•

They have excellent business skills – they know how to evaluate their cash flow, sales and revenue

•

They are willing to take great risks

•

They are very proactive – this means they are willing to do the work themselves, rather
than wait for someone else to do it

•

They have a vision – they are able to see the big picture

•

They are flexible and open-minded

•

They are good at making decisions

Entrepreneur Success Stories
Dhiru Bhai Ambani
Dhirubhai Ambani began his entrepreneurial career by selling “bhajias” to pilgrims in Mount Girnar on weekends.
At 16, he moved to Yemen where he worked as a gas-station attendant and as a clerk in an oil company. He
returned to India with Rs. 50,000 and started a textile trading company. Reliance went on tobecome the first
Indian company to raise money in global markets and the first Indian company to feature in Forbes 500 list.
Dr. Karsanbhai Patel
Karsanbhai Patel made detergent powder in the backyard of his house. He sold his product door-to-door and
offered a money back guarantee with every pack that was sold. He charged Rs. 3 per kg when the cheapest
detergent at that time was Rs.13 per kg. Dr. Patel eventually started Nirma which became a whole new segment in
the Indian domestic detergent market.

The Entrepreneurial Process
Let’s take a look at the stages of the entrepreneurial process.
Stage 1: Idea Generation. The entrepreneurial process begins with an idea that has been thought of by the
entrepreneur. The idea is a problem that has the potential to be solved.
Stage 2: Germination or Recognition. In this stage a possible solution to the identified problem is thought of.
Stage 3: Preparation or Rationalization. The problem is studied further and research is done to find out how
others have tried to solve the same problem.
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Stage 4: Incubation or Fantasising. This stage involves creative thinking for the purpose of coming up with more
ideas. Less thought is given to the problem areas.
Stage 5: Feasibility Study: The next step is the creation of a feasibility study to determine if the idea will make a
profit and if it should be seen through.
Stage 6: Illumination or Realization. This is when all uncertain areas suddenly become clear. The entrepreneur
feels confident that his idea has merit.
Stage 7: Verification or Validation. In this final stage, the idea is verified to see if it works and if it is useful.
Take a look at the diagram below to get a better idea of this process.
Idea
Generation

Germination
(Recognition)
Preparation
(Rationalisation)

Incubation
(Fantasising)
Feasibility
Study
Verification
(Validation)

Illumination
(Realisation)

Introduction to the Entrepreneurship Ecosystem
The entrepreneurship support ecosystem signifies the collective and complete nature of entrepreneurship. New
companies emerge and flourish not only because of the courageous, visionary entrepreneurs who launch them,
but they thrive as they are set in an environment or ‘ecosystem’ made of private and public participants. These
players nurture and sustain the new ventures, facilitating the entrepreneurs’ efforts.
An entrepreneurship ecosystem comprises of the following six domains:
1.
2.
3.
4.
5.
6.

Favourable Culture: This includes elements such as tolerance of risk and errors, valuable networking and
positive social standing of the entrepreneur.
Facilitating Policies and Leadership: This includes regulatory framework incentives and existence of
public research institutes.
Financing Options: Angel financing, venture capitalists and micro loans would be good examples of this.
Human Capital: This refers to trained and untrained labour, entrepreneurs and entrepreneurship
training programmes, etc.
Conducive Markets for Products and Services: This refers to an existence or scope of existence of a
market for the product/service.
Institutional and Infrastructural Support: This includes legal and financing advisers,
telecommunications, digital and transportation infrastructure and entrepreneurship networking
programmes.

These domains indicate whether there is a strong entrepreneurship support ecosystem and what actions should
the government put in place to further encourage this ecosystem. The six domains and their various elements
have been graphically depicted.
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Fig.7.5.2. Entrepreneurship at a Glance
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Every entrepreneurship support ecosystem is unique and all the elements of the ecosystem are interdependent.
Although every region’s entrepreneurship ecosystem can be broadly described by the above features, each
ecosystem is the result of the hundred elements interacting in highly complex and particular ways.
Entrepreneurship ecosystems eventually become (largely) self-sustaining. When the six domains are resilient
enough, they are mutually beneficial. At this point, government involvement can and should be significantly
minimized. Public leaders do not need to invest a lot to sustain the ecosystem. It is imperative that the
entrepreneurship ecosystem incentives are formulated to be self-liquidating, hence focussing on sustain ability
of the environment.

Make in India Campaign
Every entrepreneur has certain needs. Some of their important needs are:
•
•
•
•
•
•

To easily get loans
To easily find investors
To get tax exemptions
To easily access resources and good infrastructure
To enjoy a procedure that is free of hassles and is quick
To be able to easily partner with other firms

The Make in India campaign, launched by Prime Minister Modi aims to satisfy all these needs of young, aspiring
entrepreneurs. Its objective is to:
•
•
•
•
•

Make investment easy
Support new ideas
Enhance skill development
Safeguard the ideas of entrepreneurs
Create state-of-the-art facilities for manufacturing goods

Key Schemes to Promote Entrepreneurs
The government offers many schemes to support entrepreneurs. These schemes are run by various
Ministries/Departments of Government of India to support First Generation Entrepreneurs.Take a look at a few
key schemes to promote entrepreneurship:
Sl.Name of the Scheme
1.Pradhan Mantri MUDRA Yojana - Micro Units Development and Refinance Agency (MUDRA),
2.STAND UP INDIA
3.Prime Minister Employment Generation Programme (PMEGP)
4.International Cooperation
5.Performance and Credit Rating
6.Marketing Assistance Scheme
7.Reimbursement of Registration Fee for Bar Coding
8.Enable Participation of MSMEs in State/District level Trade Fairs and Provide Funding Support
9.Capital Subsidy Support on Credit for Technology up gradation
10.Credit Guarantee Fund for Micro and SmalI Enterprise (CGFMSE)
11.Reimbursement of Certification Fees for Acquiring ISO Standards
12.Agricultural Marketing
13.Small Agricultural Marketing
14.Mega Food Park
15.Adivasi Mahila Sashaktikaran Yojana

282

Airline Cabin Crew

1. Pradhan Mantri MUDRA Yojana, - Micro Units Development and Refinance Agency (MUDRA),
Description
Under the aegis support of Pradhan Mantri MUDRA Yojana, MUDRA has already created its initial
products/schemes. The interventions have been named 'Shishu', 'Kishor' and 'Tarun' to signify the stage of
growth/development and funding needs of the beneficiary micro unit/entrepreneur and also provide a
reference point for the next phase of graduation/growth to look forward to:
a. Shishu: Covering loans upto Rs.50,000/b. Kishor: Covering loans above Rs. 50,000/- and upto Rs.5 lakh
c. Tarun: Covering loans above Rs. 5 lakh to Rs.10 lakh
Who can apply?
Any Indian citizen who has a business plan for a non-farm sector income generating activity such as
manufacturing, processing, trading or service sector and whose credit need is less than Rs.10 lakh can
approach either a Bank, MFI or NBFC for availing of MUDRA loans under Pradhan Mantri Mudra Yojana
(PMMY).
2.

Stand Up India
Description
The objective of the Standup India scheme is to facilitate bank loans between Rs.10 lakh and Rs.1 crore to at
least one Schedule Caste (SC) or Scheduled Tribe (ST) borrower and at least one woman borrower per bank
branch for setting up a Greenfield enterprise. This enterprise may be in manufacturing, services or the
trading sector. In case of non-Individual enterprises at least 51% of the shareholding and controlling stake
should be held be either an SC/ST or Woman Entrepreneur.
Who can apply?
ST, SC andWomen

3. Prime Minister Employment Generation Programme (PMEGP)
Description
The Scheme is implemented by Khadi and Village Industries Commission (KVIC), as the nodal agency at the
National level. At the State level, the Scheme is implemented through State KVIC Directorates, State Khadi
and Village Industries Boards (KVIBs) and District Industries Centres (DICs) and banks. The Government
subsidy under the Scheme is routed. by KVIC through identified banks for eventual distribution to the
beneficiaries/entrepreneurs in their bank accounts.
Nature of assistance
The maximum cost of the project/unit admissible under manufacturing sector is Rs.25 lakh and under
business/service sector is Rs.10 lakh. Levels of funding under PMEGP.
Categories of beneficiaries under
PMEGP

Beneficiary's
contribution
(of project cost)

Area (location of project/unit)

Rate of Subsidy
(of project cost)

Urban Rural

General Category

10%

15%
25%

Special (including SC / ST / OBC /
Minorities / Women, Exservicemen, Physically
handicapped, NER, Hill and Border
areas, etc.

05%

25%
35%
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The balance amount of the total project cost will be provided by Banks as term loan as well as working capital.
Who can apply?
Any individual, above 18 years of age. At least VIII standard pass for projects costing above Rs.10 lakh in the
manufacturing sector and above Rs.5 lakh in the business/service sector. Only new projects are considered
for sanction under PMEGP. Self Help Groups (including those belonging to BPL provided that they have not
availed benefits under any other Scheme), Institutions registered under Societies Registration Act,1860;
Production Co-operative Societies and Charitable Trusts are also eligible. Existing Units (under PMRY, REGP or
any other scheme of Government of India or State Government) and the units that have already availed
Government Subsidy under any other scheme of Government of India or State Government are NOT eligible.
4. International Cooperation
Description
The Scheme would cover the following activities:
a. Deputation of MSME business delegations to other countries for exploring new areas of technology
infusion/upgradation, facilitating joint ventures, improving market of MSMEs products, foreign
collaborations, etc.
b. Participation by Indian MSMEs in international exhibitions, trade fairs and buyer-seller meets in foreign
countries as well as in India, in which there is international participation.
c. Holding international conferences and seminars on topics and themes of interest to the MSME.
Nature of assistance
IC Scheme provides financial assistance towards the airfare and space rent of entrepreneurs. Assistance is
provided on the basis of size and the type of the enterprise.
Who can apply?
a. State/Central Government Organisations;
b. Industry/Enterprise Associationsw and
c. Registered Societies/Trusts and Organisations associated with the promotion and development of MSMEs
5. Performance and Credit Rating for Micro and Small Enterprises
Description
The objective of the Scheme is to create awareness amongst micro and small enterprises about the strengths
and weaknesses of their operations and also their credit worthiness.
Nature of assistance
Turn Over

Fee to be reimbursed by Ministry of MSME

Up to Rs.50 lacs

75% of the fee charged by the rating agency subject
to a ceiling Rs.15,000/-

Above Rs.50 lacs to Rs.200
lacs

75% of the fee charged by the rating agency subject
to a ceiling of Rs.30,0001-

Above Rs.200 lacs

75% of the fee charged by the rating agency subject
to a ceiling of Rs.40,000/-

Who can apply?
Any enterprise registered in India as a micro or small enterprise is eligible to apply.
6. Marketing Assistance Scheme
Description
The assistance is provided for the following activities:
a. Organizing exhibitions abroad and participation in international exhibitions/trade fairs.
b. Co-sponsoring of exhibitions organised by other organisations/industry associations/agencies.
c. Organizing buyer-seller meets, intensive campaigns and marketing promotion events.
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Nature of assistance
Financial assistance of up to 95% of the airfare and space rent of entrepreneurs. Assistance is provided on the
basis of size and the type of the enterprise. Financial assistance for co-sponsoring would be limited to 40% of
the net expenditure, subject to maximum amount of Rs.5 lakh.
Who can apply?
MSMEs, Industry Associations and other organisations related to MSME sector.
7. Reimbursement of Registration Fee for Bar Coding
Description
The financial assistance is provided towards 75% reimbursement of only one-time registration fee and 75%
of annual recurring fee for first three years paid by MSEs to GS1 India for using bar coding.
Nature of assistance
Funding support for reimbursement of 75% of one time and recurring bar code registration fees.
Who can apply?
All MSMEs with EM registration.
8. Enabling Participation of MSMEs in State/District Level Trade Fairs and Provide Funding Support
Description
Provide marketing platform to manufacturing MSMEs by enabling their participation in state/district
level exhibitions being organised by state/district authorities/associations.
Nature of assistance
1. Free registration for participating in trade fairs
Note: The selection of participants would be done by the MSME-DIs post the submission of
application.
2. Reimbursement of 50% of to and fro actual fare by shortest distance/direct train (limited
to AC II tier class) from the nearest railway station/bus fare to the place of exhibition and 50% space
rental charges for MSMEs (General category entrepreneurs).
3. For Women/SC/ST entrepreneurs and entrepreneurs from North Eastern Region Govt. of
India will reimburse 80% of items listed above in Point (2).
Note: The total reimbursement will be max. Rs.30,000/- per unit for the SC/ST/Women/Physically
Handicapped entrepreneurs, while for the other units the max. limit will be Rs.20,000/- per person per
MSME unit.
Note: The participant is required to submit follow-up proofs post attending the event to claim
reimbursement. The proofs can be submitted after logging in online under the section "My Applications" or
directly contacting a DI office.
Who can apply?
All MSMEs with EM registration.
9.

Capital Subsidy Support on Credit for Technology Upgradation
Description
MSMEs can get a capital subsidy (~15%) on credit availed for technology upgradation.
Nature of assistance
Financial assistance for availing credit and loan.
Who can apply?
1. Banks and financial institutions can apply to DC-MSME for availing support.
2. MSMEs need to directly contact the respective banks for getting credit and capital
subsidy.
How to apply?
If you are a financial institution, click on the "Apply Now" button or else you can also directly contact the
Office of DC-MSME. You can view the contact details of Office of DC-MSME. If you are an MSME, directly
contact the respective banks/financial institutions as listed in the scheme guidelines.
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10. Provision of Collateral Free Credit for MSMEs

Description
Banks and financial institutions are provided funding assistance under this scheme so that they can in turn
lend collateral free credit to MSMEs.
Nature of assistance
Funding support to banks and financial institutions for lending collateral-free credit to MSMEs.
Who can apply?
Banks and financial institutions can apply to office of DC-MSME/MSME-DIs for availing support. MSMEs
need to directly contact the respective banks for getting credit.
11. Reimbursement of certification fees for acquiring ISO standards

ISO 9000/ISO 14001 Certification Reimbursement.
Description
The GoI assistance will be provided for one-time reimbursement of expenditure to such MSME
manufacturing units which acquire ISO 18000/ISO 22000/ISO 27000 certification.
Nature of assistance
Reimbursement of expenditure incurred on acquiring ISO standards.
Who can apply?
MSMEs with EM registration.
12. Agricultural Marketing
Description
A capital investment subsidy for construction/renovation of rural godowns.
Creation of scientific storage capacity and prevention of distress sale.
Nature of assistance
Subsidy @ 25% to farmers, 15% of project cost to companies.
Who can apply?
NGOs, SHGs, companies, co-operatives.
13. Small Agricultural Marketing
Description
Business development description provides venture capital assistance in the form of equity and arranges
training and visits of agri-preneurs
Farmers' Agriculture Business Consortium
Business development description provides venture capital assistance in the form of equity and arranges
training and visits of agri-preneurs.
Nature of assistance
Financial assistance with a ceiling of Rs.5 lakh.
Who can apply?
Individuals, farmers, producer groups, partnership/propriety firms, SGHs, agri-preneurs, etc.
14. Mega Food Park
Description
Mechanism to link agricultural production and market to maximize value addition, enhance farmers income,
create rural employment.
Nature of assistance
One-time capital grant of 50% of project cost with a limit of Rs.50 crore.
Who can apply?
Farmers, farmer groups, SHGs.
15. Adivasi Mahila Sashaktikaran Yojana
Description
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Concessional scheme for the economic development of ST women.
Nature of assistance
Term loan at concessional rates upto 90% of cost of scheme.
Who can apply?
Scheduled Tribes Women.

Tips
•
•
•

!

Research the existing market, network with other entrepreneurs, venture capitalists, angel investors and
thoroughly review the policies in place to enable your entrepreneurship.
Failure is a stepping stone and not the end of the road. Review yours and your peers’ errors and correct them
in your future venture.
Be proactive in your ecosystem. Identify the key features of your ecosystem and enrich them to ensure selfsustainability of your entrepreneurship support ecosystem.

7.5.7: Risk Appetite and Resilience:
Entrepreneurship and Risk
Entrepreneurs are inherently risk takers. They are path-makers not path-takers. Unlike a normal, cautious person,
an entrepreneur would not think twice about quitting his job (his sole income) and taking a risk on himself and his
idea.
An entrepreneur is aware that while pursuing his dreams, assumptions can be proven wrong and unforeseen
events may arise. He knows that after dealing with numerous problems, success is still not guaranteed.
Entrepreneurship is synonymous with the ability to take risks. This ability, called risk-appetite, is an
entrepreneurial trait that is partly genetic and partly acquired.

What is Risk Appetite?
Risk appetite is defined as the extent to which a company is equipped to take risk, in order to achieve its
objectives. Essentially, it refers to the balance, struck by the company, between possible profits and the hazards
caused by changes in the environment (economic ecosystem, policies, etc.). Taking on more risk may lead to
higher rewards but have a high probability of losses as well. However, being too conservative may go against the
company as it can miss out on good opportunities to grow and reach their objectives. The levels of risk appetite
can be broadly categorized as “low”, “medium” and “high.” The company’s entrepreneur(s) have to evaluate all
potential alternatives and select the option most likely to succeed. Companies have varying levels of risk
appetites for different objectives.
The levels depend on:
• The type of industry
• Market pressures
• Company objectives
For example, a startup with a revolutionary concept will have a very high risk appetite. The startup can afford
short term failures before it achieves longer term success. This type of appetite will not remain constant and will
be adjusted to account for the present circumstances of the company.

Risk Appetite Statement
Companies have to define and articulate their risk appetite in sync with decisions made about their objectives
and opportunities. The point of having a risk appetite statement is to have a framework that clearly states the
acceptance and management of risk in business. It sets risk taking limits within the company. The risk appetite
statement should convey the following:
• The nature of risks the business faces.
• Which risks the company is comfortable taking on and which risks are unacceptable.
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• The nature of risks the business faces.
• Which risks the company is comfortable taking on and which risks are unacceptable.
• How much risk to accept in all the risk categories.
• The desired tradeoff between risk and reward.
• Measures of risk and methods of examining and regulating risk exposures.

Entrepreneurship and Resilience
Entrepreneurs are characterized by a set of qualities known as resilience. These qualities play an especially large
role in the early stages of developing an enterprise. Risk resilience is an extremely valuable characteristic as it is
believed to protect entrepreneurs against the threat of challenges and changes in the business environment.

What is Entrepreneurial Resilience?
Resilience is used to describe individuals who have the ability to overcome setbacks related to their life and career
aspirations. A resilient person is someone who is capable of easily and quickly recovering from setbacks. For the
entrepreneur, resilience is a critical trait.
Entrepreneurial resilience can be enhanced in the following ways:
•
•
•

By developing a professional network of coaches and mentors
By accepting that change is a part of life
By viewing obstacles as something that can be overcome

Characteristics of a Resilient Entrepreneur
The characteristics required to make an entrepreneur resilient enough to go the whole way in their business
enterprise are:
• A strong internal sense of control
• Skill to learn from setbacks
• Ability to diversify and expand
• Cash-flow conscious habits
• Strong social connections
• Ability to look at the bigger picture
• Survivor attitude
• Attention to detail

Tips
•

•
•

!

Cultivate a great network of clients, suppliers, peers, friends and family. This will not only help you
promote your business, but will also help you learn, identify new opportunities and stay tuned to
changes in the market.
Don’t dwell on setbacks. Focus on what the you need to do next to get moving again.
While you should try and curtail expenses, ensure that it is not at the cost of your growth.

7.5.8: Success and Failures: Understanding
Successes and Failures in Entrepreneurship

Shyam is a famous entrepreneur, known for his success story. But what most people don’t know, is that Shyam
failed numerous times before his enterprise became a success. Read his interview to get an idea of what
entrepreneurship is really about, straight from an entrepreneur
who has both, failed and succeeded.
Interviewer: Shyam, I have heard that entrepreneurs are great risk-takers who are never afraid of failing. Is this
true?
Shyam: Ha ha, no of course it’s not true! Most people believe that entrepreneurs need to be fearlessly
enthusiastic. But the truth is, fear is a very normal and valid human reaction, especially when you are planning to
start your own business! In fact, my biggest fear was the fear of failing. The reality is, entrepreneurs fail as much
as they succeed. The trick is to not allow the fear of failing to stop you from going ahead with your plans.
Remember, failures are lessons for future success!
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Interviewer : What, according to you, is the reason that entrepreneurs fail?
Shyam: Well, there is no one single reason why entrepreneurs fail. An entrepreneur can fail due to numerous
reasons. You could fail because you have allowed your fear of failure to defeat you. You could fail because you are
unwilling to delegate (distribute) work. As the saying goes, “You can do anything, but not everything!” You could
fail because you gave up too easily – maybe you were not persistent enough. You could fail because you were
focussing your energy on small, insignificant tasks and ignoring the tasks that were most important. Other
reasons for failing are partnering with the wrong people, not being able to sell your product to the right
customers at the right time at the right price… and many more reasons!
Interviewer: As an entrepreneur, how do you feel failure should be looked at?
Shyam: I believe we should all look at failure as an asset, rather than as something negative. The way I see it, if you
have an idea, you should try to make it work, even if there is a chance that you will fail. That’s because not trying is
failure right there, anyway! And failure is not the worst thing that can happen. I think having regrets because of
not trying and wondering ‘what if’ is far worse than trying and actually failing.
Interviewer: How did you feel when you failed for the first time?
Shyam: I was completely heartbroken! It was a very painful experience. But the good news is, you do recover from
the failure. And with every subsequent failure, the recovery process gets a lot easier. That’s because you start to
see each failure more as a lesson that will eventually help you succeed, rather than as an obstacle that you cannot
overcome. You will start to realize that failure has many benefits.
Interviewer: Can you tell us about some of the benefits of failing?
Shyam: One of the benefits that I have experienced personally from failing is that the failure made me see things
in a new light. It gave me answers that I didn’t have before. Failure can make you a lot stronger. It also helps keep
your ego in control.
Interviewer: What advice would you give entrepreneurs who are about to start their own enterprises?
Shyam: I would tell them to do their research and ensure that their product is something that is actually wanted
by customers. I’d tell them to pick their partners and employees very wisely and cautiously. I’d tell them that it’s
very important to be aggressive – push and market your product as aggressively as possible. I would warn them
that starting an enterprise is veryexpensive and that they should be prepared for a situation where they run out of
money.I would tell them to create long term goals and put a plan in action to achieve that goal. I would tell them to
build a product that is truly unique. Be very careful and ensure that you are not copying another startup. Lastly, I’d
tell them that it’s very important that they find the right investors.
Interviewer: That’s some really helpful advice, Shyam! I’m sure this will help all entrepreneurs to be more
prepared before they begin their journey! Thank you for all your insight!

Tips

!

•

Remember that nothing is impossible.

•

Identify your mission and your purpose before you start.

•

Plan your next steps – don’t make decisions hastily.
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7.6: Preparing to be an Entrepreneur
Unit Objectives
At the end of this unit, you will be able to:
1.

Discuss how market research is carried out

2.

Describe the 4 Ps of marketing

3.

Discuss the importance of idea generation

4.

Recall basic business terminology

5.

Discuss the need for CRM

6.

Discuss the benefits of CRM

7.

Discuss the need for networking

8.

Discuss the benefits of networking

9.

Discuss the importance of setting goals

10. Differentiate between short-term, medium-term and long-term goals
11. Discuss how to write a business plan
12. Explain the financial planning process
13. Discuss ways to manage your risk
14. Describe the procedure and formalities for applying for bank finance
15. Discuss how to manage your own enterprise
16. List important questions that every entrepreneur should ask before starting an enterprise

7.6.1: Market Study / The 4 Ps of Marketing /
Importance of an IDEA: Understanding Market Research
Market research is the process of gathering, analyzing and interpreting market information on a product or
service that is being sold in that market. It also includes information on:
• Past, present and prospective customers
• Customer characteristics and spending habits
• The location and needs of the target market
• The overall industry
• Relevant competitors
Market research involves two types of data:
• Primary information. This is research collected by yourself or by someone hired by you.
• Secondary information. This is research that already exists and is out there for you to find and use.
Primary research
Primary research can be of two types:
• Exploratory: This is open-ended and usually involves detailed, unstructured interviews.
• Specific: This is precise and involves structured, formal interviews. Conducting specific research is the more
expensive than conducting exploratory research.
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Secondary research
Secondary research uses outside information. Some common secondary sources are:
•
Public sources: These are usually free and have a lot of good information. Examples are government
departments, business departments of public libraries etc.
•
Commercial sources: These offer valuable information but usually require a fee to be paid. Examples are
research and trade associations, banks and other financial institutions etc.
• Educational institutions: These offer a wealth of information. Examples are colleges, universities, technical
institutes etc.

The 4 Ps of Marketing
The 4 Ps of marketing are Product, Price, Promotion and Place. Let’s look at each of these 4 Ps in detail.

Product
A product can be:
• A tangible good
• An intangible service
Whatever your product is, it is critical that you have a clear understanding of what you are offering and what its
unique characteristics are, before you begin with the marketing process.
Some questions to ask yourself are:
•
•
•
•

What does the customer want from the
product/service?
What needs does it satisfy?
Are there any more features that can be
added?
Does it have any expensive and unnecessary
features?

•
•
•
•
•

How will customers use it?
What should it be called?
How is it different from similar products?
How much will it cost to produce?
Can it be sold at a profit?

Price
Once all the elements of Product have been established, the Price factor needs to be considered.
The Price of a Product will depend on several factors such as profit margins, supply, demand and the marketing
strategy.
Some questions to ask yourself are:
•
•

What is the value of the product/service to
customers?
Do local products/services have established
price points?

•
•
•

Is the customer price sensitive?
Should discounts be offered?
How is your price compared to that of your
competitors?

Promotion
Once you are certain about your Product and your Price, the next step is to look at ways to promote it. Some key
elements of promotion are advertising, public relations, social media marketing, email marketing, search engine
marketing, video marketing and more.
Some questions to ask yourself are:
•
•

Where should you promote your product or •
service?
What is the best medium to use to reach your •
target audience?

When would be the best time to promote
your product?
How are your competitors promoting their
products?

Place
According to most marketers, the basis of marketing is about offering the right product, at the right price, at the
right place, at the right time. For this reason, selecting the best possible location is critical for converting
prospective clients into actual clients.
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Some questions to ask yourself are:
Will your product or service be looked for in a •
physical store, online or both?
•
What should you do to access the most
appropriate distribution channels?
•
Will you require a sales force?

•
•
•

Where are your competitors offering their
products or services?
Should you follow in your competitors’
footsteps?
Should you do something different from your
competitors?

Importance of an IDEA
Some questions to ask yourself are:
Ideas are the foundation of progress. An idea can be small or ground-breaking, easy to accomplish or extremely
complicated to implement. Whatever the case, the fact that it is an idea gives it merit. Without ideas, nothing is
possible. Most people are afraid to speak out their ideas, out for fear of being ridiculed. However, if are an
entrepreneur and want to remain competitive and innovative, you need to bring your ideas out into the light.
Some ways to do this are by:
•
•
•
•

Establishing a culture of brainstorming where you invite all interested parties to contribute
Discussing ideas out loud so that people can add their ideas, views, opinions to them
Being open minded and not limiting your ideas, even if the idea who have seems ridiculous
Not discarding ideas that you don’t work on immediately, but instead making a note of them and shelving
them so they can be revisited at a later date.

Tips

!

•

Keep in mind that good ideas do not always have to be unique.

•

Remember that timing plays a huge role in determining the success of your idea.

•

Situations and circumstances will always change, so be flexible and adapt your idea accordingly.

7.6.2: Business Entity Concepts:
Basic Business Terminology

If your aim is to start and run a business, it is crucial that you have a good understanding of basic business terms.
Every entrepreneur should be well versed in the following terms:
•
Accounting: A systematic method of recording and reporting financial transactions.
•
Accounts payable: Money owed by a company to its creditors.
•
Accounts Receivable: The amount a company is owed by its clients.
•
Assets: The value of everything a company owns and uses to conduct its business.
•
Balance Sheet: A snapshot of a company’s assets, liabilities and owner’s equity at a given moment.
•
Bottom Line: The total amount a business has earned or lost at the end of a month.
•
Business: An organisation that operates with the aim of making a profit.
•
Business to Business (B2B): A business that sells goods or services to another business.
•
Business to Consumer (B2C): A business that sells goods or services directly to the end user.
•
Capital: The money a business has in its accounts, assets and investments. The two main types of capital
are debt and equity.
•
Cash Flow: The overall movement of funds through a business each month, including income and
expenses.
•
Cash Flow Statement: A statement showing the money that entered and exited a business during a
specific period of time.
•
Contract: A formal agreement to do work for pay.
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•
•
•
•
•
•
•

Contract: A formal agreement to do work for pay.
Depreciation: The degrading value of an asset over time.
Expense: The costs that a business incurs through its operations.
Finance: The management and allocation of money and other assets.
Financial Report: A comprehensive account of a business’ transactions and expenses.
Fixed Cost: A one-time expense.
Income Statement (Profit and Loss Statement): Shows the profitability of a business during a period of
time.
•
Liabilities: The value of what a business owes to someone else.
•
Marketing: The process of promoting, selling and distributing a product or service.
•
Net Income/Profit: Revenues minus expenses.
•
Net Worth: The total value of a business.
•
Payback Period: The amount of time it takes to recover the initial investment of a business.
•
Profit Margin: The ratio of profit, divided by revenue, displayed as a percentage.
•
Return on Investment (ROI): The amount of money a business gets as return from an investment.
•
Revenue: The total amount of income before expenses are subtracted.
•
Sales Prospect: A potential customer.
•
Supplier: A provider of supplies to a business.
•
Target Market: A specific group of customers at which a company's products and services are aimed.
•
Valuation: An estimate of the overall worth of the business.
•
Variable Cost: Expenses that change in proportion to the activity of a business.
•
Working Capital: Calculated as current assets minus current liabilities.
•
Business Transactions: There are three types of business transactions. These are:
¡
Simple Transactions – Usually a single transaction between a vendor and a customer. For example:
Buying a cup of coffee.
¡
Complex Transactions – These transactions go through a number of events before they can be
completed. For example: Buying a house.
¡
Ongoing transactions – These transactions usually require a contract. For example: Contract with a
vendor.
Basic Accounting Formulas
Take a look some important accounting formulas that every entrepreneur needs to know.
1. The Accounting Equation: This is value of everything a company owns and uses to conduct its business.
Formula: Assets = Liability + Owner's Equity
2. Net Income: This is the profit of the company.
Formula: Net Income = Revenues – Expenses
3.

Break-Even Point: This is the point at which the company will not make a profit or a loss. The total cost and
total revenues are equal.
Formula: Break-Even = Fixed Costs/Sales Price – Variable Cost per Unit

4. Cash Ratio: This tells us about the liquidity of a company.
Formula: Cash Ratio = Cash/Current Liabilities
5.

Profit Margin: This is shown as a percentage. It shows what percentage of sales are left over after all the
expenses are paid by the business.
Formula: Profit Margin = Net Income/Sales

6. Debt-to-Equity Ratio: This ratio shows how much equity and debt a company is using to finance its assets and
whether the shareholder equity can fulfill obligations to creditors if the business starts making a loss.
Formula: Debt-to-Equity Ratio = Total Liabilities/Total Equity.
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7. Cost of Goods Sold: This is the total of all costs used to create a product or service, which has been sold.
Formula: Cost of Goods Sold = Cost of Materials/Inventory – Cost of Outputs
8. Return on Investment (ROI): This is usually shown as a percentage. It calculates the profits of an investment as
a percentage of the original cost.
Formula: ROI = Net Profit/Total Investment * 100
9. Simple Interest: This is money you can earn by initially investing some money (the principal).
Formula:
A = P(1 + rt); R = r * 100
Where:
A = Total Accrued Amount (principal + interest)
P = Principal Amount
I = Interest Amount
r = Rate of Interest per year in decimal; r = R/100
t = Time Period involved in months or years
10. Annual Compound Interest: The calculates the addition of interest to the principal sum of a loan or deposit.
Formula:
A = P (1 + r/n) ^ nt:
Where:
A = the future value of the investment/loan, including interest
P = the principal investment amount (the initial deposit or loan amount)
r = the annual interest rate (decimal)
n = the number of times that interest is compounded per year
t = the number of years the money is invested or borrowed for

7.6.3: CRM and Networking: What is CRM?
CRM stands for Customer Relationship Management. Originally the expression Customer Relationship
Management meant managing one’s relationship with customers. However, today it refers to IT systems and
software designed to help companies manage their relationships.

The Need for CRM
The better a company can manage its relationships with its customers, the higher the chances of the company’s
success. For any entrepreneur, the ability to successfully retain existing customers and expand the enterprise is
paramount. This is why IT systems that focus on addressing the problems of dealing with customers on a daily
basis are becoming more and more in demand.
Customer needs change over time and technology can make it easier to understand what customers really want.
This insight helps companies to be more responsive to the needs of their customers. It enables them to modify
their business operations when required, so that their customers are always served in the best manner possible.
Simply put, CRM helps companies recognize the value of their clients and enables them to capitalize on improved
customer relations.

Benefits of CRM
CRM has a number of important benefits:
•
It helps improve relations with existing customers which can lead to:
¡
Increased sales
¡
Identification of customer needs
¡
Cross-selling of products
•
It results in better marketing of one’s products or services
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•
•
•

It results in better marketing of one’s products or services
It enhances customer satisfaction and retention
It improves profitability by identifying and focusing on the most profitable customers

What is Networking?
In business, networking means leveraging your business and personal connections in order to bring in a regular
supply of new business. This marketing method is effective as well as low cost. It is a great way to develop sales
opportunities and contacts. Networking can be based on referrals and introductions or can take place via phone,
email and social and business networking websites.

The Need for Networking
Networking is an essential personal skill for business people, but it is even more important for entrepreneurs.
The process of networking has its roots in relationship building. Networking results in greater communication
and a stronger presence in the entrepreneurial ecosystem. This helps build strong relationships with other
entrepreneurs.
Business networking events held across the globe play a huge role in connecting like-minded entrepreneurs who
share the same fundamental beliefs in communication, exchanging ideas and converting ideas into realities. Such
networking events also play a crucial role in connecting entrepreneurs with potential investors. Entrepreneurs
may have vastly different experiences and backgrounds but they all have a common goal in mind – they all seek
connection, inspiration, advice, opportunities and mentors. Networking offers them a platform to do just that.

Benefits of Networking
Networking offers numerous benefits for entrepreneurs. Some of the major benefits are:
•
•
•
•
•

Getting high quality leads
Increased business opportunities
Good source of relevant connections
Advice from like-minded entrepreneurs
Gaining visibility and raising your profile

Tips

•
•
•
•

Meeting positive and enthusiastic people
Increased self-confidence
Satisfaction from helping others
Building strong and lasting friendships

!

•

Use social media interactions to identify needs and gather feedback.

•

When networking, ask open-ended questions rather than yes/no type questions.

7.6.4: Business Plan: Why Set Goals?
Setting goals is important because it gives you long-term vision and short-term motivation. Goals can be short
term, medium term and long term.
Short-Term Goals
•
These are specific goals for the immediate future.
Example: Repairing a machine that has failed.
Medium-Term Goals
•
These goals are built on your short term goals.
•
They do not need to be as specific as your short term goals.
Example: Arranging for a service contract to ensure that your machines don’t fail again.
Long-Term Goals
These goals require time and planning.
They usually take a year or more to achieve.
Example: Planning your expenses so you can buy new machinery
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Why Create a Business Plan?
A business plan is a tool for understanding how your business is put together. It can be used to monitor progress,
foster accountable and control the fate of the business. It usually offers a 3-5 year projection and outlines the plan
that the company intends to follow to grow its revenues. A business plan is also a very important tool for getting
the interest of key employees or future investors.
A business plan typically comprises of eight elements.

Elements of a Business Plan
Executive Summary
The executive summary follows the title page. The summary should clearly state your desires as the business
owner in a short and businesslike way. It is an overview of your business and your plans. Ideally this should not be
more than 1-2 pages.
Your Executive Summary should include:
•
The Mission Statement: Explain what your business is all about.
Example: Nike’s Mission Statement
Nike’s mission statement is “To bring inspiration and innovation to every athlete in the world.”
•
Company Information: Provide information like when your business was formed, the names and roles
of the founders, the number of employees, your business location(s) etc.
•
Growth Highlights: Mention examples of company growth. Use graphs and charts where possible.
•
Your Products/Services: Describe the products or services provided.
•
Financial Information: Provide details on current bank and investors.
•
Summarize future plans: Describe where you see your business in the future.
Business Description
The second section of your business plan needs to provide a detailed review of the different elements of your
business. This will help potential investors to correctly understand your business goal and the uniqueness of your
offering.
Your Business Description should include:
•
A description of the nature of your business
•
The market needs that you are aiming to satisfy
•
The ways in which your products and services meet these needs
•
The specific consumers and organisations that you intend to serve
•
Your specific competitive advantages
Market Analysis
The market analysis section usually follows the business description. The aim of this section is to showcase your
industry and market knowledge. This is also the section where you should lay down your research findings and
conclusions.
Your Market Analysis should include:
•
The amount of market share you want to
•
Your industry description and outlook
•
Information on your target market
capture
•
The needs and demographics of your target
•
Your pricing structure
audience
•
Your competitive analysis
•
The size of your target market
•
Any regulatory requirements
Organization and Management
This section should come immediately after the Market Analysis.
Your organisation and Management section should include:
•
Your company’s organisational structure
division/department and its function
•
Details of your company’s ownership
•
The salary and benefits package that you offer
•
Details of your management team
your people
•
The incentives that you offer
•
Qualifications of your board of directors
•
Detailed descriptions of each
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Service or Product Line
The next section is the service or product line section. This is where you describe your service or product and
stress on their benefits to potential and current customers. Explain in detail why your product of choice will fulfill
the needs of your target audience.
Your Service or Product Line section should include:
•
A description of your product/service
•
A description of your product or service’s life cycle
•
A list of any copyright or patent filings
•
A description of any RandD activities that you are involved in or planning
Marketing and Sales
Once the Service or Product Line section of your plan has been completed, you should start on the description of
the marketing and sales management strategy for your business.
Your Marketing section should include the following strategies:
•
Market penetration strategy: This strategy focuses on selling your existing products or services in
existing markets, in order to increase your market share.
•
Growth strategy: This strategy focuses on increasing the amount of market share, even if it reduces
earnings in the short-term.
•
Channels of distribution strategy: These can be wholesalers, retailers, distributers and even the internet.
•
Communication strategy: These can be written strategies (e-mail, text, chat) oral strategies (phone calls,
video chats, face-to-face conversations), non-verbal strategies (body language, facial expressions, tone of
voice) and visual strategies (signs, webpages, illustrations).
Your Sales section should include the following information:
•
•

A salesforce strategy: This strategy focuses on increasing the revenue of the enterprise.
A breakdown of your sales activities: This means detailing out how you intend to sell your products or
services – will you sell it offline or online, how many units do you intend to sell, what price do you plan to
sell each unit at, etc.

Funding Request
This section is specifically for those who require funding for their venture.
The Funding Request section should include the following information:
•
How much funding you currently require.
•
How much funding you will require over the next five years. This will depend on your long-term goals.
•
The type of funding you want and how you plan to use it. Do you want funding that can be used only for a
specific purpose or funding that can be used for any kind of requirement?
•
Strategic plans for the future. This will involve detailing out your long-term plans – what these plans are
and how much money you will require to put these plans in motions.
•
Historical and prospective financial information. This can be done by creating and maintaining all your
financial records, right from the moment your enterprise started, to the present day. Documents
required for this are your balance sheet which contains details of your company’s assets and liabilities,
your income statement which lists your company’s revenues, expenses and net income for the year, your
tax returns (usually for the last three years) and your cash flow budget which lists the cash that came in,
the cash that went out and states whether you had a cash deficit (negative balance) or surplus (positive
balance) at the end of each month.

Financial Planning
Before you begin building your enterprise, you need to plan your finances. Take a look at the steps for financial
planning:
Step 1: Create a financial plan. This should include your goals, strategies and timelines for accomplishing these
goals.
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Step 2: Organise all your important financial documents. Maintain a file to hold your investment details, bank
statements, tax papers, credit card bills, insurance papers and any other financial records.
Step 3: Calculate your net worth. This means figure out what you own (assets like your house, bank accounts,
investments etc.) and then subtract what you owe (liabilities like loans, pending credit card amounts etc.) the
amount you are left with is your net worth.
Step 4: Make a spending plan. This means write down in detail where your money will come from and where it will
go.
Step 5: Build an emergency fund. A good emergency fund contains enough money to cover at least 6 months’
worth of expenses.
Step 6: Set up your insurance. Insurance provides long term financial security and protects you against risk.
Risk Management
As an entrepreneur, it is critical that you evaluate the risks involved with the type of enterprise that you want to
start, before you begin setting up your company. Once you have identified potential risks, you can take steps to
reduce them. Some ways to manage risks are:
•
Research similar business and find out about their risks and how they were minimised.
•
Evaluate current market trends and find out if similar products or services that launched a while ago are
still being well received by the public.
•
Think about whether you really have the required expertise to launch your product or service.
•
Examine your finances and see if you have enough income to start your enterprise.
•
Be aware of the current state of the economy, consider how the economy may change over time and
think about how your enterprise will be affected by any of those changes.
•
Create a detailed business plan.

Tips

!

•

Ensure all the important elements are
covered in your plan.

•

•

Scrutinize the numbers thoroughly.

•

•

Be concise and realistic.

Be conservative in your approach and your
projections.
Use visuals like charts, graphs and images
wherever possible.

7.6.5: Procedure and Formalities for Bank Finance:
The Need for Bank Finance
For entrepreneurs, one of the most difficult challenges faced involves securing funds for startups. With
numerous funding options available, entrepreneurs need to take a close look at which funding methodology
works best for them. In India, banks are one of the largest funders of startups, offering funding to thousands of
startups every year.

What Information Should Entrepreneurs Offer Banks for Funding?
When approaching a bank, entrepreneurs must have a clear idea of the different criteria that banks use to screen,
rate and process loan applications. Entrepreneurs must also be aware of the importance of providing banks with
accurate and correct information. It is now easier than ever for financial institutions to track any default
behaviour of loan applicants. Entrepreneurs looking for funding from banks must provide banks with information
relating to their general credentials, financial situation and guarantees or collaterals that can be offered.
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General Credentials
This is where you, as an entrepreneur, provide the bank with background information on yourself. Such
information includes:
•
Letter(s) of Introduction: This letter should be written by a respected business person who knows you
well enough to introduce you. The aim of this letter is set across your achievements and vouch for your
character and integrity.
•
Your Profile: This is basically your resume. You need to give the bank a good idea of your educational
achievements, professional training, qualifications, employment record and achievements.
•
Business Brochure: A business brochure typically provides information on company products, clients,
how long the business has been running for etc.
•
Bank and Other References: If you have an account with another bank, providing those bank references is
a good idea.
•
Proof of Company Ownership or Registration: In some cases, you may need to provide the bank with
proof of company ownership and registration. A list of assets and liabilities may also be required.
Financial Situation
Banks will expect current financial information on your enterprise. The standard financial reports you should be
prepared with are:
•
Balance Sheet
•
Profit-and-Loss Account
•
Cash-Flow Statement
•
Projected Sales and Revenues
•
Business Plan
•
Feasibility Study
Guarantees or Collaterals
Usually banks will refuse to grant you a loan without security. You can offer assets which the bank can seize and
sell off if you do not repay the loan. Fixed assets like machinery, equipment, vehicles etc. are also considered to be
security for loans.

The Lending Criteria of Banks
Your request for funding will have a higher chance of success if you can satisfy the following lending criteria:
•
Good cash flow
•
Adequate shareholders’ funds
•
Adequate security
•
Experience in business
•
Good reputation

The Procedure
To apply for funding the following procedure will need to be followed.
1.
Submit your application form and all other required documents to the bank.
2.
The bank will carefully assess your credit worthiness and assign ratings by analyzing your business
information with respect to parameters like management, financial, operational and industry
information as well as past loan performance.
3.
The bank will make a decision as to whether or not you should be given funding.

Tips

!

•

Get advice on funding options from experienced bankers.

•

Be cautious and avoid borrowing more than you need, for longer than you need, at an interest rate that
is higher than you are comfortable with.

7.6.6: Enterprise Management - An Overview:
How to Manage Your Enterprise?
To manage your enterprise effectively you need to look at many different aspects, right from managing the dayto-day activities to figuring out how to handle a large scale event. Let’s take a look at some simple steps
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to manage your company effectively.
Step 1: Use your leadership skills and ask for advice when required.
Let’s take the example of Ramu, an entrepreneur who has recently started his own enterprise. Ramu has good
leadership skills – he is honest, communicates well, knows how to delegate work etc. These leadership skills
definitely help Ramu in the management of his enterprise. However, sometimes Ramu comes across situations
that he is unsure how to handle. What should Ramu do in this case? One solution is for him to find a more
experienced manager who is willing to mentor him. Another solution is for Ramu to use his networking skills so
that he can connect with managers from other organisations, who can give him advice on how to handle such
situations.
Step 2: Divide your work amongst others – realize that you cannot handle everything yourself.
Even the most skilled manager in the world will not be able to manage every single task that an enterprise will
demand of him. A smart manager needs to realize that the key to managing his enterprise lies in his dividing all his
work between those around him. This is known as delegation. However, delegating is not enough. A manager
must delegate effectively if he wants to see results. This is important because delegating, when done incorrectly,
can result in you creating even more work for yourself. To delegate effectively, you can start by making two lists.
One list should contain the things that you know you need to handle yourself. The second list should contain the
things that you are confident can be given to others to manage and handle. Besides incorrect delegation, another
issue that may arise is over-delegation. This means giving away too many of your tasks to others. The problem
with this is, the more tasks you delegate, the more time you will spend tracking and monitoring the work progress
of those you have handed the tasks to. This will leave you with very little time to finish your own work.
Step 3: Hire the right people for the job.
Hiring the right people goes a long way towards effectively managing your enterprise. To hire the best people
suited for the job, you need to be very careful with your interview process. You should ask potential candidates
the right questions and evaluate their answers carefully. Carrying out background checks is always a good
practice. Running a credit check is also a good idea, especially if the people you are planning to hire will be
handling your money. Create a detailed job description for each role that you want filled and ensure that all
candidates have a clear and correct understanding of the job description. You should also have an employee
manual in place, where youput down every expectation that you have from your employees. All these actions will
help ensure that the right people are approached for running your enterprise.
Step 4: Motivate your employees and train them well.
Your enterprise can only be managed effectively if your employees are motivated to work hard for your
enterprise. Part of being motivated involves your employees believing in the vision and mission of your enterprise
and genuinely wanting to make efforts towards pursuing the same. You can motivate your employees with
recognition, bonuses and rewards for achievements. You can also motivate them by telling them about how their
efforts have led to the company’s success. This will help them feel pride and give them a sense of responsibility
that will increase their motivation.Besides motivating your people, your employees should be constantly trained
in new practices and technologies. Remember, training is not a one-time effort. It is a consistent effort that needs
to be carried out regularly.
Step 5: Train your people to handle your customers well.
Your employees need to be well-versed in the art of customer management. This means they should be able to
understand what their customers want and also know how to satisfy their needs. For them to truly understand
this, they need to see how you deal effectively with customers. This is called leading by example. Show them how
you sincerely listen to your clients and the efforts that you put into understand their requirements. Let them
listen to the type of questions that you ask your clients so they understand which questions are appropriate.
Step 6: Market your enterprise effectively.
Use all your skills and the skills of your employees to market your enterprise in an effective manner. You can
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also hire a marketing agency if you feel you need help in this area. Now that you know what is required to run your
enterprise effectively, put these steps into play and see how much easier managing your enterprise becomes!

Tips

!

•

Get advice on funding options from experienced bankers.

•

Be cautious and avoid borrowing more than you need, for longer than you need, at an
interest rate that is higher than you are comfortable with.

7.6.7: 20 Questions to Ask Yourself Before Considering
Entrepreneurship
1. Why am I starting a business?
2. What problem am I solving?
3. Have others attempted to solve this problem
before? Did they succeed or fail?
4. Do I have a mentor or industry expert that I can
call on?
5. Who is my ideal customer?
6. Who are my competitors?
7. What makes my business idea different from
other business ideas?
8. What are the key features of my product or
service?
9. Have I done a SWOT analysis?
10. What is the size of the market that will buy my
product or service?

Tips

11. What would it take to build a minimum viable
product to test the market?
12. How much money do I need to get started?
13. Will I need to get a loan?
14. How soon will my products or services be
available?
15. When will I break even or make a profit?
16. How will those who invest in my idea make a
profit?
17. How should I set up the legal structure of my
business?
18. What taxes will I need to pay?
19. What kind of insurance will I need?
20. Have I reached out to potential customers for
feedback?

!

•

It is very important to validate your business ideas before you invest significant time, money and
resources into it.
•
The more questions you ask yourself, the more prepared you will be to handle to highs and lows of
starting an enterprise.
Footnotes:
1.
A mentor is a trusted and experienced person who is willing to coach and guide you.
2.
A customer is someone who buys goods and/or services.
3.
A competitor is a person or company that sells products and/or services similar to your products and/or
services.
4.
SWOT stands for Strengths, Weaknesses, Opportunities and Threats. To conduct a SWOT analysis of your
company, you need to list down all the strengths and weaknesses of your company, the opportunities that
are present for your company and the threats faced by your company.
5.
A minimum viable product is a product that has the fewest possible features, that can be sold to
customers, for the purpose of getting feedback from customers on the product.
6.
A company is said to break even when the profits of the company are equal to the costs.
7.
The legal structure could be a sole proprietorship, partnership or limited liability partnership.
8.
There are two types of taxes – direct taxes payable by a person or a company or indirect taxes charged on
goods and/or services.
9.
There are two types of insurance – life insurance and general insurance. Life insurance overs human life
while general insurance covers assets like animals, goods, cars etc
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8: Abbreviation and Acronyms

A/C – Aircraft
AAP – Additional Attendant Panel
AED – Automated External
Defibrillator
ACP – Area Call Panel
ABP – Able Bodied Passenger
AFT – Rear
AIP – Attendant Indication Panel
AMU – Audio Management Unit
AOC – Air Operator Certificate
APU – Auxiliary Power Unit
ATC – Air Traffic Control
BGM – Boarding Music
CC – Airline Cabin Crew
CCOM – Airline Cabin Crew
Operations Manual
CDLB – Cabin Defect Log Book
CIDS – Cabin InterCommunication Data System
CPR – Cardio Pulmonary
Resuscitation
CRM – Crew Resource
Management
CVR – Cockpit Voice Recorder
DFDR – Digital Flight Data
Recorder
EOD – Explosive Ordinance
Disposal

EPSU – Emergency Power
Supply Unit
F/O – First Officer
FAA – Federal Aviation
Administration
FLT – Flight
FWD – Forward
AME – Aircraft Maintenance
Engineer
INOP – Inoperative
INT – Interphone
LAV – Lavatory
LRBL – Least Risk Bomb
Location
LSU – Lavatory Service Unit
MEL – Minimum Equipment
List
OXY – Oxygen
PA – Public Address
PAX – Passenger
ECAM – Electronic Centralised
Aircraft Monitoring
PBE – Protective Breathing
Equipment
PED – Portable Electronic
Device
PIC – Pilot-in-Command
PIU – Passenger Information
Unit
ACARS – Aircraft
Communications Addressing
and Reporting System
PSU – Passenger Service Unit

ELT – Emergency Locator
Transmitter
EMER – Emergency

UNMR – Unaccompanied
Minor

FAP-Flight Attendant Panel
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